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2026 Cost of Service Checklist
Hydro Ottawa Inc.

EB-2024-0115

Date:    ORIGINAL

Filing Requirement
Page # Reference

Evidence Reference, Notes
(Note: if requirement is not applicable, please provide reasons)

GENERAL REQUIREMENTS
Ch1, p4 Confidential Information - Practice Direction has been followed Yes

Ch1, p5 Certification by a senior officer that the application and any evidence filed in support of the application does not include any personal 
information unless it is filed in accordance with Rule 9A of the OEB’s Rules (and the Practice Direction Confidential Filings, as applicable). Attachment 1-1-4(C)

Ch1, p5 Certification by a senior officer that the evidence filed (including the models and appendices) is accurate, consistent and complete to the best 
of their knowledge Attachment 1-1-4(C)

Ch1, p5
Certification by the Chief Executive Officer, or Chief Financial Officer, or equivalent, that the distributor has the appropriate processes and 
internal controls for the preparation, review, verification and oversight of all deferral and variance accounts, regardless of whether the 
accounts are proposed for disposition

Attachment 1-1-4(C)

Ch2, p2 A letter from the governing body (e.g., Board of Directors) certifying that it is aware of and approves the submission of the application Attachment 1-1-4(B)
2 COS checklist filed and statement identifying all deviations from Filing Requirements Schedule 1-2-2

2 & 3 Chapter 2 appendices in live Excel format; PDF and Excel copy of current tariff sheet Hydro Ottawa confirms the Chapter 2 appencies are filed in live Microsoft Excel 
format, and that PDF and Excel copies of the tariff sheets are included. 

3 If distributor updates/amends an OEB model, reference made in corresponding exhibit re: what was updated/amended Yes
3 Regulated entity shown separately from parent company or any other affiliates Yes

4 If applicable, if cost of service filed earlier than scheduled, justify why an early rebasing is required by demonstrating why and how distributor 
cannot adequately manage resources and financial needs during IRM period Hydro Ottawa is not filing earlier than scheduled

4 & 5 If applicable, late applications filed after the commencement of the rate year for which the application is intended to set rates is converted to 
the following rate year

Hydro Ottawa is not filing after the commencement of the rate year for which the 
applicable is intended to set rates (2026)

5
All of the following exhibits filed: Application Overview and Administrative Documents, Rate Base and Capital (including DSP), Customer and 
Load Forecast, Operating Expenses, Cost of Capital and Capital Structure, Revenue Requirement and Revenue Deficiency/Sufficiency, Cost 
Allocation, Rate Design, Deferral and Variance Accounts

Yes 

5

General requirements applicable throughout application:
-written evidence included before data schedules
-avg. of opening and closing fiscal year balances used for items in rate base (unless alternative method justified)
-debt + equity = total rate base
-data for test year, bridge year, three most recent historicals (or as many needed to provide actuals back to last OEB-approved), most recent 
OEB-approved test

Yes

6 Documents must include page numbers and be provided in text searchable and bookmarked PDF format Yes
6 Links within Excel models are broken and models named so that they can be identified (e.g. RRWF instead of Attachment A) Yes

7 Materiality threshold: Explanation/justification and/or supporting evidence for material amounts pertaining to CAPEX, capital variances, rate 
base variances, OM&A, and DVAs; additional details below the threshold if necessary Yes

EXHIBIT 1 - APPLICATION OVERVIEW AND ADMINISTRATIVE DOCUMENTS
Table of Contents

7 Table of Contents listing major sections and subsections of the application Schedule 1-1-1

Application Summary and Business Plan

7

Distributor with less than 30k customers: Business and/or Strategic Plan. If no Business or Strategic plan: key planning assumptions, 
description of material factors (internal and external) that may affect the operation of the utility and major goals of the distributor in the test year 
and remaining years of the five-year term.

Distributor with 30k or more customers: Business Plan underpinning application - can be augmented by plain language summary of 
distributor's goals that informed the application if this is not otherwise in the Business Plan. Also provide Strategic Plan, if available.

Schedule 1-2-3
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7-9

Brief, plain language summary of the application which includes the main requests with section references and rationale behind each request. 
Must include:
-Revenue requirement (service revenue requirement requested for test year, increase/decrease ($ and %) from most recent approved, main 
drivers of revenue requirement changes
-Load forecast summary (load and customer growth (% change in kWh, kW and change in customer #s from last OEB-approved))
-Rate base and DSP (major drivers of DSP and cost trends, rate base requested, change in rate base from last OEB-approved ($ and %), 
CAPEX for test year, change in CAPEX from last OEB-approved ($ and %)
-OM&A (OM&A requested for test and change from last OEB-approved ($ and %), drivers and cost trends)
-Cost of capital (table showing proposed capital structure and parameters resulting in WACC, statement confirming use of OEB's cost of 
capital parameters, summary of deviations from OEB methodology)
-Cost allocation and rate design (proposed new customer classes and/or customer definition changes, new proposed charges, significant 
changes proposed to rev. cost ratios and fixed/variable split, mitigation plans)
-DVAs (total disposition ($) including split between customer classes and between RPP and non-RPP (if applicable), disposition period(s), new 
DVAs and requested discontinuation of DVAs)
-Bill Impacts ($ and %) for residential customer at 750kWh, and typical customers for all other classes (based on commodity rates on TOU 
with regulatory charges held constant; bill impacts to be used for Notice (Sub-total A) for residential customer at 750kWh and GS<50 at 
2000kWh as well as a typical consumer for a distributor’s service area for all customer classes, and bill impacts based on alternative 
consumption profiles and customer groups as appropriate

Schedule 1-2-1

Administration
9 Primary contact information (name, address, phone, email) Schedule 1-1-4
9 Identification of legal (or other) representation Schedule 1-1-4

9 Applicant's internet address for viewing of application and any social media accounts, with addresses, used by the applicant to communicate 
with customers Schedule 1-1-4

9 Statement identifying where notice should be published and why Schedule 1-1-4
9 Form of hearing requested and why Schedule 1-1-4
9 Requested effective date Schedule 1-1-4
10 Statement identifying and describing any changes to methodologies used vs previous applications Schedule 1-1-4

10 Identification of OEB directions from any previous OEB Decisions and/or Orders, including commitments made as part of approved 
settlements. Indication of how these are being addressed in the current application Schedule 1-1-4

10
Reference to Conditions of Service - provide reference to website and confirm version is current; identify if there are changes to Conditions of 
Service (a) since last CoS application and/or (b) as a result of the current application. Confirmation that there are no rates and charges linked 
in the Conditions of Service that are not in the distributor's Tariff of Rates and Charges must be provided

Schedule 1-1-4

10
Description of the corporate and utility organizational structure showing the main units and executive and senior management positions within 
the organization; corporate entities relationship chart, showing the extent to which the parent company is represented on the distributor 
company’s Board of Directors; description of the reporting relationships between distributor and management of the parent company. Also 
include any planned changes in corporate or operational structure, including any changes in legal organization and control

Schedule 1-6-1

10 List of approvals requested (and relevant section of legislation). All approvals including accounting orders, new rate classes, revised specific 
service charges or retail service charges which the distributor is seeking, must be documented. Schedule 1-1-4; Attachment 1-1-4(A)

Distribution System Overview
10 Description of Service Area - general description and map showing where distributor operates and communities served Schedule 1-2-2

Customer Engagement
11 Provide information regarding its customer engagement activities, activities that occur on an on-going basis, and specific activities pertaining 

to application. May use Appendix 2-AC to assist in listing customer engagement activities Attachment 1-4-1(A)

11
Ongoing Customer Engagement - Describe methods used to communicate and engage with each customer class regularly, summarize 
pertinent feedback received through regular customer communications, and explain how feedback informs operations and rate application, 
where applicable

Schedule 1-4-1 

11 & 12
Application-Specific Customer Engagement - Explain customer engagement process specific to application (tailor customer engagement 
activities to distributor's circumstances and the proposals in application). Demonstrate how customer needs and priorities were factored into 
the decision-making process

Schedule 1-4-2

12 Customer engagement with customers who would be affected by proposals related to new rate classes, changes in to existing rate classes 
and change in charges such as RSCs, Specific Service Charges, standby rates, and unmetered-load customers

Hydro Ottawa informed affected Standby Customers of the intent to request final 
standby rates. Schedule 7-1-3

12 All responses to matters raised in letters of comment filed on public record No letters of comment filed.
Performance Measurement 

12 Link to most recent scorecard Schedule 1-3-3
12 Identification of performance improvement targets Schedule 1-3-3

12
OEB approved benchmarking model for the test year showing efficiency assessment, discussion on how the results obtained from the OEB 
approved forecasing model and Activity and Program-based Benchmarking (APB) have informed the distributor's business plan and 
application 

Attachment 1-3-3(G)

12 & 13 Distributors may wish to provide table showing respective OEB-approved IRM increases for each of the last historical years from last rebasing, 
and assigned cohort as per the OEB approved model Attachment 1-3-3(A); did not provide IRM increases
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13

Activity and Performance-based Benchmarking (APB) results - at least provide the following unit cost variance analysis:
- Year-over-year Historical Actuals (for most recent APB results)
- Forecast Bridge Year vs Historical Actuals, to extent possible
- Test Year vs Historical Actuals, to extent possible
-  An explanation of significant change (greater than 20% from previous year or five-year average)
-  A plan to drive down unit costs if five-year average is 25% greater than industry five-year average

Attachment 1-3-3(B)

13 Explain variances in cost performance, whether changes in unit costs are within distributor's control, and discuss relevant actions planned or 
underway. Discuss econometric results to extent possible Attachment 1-3-3(B)

Facilitating Innovation

13 & 14
Distributors are encouraged to include a description of the ways their approach to innovation has shaped the application. Could include 
explanations of approach to innovation or keeping up with innovation in their business more generally; of specific projects or technologies for 
enhancing the provision of distribution services; and of enabling characteristics or constraints in their ability to undertake innovative solutions. 
Explain how innovative alternatives have been considered in place of traditional investments

Schedule 1-3-4

14
Explain how innovative alternatives have been considered in place of traditional investments. Include information about the costs, expected 
benefits and associated risks of innovative alternatives. An innovative approach the OEB has emphasized is for distributors to consider the 
use of non-wires solutions (NWSs) to address distribution system needs

Schedule 1-3-4

Financial Information

15
Audited Financial Statements (excluding operations of affiliated companies that are not rate regulated) for two most recent historical years (i.e. 
one year's statements must be filed, covering two years of historical actuals); if most recent finals n/a, draft financial statements filed and 
finals, along with summary of main changes if there are any, provided as soon as they are available. Alternatively, if distributor publishes 
financial statement on its website, a link may be provided

Schedule 1-5-1

15
A detailed reconciliation of the financial results shown in the audited financial statements with the regulatory financial results filed in the 
application, including a reconciliation of the fixed assets in order to, as one example, separate non�distribution businesses. This must include 
the identification of any deviations that are being proposed between the audited financial statements and the regulatory financial results, 
including the identification of any prior OEB approvals for such deviations.

Schedule 1-5-1

15 Annual Report and MD&A for most recent year of distributor and parent company, as available and applicable. If an Annual Information Form 
is filed publicly, a link should be provided Schedule 1-5-2

15 Rating Agency Reports, if available; Prospectuses, information circulars etc. for recent and planned public debt and/or equity offerings Schedule 1-5-3
15 Any change in tax status No change in tax status
15 Description of existing accounting orders and departures from these orders, as well as any departures from the USoA Schedule 1-5-5
15 Accounting Standards used for financial statements and when adopted Schedule 1-5-6

15 If distributor conducting non-distribution businesses, confirmation that accounting treatment used has segregated these activities from rate 
regulated activities Schedule 1-5-7; Schedule 1-5-8

Distributor Consolidation
16 Information filed on the extent to which the distributor has investigated opportunities for consolidation or collaboration/partnerships with other 

distributors (contained within a dedicated section of the application); conclusions from investigations, including future plans Schedule 1-3-5

16 If distributor has become party to a proposed or approved MAADs transaction since last rebasing, disclosure of this information in current 
application Hydro Ottawa has not become a party to a proposed or approved MAADs.

A distributor filing an application to rebase following a consolidation must:

16 Identify any incentives that formed part of the consolidation transaction if the incentive represents costs that are being proposed to remain or 
enter rate base and/or revenue requirement - list the exhibits in which incentives are discussed Hydro Ottawa has not been part of a consolidation. 

16 Specify whether and which commitments made to shareholders are to be funded through rates Hydro Ottawa has not been part of a consolidation. 

16 Detail of realized and projected savings as a result of consolidation compared to what was in the approved consolidation application and 
explanation of the nature of these savings (e.g. one-time, ongoing etc.) Hydro Ottawa has not been part of a consolidation. 

16 Detail of efficacy of any rate plan confirmed as part of MAADs Hydro Ottawa has not been part of a MAADs.

16 Identify approved ACM or ICM from a previous Price Cap IR application it proposes be incorporated into rate base Hydro Ottawa does not have an approved ACM or ICM from a previous Price Cap IR 
Application

Distributor rebasing for the first time following a consolidation that approved under the 2024 MAADs handbook must provide:
(Distributors that Deferred Rebasing for Five Years or Less)

17 Achieved efficiencies and savings associated with the various activities where efficiencies were expected (as documented in the consolidation 
application) Hydro Ottawa has not been part of a consolidation. 

17 A qualitative discussion on enhanced reliability and service quality as a consolidated distributor Hydro Ottawa has not been part of a consolidation. 
17 A qualitative discussion on enhanced reliability and service quality on a rate zone basis Hydro Ottawa has not been part of a consolidation. 

17 Total transaction and transition costs, and whether those have been recovered over the term of the deferred rebasing period through the 
savings achieved Hydro Ottawa has not been part of a consolidation. 

17 A discussion on any obstacles encountered since consolidation and how the distributor managed those obstacles. If applicable, a discussion 
of how obstacles affected the consolidated entity from reaching its targets should also be included Hydro Ottawa has not been part of a consolidation. 

Distributor rebasing for the first time following a consolidation that approved under the 2024 MAADs handbook must provide:
(Distributors that Deferred Rebasing for More than Five Years)

17 Updates to information filed as part of mid-term report based on achieved results, including for any period not covered by the initial mid-term 
report Hydro Ottawa has not been part of a consolidation. 

17
An updated version of the revenue requirement analysis provided in the consolidation application based on information known at the time of 
the filing, and a comparison and discussion of the consolidation application forecasts versus those filed in the post-consolidation rebasing 
application.

Hydro Ottawa has not been part of a consolidation. 
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Impacts of COVID-19 Pandemic

17 & 18
Distributors generally expected to reflect the impacts of the COVID-19 pandemic in their applications, including applicable forecast information. 
This includes, but is not limited to, the distributor's load forecast, capital forecast, and OM&A forecast in the applicable sections of the 
application

Schedule 1-2-4, Schedule 1-2-5, Schedule 4-1-1, Schedule 4-1-2, Schedule 2-5-1, 
Schedule 2-5-5

EXHIBIT 2 - RATE BASE AND CAPITAL
Rate Base

18 Indication of whether capital expenditures are equivalent to in-service additions, and if so, variance explanations only required once. If not, 
specify whether variance explanations are on CAPEX or in-service additions basis

Schedule 2-1-1 for in-service additions, Schedule 2-5-5 for capital expenditures 
(CAPEX)

18 For rate base, opening and closing balances for each year, and the average of the opening and closing balances for gross assets and 
accumulated depreciation (discussion of methodology if applicant uses an alternative method); working capital allowance 

Schedule 2-1-1

18 Table showing components of the last OEB-approved rate base, the proposed test year rate base and the variances Schedule 2-1-1 

Fixed Asset Continuity Schedule
18 Completed Appendix 2-BA for each year - in Excel format Attachment 2-2-1(A),(B)

18 & 19

Continuity statements and year-over-year variance analysis must be provided (year end balance, including capitalized interest during 
construction and overhead costs). Explanations provided where there is a year-over-year variance greater than the applicable materiality 
threshold
If applicable, explanation for any restatement (e.g. due to change in accounting standards) and reconciliation to original statements
Year over year variance analysis; explanation where variance greater than materiality threshold. The following comparisons must be provided:
  Hist. OEB-Approved vs Hist. Actual (for the most recent historical OEB-approved year)
  Hist. Act. vs. preceding Hist. Act. (for the relevant number of years)
  Hist. Act. vs. Bridge
  Bridge vs. Test

Schedule 2-1-1, Schedule 2-2-1, Schedule 2-5-5

19
Opening and closing balances of gross assets and accumulated depreciation correspond to fixed asset continuity statements. If not, an 
explanation and reconciliation 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

Schedule 2-2-1

19

Distributor may include in-service balances previously recorded in DVAs, such as renewable generation/smart grid related accounts, in its 
opening test year property, plant and equipment balances, if these costs have not been previously reviewed and approved for disposition, and 
if disposition is being requested in this application. In this situation, the distributor must clearly show in its evidence (e.g. Appendix 2-BA) that 
the addition was included in the opening test year balances and must reconcile the closing bridge year and opening test year figures. 
Distributors must provide the same reconciliation for accumulated depreciation

Hydro Ottawa does not have in service additions previously recorded in a DVA that is 
included in opening rate base. However 2026's opening rate base is higher than 
2025's closing approved rate base. See Schedule 2-1-1 for details.

19 Summary of approved and actual costs for any ICM(s) and/ or ACM approved in previous IRM applications Hydro Ottawa does not have an approved ACM or ICM from a previous Price Cap IR 
Application

19 Continuity statements must reconcile to calculated depreciation expenses and presented by asset account Schedule 2-2-1

19 All asset disposals clearly identified in the Chapter 2 Appendices for all historical, bridge and test years Attachment 2-2-1(A),(B)

Depreciation, Amortization and Depletion
20 Explanations for any useful lives of an asset that are proposed that are not within the ranges contained in the Kinectrics Report No proposed changes to useful lives included in 2026-2030 Application

20 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

Attachment 2-7-1(B),(C)

20 Identification of any Asset Retirement Obligations and associated depreciation or accretion expense - includes the basis for and calculation of 
these amounts

Hydro Ottawa does not have any Asset Retirement Obligations on its books

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

Schedule 2-7-1

20 Copy of depreciation/amortization policy if available. If not, equivalent written description; summary of changes to depreciation/amortization 
policy since last CoS

Schedule 2-7-1

21 If filing under MIFRS, explanation of any deviations from the practice of depreciating significant parts or components of PP&E separately No deviations from prior applications

21

If no changes have been made to depreciation policy or service lives since last rebasing, a statement confirming that this is the case is 
required. 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
-use of Kinectrics study or another study to justify changes in useful life
- list detailing all asset service lives tied to USoA and reconcile this list to the USoA, detail differences in asset service lives and the TULs from 
Kinectrics and explain differences outside of minimum and maximum TUL range from Kinectrics; Appendix 2-BB if there have been changes in 
asset service lives since last rebasing

Schedule 2-7-1

Allowance for Working Capital
21 Working Capital - 7.5% allowance or Lead/Lag Study. If previously ordered by OEB as part of last rate application to file Lead/Lag Study, must 

comply.
Schedule 2-3-1

21&22 If Lead/Lag Study conducted - leads and lags measured in days, dollar-weighted and reflects the distributor's actual billing and settlement 
processing timelines and considers relevant changes to operating environment

Hydro Ottawa is proposing to use the OEB default 7.5 allowance.

22
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. Calculation must include the impact of the most up to date Ontario Electricity Rebate. Distributors must complete 
Appendix 2-Z - Commodity Expense.

The split between RPP and non-RPP Class A and B are based on the most recent 
actual data (for year end 2023). Schedule 2-3-1, Section 4.1

22 Use most recent approved UTRs, Smart Metering Entity Charge and regulatory charges UTR based on 2025 Approved rates; Smart Meter Entity and Regulatory charges 
based on 2025 Decision and Order, Schedule 2-3-1, Section 4.2 to 4.5

Distribution System Plan 
22 DSP filed as a stand-alone, self-sufficient element within Exhibit 2 Schedules 2-5-1 through 2-5-9
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Policy Options for the Funding of Capital

22&23

Distributor may propose ACM capital project coming into service during Price Cap IR (a discrete project documented in DSP) - provide 
information on need and prudence. For projects with an expected capital cost of $2 million or more, excluding general plant investments, 
includes documentation of the consideration of NWSs to meet the identified system need that will be addressed by the project(s) as articulated 
in the OEB’s Benefit-Cost Analysis Framework for Addressing Electricity System Needs (BCA Framework) to assess the economic feasibility 
of NWSs. 

N/A - Not proposing ACM as part of this application. 

23 Identification that distributor is proposing ACM treatment for these future projects and provide the preliminary cost information, and ACM/ICM 
materiality threshold calculations - ACM Report provides further details on information required

Hydro Ottawa is not applying for an ACM in this application

23 Complete Capital Module Applicable to ACM and ICM Hydro Ottawa is not applying for an ACM or ICM in this application

Addition of Previously Approved ACM and ICM Project Assets to Rate Base
24 Distributor with previously approved ACM(s) and/or ICM(s) - schedule of ACM/ICM amounts proposed to be incorporated into rate base (i.e. 

PP&E and associated depreciation). Comparison of actual capital spending with OEB-approved amount and explanation for variances
Hydro Ottawa does not have an approved ACM or ICM from a previous Price Cap IR 
Application

24 Balances in Account 1508 sub-accounts; rate of interest prescribed by the OEB for DVAs for the respective quarterly period as published on 
the OEB's website

Hydro Ottawa does not have an approved ACM or ICM from a previous Price Cap IR 
Application

24
True-up calculation if material, comparing the recalculated revenue requirement based on actual capital spending relating to the OEB-
approved ACM/ICM project(s) to the rate rider revenues collected in the same period; assumptions used in the calculation noted (e.g., half-
year rule). 

Hydro Ottawa does not have an approved ACM or ICM from a previous Price Cap IR 
Application

24
Accelerated capital cost allowance (CCA) should not be reflected in the ACM/ICM revenue requirement associated with these projects. 
Distributors should include the impact of the CCA rule change associated with the ACM/ICM project(s) in Account 1592 - PILs and Tax 
Variances – CCA Changes sub-account for CCA changes

Hydro Ottawa does not have an approved ACM or ICM from a previous Price Cap IR 
Application

Capitalization
25 Capitalization Policy: provide policy including changes since last rebasing application. Confirm if no changes made to capitalization policy 

since last rebasing application. Attachment 2-6-1(A)

25 Overhead Costs: complete Appendix 2-D Attachment 2-6-2(A)
25 Burden Rates: identification of burden rates; if burden rates were changed since last rebasing, identification of the burden rates prior to the changeAttachment 2-6-2(A)

Costs of Eligible Investments for the Connection of Qualifying Generation Facilities
26  See Appendix A N/A - Hydro Ottawa is not seeking approval to recover the rate component of costs for 

Eligible Investments for the Connection of Qualifying Generation Facilities
General & Administrative Matters

Ch5, p2 Use of terminology and formats set out in Ch. 5 Schedules 2-5-1 through 2-5-9
Investment Categories

Ch5, pp 2, 3 & 4 Investment projects and programs grouped into one of four investment categories (i.e. system access, system renewal, system service, general plant)Schedules 2-5-1 through 2-5-9
Distribution System Plan

Ch5, p5 If a distributor’s application uses alternative section headings and/or arranges the information in a different order, table provided that cross-
references the headings/subheadings used in the application to the section headings/subheadings indicated in Ch. 5 Schedule 2-5-1

Ch5, p5
DSP duration minimum of 10 years, comprising of a historical and forecast period. The historical period is the first five years of the DSP 
duration, consisting of five historical years, ending with the bridge year. For distributors that have not filed a DSP within the past five years, the 
historical period is from the test year of a distributor’s last cost or service application to the bridge year. The forecast period is the last five 
years of the DSP duration, consisting of five forecast years, beginning with the test year of the current cost of service application.. 

Schedule 2-5-5

Distribution System Plan Overview
Ch5, p5 High-level overview of information filed in DSP which includes capital investment highlights and changes since last DSP; objectives distributor 

plans to achieve through DSP, which will be used as a baseline comparison in the performance measurement section below. Schedule 2-5-1

Coordinated Planning with Third Parties

Ch5, p5&6
The distributor must demonstrate that it has coordinated planning with third parties where appropriate. Explanation of whether consultations 
affected distributor's DSP, and if so, how; for consultations that affected DSP - overview of consultation and relevant material supporting the 
effects the consultation had on the DSP.

Schedule 2-5-2

Ch5, p6 Overview of consultation should include: purpose, outcome, whether the distributor initiated the consultation or was invited to participate in it, 
and the other participants in the consultation process 

Schedule 2-5-2

Ch5, p6 A distributor should file the most recent regional plan. In the absence of a regional plan, the distributor should file a Regional Planning Status 
Letter from the transmitter.

Schedule 2-5-2(A)

Ch5, p6
Identification of any inconsistencies between DSP and any current Regional Plan. If there are any inconsistencies, explanation of the reasons 
why, particularly where a proposed investment in their DSP is different from the recommended optimal investment identified in the Regional 
Plan

Schedule 2-5-2

Ch5, p6 & OEB 
Letter, Jan. 11, 2022

Telecommunications Entities:
See January 11, 2022 letter for further guidance to the regulation that requires distributors to consult with any telecommunications entity that 
operates within its service area when preparing a capital plan for submission to the OEB, for the purpose of facilitating the provision of 
telecommunications services, and include the following information in its capital plan:
-number of consultations conducted and a summary of the manner in which the distributor determined with whom to consult; a summary of the 
results of the consultation; and a statement as to whether the results of the consultations are reflected in the capital plan and, if so, a summary 
as to how.

Schedule 2-5-2
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Ch5, p6&7

REG:
-confirmation if there are REG investments in region
-if there REG investments proposed in DSP, demonstration of coordination with IESO, other distributors/transmitters (as applicable), and that 
investments proposed are consistent with Regional Infrastructure Plan
- IESO letter in relation to REG investments 

Schedule 2-5-2

Performance Measurement for Continuous Improvement

Ch5, p7
Distribution System Plan:
Summary of objectives for continuous improvement set out in last DSP and discussion on whether these objectives achieved. For objectives 
not achieved, explanation of how this affects current DSP and if applicable, improvements implemented to achieve the objectives in Section 
5.2.1.

Schedule 2-5-3

Ch5, p7

Service Quality and Reliability:
-5 historical years of SQRs; explanations for material changes in service quality and reliability and whether and how DSP addresses these 
issues
-for reliability, any declining 5 year SAIDI/SAIFI trends explained
-if reliability targets established in last DSP, any under-performance explained

Schedule 2-5-3

Ch5, p7 Completed Appendix 2-G; confirmation that the data is consistent with scorecard, or explanation of any inconsistencies Attachment 2-5-3(A)

Ch5, p7&8

Summary of performance for historical period using methods and measures (metrics/targets) identified and how performance has trended over 
the period. Summary must include historical period data on:
-all interruptions
-all interruptions excluding loss of supply
-all interruptions excluding major events and loss of supply for: SAIFI, SAIDI

Schedule 2-5-3

Ch5, p8 Summary of major events that occurred since last cost of service Schedule 2-5-3

Ch5, p8
For each cause of interruption for last five historical years: number of interruptions that occurred as a result of the cause of interruption, 
number of customer interruptions that occurred as a result of interruption, number of customer-hours of interruptions that occurred as a result 
of the cause of interruption

Schedule 2-5-3

Ch5, p8

Distributor Specific Reliability Targets:
-if establishing performance expectations based on something other than historical performance, evidence provided of capital and operational 
plan and other factors that justify the reliability performance the distributors plan to deliver
-summary of any feedback from customers regarding reliability on distributors' system
-distributors that use SAIDI and SAIFI performance benchmarks that are different than the historical average - evidence provided to support 
reasonableness of benchmarks

Hydro Ottawa is not proposing distributor specific reliability targets.

Planning Process
Ch5, p9 Overview of planning process that has informed five-year capital expenditure plan; flowchart accompanied by explanatory text may be helpful Schedule 2-5-4

Ch5, p9 Summary of important changes in distributor's AM process since last DSP Schedule 2-5-4

Ch5, p9

Process:
-provide processes used to identify, select, prioritize (including reprioritization over 5 year term), optimize, and pace execution of investments
-demonstration that distributor has considered correlation between plan and customer's feedback and needs
-demonstration that distributor has considered potential risks of proceeding/not proceeding with individual capital expenditures
-demonstrate how it undertake grid optimization using an approach that considers the distributor’s whole system
-consideration, where applicable, of assessing the use of distribution rate-funded NWSs, cost-effective implementation of distribution 
improvements affecting reliability, and meeting customer needs as acceptable costs to customers, and other innovative technologies
-demonstration that distributor has a planning process for future capacity needs, which must include, among other aspects, increased adoption 
of electric vehicles

Schedule 2-5-4 through 2-5-9

Ch5, p10
Data
-identification, description and summary of data used in processes above to identify, select, prioritize, optimize and pace investments over 
DSP

Schedule 2-5-4

Overview of Assets Managed

Ch5, p10
Overview of service area (e.g. system configuration, urban/rural etc.) to support capital expenditures over forecast period; asset information (e.
g. capacity, utilization, condition, failures/performance, asset risks, demographics) by major asset type that may help explain the specific need 
for the capital expenditure and demonstration of consideration of economic alternatives

Schedule 2-5-4

Ch5, p10 Statement as to whether distributor has had any transmission or high voltage assets deemed previously by the OEB as distribution assets, and 
whether there are any such assets that the distributor is asking the OEB to deem as distribution assets in the current application

Hydro Ottawa does not have any such assets

Ch5, p10&11
Description of whether distributor is a host and/or embedded distributor; identification of any embedded and/or host distributors; partially 
embedded status identified (including % of total load supplied through host); if host distributor, identification of whether there is a separate 
embedded class or if any embedded distributors are included in other classes

Schedule 2-5-4

Asset Lifestyle Optimization Policies and Practices
Ch5, p11 Demonstration that distributor has carried out cost-effective system O&M activities to sustain as asset to the end of its service life (and can 

include references to the Distribution System Code)
Schedule 2-5-4

Ch5, p11 Explanation of processes and tools used to forecast, prioritize and optimize system renewal spending and how distributor intends to operate 
within budget envelopes

Schedule 2-5-4 through 2-5-7

Ch5, p11 Demonstration of consideration of potential risks of proceeding/not proceeding with individual capital expenditures Schedule 2-5-6 through 2-5-9

Ch5, p11 Demonstration that the distributor has considered the future capacity requirements of the asset such that it does not need to be replaced 
prematurely due to capacity constraints

Schedule 2-5-4 

Ch5, p11 Summary of important changes to the distributor's asset life optimization policies, processes, and tools since last DSP Schedule 2-5-4
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System Capability Assessment for REG and DER
Ch5, p11 Provide list of restricted feeders by name, the feeder designation, the reason for the restriction, number of connected customers, and explain if 

there are plans to improve the distribution system’s ability to connect distributed energy resources
Schedule 2-5-4

Ch5, p11&12 If a distributor has incurred or expects to incur costs to accommodate and connect renewable generation facilities that will be the responsibility 
of the distributor under the DSC, refer to Appendix A

Schedule 2-5-4

Non-Wires Solutions to Address System Needs
Ch5, p12 Description of how distributor has taken NWSs into consideration in its planning process

Ch5, p12
Explanation of proposed activity in the context of the DSP, including providing details on the system need that is being addressed, 
infrastructure investments that are being avoided or deferred as a result of NWS, and the prioritization of proposed NWS activity relative to 
other system investments in the DSP

Ch5, p12&13 Evidence why the proposed NWS is the preferred approach (alone or in combination with an infrastructure solution) to meeting a system need, 
including an assessment of the projected benefits to customers relative to cost impacts, following the requirements of the BCA Framework.

Ch5, p13 Demonstration that distributor has meaningfully explored contracting services from non-utility owned distributed energy resources for any rate 
funded, distributor-owned NWS proposal

Capital Expenditure Summary
Ch5, p13 Provide capital expenditure plan that sets out proposed expenditures on distribution system and general plant over a five-year planning period, 

including investment and asset-related operating and maintenance expenditures
Schedule 2-5-5; Schedules 2-5-6 through 2-5-9

Ch5, p13 Provide a snapshot of a distributor’s capital expenditures over a 10-year period, including five historical years and five forecast years Schedule 2-5-5

Ch5, p13 The entire cost of individual projects or programs allocated to one of the four investment categories based on the primary driver of the 
investment

Schedule 2-5-5

Ch5, p13 Completed Appendices 2-AA and 2-AB Attachment 2-5-5(A),(B) 

Ch5, p13&14
Analysis of distributor's capital expenditure performance for the DSPs historical period - should include explanation of variances by investment 
or category, including actuals v. OEB-approved/planned amounts for the applicant's last OEB-approved CoS or Custom IR application and 
DSP - explanation of variances between planned and actual volume of work completed and explanation of variances in a given year that are 
much higher or lower than the historical trend

Schedule 2-5-5

Ch5, p14 Analysis of distributor's capital expenditure performance for the DSPs forecast period; for investments that have a lifecycle >1yr, the proposed 
accounting treatment, including the treatment of the cost of funds for CWIP

Schedule 2-5-5, Attachment 2-6-1(A)

Ch5, p14 Analysis of capital expenditures in DSP forecast period v. historical Schedule 2-5-5

Ch5, p14 Summary of any important modifications to typical capital programs since the last DSP Schedule 2-5-5

Ch5, p14 Description of the impacts of capital expenditures on O&M for each year or statement that the capital plans did not impact O&M costs Schedule 2-5-5

Ch5, p14 Statement that there are no expenditures for non-distribution activities in the applicant's budget Schedule 2-5-5

Justifying Capital Expenditures
Ch5, p14 Context on how overall capital expenditures over 5 years will achieve distributor's objectives; comment on lumpy investment years and rate 

impacts of capital investments in long term
Schedule 2-5-1 through 2-5-9

Material Investments
For each project that meets materiality threshold set in Ch 2A or deemed by applicant to be distinct for any other reason, guidelines are:

Ch5, p15

General information on the project/program 
- Need, scope, volume of work expected to be completed, key project timings (incl. key factors that affect timing), total expenditures (inc. 
contributions and economic evaluation as per DSC, as applicable), comparative historical expenditures, priority, alternatives considered, 
benefit-cost analysis (BCA) of recommended alternative, description of the innovative nature of investment if applicable.
-Where an investment within the five year forecast period involves a Leave to Construct approval, provide summary of the evidence (as 
available), for that investment consistent with Chapter 4 of the filing requirements

Schedule 2-5-6 through 2-5-9

Ch5, p15&16

Evaluation criteria and information requirements for each project/program
- Demonstration of need, and may include the need to address safety, cyber security, grid innovation, environmental, statutory/regulatory 
obligations
- Where investment substantially exceeds materiality - business case justifying expenditure, alternatives (including NWSs,if applicable), 
benefits for customers, impact on distributor costs
-If a distributor is requesting funding for an NWS, additional guidance on evidentiary requirements is provided in the NWS Guidelines

Schedule 2-5-6 through 2-5-9

Ch5, p16
Explanation of how innovative project is expected to benefit customers, such as improved reliability, enhanced customer services, efficient use 
of electricity, load management, greater efficiency through grid optimization, lower rates (long-term or short-term), enhanced customer choice, 
or any other benefit consistent with the OEB’s mandate

Schedule 2-5-6 through 2-5-9

Benefit-Cost Analysis Framework
The BCA Framework is mandatory when the projected capital cost of the proposed solution to an electricity system need (either NWS or traditional infrastructure) exceeds 
$2 million (excluding general plant investments)

N/A - not applicable to applications filed in 2025

Ch5, p17
Conduct pre-assessment to identify whether there is a reasonable expectation that an NWS may be a viable approach to meeting an identified 
need. Should the pre-assessment conclude that an NWS is a viable approach, a distributor should proceed with completing a BCA. The BCA 
should be filed along with the pre-assessment results

Ch5, p17 BCAs are to be prepared for each specific system need N/A - not applicable to applications filed in 2025

Ch5, p17&18
Distribution Service Test (DST)
A distributor looking to file a BCA must employ the mandatory distribution service BCA and consider the mandatory quantitative/qualitative 
impacts to benefit/costs as outlined in the BCA Framework, and must include the Excel-based quantitative output template, BCA Data Filing 
Submission Template.  The BCA may include the permitted DST qualitative impacts as applicable.

N/A - not applicable to applications filed in 2025
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Ch5, p18&19
Energy System Test (EST)
Distributors are encouraged to do an optional EST particularly if they believe an NWS offers significant benefits beyond those of distribution 
service. When an EST is conducted, the mandatory EST quantitative/qualitative impacts should be included, including the DST impacts as 
outlined in the BCA Framework.

N/A - not applicable to applications filed in 2025

Appendix A (if applicable)

Ch5, Appendix A
Information on the capability of distribution system to accommodate REG investments, including a summary of the distributor’s load and 
renewable energy generation connection forecast by feeder/substation (where applicable); information identifying specific network locations 
where constraints are expected to emerge due to forecast changes in load and/or connected renewable generation capacity

Schedule 2-5-4 

Ch5, Appendix A

In relation to renewable or other distributed energy generation connections, the information that must be considered by a distributor and 
documented in an application (where applicable), includes:
applications from renewable generators > 10 kW, number and MW of REG connections for forecast period, information from IESO and any 
other information about the potential for renewable generation in distributor's service area, capacity of Dx to connect REG, connection 
constraints

Schedule 2-5-1, 2-5-4

EXHIBIT 3 - CUSTOMER AND LOAD FORECAST
Load Forecasts

26 Weather normal load forecast provided Attachment 3-1-1(B)
26 Table outlining any factors that influence the load forecast in distributor's service territory (e.g. demographics, customer composition etc.) Attachment 3-1-1(B)

26 Explanation of the causes, assumptions and adjustments for the volume forecast, including all economic assumptions and data sources used 
(e.g. housing outlook & forecasts, other variables used in forecasting volumes) Attachment 3-1-1(B)

26 Explanation of weather normalization methodology Attachment 3-1-1(B)
26 Completed Appendix 2-IB; the customer and load forecast for the test year entered on RRWF, Tab 10 Attachment 3-1-1(A)

27 & 28

Multivariate Regression Model
-rationale to support change if the proposed model's methodology differs from the methodology used in the most recent load forecast; 
discussion of modelling approaches considered and alternative models tested
-statistics should include, but not limited to,  the regression equations coefficients and intercepts (e.g. t-stats, model statistics including R2, 
adjusted R2, F-stat, root-mean-squared-error and Durbin-Watson statistic), including explanation for any resulting non-intuitive relationships
-explanation of weather normalization methodology (including if monthly HDD and/or CDD are used they are based on either: 10 year avg. or 
proposed alternative approach with supporting evidence
-definitions of HDD and CDD including: climatological measurement points and why appropriate as well as identification of base degrees
-sources of data for endogenous and exogenous variables. Where a variable has been constructed, explanation of the variable data used and 
source. Where a distributor has constructed the demand variable to model billed consumption on a class-specific basis, a full explanation of 
the approach used to pro-rate or interpolate non-interval data (i.e. if billing data are not based on calendar monthly readings as obtained from 
interval or smart meters) must be provided, including an explanation of why the constructed demand series is suitable for modelling
-any binary variables used must be explained and justified - the use of binary variables should be limited and overlap with other variables 
should be avoided
-explanation of any specific adjustments made (e.g. to adjust for loss or gain of major customers or load, significant re-classifications of 
customers, etc.). Note locally purchased generation should be included in the total for purchased power
-description of how CDM and NWS impacts and other exogenous factors have been accounted for in the historical period, and how CDM and 
NWS impacts, including any targets or forecasts in the bridge and test years, are factored into the test year load forecast
-data and regression model and statistics used in customer and load forecast in Excel format

Schedule 3-1-1, Attachment 3-1-1(C)

28

NAC Model
-rationale to support NAC methodology if the model use differs from the method used in the most recent load forecast
-data supporting calculation of NAC values for each rate class
-description of how CDM and NWS impacts and other exogenous factors have been accounted for in historical period and how CDM and NWS 
impacts, including any targets or forecasts in the bridge and test years, are factored into test year forecast
-discussion of weather normalization assumptions used

The multivariate regression model was used

Incorporating CDM and NWS Impacts in the Load Forecast for Distributors
28 Refer to NWS Guidelines for guidance, including supporting evidence required regarding incorporating historical and forecast impact of CDM 

and NWS acitivities in load forecast Schedule 3-1-1

Accuracy of Load Forecast and Variance Analyses
28 Completed Appendix 2-IB (2-IA provides further instructions for filling out 2-IB) Attachment 3-1-1(A)

29

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 for changes in the definition of, or major changes made 
in the composition of each customer class
-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 

Schedule 3-1-1; Attachment 3-1-1(A), Schedule 3-1-2

29

For consumption and demand:
-explanation and details to support how kWh are converted to kW for applicable demand-billed classes
-year-over-year variances in consumption (kWh) and demand (kW or kVA - the latter for demand billed rate classes) by rate class and for 
system consumption overall (kWh) with explanations for material changes in the definition of or major changes over time (comparison 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 (and how these vary from or are trending from both historical actuals and from 
weather-normalized actuals)
-for last rebasing variance analysis between the last OEB-approved and the actual results with explanations for material differences

Schedule 3-1-2

2026-2030 Custom IR
EB-2024-0115

Exhibit 1 
Tab 1

Schedule 2 
ORIGINAL

8 of 16 



29 All data and equations used to determine customers/connections, demand and load forecasts provided in Excel format Attachment 3-1-1(C),Attachment 3-1-2(A)

EXHIBIT 4 - OPERATING EXPENSES
Overview

29&30
Brief explanation (quantitative and qualitative) of test year OM&A levels, how the distributor develops and receives approval of their OM&A 
budget, cost drivers and significant changes relative to historical and bridge years, trends in costs and relevant metrics including OM&A per 
customer (and its components) for the historical, bridge and test years, inflation rate assumed (if proposing different rate than IPI - provide 
explanation supporting proposal), business environment changes

Schedule 4-1-1, Schedule 4-1-2

OM&A Summary and Cost Driver Tables
Inclusion of the following tables in evidence and all OM&A appendices filed:

30 Summary of recoverable OM&A expenses; Appendix 2-JA Attachment 4-1-2(A)
30 Recoverable OM&A cost drivers; Appendix 2-JB Attachment 4-1-2(D)
30 OM&A programs table - Appendix 2-JC or OM&A by USoA Table - Appendix 2-JD Attachment 4-1-2(B)
30 Recoverable OM&A Cost per customer and per FTE; Appendix 2-L Attachment 4-1-2(C)

30 Distributors with 30k or more customers: present OM&A by program; Appendix 2-JC filed to provide OM&A details and variance analysis on a 
program basis. For each program, provide a definition of the USoA accounts included Attachment 4-1-2(B)

30 Only distributors with less than 30k customers: option to file OM&A by program or USoA. If USoA chosen, 2-JD filed instead of 2-JC Hydro Ottawa has more than 30k customers

30 For all distributors, the table provided (2-JC or 2-JD) must reflect the entire OM&A amount proposed to be recovered through rates. 
Information provided for bridge and test years. Attachment 4-1-2(B)

30 Appendix 2-JB populated to provide information on the cost drivers of OM&A expenses; 2-JA broken down into major categories Attachment 4-1-2(D)(A)
31 Identification of change in OM&A in test year in relation to change in capitalized overhead Attachment 2-6-2(A)

OM&A Variance Analysis

31
Re: 2-JC or 2-JD - variance analysis between:
-Test Year vs Historical OEB approved
-Historical OEB-Approved vs Historical Actuals (for the most recent historical OEB-approved year)
-Test Year vs most recent Historical Actuals

Schedule 4-1-2

31 If OM&A expense detailed on USoA basis, variance analysis and explanation broken down by the five major OM&A categories as per 2-JA OM&A Expense detailed by JC program

31 For all distributors, the variance analysis includes explanation of whether the change was within the distributor's control or not - distributors 
encouraged to provide explanations for costs above the threshold which have impacted historical trend Schedule 4-1-1; Schedule 4-1-2

Workforce Planning and Employee Compensation
31 Completed Appendix 2-K; information on labour and compensation includes total amount, whether expensed or capitalized Attachment 4-1-3(D)

31 If there are three or fewer employees in any category, aggregate with the category to which it is most closely related. This higher level of 
aggregation must be continued, if required, to ensure that no category contains three or fewer employees. There are no categories with fewer than three employees

31 Description of proposed workforce plans, including compensation strategy and any changes from previous plan Attachment 4-1-3(A)(B)(C)

31&32

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 FTEs and compensation. Explanation for all years includes:
- Variances with an explanation of contributing factors, inflation rates used for forecasts, and the plan for any new employees
- basis for performance pay, eligible employee groups, goals, measures, and review process for pay-for-performance plans
- relevant studies (e.g. compensation benchmarking)

Schedule 4-1-3; Attachments 4-1-3(A-F)

32 Details of employee benefit programs including pensions, OPEBs, and other costs charged to OM&A. A breakdown of the pension and OPEBs 
amounts included in OM&A and capital provided for the last OEB-approved rebasing application, and for historical, bridge and test years Attachment 4-1-3(A)

32 Most recent actuarial report; tax section of evidence agrees with this analysis Attachment 4-1-3(F)

32 For virtual distributors - Appendix K completed in relation to the employees of the affiliates who are doing the work of the regulated distributor. 
Provide the status of pension funding and all assumptions used in the analysis Hydro Ottawa is not a virtual distributor

32
Indication if pension and OPEBs to be recovered using cash or accrual method. If cash method, sufficient supporting rationale and evidence 
for adopting cash method. If proposing to change the basis in which pension and OPEB costs are included in OM&A from last rebasing, 
quantification of impact of transition provided

Attachment 4-1-3(A)

Shared Services and Corporate Cost Allocation
32 Identification of all shared services among affiliates; identification of the extent to which the applicant is a "virtual utility" and justification of 

proposed shared services and cost allocation Schedule 4-2-1

33 For shared services among affiliated entities: type of service provided or received, pricing methodology Schedule 4-2-1

33 Allocation methodology for corporate services, list of shared services, list of costs and allocators and how the allocator was derived, any third 
party review of cost allocation methodology Schedule 4-2-1

33 Completed Appendix 2-N for service provided or received for historical actuals, bridge and test; including reconciliation with revenue included 
in Other Revenue Schedule 4-2-1(A)

33 Shared Service and Corporate Cost Variance analysis - test year vs last OEB approved and test year vs most recent actual Schedule 4-2-1

33 Identification of any Board of Director costs for affiliates included in LDC costs Schedule 4-2-1 Shared Services and Corporate Cost Allocation confirms no Board of 
Directors-related costs for affiliated entities included in its costs.

Non-Affiliate Services, Regulatory One-Time Costs
33&34 Purchases of Non-Affiliated Services - copy of procurement policy (including information on signing authority, tendering process, non-affiliate 

service purchase compliance) Attachment 4-2-2(A)
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34
For material transactions 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

34 Information supporting the incremental costs associated with the preparation and review of the current application Schedule 4-2-2

34 Identification of one-time costs in historical, bridge, test; explanation of cost recovery in test year. If no recovery of one-time costs is being 
proposed in the test year and subsequent IRM term, an explanation must be provided Schedule 4-2-3

34 Completed Appendix 2-M, ongoing regulatory costs be included in the administration cost of Operations, Maintenance&Administration (OM&A) 
expense and material change be reported in Appendix 2-JB OM&A Cost Drivers. Attachment 4-2-3(A)

LEAP, Charitable and Political Donations
34 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. If proposing LEAP funding higher than 0.12%, details of demographics provided Schedule 4-2-5

35 For any charitable contributions claimed for recovery, detailed information provided Schedule 4-2-6
35 Confirmation that no political contributions have been included for recovery Schedule 4-2-6

Cost of Non-Wires Solution and Conservation and Demand Management
36 Statement confirming that no costs for dedicated CDM staff to support IESO programs funded under the 2021-2024 CDM Framework are 

included in the revenue requirement
CDM staff were approved as part of Hydro Ottawa's 2021-2025 Application -  details 
are available in Schedule 1-4-1

36
Distributor should generally not include any forecast costs associated with partnership in the IESO's Local Initiative Program (LIP) within its 
revenue requirement; distributor can seek to recover partnership costs at a future date through the LIP deferral account. If distributor plans to 
partner with the IESO for the LIP at the time of its cost of service application, description of proposed approach to partnership, including a 
forecast of LIP costs 

No forecast costs associated with partnership in the IESO's Local Initiative Program 
have been included within Hydro Ottawa's revenue requirement

Funding Options for Non-Wires Solutions
36 If NWSs included in COS where NWSs expected to come into service during Price Cap IR term, identification of if costs of such NWSs 

included in the revenue requirement, or if the distributor intends to propose treatment similar to an ACM for these future NWSs. N/A - no ICM/ACM - NWS are discussed in Schedule 1-3-1 and Schedule 2-5-8

36
If the latter as noted above, supporting rationale provided (e.g., the preliminary cost information and ACM/ICM materiality threshold 
calculations to show that a similar capital project would qualify for ACM treatment based on the forecasted information at the time of the DSP 
and cost of service application)

N/A - no ICM/ACM

EXHIBIT 5 - COST OF CAPITAL AND CAPITAL STRUCTURE
Capital Structure 

37 Use of most recent parameters issued by the OEB, subject to update if new parameters available prior to OEB decision. Alternatively - 
distributor specific cost of capital with supporting evidence and justification Schedule 5-1-1

37 Completed Appendix 2-OA for last OEB approved and test years Attachment 5-1-1(A)

37 Completed Appendix 2-OB for historical, bridge and test years with respect to long-term debt, short-term debt, preference shares, and 
common equity Attachment 5-1-1(B)

37
Explanation for any material changes in capital structure or material differences between actual and deemed capital structure including: 
retirement of debt or preference shares and buy-back of common shares; short-term debt, long-term debt, preference shares and common 
share offerings

Schedule 5-1-1

Cost of Capital (Return on Equity and Cost of Debt)
The following provided for each year:

38 Calculation of cost for each capital component Attachment 5-1-1(A)

38 Profit or loss on redemption of debt, if applicable No profit or loss on redemption of debt has occurred or is expected to occur during the 
2021-2025 rate term.

38 Copies of current promissory notes or other debt arrangements with affiliates Attachment 5-1-1(C)-(M)

38 Explanation of debt rate for each existing debt instrument including an explanation on how the debt rate was determined and is in compliance 
with the policies documented in the 2009 Report or applicant's proposed approach Schedule 5-1-1

38 Forecast of new debt in bridge and test year - details including estimate of rate and other pertinent information (e.g. affiliated debt or third 
party?) Schedule 5-1-1

38 If proposing any rate that is different from the OEB guidelines, a justification of the proposed rate(s), including key assumptions Hydro Ottawa is not proposing a rate different from OEB guidelines
38 Historical return on equity achieved Schedule 5-1-1
38 Overview of financing strategy Schedule 5-1-1

Not-for-Profit Corporations
38 Requested capital structure and cost of capital (including the proposed cost of long-term and short-term debt and proposed return on equity) This section (Not-for-Profit Corporations) is not applicable to Hydro Ottawa

38 Statement as to whether the revenues derived from the return on equity component of the cost of capital is to be used to fund reserves or will 
be used for other purposes This section (Not-for-Profit Corporations) is not applicable to Hydro Ottawa

38 If the revenues derived from the return on equity component will be used to fund reserves, specifications for each proposed reserve fund and a 
description of the governance (policies, procedures, sign-off authority, etc.) that will be applied This section (Not-for-Profit Corporations) is not applicable to Hydro Ottawa

39
If the revenues derived from the return on equity component will be used for other purposes, statement as to whether these revenues will be 
used for non-distribution activities (in the situation where the excess revenues are greater than the amounts needed to fund distribution 
activities); rationale provided supporting the use of the revenues in this manner. Also, governance (policies, procedures, sign-off authority, 
etc.) that will be applied to the funding of non-distribution activities provided

This section (Not-for-Profit Corporations) is not applicable to Hydro Ottawa
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39

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

This section (Not-for-Profit Corporations) is not applicable to Hydro Ottawa

EXHIBIT 6 - REVENUE REQUIREMENT AND REVENUE DEFICIENCY OR SUFFICIENCY

39
The following information must be provided in this exhibit (with cross references to where in the application further details can be found for 
each) excluding energy costs and revenues and unregulated costs and revenues:
-determination of net income, statement of rate base, actual return on rate base, indicated rate of return, requested rate of return, deficiency or 
sufficiency in revenue, gross deficiency or sufficiency in revenue

Schedule 6-1-1; Attachment 6-1-1(A)-(E)

39
Revenue deficiency or sufficiency calculations net of electricity price differentials captured in the Retail Settlement Variance Accounts (RSVAs) 
and also net of any cost associated with low voltage (LV) charges or DVA balances of distribution expenditures/revenues being tracked 
through approved deferral and variance accounts for certain distribution assets (e.g. ICM and ACM capital projects) and for which disposition 
is not being sought in the application.

Schedule 6-1-1

40 Summary of drivers for test year deficiency/sufficiency, how much each driver contributes; references in application evidence mapped to 
drivers Schedule 6-1-1

40 Impacts of any changes in methodologies on deficiency/sufficiency and on individual cost drivers contributing to it Schedule 6-1-1
Revenue Requirement Work Form

40 Completed RRWF.  Revenue requirement, def/sufficiency, data entered in RRWF must correspond with other exhibits Attachment 6-1-1(A)-(E)
40 If the enhanced RRWF cannot reflect a distributor's proposed rates accurately, the distributor must file its rate generator model Attachment 6-1-1(A)-(E) reflect proposed rates accurately 

40&41 For revenues - calculation of bridge year forecast of revenues at existing rates; calculation of test year forecasted revenues at each of existing 
rates and proposed rates Schedule 6-1-1; Schedule 8-1-3

Income Tax or PILs

41
Must provide detailed calculations of income tax or PILS. Must include a completed Excel version of the PILs model available on the OEB's 
website, including derivation of adjustments for historical, bridge and test years. Regulatory assets and liabilities must excluded from PILs 
calculations when they were created and when they were disposed, regardless of the actual tax treatment accorded those amounts.

Attachment 6-2-1(B)

41 Supporting schedules and calculations identifying reconciling items Attachment 6-2-1(B)
41 Most recent federal and provincial tax returns Attachment 6-2-1(A)

41 Financial Statements included with tax returns if different from those filed with application The financial statements included with the tax returns are the same as those filed with 
the application

41 Calculation of tax credits; redact where required (filing of unredacted versions is not required) Schedule 6-2-1
42 Supporting schedules, calculations and explanations for other additions and deductions Attachment 6-2-1(B)
42 Completion of the integrity checks in the PILs Model Attachment 6-2-1(B)

42
Accelerated CCA - full revenue requirement impact recorded in Account 1592 and the balance sought for review and disposition, method used 
in calculating the revenue requirement impact recorded in Account 1592, detailed calculations by year for the full revenue requirement impact 
recorded in Account 1592 in Excel format

Accelerated CCA included in modified PILS model for Test Years 2026 and 2027. No 
more Accelerated CCA after for Test Years 2028, 2029 and 2030. See Schedule 6-2-1 
and Schedule 9-1-4.

42&43 May propose a mechanism to smooth the tax impacts over the five-year IRM term. Schedule 6-1-1; Schedule 9-1-4
Other Taxes

43 Account 6105 is not an OM&A account and should be excluded from all OM&A totals. Applicant should provide an explanation of how these 
tax amounts are derived. Schedule 1-3-1

Non-recoverable and Disallowed Expenses
43 Exclude from regulatory tax calculation any non-recoverable or disallowed expenses Schedule 6-2-1

Other Revenue
43 Completed Appendix 2-H, including the breakdown of each account showing the components of each Attachment 6-3-1(A)

43&44

For each other distribution revenue account:
-comparison of actual revenues for historical years to forecast revenue for bridge and test year, including explanations for significant variances 
year-over-year
-revenue from any new proposed specific service charges, changes to rates, or new rules for applying existing specific service charges (incl. 
any credits to customers)
-revenue from affiliate transactions, shared services, or corporate cost allocation. For each affiliate transaction identification of service, the 
nature of service provided, accounts used to record revenue, and costs to provide service
-revenue from affiliate transactions recorded in Account 4375
-expenses from affiliate transactions recorded in Account 4380

Schedule 6-3-1 to Schedule 6-3-5; Attachment 6-3-1(A)

44 Balances recorded in Account 4375 and Account 4380 reconcile to the balances recorded in Appendix 2-N – Shared Services and Corporate 
Allocation for the three historical years, the bridge year and the test year. Any differences must be reconciled Schedule 6-3-5

44 Revenue related to microFIT recorded as revenue offset in Account 4235 and not included as part of base revenue requirement Schedule 6-3-4

44 Transfer pricing and allocation of cost methods do not result in cross-subsidization between regulated and non-regulated lines of business and 
compliance with article 340 of APH; explanations for any deviations Schedule 6-3-5 and Schedule 4-2-1

44 Identification of any discrete customer groups that may be materially impacted by changes to other rates and charges. Schedule 1-2-1
44 Revenues or costs (including interest) associated with deferral and variance accounts not included in other revenues. Schedule 6-3-1 

EXHIBIT 7 - COST ALLOCATION
Cost Allocation Study Requirements
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45 Completed cost allocation study using the OEB-approved methodology or the distributor's study and model reflecting forecasted test year 
loads and costs and supported by appropriate explanations and live Excel spreadsheets; sheets 11 and 13 of the RRWF complete Attachment 7-1-1(A) to Attachment 7-1-1(E)

45 Description of weighting factors, rationale for use of default values (if applicable) Schedule 7-1-1
45 If distributor is choosing to use the same weightings as its previous rebasing application, a reference to the previous application provided Weighting have been updated

45&46
Complete live Excel cost allocation model, whether using the OEB-issued one or a different model. If using the OEB-issued model, Input sheet 
I.2, cells c15 and c17 must be used to identify the final run of the model on each sheet. If using another model, the distributor must file 
equivalent information.

Weighting have been updated

Load Profiles and Demand Allocators
46 Update all classes' load profiles and update demand allocators Attachment 7-1-1(G)
46 Discussion of how load profiles have been normalized for weather and any notable events impacting usage patterns Attachment 7-1-1(G)

46

If multivariate regression model is used, the following provided:
-statistics and statistical tests related to regression equation(s) coefficients and intercept, results of tests for autocorrelation and 
multicollinearity
-explanation of the weather-normalization methodology including: relationship between demand and Heating and/or Cooling requirements, 
determination of normal weather: the hourly for daily Heating and/or Cooling required
-sources of data used for both endogenous and exogenous variables. Where a variable has been constructed, explanation of the variable, 
data used and the source of the data provided
-explanation of any specific adjustments made (e.g. to address gaps in historical meter data)

Multivariate regression was not used. See Attachment 7-1-1(G) for a description of the 
method followed

47 Data and regression model and statistics used in the weather normalization of load profiles provided in Excel format (includes showing the 
derivation of any constructed variables)

Regression modelling not used. See Attachment 7-1-1(G) for a description of the 
method followed

47 Demand Allocators: spreadsheet and a description with calculations to show how demand allocators are derived from the historical weather 
normal or weather actual load profiles Attachment 7-1-1(G) 

47
Historical Average: Where the annual demand allocators are based on weather actual load profiles, at least three, and ideally five years of 
historical data should be used to perform weather normalization. Where the annual demand allocators are based on weather normalized load 
profiles, fewer years may be used

Attachment 7-1-1(G) 

47&48

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
- if new embedded Dx class - rationale and supporting evidence (cost of serving, load served, asset ownership information, distribution 
charges levied); include in cost allocation study and RRWF
- if embedded Dx billed as GS customer - include with the GS class in cost allocation model and the RRWF.  Provide cost of serving, load 
served, asset ownership information, distribution charges levied, appropriateness of rates for the GS class recovering costs of providing low 
voltage dx services to embedded distributor(s).  Completed Appendix 2-Q - Cost of Serving Embedded Distributors

Hydro Ottawa is not a host distributor

48 microFIT - if the applicant believes that it has unique circumstances which would justify a different rate than the generic rate, documentation to 
support rate must be provided Schedule 8-4-2

49

Standby Rates - distributors with interim standby rates to request approval for final standby rates and provide evidence confirming that they 
have advised all affected customers of the proposal. A distributor that seeks to establish new standby rates or seeks chaneges to it's standby 
charges, including a change in the methodology on which these rates are based, must provide full documentation supporting its proposal, and 
confirm that all affected customers have been notified of the proposed change(s).

Schedule 7-1-3

49 If new customer class or changing definition of existing classes, rationale and restatement of revenue requirement from previous cost of 
service Hydro Ottawa is not proposing a new customer class

49 If eliminating or combining customer classes, rationale and restatement of revenue requirement from previous cost of service Hydro Ottawa is not eliminating or combining customer classes
Class Revenue Requirements

50 To support a proposal to rebalance rates, information on the revenue by class that would apply if all rates were changed by a uniform 
percentage provided. Ratios compared with the ratios that will result from the rates being proposed by the distributor.  Hydro Ottawa is not proposing to rebalance rates. 

Revenue to Cost Ratios

50&51
If R:C ratios outside dead band - cost allocation proposal to bring them within the OEB-approved ranges provided. In making any such 
adjustments, potential mitigation measures addressed if the impact of the adjustments on the rates of any particular class or classes is 
significant. 

Schedule 7-1-1

51 If distributor proposes to continue rebalancing rates after the cost of service test year, the ratios proposed for subsequent year(s) must be 
provided Schedule 7-1-1

51
If Cost Allocation Model other than OEB model used - exclude LV and exclude DVA balances and that revenues exclude rate riders, rate 
adders and the Smart Metering Entity Charge. Distributor must also ensure that information relevant to customer charge unit costs, microFIT 
unit costs and revenue is consistent with the output from the OEB’s model

OEB Cost Allocation Model used

EXHIBIT 8 - RATE DESIGN
51 Monthly fixed charges - 2 decimal places; variable charges - 4 decimal places; if departing from this approach, explanation provided as to why 

necessary and appropriate Schedule 8-1-2; Attachment 6-1-1(A)-(E)

Fixed Variable Proportion

51&52

The following is to be provided in relation to the fixed/variable proportion of proposed rates: 
-Current F/V for each rate class with supporting info
-Proposed F/V for each rate class with explanation for any changes from current proportions
-Table comparing 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

Schedule 8-1-2
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RTSRs
52 Completed RTSR Model in Excel Schedule 8-1-2(A)
52 RTSR information consistent with working capital allowance calculation; explanation for any differences Schedule 8-1-2(A), Schedule 2-3-1

Retail Service Charges
52 Distributors should note that the current retail service rates and charges were established on a generic basis and should refer to the most 

recent rate order for the current approved rates. Schedule 8-4-3

Regulatory Charges
53 If applying for a rate other than the generic rate set by the OEB, distributors must provide justification as to why their specific circumstances 

would warrant a different rate, in addition to a detailed derivation of their proposed rate Schedule 8-3-2

Specific Service Charges 
53 If requesting new specific service charge or a change to the level of an existing charge, description of the purpose of charge, or reason for 

change to an existing charge; calculations to support charges Schedule 8-4-1; Attachment 8-4-1(A)

53 Identification in the Application Summary all proposed changes that will have an impact on customers, including changes to other rates and 
charges that may affect a discrete group; identification of specific customers or customer groups impacted by each proposal Schedule 1-2-1

53 Calculation of charge includes: direct labour, labour rate, burden rate, incidental, other Attachment 8-4-1(A)

54
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 recovered from these rates from last OEB-approved year to most recent actuals and the revenue or 
capital contributions forecasted for the bridge and test years. A proposal and explanation as to whether these charges should be included on 
tariff sheet

Schedule 6-3-5 

54 Revenue from SSCs corresponds with Operating Revenue evidence Schedule 6-3-5 
Wireline Pole Attachment Charge

54
Under the new regulation (Part VI.1: O. Reg. 842/21, (Electricity Infrastructure (Part VI.1 of the Act)), OEB is to establish a generic, province-
wide pole attachment charge for 2022. The Regulation further requires the OEB to set the charge for 2023 and  subsequent years by adjusting 
the prior year’s charge for inflation. The Regulation provides that the annual pole attachment charge will be established by order without a 
hearing. A distributor is required to update the charge as per that order.

Schedule 8-4-1

Low Voltage Service Rates
If the distributor is fully or partially embedded, information on the following must be provided:

55 Forecast LV Cost Schedule 8-2-1; Schedule 2-3-1

55 Actual LV Cost for the last three historical years along with bridge and test year forecasts; year-over-year variances and explanations for 
substantive changes in costs over time up to and including test year forecast Schedule 8-2-1

55 Support for forecast LV, e.g. Hydro One Sub-Transmission charges Schedule 2-3-1
55 Allocation of forecasted LV cost to customer classes (typically proportional to Tx connection revenue) Attachment 8-2-1(A)
55 Proposed LV rates by customer class Attachment 8-2-1(A)

Smart Meter Entity Charge
55 Current OEB-approved smart metering charge (SMC)  until the OEB approves any updated SMC Schedule 8-2-2

Loss Factors 
55 Proposed SFLF and Total Loss Factor for test year Attachment 8-2-3; Attachment 8-2-3(A)
56 Statement as to whether LDC is embedded including whether fully or partially Schedule 8-2-3
56 Study of losses if required by previous decision Attachment 8-2-3(B)
56 3-5 years of historical loss factor data - Completed Appendix 2-R Attachment 8-2-3(A)

56 If proposed distribution loss factor >5% or is showing an increasing trend, explanation for level of losses, details of actions taken to reduce 
losses in the previous five years, and actions planned to reduce losses going forward Proposed loss factor <5%

56 Explanation of SFLF if not standard Standard SFLF was used and it is based on calculation in Appendix 2-R
56 Reconciliation between the application and RRR filing Schedule 8-2-3

Tariff of Rates and Charges 
56 Current and proposed Tariff of Rates and Charges - must be filed in Excel format and PDF format

Explanation and support of each change in the appropriate section of the application Attachment 8-5-1(A),(B), Schedule 8-4-2

56 Completed Bill Impacts Model Attachment 8-5-1(C)
56 Explanation of changes to terms and conditions of service if changes affect application of rates and rationale behind those changes Schedule 8-4-2
56 Proposed tariffs must include applicable regulatory charges, and any other generic rates as ordered by the OEB Attachment 8-5-1(A),(B)

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.) Schedule 8-1-3

57 Completed RRWF - Sheet 13 (table reconciling base revenue requirement against revenues recovered through proposed rates) Attachment 6-1-1(A)-(E)
Bill Impact Information 

57
Completed Tariff Schedule and Bill Impacts Model. Bill impacts must identify existing rates, proposed changes to rates, and detailed bill 
impacts (including % change in distribution excluding pass through costs - Sub-Total A, % change in distribution - Sub-Total B, % change in 
delivery - Sub-Total C, and $ change in total bill)

Attachment 8-5-1(A)
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57 Impact of changes resulting from the as-filed application on representative samples of end-users (i.e. volume, % rate change and revenue). 
Commodity and regulatory charges held constant Attachment 8-5-1(A),(C)

57 Bill impacts provided for typical customers and consumption levels.  Must provide residential 750 kWh and GS<50 2,000 kWh. Bill impacts 
must be provided for a range of consumption levels relevant to the service territory for each class Attachment 8-5-1(A),(C)

57 If applicable, for certain classes where one or more customers have unique consumption and demand patterns, the distributor must show a 
typical impact and provide an explanation No customers identified with unique consumption or demand patterns. 

Rate Mitigation

58
Mitigation plan if total bill increase for any customer class is >10% including: specification of class and magnitude of increase, description of 
mitigation measures, justification for mitigation measure including reasons if no mitigation proposed, other relevant information. The Tariff 
Schedule and Bill Impacts Model must reflect any mitigation plan proposed.

Schedule 8-5-2

Rate Harmonization Mitigation Issues
58 If part of a MAADs transaction, and rate harmonization plan not yet approved by the OEB, a rate harmonization plan must be filed No MAAD, rate harmonization not applicable
58 Plan includes a detailed explanation and justification for the implementation plan, and an impact analysis No MAAD, rate harmonization not applicable

58 If impact of COS increases and harmonization effects result in total bill increases for any customer class exceeding 10%, discussionion of 
proposed measures to mitigate increases in its mitigation plan, or justification provided as to why mitigation is not required No MAAD, rate harmonization not applicable

58 Migration plan that includes fully harmonizing rates that is to be accomplished over more than one year must be supported by a detailed plan 
for accomplishing this during the subsequent Price Cap IR period No MAAD, rate harmonization not applicable

EXHIBIT 9 - DEFERRAL AND VARIANCE ACCOUNTS
58&59 Summary table showing all active DVAs not disposed of yet, showing principal and interest/carrying charges, total balance for each account, 

whether account being proposed for disposition and whether the account is proposed to be continued or discontinued
Schedule 9-1-1; Schedule 9-1-3

59

In a separate section under the summary table:
- For any account identified in the summary table as not being proposed for disposition, provide an explanation as to why it is not being 
proposed for disposition 
- For any Group 2 account identified in the summary table that are proposed to be discontinued, provide an explanation as to why it is being 
discontinued

Schedule 9-1-1; Schedule 9-1-3; Schedule 9-3-1

59 If applicable, description of DVAs that were used differently than as described in the APH, relevant accounting order or other OEB document Schedule 9-1-3

59
Completed DVA continuity schedule for period from last disposition to present - live Excel format. Continuity schedule must show separate 
itemization of opening balances, annual adjustments, transactions, dispositions, interest and closing balances for all active DVAs. The opening 
principal amounts and interest amounts for Group 1 and 2 balances, shown in the DVA Continuity Schedule, must reconcile with the last 
applicable approved closing balances.

Attachment 9-3-1(A)

59
Explanation if account balances in continuity schedule differs from trial balance reported through RRR and documented in AFS - included in 
tab Appendix A of DVA schedule. This includes all Account 1508 sub-accounts. A reconciliation of all the Account 1508 sub-accounts to the 
Account 1508 control account reported in the RRR is to be provided in the DVA continuity schedule

Attachment 9-3-1(A)

59&60
Statement whether any adjustments made to DVA balances previously approved by OEB on final basis - the OEB expects that no adjustment 
will be made to any deferral and variance account balances previously approved by the OEB on a final basis. If any adjustments have been 
made, explanation for the nature and the amount of the adjustment(s), and appropriate supporting documentation, under a section titled 
“Adjustments to Deferral and Variance Accounts”

Schedule 9-1-1

60 Confirmation of use of interest rates established by the OEB by month or by quarter for each year; most recently published rate used for future 
periods Schedule 9-1-1

Disposition of Deferral and Variance Accounts 
60 Refer to DVA Continuity Schedule Instructions for instructions on completing the DVA Continuity Schedule, annual updates and discussions 

on default treatments and expectations for DVAs Attachment 9-3-1(A)

60
Provide confirmation that a distributor is allocating DVAs using an approved allocator. If proposing to allocate a DVA which the OEB has not 
established an allocator, proposed allocation based on cost driver must be provided with justification; indication of proposed billing 
determinants, including charge type for recovery purposes and included in cont. schedule

Attachment 9-3-1(A)

60 Propose rate riders that dispose of the balances.  If the distributor  is proposing an alternative recovery period other than one year, explanation 
provided Balances are proposed to be disposed of in 2026

60  Provide support (e.g., explanations, calculations) on how each material Group 2 balance is determined. For utility-specific Group 2 accounts 
that are not material, provide a brief explanation of the account balance and the relevant accounting order Schedule 9-1-3; Schedule 9-3-1

Disposition of Accounts 1588 and 1589
61 If a distributor has not implemented OEB’s February 21, 2019 accounting guidance, indication that this is the case Hydro Ottawa has implemented the OEB’s February 21, 2019 accounting guidance

61
Indication of the year in which Account 1588 and Account 1589 balances were last approved for disposition, and whether the balances were 
approved on an interim or final basis. If the balances were last disposed on an interim basis, indicate the year in which balances were last 
disposed on a final basis

Schedule 9-3-1

61 If requesting final disposition of balances for the first time following implementation of the accounting guidance, confirmation that accounting 
guidance has been implemented fully effective January 1, 2019

Hydro Ottawa has requested final disposition of Accounts 1588 & 1589 in previous 
applications, subsequent to the implementation of the accounting guidance

60 & 61
In order to request for final disposition of historical balances as part of the current application, confirmation that these balances have been 
considered in the context of the accounting guidance and provide a summary of the review performed. Discussion on the results of the review, 
any systemic issues noted, and whether any material adjustments to those balances have been recorded.  Summary and description of each 
adjustment made to the historical balances provided

Schedule 9-1-2

61
Commodity Accounts Analysis Workform (Formerly GA Analysis Workform) (in live Excel format) for each year that has not previously been 
approved by the OEB for disposition. If the distributor is adjusting the Account 1589 balance that was previously approved on an interim basis, 
the Commodity Account Analysis Workform must be completed from the year after the distributor last received final disposition for Account 
1589

Attachment 9-3-1(B)
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61
As described in Note 5 in the Commodity Accounts Analysis Workform, reconciliation of any discrepancy between the actual and expected 
balance by quantifying differences (e.g. true-ups between estimated and actual costs and/or revenues). Any remaining unexplained 
discrepancy between the actual and expected balance that is greater than +/- 1% of the total annual IESO GA charges will be considered 
material and warrant further investigation.

Schedule 9-1-2; Schedule 9-3-1; Attachment 9-3-1(B)

62 Completed reasonability test for the balance in Account 1588. The reasonability test is included in the Commodity Accounts Analysis 
Workform. Attachment 9-3-1(B)

Disposition of Account 1580, Sub-account CBR Class B Variance

62
Proposed disposition of Account 1580 sub-account CBR Class B in accordance with the CBR Accounting Guidance. Must be disposed over 
one year.
- Account 1580 sub-account CBR Class A is not to be disposed through rates proceedings but rather follow the OEB’s accounting guidance
- Refer to DVA Continuity Schedule Instructions for further details on the treatment of CBR related sub-accounts

The disposition of Group 1 accounts, including sub-account 1508 CBR Class A will be 
provided at a later stage in this application

Disposition of Account 1595
62 Distributors are expected to request disposition of residual balances in Account 1595 Sub-accounts for each vintage year once, on a final 

basis
Schedule 9-3-1, details on the disposition of Group 1 accounts, including sub-account 
1595 for vintage year(s) will be provided at a later stage in this application

63 Explanation for any material residual balances being proposed for disposition, including quantifying significant drivers of the residual balance There are no material residual 1595 balance being proposed for disposition
Disposition of Retail Service Charges Related Accounts

63
If there is a balance in 1518 or 1548, distributor must:
- confirm variances are incremental costs of providing retail services
- state whether Article 490 of APH has been followed; explanation if not followed Nil balance for accounts 1518 & 1548

63
If the balances in Account 1518, Account 1548, or Account 1508 Sub-account Retail Service Charges Incremental Revenue are material, the 
distributor must identify drivers for the balance(s) and provide schedule identifying all revenues and expenses listed by USoA that are 
incorporated into the variances Nil balance for accounts 1518 & 1548

63&64
The OEB established a new variance account for electricity distributors that no longer used the RCVAs. The balance in the account, as well as 
in Accounts 1518 and 1548, would be disposed to ratepayers in a future rate application, and the account subsequently closed. Distributors 
that have not yet done so in a COS application may forecast balances up to the end of the incentive rate-setting period and the OEB may 
consider disposing of the forecast amounts

Schedule 9-1-3; Schedule 9-3-1; Attachment 9-1-3(A)

Disposition of Account 1592, Sub-account CCA Changes
64 Provide full revenue requirement impact recorded in Account 1592, Sub-account CCA Changes and the balance sought for review and 

disposition Schedule 9-1-4

64
Calculations for accelerated CCA differences per year, based on actual capital additions. Calculations include: underpreciated capital cost 
continuity schedules for each year itemized by CCA class, calculated PILs/tax differences, grossed-up PILs/tax differences, other applicable 
information

Schedule 9-1-4

64 Confirmation that Account 1592 amounts related to ICM/ACM have been included in the account, if applicable Hydro Ottawa used Custom IR Framework
64 Reconciliation of these amounts to the amounts presented in Account 1592 sub-account CCA changes in the DVA continuity schedule Schedule 9-1-4; Attachment 9-3-1(A)
64 If a distributor does not have a balance in this sub-account, the distributor must explain why Balance exists sub-account as detailed in Schedule 9-1-4

Disposition of Account 1509 Impacts Arising from the COVID-19 Emergency

65

If requesting disposition of any amounts related to the COVID-19 Account, the following, at a minimum is to be provided:
-Discussion regarding the interactions between the COVID-19 Account and other existing generic or utility-specific accounts, including a 
determination that there is no double-counting between multiple ratemaking mechanisms
-Calculation showing that the distributor passes the ROE-based means tests, including limitations on recoveries when various ROE thresholds 
are reached, and that the appropriate recovery rates for each sub-account have been applied
-Supporting calculations for the annual amounts recorded in each of the sub-accounts, including the methodology used to measure 
incremental costs and savings, as applicable
- Discussion of causation, materiality, prudence of any amounts recorded in the sub-accounts, including all identified savings and cost 
reductions
-Discussion of whether the distributor would be able to reasonably forecast any further entries in the account, up to the effective date of the 
new rates, so that the account may be disposed in its entirety in the current proceeding (and whether the distributor would be amenable to 
such an approach)
-Statement confirming proposed discontinuation of the COVID-19 Account, effective the same date as the new rates. If this is not the case, 
supporting rationale provided 

Hydro Ottawa has not recorded amounts into the COVID 19 account

Disposition of Account 1508, Sub-account Pole Attachment Revenue Variance

66

A table showing the calculation of the account balance, the annual balance broken down customer type, if applicable and: 
-the number of poles used in the calculation
-the pole attachment charge incorporated in rates
-the updated charge
May also foecast the balance to the effective date of its new rates

Schedule 9-1-3

66&67

Distributors requesting disposition of any amounts recorded in the GOCA Variance Account are to file, at a minimum, the following information:
-A statement confirming that distributor has reflected the GOCA impact in the locate costs of the test year's revenue requirement
- The proposed disposition of the GOCA Variance account under Account 1508 Sub-Account GOCA Variance Account and discontinuance of 
the account after  the rebasing application
- Rationale needs to be provided if the distributor proposes to continue the GOCA Variance account in the rate term

Schedule 9-1-1, Schedule 9-1-3, Schedule 9-3-1

 Disposition of Account 1511 Incremental Cloud Computing Implementation Costs
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67

Distributors requesting disposition of any amounts recorded in the Cloud Computing Implementation Account are to file, at a minimum, the 
following information:
-A discussion and supporting explanation for the annual amounts recorded in the account, including the methodology used to measure 
incremental costs and offsetting savings, as applicable. If there are no offsetting savings, explanation should be provided
- A list of the cloud solution(s), actualor forecast amount(s), type(s) of expenditure, adn nature of costs
-A list of costs requested by projects (each with the business purpose of the projects) and a statement for each project regarding whether the 
cost associated for each project is material
-A discussion of whether the distributor would be able to reasonably forecase any futher entries in the account, up to the effective data of new 
rates, so that the account may be disposed in its entirety in the current proceeding (and whether the distributor would be amenable to such an 
approach)
- A statement confirming that the distributor proposes discontinuation of the Cloud Computing Implementation Account, effective the same 
date as the new rates

Schedule 9-1-3,  Hydro Ottawa is not requesting disposition of Account 1511

Disposition of Distributor-Specific Accounts

68
For any material, distributor-specific accounts requested for disposition (e.g., Account 1508 sub-accounts), supporting evidence showing how 
the annual balance is derived and relevant accounting order should be provided. For distributor-specific accounts requested for disposition that 
are not material, provide a brief explanation for the account balance and the relevant accounting order.

Schedule 9-1-3; Schedule 9-3-1

Establishment of New Deferral and Variance Accounts 

68
If new DVA - evidence provided which demonstrates that the requested DVA meets the following criteria: causation, materiality, prudence; 
include draft accounting order with description of the mechanics of the account, provide examples of general journal entries and the proposed 
account duration

Schedule 9-2-1

Lost Revenue Adjustment Mechanism Variance Account

69
In preparing claims related to disposition of outstanding LRAMVA balances, distributors may seek to claim savings from Conservation First 
Framework (CFF) programs, and from programs they delivered through the Local Program Fund that was part of the Interim Framework. 
Distributors should provide sufficient supporting documentation on project savings to support their claim

Attachment 9-1-5(A)

Disposition of LRAMVA
69 Disposition sought of all outstanding LRAMVA balances related to previously established LRAMVA thresholds, if possible Schedule 9-1-5

Distributors with zero balance in the LRAMVA (including those with LRAM-eligible amounts previously approved on a prospective basis):
70 Indicate this fact in its application and advise that it is not requesting any disposition N/A - Hydro Ottawa does not have a zero balance in the LRAMVA

Distributors with non-zero balance in the LRAMVA:

70 A distributor that does not have a confirmed zero balance in the LRAMVA should seek disposition as part of its application, with supporting 
information, or provide a rationale for not doing so. Schedule 9-3-1

Continuing Use of the LRAMVA for New NWS Activities 
70 Indication of whether distributor is requesting an LRAMVA for one or more activities related to distribution rate-funded NWS activities or LIP 

activities if this request has not been addressed in a previous application
N/A - Hydro Ottawa is not proposing an LRAMVA for activities related to distribution 
rate-funded NWS activities or LIP activities

Appendix A Cost of Eligible Investments for the Connection of Qualifying Generation Facilities
Appendix A If applicable, proposal to divide the costs of eligible investments between the distributor’s ratepayers and all Ontario ratepayers per O.Reg. 

330/09 Hydro Ottawa does not have such costs

Appendix A
For distributors that are already receiving rate protection as a result of a previous application the new (current) cost of service application 
should include an update to include the actual costs incurred for the investments as well as a depreciation adjustment to calculate a new 
capital amount for input into Appendices 2-FA through 2-FC. This would generate a new up-to-date rate protection amount for the test year 
and beyond, which will be subject to the materiality threshold

Hydro Ottawa does not have such costs
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 GLOSSARY 

 ACA  - Asset Condition Assessment 

 AFUDC  - Allowance for Funds Used During Construction 

 ADMS  - Advanced Distribution Management System 

 AED  – Automated External Defibrillators 

 AIFR  - All Injury Frequency Rate 

 AFT  - Affordability Fund Trust 

 AGM  - Annual General Meeting 

 AI  - Artificial Intelligence 

 AMC  - Asset Management Council 

 AMI  - Advanced Metering Infrastructure 

 AMPs  - Asset Management Plans 

 AMRP  - Asset Management Risk Procedure 

 AMS  - Asset Management System 

 AODA -  Accessibility for Ontarians with Disabilities  Act 

 AON  - Account Overdue Notice 

 APB  - Activity and Program Based Benchmarking 

 APH  - Accounting Procedures Handbook 

 Approved  Settlement  Agreement  -  Hydro  Ottawa  2021-2025  Custom  Incentive  Rate-Setting 

 Approved Settlement, EB-2019-0261 (September 18, 2020) 
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 APA  - Arrears Payment Arrangement 

 ARC  - Affiliate Relationships Code for Electricity  Transmitters and Distributors 

 ASHP  - Air Source Heat Pump 

 AWE  - Average Weekly Earnings 

 BCA Framework  - Benefit-Cost Analysis Framework 

 BCM  - Business Continuity Management 

 BCR  - Benefit to Cost Ratio 

 BESS  - Battery Energy Storage System 

 BEV  - Battery Electric Vehicle 

 BOMA  - Building Owners and Managers Association 

 BTM DER  - Behind the Meter Distributed Energy Resource 

 B&V  - Black & Veatch Management Consulting, LCC 

 C&I  - Commercial and Industrial 

 C&I Rate Design  - Commercial and Industrial Rate Design 

 CA Study  - Cost Allocation Study 

 CAD -  Canadian Dollar 

 CAGR  - Compound Annual Growth Rate 

 CAIDI  - Customer Average Interruption Duration Index 

 CanMAG  -  Canadian Mutual Assistance Group 

 CAPEX  - Capital Expenditures 

 CBR  - Capacity Based Recovery 
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 CC&B  - Customer Care & Billing 

 CCA  - Capital Cost Allowance 

 CCC  - Consumers Council of Canada 

 CCD  - Cooling Degree Day 

 CDH -  Cooling Degree Hours 

 CCO  - Chief Customer Officer 

 CCRA  - Connection and Cost Recovery Agreement 

 CDM  - Conservation and Demand Management 

 CDP  - Community Design Plans 

 CEA  - Canadian Electricity Association 

 CEAP  - COVID-19 Energy Assistance Program 

 CEATI  - Centre for Energy Advancement through Technological  Innovation 

 CEDO  - Chief Electricity Distribution Officer 

 CEITC  - Clean Energy Investment Tax Credit 

 CEMO -  Corporate Energy Management Office 

 CEO  - Chief Executive Officer 

 CER  -  Canada Energy Regulator 

 CFF  - Conservation First Framework 

 CFO  - Chief Financial Officer 

 CGAPP  - Canadian Generally Accepted Accounting Principles 

 CHRO  - Chief Human Resource Officer 

 Administration  Glossary 
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 CIA  - Connection Impact Assessment 

 CIR  - Custom Incentive Rate-Setting 

 CIS  - Customer Information System 

 CITO  - Chief Information and Technology Officer 

 City  - City of Ottawa 

 CLD  - Coalition of Large Distributors 

 CMI  - Customer Minutes Interrupted 

 CMIP5  - Coupled Model Intercomparison Project Phase  5 

 CMIP6  - Coupled Model Intercomparison Project Phase  6 

 C&I  - Commercial & Industrial 

 COS  -  Conditions of Service 

 COSWG  - Conditions of Service Working Group 

 CP  - Coincident Peak 

 CP&G  - Corporate Planning & Governance 

 CPEF  - Custom Price Escalation Factor 

 CPI -  Consumer Price Index 

 CPP  - Canada Pension Plan 

 CROF  - Custom Revenue OM&A  Factor 

 CRM  - Customer Relationship Management 

 CRVA  - Climate Risk and Vulnerability Assessment 

 CSA  - Canadian Standards Association 

 Administration  Glossary 
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 CSR  - Customer Service Representative 

 CSRM  - Customer-Specific Reliability Measures 

 Custom IR  - Custom Incentive Rate-Setting 

 CVPM  - Customer Value Performance Metrics 

 CWIP  - Construction-Work-in-Progress 

 Cx  - Customer Experience 

 DA  - Distribution Automation 

 Dashboard  - Electricity Utility Performance Dashboard 

 DBRS  - Dominion Bond Rating Service Inc. 

 DDI  - Due Diligence Inspections 

 DR  - Demand Response 

 DER  - Distributed Energy Resource 

 DERCP  - Distributed Energy Resources Connection Procedure 

 DERM  - Distributed Energy Resource Management 

 DESN  -  Dual Element Supply Network 

 DFR  - Dielectric Frequency Response 

 DGA  - Dissolved Gas Analysis 

 DMS  - Distribution Management System 

 DND  - Department of National Defence 

 DRC  - Distributed Resource Coalition 

 DS  - Distribution Station 

 Administration  Glossary 
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 DSC  - Distribution System Code 

 DSP  - Distribution System Plan 

 DSO  - Distribution System Operator 

 DST  - Distribution Service Test 

 DVA  - Deferral and Variance Account 

 EAM  - Efficiency Adjustment Mechanism 

 EAM  - Enterprise Asset Management 

 EC  - Electricity Canada 

 ECA  - Electrical Contractors Association 

 ECA Ottawa  - Electrical Contractors Association of  Ottawa 

 ECCC  - Environment and Climate Change Canada 

 ED -  Environmental Defence 

 EDA  - Electricity Distributors Association 

 eDSM -  Electricity Demand-Side Management 

 EDDVAR  - Electricity Distributors’ Deferral and Variance  Account Review 

 EEI  - Edison Electric Institute 

 EFA  - Emergency Financial Assistance 

 EFT  - Electronic Funds Transfer 

 Electricity Act  -  Electricity Act, 1998 

 EMT  - Executive Management Team 

 EMV  - Evaluation, Measurement, and Verification 

 Administration  Glossary 
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 Enbridge  - Enbridge Inc. 

 ENDM  - Ministry of Energy, Northern Development and  Mines 

 Energy Probe  - Energy Probe Research Foundation 

 EOL  - End of Life 

 EPP  - Energy Performance Program 

 EPRF  - Energy Probe Research Foundation 

 ERF  - Energy Resource Facility 

 EPR  - Ethylene Propylene Rubber 

 ERM  - Enterprise Risk Management 

 ERMS  - Enterprise Risk Management System 

 ERP  - Enterprise Resource Planning 

 ERP  - Ethylene Propylene Rubber 

 ESA  - Electrical Safety Authority 

 ESB  - Enterprise Service Bus 

 EST  - Energy System Test 

 ES&C  - Electricity Safety and Conservation 

 ESG  - Environmental, Social and Governance 

 ESM  - Earnings Sharing Mechanism 

 ETR  - Estimated Time of Restoration 

 EV  - Electric Vehicle 

 EWRB  - Energy and Water Reporting and Benchmarking 

 Administration  Glossary 
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 FAN  - Field Area Network 

 FAWG  - Financial Assistance Working Group 

 FCI  - Fault Circuit Indicator 

 FCR  - First Contact Resolution 

 FDD  - Final Domestic Demand 

 FEMI  - Feeders Experiencing Multiple Interruptions 

 FERC  - Federal Energy Regulatory Commission 

 FES  - Fall Economic Statement 

 FIT  - Feed in Tariff 

 FLI  - Feed Loader Index 

 FLISR  - Fault Location, Isolation and Service Restoration 

 FPI  - Feeder Performance Index 

 FRED  - Federal Reserve Economic Data 

 FTE  - Full-Time Equivalent 

 GA  - Global Adjustment 

 GAAP  - Generally Accepted Accounting Principles 

 GEA  - Green Energy Act 

 GOBHA -  Greater Home Builder’s Association 

 GOCA  - Getting Ontario Connected Act 

 GOES  - Grain Orientated Electric Steel 

 GDP-IPI  - Implicit Price Index for Gross Domestic  Product 

 Administration  Glossary 
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 GHG  - Greenhouse Gas 

 GIS  - Geographic Information System 

 GMRC  - Governance and Management Resources Committee 

 GOHBA  - Greater Ottawa Home Builders’ Association 

 GPS  - Global Positioning System 

 GS  -  General Service 

 GWh  - Gigawatt-Hour 

 Handbook  - Handbook for Utility Rate Applications 

 HAP  - Home Assistance Program 

 HCI  - Hydroelectric Contract Initiative 

 HDD  - Heating Degree Day 

 HDH  - Heating Degree Hours 

 HI  -  Asset Health Index 

 HESOP  - Hydroelectric Standard Offer Program 

 HLR  - Hourly labour rate 

 HOCC  - Hydro Ottawa Capital Corporation 

 HOEP  - Hourly Ontario Energy Price 

 HOESI  - Hydro Ottawa Energy Services Inc. 

 HR  - High Rise 

 HR  - Human Resources 

 HST  - Harmonized Sales Tax 

 Administration  Glossary 
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 HVAC  - Heating, Ventilation and Air Conditioning 

 HVDS  - High Voltage Distribution Station 

 Hydro One  - Hydro One Networks Inc. 

 Hydro Ottawa  - Hydro Ottawa Limited 

 IAS  - International Accounting Standard 

 IaaS  - Infrastructure-as-a-Service 

 IASB  - International Accounting Standards Board 

 IBEW  - International Brotherhood of Electrical Workers 

 ICC  - Incident Command Centre 

 ICD  - Institute of Corporate Directors 

 ICE  - Internal Combustion Engine 

 ICI  - Industrial Conservation Initiative 

 ICSRS  - Information Classification & Scheme and Retention  Schedule 

 IDAMS  - International Distribution Asset Management  Study 

 IDF  - Intensity-Duration-Frequency 

 IEEE  - Institute of Electrical and Electronics Engineers 

 IESO  - Independent Electricity System Operator 

 IF  - Interim Framework 

 IFRS  - International Financial Reporting Standards 

 IM  - Information Management 

 Innovative  - Innovative Research Group 

 Administration  Glossary 
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 IoT  - Internet of Things 

 IR  - Infra-Red 

 IRC  - Investment Review Committee 

 IRM  - Incentive Regulation Mechanism 

 IRRP  - Integrated Regional Resource Plan 

 IT  - Information Technology 

 ITA  - Income Tax Act 

 ITIC  - Information Technology Industry Council 

 ITOM  - IT Operations Management 

 IVR  - Interactive Voice Response 

 JDE  - J.D. Edwards 

 JHSC  - Joint Health and Safety Committee 

 KAM  - Key Account Management 

 KNR+  - Kanata North Retrofit 

 KPI  - Key Performance Indicators 

 KRI  - Key Risk Indicators 

 kV  - Kilovolt 

 kW  - Kilowatt 

 kWh  - Kilowatt-hours 

 LAC  - Locate Alliance Consortium 

 LAN  - Local Area Network 

 Administration  Glossary 
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 LAPS  - Local Achievable Potential Study 

 LAP  - Local Achievable Study 

 LC  - Large Commercial 

 LDC  - Local Distribution Company 

 LDEV  - Light-Duty Electric Vehicles 

 LEAP  - Low-Income Energy Assistance Program 

 LEAP EFA  - Low-Income Energy Assistance Program Financial  Assistance 

 LEED  - Leadership in Energy and Environmental Design 

 LIP  - Local Initiatives Program 

 LLR  - Landlord Reversion 

 LMI  - Labour Market Insights 

 LoS  - Loss of Supply 

 LPC  - Late Payment Charge 

 LPSS  - Lodestar Profiling and Settlement Software 

 LR  - Low Rise 

 LRAM  - Lost Revenue Adjustment Mechanism 

 LRAMVA  - Lost Revenue Adjustment Mechanism Variance  Account 

 LRT  - Light Rail Transit 

 LTC  - Leave to Construct 

 LTE  - Long-Term Evolution 

 LTD  - Long-Term Disability 

 Administration  Glossary 
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 LTLT  - Long Term Load Transfer 

 LTR  - Limited Time Rating 

 LV  - Low Voltage 

 LWDSR  - Lost Workday Severity Rate 

 M&R  - Maintenance and Reliability 

 MAA  - Merger, Amalgamation, Acquisition 

 MED  - Major Event Day 

 MD&A  - Management Discussion and Analysis 

 MDM/R  - Meter Data Management/Repository 

 MDS  - Meter Data Services 

 MECP  - Ministry of the Environment, Conservation and  Parks 

 Mercer  - Mercer Canada 

 MHL  - MyHydroLink 

 MicroFIT  - Micro Feed in Tariff 

 MIFRS  - Modified International Financial Reporting  Standards 

 MILP  - Mixed Integer Linear Programming 

 MIMO  - Move-in/Move-out 

 MIP  - Material Investment Plan 

 MOE  - Ministry of Energy 

 MOL  - Ministry of Labour 

 MPAC  - Municipal Property Assessment Corporation 

 Administration  Glossary 
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 MRP  - Market Renewal Program 

 MTS  - Municipal Transformer Station 

 MURB  - Multi-Unit Residential Building 

 MUSH  - Municipalities, Universities, Schools and Hospitals 

 MVA  - Mega Volt Ampere 

 MW  - Megawatt 

 MWM  - Mobile Workforce Management 

 MWh  - Megawatt-hour 

 MyAccount  - Hydro Ottawa’s web-based customer service  portal 

 NAICS  - North American Industry Classification System 

 NAMAG  - North Atlantic Mutual Assistance Group 

 NCP  - Non-Coincident Peak 

 NCR  - National Capital Region 

 NCTA  - National Cyber Threat Assessment 

 NEER  - New Experimental Experience Rating 

 NERC  - North American Electric Reliability Corporation 

 NPCC  - Northeast Power Coordinating Council 

 NIST  - National Institute of Standards and Technology 

 NOC  - National Occupational Classification 

 NRAL  - National Renewable Energy Laboratory 

 NRC  - National Research Council 

 Administration  Glossary 
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 NRCan  - Natural Resources Canada 

 NREL  -  National Renewable Energy Laboratory 

 NWS  - Non-Wires Solutions 

 NYISO  - New York Independent System Operator 

 O&M  - Operations and Maintenance 

 ODERA  - Ottawa DER Accelerator Project 

 ODS  - Operational Data Store 

 OEA  - Ontario Energy Association 

 OEB  - Ontario Energy Board 

 OEL  -  Ontario Electrical League 

 OER  - Ontario Electricity Rebate 

 OESP  - Ontario Electricity Support Program 

 OH  - Overhead 

 OHSAS  - Occupational Health and Safety Assessment  Series 

 OHSE  - Occupational Health, Safety and Environment 

 OM&A  - Operations, Maintenance and Administration 

 OMERS  - Ontario Municipal Employees Retirement System 

 OMERS SC Board  - OMERS Sponsors Corporation Board  of Directors 

 OnMAG  -  Ontario Mutual Assistance Program 

 OMS  - Outage Management System 

 OOTB  - Out-of-the-Box 
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 OPEB  - Other Post-Employment Benefits 

 OPS  - Operations 

 ORCGA  - Ontario Regional Common Ground Alliance 

 ORTAC  - Ontario Resource and Transmission Assessment  Criteria 

 OT  - Operational Technology 

 OTN  -  Optical Transport Network 

 PA  - Predictive Analytics 

 PBR  - Performance Based Regulation 

 P&C  - Protection and Control 

 PCBs  - Polychlorinated Biphenyls 

 PCI  - Price Cap Index 

 PCR  - Preliminary Consultation Report 

 PCT  - Power Cable Technician 

 PD  - Partial Discharge 

 PEG  - Pacific Economics Group 

 PHEV  - Plug-in Hybrid Electric Vehicle 

 PIEVC  - Public Infrastructure Engineering Vulnerability  Committee 

 PILC  - Paper Insulated Lead Cable 

 PILS  - Payments in Lieu of Taxes 

 PILS Tax Mode  l - Income Tax/PILS Workform 

 PLM  - Power Line Maintainer 
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 PLS  - Pole Line Systems 

 PLT  - Power Line Technician 

 PLTE  - Private Long-Term Evolution 

 PMBOK  - Project Management Body of Knowledge 

 PMI  - Project Management Institute 

 PMO  - Program Management Office 

 POAM  - Performance Outcomes Accountability Mechanism 

 PP  - Pollution Probe 

 PPA  - Power Purchase Agreement 

 PPE  - Personal Protective Equipment 

 PP&E  - Property, Plant and Equipment 

 PSWHA  - Public Service Work on Highways Act 

 PSPC  - Public Services and Procurement Canada 

 PSUI-CDM  - Process and Systems Upgrade Initiative 

 PV -  Photovoltaic 

 Q.C.H  - Queensway-Carleton Hospital 

 RASCI  - Responsible, Accountable, Supporting, Consulted,  and Informed 

 RAP  - Redesign Action Plan 

 RARA  - Regulatory Asset Refund Account 

 RCI  - Revenue Cap Index 

 RCP  - Representative Concentration Pathway 
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 RCVA  - Retail Cost Variance Account 

 REG  - Renewable Energy Generation 

 Régie  - Régie de l’énergie 

 RESOP  - Renewable Energy Standard Offer Program 

 RFI  - Request for Information 

 RFP  - Request for Proposal 

 RFPQ  - Request for Pre-Qualification 

 RFQ  - Request for Qualifications / Request for Quotations 

 RFSA  - Request for Supply Arrangements 

 RFSO  - Request for Standing Offers 

 RFx  - Collectively referred to various procurement  vehicles such as RFI, RFP, RFQ, etc. 

 RIP  - Regional Infrastructure Plan 

 RLRA  - Regulatory Liability Refund Account 

 ROE  - Return on Equity 

 ROW  - Right-of-Way 

 RPO  - Recovery Point Objective 

 RPP  - Regulated Price Plan 

 RPPAG  - Regional Planning Process Advisory Group’s 

 RRF  - Renewed Regulatory Framework for Electricity  Distributors 

 RRR  - Reporting and Record Keeping Requirements 

 RRRP  - Rural or Remote Electricity Rate Protection 
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 RRWF  - Revenue Requirement Work Form 

 RSCs  - Retail Service Charges 

 RSI  - Risk Sciences International 

 RMS  - Root Mean Square 

 RSVA  - Retail Settlement Variance Account 

 RTO  - Recovery Time Objective 

 RTU  - Remote Terminal Unit 

 RTSR  - Retail Transmission Service Rate 

 SaaS  - Software-as-a-Service 

 SAIDI  - System Average Interruption Duration Index 

 SAIFI  - System Average Interruption Frequency Index 

 SAMP  - Strategic Asset Management Plan 

 SARFI  - System Average Root Mean Square Variation  Frequency Index 

 SAN  - Storage Area Network 

 SC  - Service Charge 

 SCADA  - Supervisory Control and Data Acquisition 

 SEC  - School Energy Coalition 

 SHEU  - Survey of Household Energy 

 SCIEU  - Survey of Commercial and Institutional Energy  Use 

 SD  - Standard Deviation 

 SDHI  - Short Duration-High Intensity 
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 SE  - Standard Error 

 SEO -  Search Engine Optimization 

 SESC  - Smart Energy Steering Committee 

 SF6  - Sulfur Hexafluoride 

 Scorecard  - Electricity Distributor Scorecard 

 SIA  - System Impact Assessment 

 SIP  - Session Initiation Protocol 

 S/L  - Street Lights 

 SLA  - Service Level Agreement 

 SLI  - Station Load Index 

 SMC  - Smart Metering Charge 

 SME  - Smart Metering Entity 

 S&P  - Standard & Poor’s 

 SQR  - Service Quality Requirement 

 SR  - System Renewal 

 SR&ED  - Scientific Research and Experimental Development 

 SS  - System Service 

 SSC  - Specific Service Charge 

 SSO  - Single Sign-On 

 SSS Charge  - Standard Supply Service Administrative  Charge 

 Stantec  - Stantec Consulting Ltd. 
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 STEM  - Science, Technology, Engineering, Math 

 SUB  - Substations 

 SUV  - Sport Utility Vehicle 

 System O&M  - System Operations & Maintenance 

 Tiered  - Tiered RPP 

 TIM  - Testing, Inspection and Maintenance 

 TDA  - Training Delivery Agent 

 TFP  - Total Factor Productivity 

 THESL  - Toronto Hydro Electric System Limited 

 TMP  - Transportation Master Plan (City of Ottawa) 

 TOC  - Transformer Ownership Credit 

 TOGAF  -  The Open Group Architecture Framework 

 TOU  - Time of Use 

 TS  - Transmission Station 

 TUL  - Typical Useful Life 

 TWA  - Triangulated Weighted Average 

 UCC  - Undepreciated Capital Cost 

 UG  - Underground 

 UI/UX  - User Interface/User Experience 

 ULO  - Ultra-Low Overnight 

 ULS  - Underground Line System 
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 UP  - UtilityPULSE 

 USF  -  Utilities Standard Forum 

 USL  - Unmetered Scattered Load 

 USD  - United States Dollar 

 USofA  - Uniform System of Accounts 

 UTRs  - Uniform Transmission Rates 

 VASH  - Vulnerability Assessment and System Hardening 

 VECC  - Vulnerable Energy Consumers Coalition 

 VLA  - Vented lead-acid (batteries) 

 VRLA  - Valve-regulated lead-acid (batteries) 

 VLF  - Very Low Frequency 

 VOC  - Voice of the Customer 

 Vol. R  - Volumetric Rate 

 VR  - Virtual Reality 

 WACC  - Weighted Average Cost of Capital 

 WCA  - Working Capital Allowance 

 WAHSP  - Weighted Average Hourly Spot Price 

 WMC  - Wholesale Market Charge 

 WMS  - Wholesale Market Service 

 WSIB  - Workplace Safety and Insurance Board 

 XFMR  - Transformer 
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 XLPE  - Cross Linked Polyethylene 

 Yearbook  - Electricity Distributor Yearbook 

 YMPE  - Yearly Maximum Pensionable Earnings 

 ZEB  - Zero Emissions Bus 

 ZEVIP  - Zero Emission  Vehicle Infrastructure Program 
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 ADMINISTRATION 

 1.  INTRODUCTION 
 In  accordance  with  the  Ontario  Energy  Board’s  (OEB)  Chapter  2  Filing  Requirements  for 

 Electricity  Distribution  Rate  Applications  -  2025  Edition  for  2026  Rate  Applications  ,  dated 

 December  9,  2024,  (Filing  Requirements),  this  Schedule  provides  information  relating  to  the 

 administration of this Application. 

 2.  PRIMARY CONTACT INFORMATION 
 April Barrie 

 Director, Regulatory Affairs 

 Hydro Ottawa Limited 

 2711 Hunt Club Road, PO Box 8700 

 Ottawa, Ontario K1G 3S4 

 Telephone: 613-738-5499 ext. 2106 

 Mobile: 613-808-3261 

 Email:  RegulatoryAffairs@HydroOttawa.com 

 3.  LEGAL REPRESENTATION 
 Charles Keizer 

 Partner 

 Torys LLP 

 79 Wellington St. W. 

 Box 270, TD South Tower 

 Toronto, ONtario M5K 1N2 

 Telephone: 416-865-7512 

 Email:  ckeizer@torys.com 
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 4.  INTERNET ADDRESS & SOCIAL MEDIA ACCOUNTS 
 Hydro Ottawa Limited’s (Hydro Ottawa) main webpage:  www.hydroottawa.com 

 Hydro Ottawa Twitter:  www.x.com/hydroottawa 

 Hydro Ottawa Facebook:  www.facebook.com/hydroottawa 

 Hydro Ottawa Instagram:  www.instagram.com/hydroottawa 

 Hydro Ottawa Youtube:  www.youtube.com/hydroottawalimited 

 Hydro Ottawa Bluesky:  https://bsky.app/profile/hydroottawa.bsky.social 

 Regulatory documents will be available on the  Active  Applications  page of the Regulatory Affairs 

 section of the Hydro Ottawa website: 

 https://hydroottawa.com/en/about-us/regulatory-affairs/active-applications 

 5.  MATERIAL IMPACTS ON CUSTOMERS 
 While  the  proposals  set  forth  in  this  Application  will  change  the  rates  for  all  customer  classes, 

 there  are  no  proposed  changes  that  will  result  in  total  bill  impacts  which  exceed  the  10%  bill 

 impact threshold and which would thus have a material impact on customers. 

 6.  MATERIALITY THRESHOLD 
 As  per  the  Filing  Requirements,  distributors  with  30,000  or  more  customers  and  a  distribution 

 base  revenue  requirement  of  more  than  $200  million  must  use  a  materiality  threshold  of  $1M. 

 Hydro  Ottawa’s  service  revenue  requirement  for  2026  is  above  $200M,  and  thus  the  materiality 

 threshold for this Application is $1M. 

 Hydro  Ottawa  notes  that  the  $1M  materiality  threshold  will  apply  to  the  utility  for  any  future 

 Z-factor application(s). 

 7.  PUBLICATION AND NOTICE 
 Hydro  Ottawa  recommends  that  the  Notice  of  Hearing  for  this  Application  be  published  in  the 

 Ottawa  Citizen  and  Le  Droit  newspapers,  both  of  which  are  paid  daily  publications.  The  Ottawa 
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 Citizen  is  the  English  language  newspaper  serving  Ottawa  and  the  surrounding  region,  including 

 the  Municipality  of  Casselman.  Le  Droit  is  the  French  language  newspaper  serving  Ottawa  and 

 the surrounding region, including the Municipality of Casselman. 

 As  per  the  OEB’s  letter  dated  March  28,  2024,  Hydro  Ottawa  notes  that  the  utility  has  already 

 given  notice  to  existing  standby  customers  on  the  proposed  changes  to  standby  rates.  As 

 mentioned  in  Schedule  7-1-3  -  Standby,  these  customers  were  informed  via  email  in  January 

 2025  of  Hydro  Ottawa’s  plans  to  seek  final  approval  for  interim  standby  rates  and  to  propose 

 adjustments to the current standby rate design, effective January 1, 2026. 

 8.  BILL IMPACTS 
 Tables 1 and 2 below provide a summary of distribution bill impacts and total bill percentage 

 impact for a typical residential customer using 750 kWh per month and for a General Service 

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

 Table 1 - Residential Bill Impact 

 Residential (750 kWh)  2026  2027  2028  2029  2030 
 Change in Distribution Charge ($)  $ 6.08  $ 3.79  $ 3.31  $ 2.72  $ 2.74 
 Change in Distribution Charge (%)  17.62%  9.34%  7.46%  5.70%  5.44% 
 Total Bill % change  6.05%  2.73%  2.33%  1.88%  1.85% 

 Table 2 - General Service <50 kW Bill Impact 
 General Service < 50 kW (2000 
 kWh)  2026  2027  2028  2029  2030 
 Change in Distribution Charge ($)  $ 14.57  $ 8.42  $ 7.50  $ 6.62  $ 5.80 
 Change in Distribution Charge (%)  16.96%  8.38%  6.89%  5.69%  4.71% 
 Total Bill % change  4.94%  2.35%  2.05%  1.77%  1.53% 
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 9.  FORM OF HEARING REQUESTED 
 Hydro Ottawa requests that this Application be disposed of by way of an oral hearing. 

 10.  REQUESTED EFFECTIVE DATE 
 Hydro Ottawa requests approval of the proposed distribution rates and other charges set forth in 

 this Application effective January 1, 2026. 

 11.  CHANGES TO METHODOLOGIES USED IN PREVIOUS APPLICATIONS 
 The  following  methodology  changes  were  applied  in  this  Application,  as  compared  to  Hydro 

 Ottawa’s 2021-2025 Custom IR Application: 1

 ●  A  custom  revenue  cap  index  applied  to  operations,  maintenance  and  administration 

 (OM&A),  termed  a  Customer  Revenue  OM&A  Factor  (CROF)  to  be  approved  in  this 2

 Application  and  applied  in  setting  OM&A  approvals  for  the  years  2027  to  2030  through 

 annual application updates, which includes: 

 ○  A  modified  X-factor  in  the  CROF  that  accounts  for  built-in  productivity  savings  within 

 the OM&A forecast. 

 ○  A  modified  growth  factor  in  the  CROF  that  accounts  for  increases  in  customer  count 

 and  system  capacity  forecasts,  weighted  according  to  the  OEB’s  cost  allocation 

 model. 

 ●  Certain  Uniform  System  of  Accounts  (USofAs)  entries  have  been  reclassified  to  provide  a 

 more accurate representation of the regulatory accounting of certain transactions. 3

 ●  Updates to Load Forecast calculations include: 4

 ○  Using  monthly  averages,  rather  than  month-end  averages,  to  calculate  customer  and 

 connection numbers used in the revenue Load Forecost. 

 4  See Schedule 3-1-1 - Revenue Load and Customer Forecast for details on changes to calculations in the Load 
 Forecast. 

 3  See Schedule 1-5-1 - Audited Financial Statements and Reconciliation for the updated USofA summary. 
 2  See Schedule 1-3-1 - Rate Setting Framework for details on the CROF. 

 1  Hydro Ottawa Limited,  2021-2025 Custom Incentive  Rate-Setting Approved Settlement Proposal  , EB-2019-0261 
 (September 18, 2020). 

 Administration  Administration 

 4 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

 11 

 12 

 13 

 14 

 15 

 16 

 17 

 18 

 19 

 20 

 21 

 22 

 23 

 24 

 25 

 26 

 27 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 
 Tab 1 

 Schedule 4 
 ORIGINAL 

 Page  5  of  19 

 ○  Adjustments to base load forecast for electrification and rate reclassification 

 ●  The  Dibblee  and  Maple  Grove  Operations  Centres  have  been  reclassified  to  the  System 

 Renewal  Investment  Category  (previously  General  Plant)  to  align  with  current  regulatory 

 reporting requirements. 5

 ●  Updates have been made to the cost allocation methodology, as follows: 

 ○  Cost  allocation  methodology  now  relies  on  an  in-house  cost  allocation  study  to 

 determine  primary  and  secondary  asset  and  customer  count  splits  and  demand 

 allocators. 6

 ○  Cost  allocation  models  for  each  Test  Year  (2026-2030)  have  been  submitted  to 

 reflect the impact of increasing electrification on the revenue load forecast. 7

 ○  Capital  meter  costs  for  GS  1,500-4,999  kW  and  Large  Use  customer  classes  are 

 weighted  by  the  number  of  meters,  rather  than  by  the  number  of  customers,  as  was 

 the case in the 2021-2025 Application. 8

 ●  The Rate Design methodology for standby rates incorporates the following changes: 

 ○  Standby  volumetric  charges  are  applied  only  to  Billed  Backup  demand  exceeding 

 500 kW, charged at fifty percent of the distribution variable rate. 

 ○  Backup  overrun  adjustment  charges  are  billed  using  Hydro  Ottawa’s  distribution 

 variable rate of the applicable class. 9

 ●  Other Rate Design methodological changes include: 

 ○  Hydro  Ottawa  is  proposing  to  apply  the  fixed  monthly  charge  on  a  rate  per  day  basis, 

 applicable to all rate classes. 10

 ○  Proposed  Low  Voltage  rates  are  calculated  based  on  OEB’s  Retail  Transmission 

 Service Rate Model. 11

 11  See Schedule 8-2-1 - Retail Transmission and Low Voltage Service Rates for details on Low Voltage rates. 
 10  See Schedule 8-1-2 - Fixed/Variable Proportion for details on charging fixed charges on a rate per day basis. 
 9  See Schedule 7-1-3 - Standby Service Charge for details on Standby rate design. 
 8  See Schedule 7-1-1 - Cost Allocation for details. 
 7  See Excel Attachments 7-1-1(A) through 7-1-1(E) for the 2026-2030 Cost Allocation Models. 

 6  See respectively Attachment 7-1-1 (F) - Primary/Secondary Cost Study and Attachment 7-1-1(G) - 2026 Demand 
 Allocators . 

 5  See Schedule 2-5-5 - Capital Expenditure Plan for details. 
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 ○  A  cost-based  approach  is  used  to  calculate  a  utility-specific  Standard  Supply  Service 

 (SSS) charge, rather than adopting OEB’s generic SSS amount. 12

 ●  The  2026-2027  revenue  requirement  includes  a  contribution  from  current  ratepayers  to 

 address  the  intergenerational  effects  of  temporary  depreciation  and  capital  cost  allowance 

 differences. 13

 ●  Disposition  of  the  2021-2023  Lost  Revenue  Adjustment  Mechanism  Variance  Account 

 (LRAMVA)  balance,  which  includes  an  estimate  of  energy  savings  derived  from  electricity 

 conservation  and  demand-side  management  programs  administered  by  the  IESO  within 

 Hydro Ottawa’s service territory. 14

 12.  OEB DIRECTIVES FROM PREVIOUS DECISIONS AND/OR ORDERS 
 Below is a summary of previous OEB Directives and a description of how such Directives are 

 addressed by Hydro Ottawa in this Application. 

 12.1.   DIRECTIVE #1 

 In  EB-2012-0383,  the  OEB  indicated  that  unmetered  load  (kW)  and  consumption  (kWh)  data 

 should  ultimately  be  used  to  update  load  profile  data  for  the  purpose  of  the  distributor’s  next 

 cost  allocation  filing  with  the  OEB,  which  occurs  during  the  distributor’s  next  cost  of  service 

 application  to  the  OEB.  Subsequently,  in  a  letter  dated  June  12,  2015,  the  OEB  stated  that 

 “[t]here  may  be  merit  in  updating  load  profiles  to  be  more  reflective  of  an  individual  distributor’s 

 circumstances.  The  OEB  expects  individual  distributors  to  be  mindful  of  material  changes  to 

 load  profiles  and  to  propose  updates  in  their  respective  cost  of  service  or  Custom  Incentive 

 Rate-setting applications when warranted.” 15

 15  Ontario Energy Board, Letter re:  Issuance of New  Cost Allocation Policy for Street Lighting Rate Class  (June 12, 
 2015), page 4. 

 14  See Schedule 9-1-5 - Lost Revenue Adjustment Mechanism Variance Account for details on this disposition. 

 13  See Schedule 9-1-4 - Account 1592 PILS and Tax Variance and Schedule 6-1-1 Revenue Requirement and 
 Revenue Deficiency or Sufficiency for details on this update to address intergenerational equity. 

 12  See Schedule 8-3-2 - Standard Supply Service Charge for details on this approach. 
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 As  an  outcome  of  Hydro  Ottawa’s  2021-2025  Approved  Settlement  Agreement,  the  utility 16

 agreed  to  develop  in-house  demand  profiles  by  customer  class  as  input  to  the  next  rebasing 

 application. 

 This  has  been  developed  as  part  of  this  Application.  Please  see  Attachment  7-1-1(G)  -  2026 

 Demand Allocators. 

 12.2.   DIRECTIVE #2 

 On  August  21,  2014,  amendments  to  the  Distribution  System  Code  (DSC)  came  into  force 

 which  required  a  distributor  to  install  a  MIST  meter  on  any  installation  that  is  forecast  by  the 

 distributor  to  have  a  monthly  average  peak  demand  during  a  calendar  year  of  over  50  kW.  The 17

 deadline  for  distributors  to  comply  with  this  DSC  provision  was  August  21,  2020.  Hydro  Ottawa 

 has confirmed this deadline was achieved. 

 12.3.   DIRECTIVE #3 

 In  the  Decision  rendered  in  EB-2018-0044,  the  OEB  instructed  Hydro  Ottawa  to  provide  an 

 update  on  the  resolution  to  an  Industrial  Conservation  Initiative  (ICI)  enrollment  matter  and 

 report  on  any  necessary  adjustments.  Hydro  Ottawa  has  engaged  the  OEB  on  this  matter  and, 18

 at  this  time,  is  not  requesting  any  adjustments.  As  part  of  its  Decision  and  Order  on  Hydro 

 Ottawa’s  2020  rate  adjustment  application,  the  OEB  stated,  in  reference  to  this  Directive,  that 

 “the  OEB  will  proceed  to  finalize  the  balances  for  2017  and  2018,  and  in  light  of  the  OEB’s 

 October  31,  2019  letter  regarding  Adjustments  to  Correct  for  Errors  in  Electricity  Distributor 

 ‘Pass-Through’  Variance  Accounts  After  Disposition,  the  OEB  expects  that  any  revisions  to 

 previous  balances  relating  to  this  matter  will  be  accommodated  through  the  disposition  of  future 

 variance account balances.”  There is no update to this matter. 19

 19  Ontario Energy Board,  Decision and Rate Order  , EB-2019-0046  (December 17, 2019), page 13. 
 18  Ontario Energy Board,  Decision and Rate Order  , EB-2018-0044  (December 13, 2018), page 15. 

 17  Ontario Energy Board,  Notice of Amendment to a Code:  Amendments to the Distribution System Code  , 
 EB-2013-0311 (May 21, 2014). 

 16  Hydro Ottawa Limited,  2021-2025 Custom Incentive Rate-Setting Approved Settlement Proposal  , EB-2019-0261 
 (September 18, 2020). 
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 12.4.   DIRECTIVE #4 

 On  February  14,  2019,  the  OEB  issued  a  Decision  and  Order  directing  electricity  distributors  – 

 including  distributors  with  utility-specific  charges  –  to  implement  new  Retail  Service  Charges 

 (RSCs).  In  accordance  with  this  decision,  Hydro  Ottawa  stopped  using  its  approved 

 distributor-specific  RSCs  and  implemented  the  generic  RSCs  effective  May  1,  2019.  Hydro 

 Ottawa  is  not  seeking  distributor  specific  RSCs  as  part  of  this  Application.  See  Schedule  8-4-3  - 

 Retail Service Charges for current Retail Service Charges. 

 In  addition,  any  electricity  distributor  which  had  discontinued  the  use  of  Account  1518  and 

 Account  1548  was  to  establish  a  new  1508  Sub-Account  to  record  the  difference  in  the 

 incremental  revenue  as  a  result  of  the  Decision  and  Order.  As  Hydro  Ottawa  had  discontinued 20

 the  use  of  Account  1518  and  Account  1548,  a  new  Sub-Account  to  1508  has  been  established. 

 In  accordance  with  OEB  direction,  Hydro  Ottawa  started  tracking  the  incremental  revenue  in  this 

 new  Sub-Account  effective  May  1,  2019.  Hydro  Ottawa  continued  to  use  this  Sub-Account  to 

 record  amounts  until  December  31,  2020.  Balances  in  these  1508  Incremental  Sub-Accounts 

 are  proposed  to  be  disposed  of  in  this  Application.  For  additional  details,  please  see  Schedule 

 9-1-3 - Group 2 Accounts. 

 12.5.   DIRECTIVE #5 

 In  its  Decision  rendered  in  EB-2019-0077  on  October  17,  2019,  the  OEB  approved  an 

 application  submitted  by  Hydro  One  Networks  Inc.  (Hydro  One)  and  Hydro  Ottawa,  pursuant  to 

 section  92  of  the  Ontario  Energy  Board  Act  ,  1998  ,  seeking  leave  to  construct  the  Power  South 

 Nepean  Project.  The  project  consists  of  two  key  components:  (1)  a  new  municipal  transformer 21

 station  to  be  constructed  by  Hydro  Ottawa;  and  (2)  upgrades  to  existing  transmission  facilities, 

 as  well  as  construction  of  a  segment  of  new  transmission  line  by  Hydro  One.  The  leave  granted 

 was  subject  to  the  OEB’s  standard  conditions  of  approval,  one  of  which  was  that  “[t]he 

 applicants  shall  advise  the  OEB  of  any  proposed  material  change  in  the  project,  including  but 

 21  Ontario Energy Board,  Decision and Order  , EB-2019-0077  (October 17, 2019). 
 20  Ibid., Schedule B, page 1. 
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 not  limited  to  changes  in:  the  proposed  route,  construction  schedule,  the  necessary 

 environmental  assessment  approvals,  and  all  other  approvals,  permits,  licenses,  certificates  and 

 rights required to construct the proposed facilities.” 22

 By  way  of  its  2021-2025  Custom  IR  Application,  Hydro  Ottawa  informed  the  OEB  of  minor 

 modifications  to  the  project’s  construction  schedule.  Whereas  the  original  schedule  had 

 contemplated  an  in-service  date  of  November  2021,  this  date  was  subsequently  revised  to  Q2 

 2022.  In  addition,  the  name  of  the  station  has  been  changed  from  South  Nepean  Municipal 

 Transformer  Station  (MTS)  to  Cambrian  MTS.  In  Q2,  2022,  the  Cambrian  substation  was 

 energized  and  loaded  in  advance  of  the  peak  loading  season  for  the  neighbouring  stations  in 

 the south Nepean area  . 

 12.6.   DIRECTIVE #6 

 As  an  outcome  of  the  2021-2025  Approved  Settlement  Agreement,  Hydro  Ottawa  has  agreed  to 

 complete  an  analysis  of  its  distribution  assets  to  produce  an  updated  split  of  certain  asset 

 classes  to  primary  and  secondary  components.  The  asset  classes  to  be  investigated  are  Poles, 

 Towers  and  Fixtures  (Uniform  System  of  Accounts  (USofA)  1830),  Overhead  Conductors  and 

 Devices  (USofA  1835),  Underground  Conduits  (USofA  1840)  and  Underground  Conductors  and 

 Devices  (USofA  1845).  The  results  of  this  cost  study,  combined  with  a  reassessment  of 

 customer  class  composition  (primary,  secondary,  transformer  owned)  will  serve  as  input  to  the 

 demand  profile  study,  described  above  as  Directive  #1,  and  mandated  for  Hydro  Ottawa’s  next 

 rebasing  application.  Hydro  Ottawa  confirms  that  this  study  has  been  completed  and  is  available 

 in  this  Application  as  Attachment  7-1-1(F)  -  Primary/Secondary  Cost  Study.  Results  of  this  study 

 have  been  incorporated  in  the  proposed  cost  allocation  models,  included  as  Excel  Attachments 

 7-1-1(A) through (F). 

 22  Ibid., Schedule B. 
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 12.7.   DIRECTIVE #7 

 As  part  of  the  2021-2025  Approved  Settlement  Agreement,  Hydro  Ottawa  agreed  to 

 meaningfully  consider  the  goals  of  the  City  of  Ottawa’s  Energy  Evolution  plan  with  a  view  to 

 pursuing  cost  efficiencies,  reduced  emissions,  and  enhanced  energy  outcomes  for  consumers  in 

 the  City  of  Ottawa.  The  utility  will  consider  these  elements  in  its  next  Distribution  System  Plan 

 and Business Plan. 

 Schedule  2-5-2  -  Coordinated  Planning  with  Third  Parties  provides  an  overview  of  how  Hydro 

 Ottawa  coordinates  with  the  City  of  Ottawa  in  regards  to  Distribution  System  Planning  for  this 

 Application.  The  targets  from  the  Energy  Evolution  initiative  were  considered  in  the 

 Decarbonization  study,  which  is  summarized  in  Section  9.4.2.1  of  Schedule  2-5-4  -  Asset 

 Management  Process.  Furthermore,  as  result  of  this  engagement,  Hydro  Ottawa  is  proposing  to 

 remove  the  Net-Metering  Service  Charge  as  part  of  this  Application.  See  Schedule  6-3-4  -  Other 

 Operating Revenue for details. 

 12.8.   DIRECTIVE #8 

 As  outlined  in  the  2021-2025  Approved  Settlement  Agreement,  between  2021  and  2025  Hydro 

 Ottawa  shall  endeavour  to  maintain  its  five-year  average  total  system  losses  below  the  target 23

 of 3.02% set out by the OEB in EB-2005-0381 through cost-effective measures. 

 In  addition,  Hydro  Ottawa  prepared  a  plan  to  reduce  distribution  losses  as  much  as  possible 

 through  cost-effective  measures  and  filed  the  plan  with  the  OEB  in  December  2022.  In 

 2022-2025,  Hydro  Ottawa  shall  implement  as  many  of  the  cost-effective  measures  as  set  out  in 

 its  plan  as  possible  (e.g.  any  changes  to  planning  and  procurement  processes  to  better  mitigate 

 losses,  investments  that  can  be  made  within  current  budgets,  operational  measures,  etc.).  All 

 other  cost-effective  measures  will  be  incorporated  into  the  utility’s  next  rebasing  application  and 

 Distribution System Plan. 

 23  “Total System Losses” is as defined in: Hydro Ottawa Limited,  2021-2025 Custom Incentive Rate-Setting  Approved 
 Settlement Agreement  , EB-2019-0261 (September 18,  202), page 22. 
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 Finally,  as  described  in  Hydro  Ottawa’s  response  to  undertaking  JT  3.10  in  EB-2019-0261,  a 

 pilot  of  Grid  Edge  Volt/VAr  Control  (VVC)  solution  was  completed  in  2020.  A  full  analysis  of  the 

 pilot  has  been  completed,  including  an  economic  use  case.  The  System  Loss  Plan  will  inform 

 decisions  on  future  deployment  of  the  VVC  devices.  If  further  study  identifies  potential  suitable 

 locations  for  cost-effective  and  impactful  deployment  of  these  units  Hydro  Ottawa  will  consider 

 proceeding  in  a  subset  of  locations  with  an  estimated  investment  of  up  to  $1M  over  the  five-year 

 test  period.  The  cost  of  these  investments  will  be  accommodated  within  the  overall  approved 

 capital budget. 

 Hydro  Ottawa  has  appended  the  System  Loss  Plan  to  this  Application  as  Attachment  8-2-3(B)  - 

 Hydro  Ottawa  System  Losses  Plan.  An  update  on  the  measures  proposed  in  the  plan  are 

 included in  Schedule 8-2-3 - Loss Adjustment Factors. 

 12.9.   DIRECTIVE #9 

 In  its  Decision  rendered  in  EB-2019-0261  on  January  7,  2021,  the  OEB  stated  that  any  Hydro 

 Ottawa  future  Custom  IR  application  needs  to  be  justified.  In  addition,  the  OEB  needs  to  be 

 satisfied  that  other  rate-setting  options  have  been  considered.  Hydro  Ottawa  has  considered  all 

 rate-setting  options  and  has  concluded  that  a  Custom  IR  approach  is  the  only  suitable  method 

 to  execute  its  investments  quickly  and  cost-effectively  over  the  2026-2030  rate  period.  Details 

 are available in Schedule 1-3-1 - Rate Setting Framework. 

 12.10.   DIRECTIVE #10 

 In  its  Decision  rendered  in  EB-2019-0261  on  January  7,  2021,  the  OEB  stated  that  “Hydro 

 Ottawa’s  efforts  and  achievements  with  respect  to  productivity  improvements  in  its  capital 

 programs  and  projects,  undertaken  during  the  2021-2025  term,  should  be  reported  as  part  of 

 Hydro  Ottawa’s  next  rebasing  Application.”  In  this  Application,  details  on  Hydro  Ottawa’s 24

 24  Ontario Energy Board,  Decision and Order  , EB-2019-0261  (January 7, 2021). 
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 efforts  and  achievements  with  respect  to  productivity  improvements  can  be  found  in  Schedule 

 1-3-4 - Facilitating Innovation and Continuous Improvement. 

 13.  CONDITIONS OF SERVICE 
 The  current  version  of  Hydro  Ottawa’s  Conditions  of  Service  (Version  9)  is  publicly  available  on 

 the Hydro Ottawa website here: ’s website: 

 https://www.hydroottawa.com/en/about-us/policies/conditions-service 

 Subsequent  to  the  filing  of  Hydro  Ottawa’s  last  rebasing  Application,  the  Conditions  of  Service 

 have  been  subject  to  two  comprehensive  revisions.  Specifically,  Version  8  came  into  effect  on 

 December  1,  2021,  and  Version  9  on  January  16,  2023.  In  addition,  subsequent  updates  were 

 made to Appendices in 2024 and 2025 to comply with OEB code amendments. 25

 Updates  to  Version  8  and  9  include  minor  administrative  modifications  and  clarifications  to 

 ensure  compliance  with  evolving  codes  and  regulations.  Other  more  substantial  modifications  to 

 the Conditions of Service are detailed in Table 3 below. 

 25  Appendix E: Contracts and Applications for Connecting Distributed Energy Resources and Electric Vehicles was 
 updated as of May 27, 2024 as per the OEB’s  Notice  of Amendments to a Code to Facilitate Connection of Electric 
 Charging Vehicle Infrastructure  , EB-2019-0207 (February  16, 2024) ; Appendix B: Economic Evaluation for 
 Distribution System Expansion/Enhancement was updated as of March 3, 2025 as per the OEB’s  Notice of 
 Amendments to Facilitate the Connection of Housing Developments and Residential Customers  , EB-2024-0092 
 (December 23, 2024). . 
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 Table 3 - Summary of Major Changes to Hydro Ottawa’s Conditions of Service 

 Section  Subject  Details  Implementation Date 

 1.1  Identification of 
 Distributor, Service 
 Area and Servicing 
 Obligations 

 Revised language to clarify 
 expectations on lead times. 

 December 1, 2021 

 1.7  Distributor Rights 
 and Responsibilities 

 Added clarification that Hydro 
 Ottawa is responsible to provide 
 access to valid meter information as 
 required by the Retail Settlement 
 Code. 

 December 1, 2021 

 1.7  Distributor Rights 
 and Responsibilities 

 Added a paragraph describing the 
 customer’s responsibilities when 
 seeking to be designated as a 
 Critical Care customer. 

 December 1, 2021 

 2.1.1  Supply Point  Added clarity that coach houses will 
 not be provided with a second 
 supply point. 

 December 1, 2021 

 2.1.4  Upgrades  Reference to ECG0006 was added 
 to item (j) to clarify that the DER 
 installation will be required to meet 
 Hydro Ottawa’s protection standards 
 for generators. 

 December 1, 2021 

 2.1.6  Easements  Added specificity on Hydro Ottawa’s 
 position for properties with existing 
 Hydro Ottawa properties or 
 structures. 

 December 1, 2021 

 2.5.6.9  Energy Resource 
 Facility Payments 

 Language updated to clarify 
 requirements around assigning a 
 FIT/MicroFIT contract. 

 December 1, 2021 

 3.1  Residential  Maximum residential service 
 updated from 400A to 600A. 

 December 1, 2021 

 G-1.5  Minor Upgrades  Specified that socket-mounted 
 transfer switches are considered to 
 be a minor update. 

 December 1, 2021 
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 Section  Subject  Details  Implementation Date 

 G-3.2  Vault Access Fees  Added a paragraph to indicate the 
 process for scheduling a field visit. 

 December 1, 2021 

 G-3.9  Inspection and 
 Testing Support 

 Section added to provide clarity on 
 request responses on medium 
 voltage equipment. 

 December 1, 2021 

 Appendix G 
 G-0:8 

 General Notes and 
 Guidelines when 
 Using Appendix G 

 Language updated to reflect Hydro 
 Ottawa’s practice of providing one 
 Customer Layout per 12-month 
 period free of charge to the customer 
 for secondary infill or service 
 upgrades for residential or 
 commercial properties. Clarified 
 language to include that additional 
 charges may apply for completing 
 the work, revisions, or extra layouts 
 within the same period. 

 January 16, 2023 

 Hydro  Ottawa  anticipates  that  approval  of  this  Application  will  result  in  the  following 

 modifications to Hydro Ottawa’s Conditions of Service: 

 ●  The  residential  and  small  commercial  net  metering  charge  will  be  eliminated,  as  detailed  in 

 Schedule 6-3-5 - Other Income & Deductions. 

 ●  Charges  for  residential  electrical  isolations/re-energizations  will  be  removed,  as  detailed  in 26

 Schedule 6-3-5 - Other Income & Deductions. 

 ●  Monthly  fixed  charges  will  be  calculated  on  a  daily  basis  for  all  rate  classes,  as  detailed  in 

 Schedule 8-1-1 - Fixed/Variable Proportion. 

 Hydro Ottawa confirms that no rates and charges are listed in its Conditions of Service that are 

 not in its Tariff of Rates and Charges. 

 26  Currently, per Hydro Ottawa’s Conditions of Service  one  free non-electrical Isolation/Re-energization  is provided. 
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 14.  CORPORATE AND UTILITY ORGANIZATIONAL STRUCTURE 
 A  description  of  Hydro  Ottawa’s  corporate  and  utility  organizational  structure,  along  with  a 

 corporate  entities  relationship  chart,  is  included  in  Schedule  1-6-1  -  Corporate  Structure  and 

 Governance. 

 In  2024,  Hydro  Ottawa’s  parent  company,  Hydro  Ottawa  Holding  Inc.,  along  with  Hydro  Ottawa 

 Capital  Corporation,  and  Hydro  Ottawa  Limited  sought  approval  for  an  internal  corporate 

 reorganization.  This  reorganization  involved  Hydro  Ottawa  Capital  Corporation  acquiring  100% 

 of  the  shares  in  the  issued  and  outstanding  capital  of  Hydro  Ottawa  Limited  from  Hydro  Ottawa 

 Holding  Inc..  The  Ontario  Energy  Board  issued  a  Decision  and  Order  approving  the  internal 

 corporate  reorganization  on  July  2,  2024,  and  confirmed  that  the  reorganization  met  the  “no 

 harm” test.  The transactions relating to the reorganization  closed on October 1, 2024. 27

 15.  SPECIFIC RELIEF REQUESTED 
 This Application is submitted pursuant to section 78 of the Ontario Energy Board Act, 1998. 

 Herein,  Hydro  Ottawa  is  seeking  the  following  approvals,  which  are  also  separately  identified  in 

 Attachment  1-1-4(A)  -  OEB  Appendix  2-A  -  List  of  Request  Approvals  and  clearly  documented 

 throughout applicable sections of this Application: 

 1.  Approval  of  2026-2030  revenue  requirement,  as  detailed  in  Schedule  6-1-1  -  Calculation  of 

 Revenue Deficiency or Sufficiency; 

 2.  Approval  of  2026  distribution  rates  and  charges,  effective  January  1,  2026,  as  outlined  in 

 Schedule 8-5-1 - Bill Impacts and Tariff of Rates and Charges; 

 3.  Approval  of  the  Custom  IR  rate-setting  formula  and  related  elements  for  2027-2030 

 distribution rates and charges, as described in Schedule 1-3-1 - Rate Setting Framework; 

 27  Ontario Energy Board,  Decision and Order RE: Hydro  Ottawa Holding Inc., Hydro Ottawa Capital Corporation, and 
 Hydro Ottawa Limited, Application for approval for Hydro Ottawa Capital Corporation to acquire 100% of the shares in 
 the issued and outstanding capital of Hydro Ottawa Limited from Hydro Ottawa Holding Inc.  , EB-2024-0164. 

 Administration  Administration 

 15 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

 11 

 12 

 13 

 14 

 15 

 16 

 17 

 18 

 19 

 20 

 21 

 22 

 23 

 24 

 25 

 26 

 27 

 28 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 
 Tab 1 

 Schedule 4 
 ORIGINAL 

 Page  16  of  19 

 4.  Approvals  related  to  deferral  and  variance  accounts,  as  thus  proposed  throughout  Exhibit  9. 

 In particular: 

 a.  Approval  of  the  continuation  of  certain  existing  deferral  and  variance  accounts,  as  set 

 out in Schedule 9-1-1 - Summary of Current Deferral and Variance Accounts; 

 b.  Approval  of  the  discontinuance  of  certain  existing  deferral  and  variance  accounts,  as 

 proposed  in  Schedule  9-1-1  -  Summary  of  Current  Deferral  and  Variance  Accounts 

 and Schedule 9-1-3 - Group 2 Accounts; 

 c.  Approval  of  new  and/or  modified  deferral  and  variance  accounts,  as  proposed  in 

 Schedule  9-2-1  -  New  Deferral  and  Variance  Accounts  and  Schedule  1-3-1  -  Rate 

 Setting Framework; and 

 d.  Disposition  of  balances  in  existing  deferral  and  variance  accounts,  as  detailed  in 

 Schedule 9-3-1 - Disposition of Deferral and Variance Accounts. 

 5.  Approval  of  annual  reporting  for  the  2026-2030  rate  term,  as  proposed  in  Schedule  1-3-2  - 

 Proposed Annual Reporting - 2026-2030; 

 6.  Approval  of  the  2026  opening  rate  base  as  proposed  in  Schedule  2-1-1  -  Rate  Base 

 Overview; 

 7.  Approval  of  the  finalization  of  existing  interim  standby  rates,  as  detailed  in  Schedule  7-1-3  - 

 Standby Service Charge; 

 8.  Approval  of  changes  to  the  standby  rate  design,  effective  January  1,  2026,  as  proposed  in 

 Schedule 7-1-3 - Standby Service Charge; 

 9.  Approval  of  the  distributor-specific  Standard  Supply  Service  Administrative  Charge,  as 

 outlined in Schedule 8-3-2 - Standard Supply Service Charge; 

 10.  Approval  of  continuation  of  distributor-specific  and  generic  OEB  Specific  Service  Charges, 

 as proposed in Schedule 8-4-1 - Specific Service Charges; 

 11.  Approval of revised loss factors, as detailed in Schedule 8-2-3 - Loss Adjustment Factors; 

 12.  Approval  of  the  removal  of  the  Net  Metering  service  charge,  as  detailed  in  Schedule  6-3-5  - 

 Other Income & Deductions. 
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 13.  Approval  for  Hydro  Ottawa  to  maintain  the  option  of  using  the  existing  and  any  future 

 updates  to  the  Non-Wires  Solutions  for  Electricity  Distributors  Guidelines  throughout  the 

 2026-2030 period, as detailed in Schedule 1-3-1 - Rate Setting Framework. 

 14.  Approval  of  other  items  or  amounts  that  may  be  requested  by  Hydro  Ottawa  in  the  course  of 

 the proceeding, and any such other relief or entitlements that the OEB may grant. 

 16.   POLICY CONSULTATIONS AND COMPLIANCE AMENDMENTS CURRENTLY 
 UNDERWAY 

 As  noted  in  the  OEB’s  letter  dated  December  9,  2024,  there  are  a  number  of  policy 

 consultations  currently  underway  that  may  affect  2026  rate  applications.  These  include  the 

 following: 

 ●  Electric Vehicle Charger Discount Electricity Rate 
 ○  The  OEB  is  currently  considering  an  Electric  Vehicle  Charger  Discount  Electricity  Rate 

 (EVC  Rate)  in  response  to  direction  from  the  Minister  of  Energy  to  the  OEB  to  consider 

 rate  design  options  for  EV  charging.  The  EVC  Rate  would  reduce  the  retail  transmission 

 service  rates  (RTSRs)  that  participating  EV  charging  stations  would  otherwise  pay, 

 starting  in  2026.  Once  it  is  finalized,  it  is  expected  that  the  EVC  Rate  will  be  incorporated 

 into  the  RTSR  model.  Further  guidance  will  be  provided  to  distributors  once  the  EVC 

 Rate is finalized. 

 ●  Vulnerability Assessment and System Hardening (VASH) 
 ○  On  June  27,  2024,  the  OEB  launched  the  VASH  project  in  response  to  the  Minister  of 

 Energy's  2023  Letter  of  Direction.  The  VASH  project  is  being  launched  to  address  the 

 following three electricity distributor activities identified in the Letter of Direction: 

 ■  Incorporate climate resiliency into their asset and investment planning activities. 

 ■  Engage  in  a  regular  assessment  of  the  vulnerabilities  in  their  distribution  system  and 

 operations in the event of severe weather. 
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 ■  Prioritize  value  for  customers  when  investing  in  system  enhancements  for  resilience 

 purposes. 

 ●  Capital Allocation Model (CAM) 
 ○  On  November  21,  2024,  the  OEB  initiated  a  capacity  allocation  model  working  group 

 (CAMAG)  to  establish  an  overall  framework  designed  to  provide  a  fair  and 

 sustainable  model  for  allocating  infrastructure  costs  among  developers,  ratepayers 

 and distributors involved in high growth residential developments. 

 Furthermore,  several  new  compliance  requirements  and  expectations  have  emerged  that,  due 

 to  their  recent  implementation,  are  not  yet  reflected  in  the  financial  projections  of  this 

 application. These include: 

 ●  Version 2.0 of the Ontario Cyber Security Standard 
 ○  Effective  December  16,  2024,  the  OEB  issued  version  2.0  of  the  Ontario  Cyber  Security 

 Standard  that  includes  a  new  requirement  for  distributors  to  conduct  an  independent 

 security  assessment.  The  OEB  will  divide  utilities  into  three  groups,  with  the  first  group  of 

 submissions  due  on  January  30,  2026.  The  OEB  has  not  yet  announced  the  groups.  The 

 cost of the third-party assessment is unknown at the time of filing this Application. 

 ●  Distribution System Code Amendments to Facilitate the Connection of Housing 
 Developments and Residential Customers: 
 ○  Effective  December  23,  2024  with  mandatory  compliance  by  March  3,  2025,  the  DSC 

 was  amended  to  allow  for  a  connection  horizon  of  up  to  15  years  for  qualifying  housing 

 developments,  and  a  40-year  revenue  horizon  for  all  residential  customers.  These 

 changes  lower  the  capital  contribution  required  for  a  new  connection,  thus  increasing  the 

 upfront  costs  that  distributors  are  required  to  pay  to  fund  an  expansion  project.  These 

 increased  upfront  costs  must  be  financed  through  a  distributor’s  capital  budget.  The 
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 financial  impacts  of  these  changes  are  unknown  at  the  time  of  filing  this  Application  and 

 could have a significant impact. 

 ●  Ministry of Energy and Electrification - new Electricity conservation and demand-side 
 management procurement initiative (eDSM) 
 ○  In  January  2025  the  Ministry  of  Energy  announced  an  enduring  eDSM  Framework 28

 expected  to  operate  through  2036.  Within  this  new  model,  LDCs  are  expected  to  hold  a 

 larger  role,  and  be  provided  with  provincial  funding  to  raise  awareness  of  and  increase 

 uptake  of  eDSM  programming.  The  eDSM  framework  includes  funding  that  LDCs  can 

 access  to  deliver  local  eDSM  programs  that  address  distribution  system  needs  while 

 also  increasing  opportunities  for  customer  engagement.  Refer  to  Section  9.2  of 

 Schedule 2-5-4 - Asset Management Process. 

 28  Ministry of Energy and Electrification,  IESO Directive, New 12-year Demand Side Management (DSM) Framework 
 (November 7, 2024); and Ministry of Energy and Electrification,  Electricity Conservation and Demand-Side 
 Management Procurement Initiative  (December 19, 2024). 
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 Attachment 1-1-4(A) - OEB Appendix 2-A - List of Requested Approvals 

 (Refer to the attachment in Excel format) 
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 CERTIFICATION OF EVIDENCE 

 I,  Geoff  Simpson,  Chief  Financial  Officer  of  Hydro  Ottawa  Limited  (Hydro  Ottawa),  hereby  certify 

 that,  to  the  best  of  my  knowledge,  the  evidence  filed  in  support  of  Hydro  Ottawa’s  2026-2030 

 Custom Incentive Rate-setting Application is accurate, consistent, and complete. 

 I  furthermore  attest  that  Hydro  Ottawa  has  processes  and  internal  controls  in  place  for  the 

 preparation, review, verification and oversight of account balances being disposed. 

 As  per  9A  of  the  Rules  of  Practice  and  Procedure  and  Chapter  1  of  the  Ontario  Energy  Board's 

 Filing  Requirements,  I  certify  that  any  evidence  filed  in  support  of  this  Application  does  not 

 include any personal information. 

 This  certification  is  provided  pursuant  to  the  Ontario  Energy  Board’s  Chapter  2,  Chapter  3  ,  and 

 Chapter  5  Filing  Requirements  for  Electricity  Distribution  Rate  Applications  ,  as  dated  on 

 December 9, 2024. 

 _________________________________ 

 Geoff Simpson 

 Chief Financial Officer 

 Hydro Ottawa Limited 

 _______________________ 

 Date 

 Administration  Certification of Evidence 

 1 

Docusign Envelope ID: 68A4A818-4C7B-4428-B10C-DF199362D34B

2025-04-14
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 APPLICATION SUMMARY 

 1.  INTRODUCTION 
 This  Schedule  summarizes  Hydro  Ottawa  Limited’s  2026-2030  Custom  Incentive  Rate-setting 

 (Custom  IR)  Application,  in  accordance  with  section  2.1.2  of  the  Ontario  Energy  Board’s  (OEB’s) 

 Chapter  2  Filing  Requirements  for  Electricity  Distribution  Rate  Applications  -  2025  Edition  for 

 2026  Rate  Applications,  dated  December  9,  2024.  In  addition,  this  Schedule  summarizes  the 

 changes  proposed  in  this  Application  that  will  have  a  material  impact  on  customers  of  Hydro 

 Ottawa  Limited  (henceforth  in  the  Application  referred  to  as  Hydro  Ottawa),  including  any 

 changes  to  rates  and  charges  that  may  affect  discrete  customer  groups.  As  appropriate,  specific 

 customers or customer groups that will be impacted by such proposals are also identified. 

 This Schedule is organized into the following sections: 

 2.  Revenue Requirement 

 3.  Revenue Load Forecast Summary 

 4.  Rate Base and Distribution System Plan Summary 

 5.  Operations, Maintenance and Administration Expense Summary 

 6.  Cost of Capital Summary 

 7.  Cost Allocation and Rate Design Summary 

 8.  Deferral and Variance Accounts Summary 

 9.  Bill Impacts Summary 

 In  this  Application,  when  the  years  2021-2025  are  referred  to  as  a  combination  of  Historical  and 

 Bridge  Years,  this  is  a  total  of  Historical  Years  2021-2023  based  on  Actuals,  and  Bridge  Years  of 

 2024 and 2025 forecast. 

 2.  REVENUE REQUIREMENT 
 As  presented  in  Table  1  below,  Hydro  Ottawa’s  Service  Revenue  Requirement  is  $309.9M  for 

 the 2026 Test Year. 
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 Table 1 – Service Revenue Requirement - Change and Drivers ($’000s) 

 OEB- 
 Approved 

 Test 
 Year  Change 

 Drivers  2025  2026  $  % 

 Return on 
 Rate Base  $ 79,365  $ 91,549  $ 12,184  15% 

 $97.1M increase in average net fixed assets 
 driven mainly by increased volume and 
 complexity of non-discretionary growth, 
 increased renewal work due to aging equipment 
 and failures, major storms, and inflationary 
 pressures. 

 Distribution 
 Expenses (not 
 including 
 amortization) 

 $ 104,927  $ 140,010  $ 35,083  33% 

 Increase in distribution operations expenses, 
 cloud and information technology including 
 cyber security 
 Headcount growth and increases in 
 compensation 
 Inflationary increases 

 Amortization  $ 62,125  $ 67,205  $ 5,080  8% 
 Capital addition and increase in forecast capital 
 additions to meet customer needs and grid 
 modernization 

 Payment in Lieu of 
 Taxes  $ 7,283  $ 6,638  $ (645)  (9)%  Changes in capital additions and the associated 

 CCA deductions available. 

 Other Expenses - 
 PILS  $ (3,658)  $ 4,590  $ 8,248  (225)% 

 2025 included capital stretch factor 
 2026 includes a proposed PILS capital 
 contribution 

 Service Revenue 
 Requirement  $ 250,042  $ 309,992  $ 59,950  24% 

 For  further  details  on  Hydro  Ottawa’s  revenue  requirement,  please  see  Schedule  6-1-1  - 

 Calculation of Revenue Deficiency or Sufficiency. 

 3.  REVENUE LOAD FORECAST SUMMARY 
 Hydro  Ottawa’s  forecasted  energy  sales  for  the  2026  Test  Year  are  7,443,105  MWh.  This  is 

 322,836 MWh (4.5%) higher than the 2021 OEB-approved MWh forecast. 
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 Hydro  Ottawa’s  demand  sales  forecast  for  the  2026  Test  Year  is  9,627,788  kW.  This  is  88,934 1

 kW (0.9%) higher than the 2021 OEB-approved kW forecast. 

 The  utility’s  forecasted  monthly  average  number  of  customers  for  the  2026  Test  Year  is  377,521, 

 representing an increase of 9.4% over the 2021 OEB-approved number. 

 Table  2  provides  a  high-level  summary  of  Hydro  Ottawa’s  load  forecast  for  the  2026-2030 

 Custom IR term. 

 Table 2 – Revenue Load Forecast Summary 

 Year 
 Total Sales 

 (MWh) 
 Total Sales 

 Demand (kW) 
 Average 

 Customers 

 2026  7,443,105  9,627,788  377,521 

 2027  7,467,438  9,637,812  381,118 

 2028  7,538,443  9,743,200  384,796 

 2029  7,587,713  9,863,219  388,582 

 2030  7,636,647  9,933,131  392,422 

 Hydro  Ottawa  has  provided  a  detailed  five-year,  class-specific,  and  weather-normalized  revenue 

 load  forecast  and  customer  connection  forecast  for  each  rate  class  in  Schedule  3-1-1  -  Revenue 

 Load  and  Customer  Forecast.  This  forecast  incorporates  future  electricity  demand-side 

 management  (eDSM)  programs  that  were  enacted  in  2025  as  well  as  the  impacts  of 

 electrification. 

 4.  RATE BASE AND DISTRIBUTION SYSTEM PLAN SUMMARY 
 4.1.   DISTRIBUTION SYSTEM PLAN 

 Hydro  Ottawa's  2026-2030  DSP  outlines  an  increase  in  capital  investments  compared  to  the 

 previous  five-year  period,  driven  by  the  necessity  to  modernize  and  expand  the  grid  to  meet 

 1  This represents kW sales for commercial classes above 50kW, Sentinel Lighting, Street Lighting, and Standby 
 Power. 
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 evolving  community  needs  and  address  climate  change;  this  plan,  refined  through  customer 

 feedback and system analysis, prioritizes four investment priorities: 

 ●  Growth & Electrification - Powering a Growing Community 

 ●  Renewing Deteriorating Infrastructure 

 ●  Grid Modernization - Enabling the Energy Transition 

 ●  Enhancing Resilience 

 These  priorities,  supported  by  focuses  on  managing  rising  costs  and  investing  in  the  workforce, 

 aim  to  ensure  a  reliable  and  resilient  electricity  system  for  the  City  of  Ottawa  and  Municipality  of 

 Casselman,  reflecting  Hydro  Ottawa's  commitment  to  balancing  affordability  with  long-term  grid 

 sustainability  and  security.  Table  3  below  summarizes  the  major  drivers  underlying  Hydro 

 Ottawa’s capital investment program for the 2026-2030 rate period. 
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 Table 3 – 2026-2030 Capital Expenditure Drivers by Investment Category 

 Investment 
 Category  Driver  Description 

 System Access 

 Customer Service Request  Customer request for new connection (load or 
 generation) 

 Third Party Requirements  Request by a third party for plant relocation 

 Mandated Service 
 Obligation 

 Regulatory requirement to maintain distribution license 
 under the OEB’s Distribution System Code or 
 requirement as per Hydro Ottawa’s Conditions of Service 

 System Renewal 

 Failure  Asset no longer meets functional requirement 

 Failure Risk  Asset is at risk to no longer meet functional requirements 

 High Performance Risk 
 Asset is at risk of failure in a way that can cause harm or 
 damage to other equipment or assets or would put the 
 distribution system in a detrimental state 

 Functional Obsolescence  Asset is functionally obsolete with no spare parts, tools, 
 and/or software to continue operation 

 System Service 

 Capacity Constraints 
 Requirement for additional capacity (station 
 transformation or circuit) due to planned or realized load 
 increases 

 Reliability 
 Requirements driven by poor distribution system 
 performance such as abnormally high duration or 
 frequency of interruptions 

 System Efficiency 

 Requirements to improve both resource efficiency and 
 power delivery reliability through strategic automation 
 that minimizes manual intervention and streamlines data 
 workflows. 

 Observability  Requirements for improved system operability and 
 visibility 

 Resilience  Requirements for improved system resilience during 
 major events. 

 General Plant 
 System Investment Support 

 Capital contributions to Hydro One for connection 
 projects 
 Requirement for fleet/vehicle acquisition 

 Business Operations 
 Support  Requirements for IT software and systems 
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 Table  4  provides  a  summary  of  the  total  capital  expenditures  that  are  planned  for  2026-2030. 

 For  further  details,  please  see  Schedule  2-4-1  -  Capital  Expenditure  Summary,  Schedule  2-5-1  - 

 Distribution System Plan and Schedule 2-5-5 - Capital Expenditure Plan. 

 Table 4 – Summary of 2026-2030 Capital Expenditures ($’000,000s) 

 Investment Category 

 Test Years  Average 

 2026  2027  2028  2029  2030  2026-2030 

 System Access  $ 86.2  $ 78.7  $ 66.2  $ 67.0  $ 71.5  $ 73.9 

 System Renewal  $ 85.3  $ 83.4  $ 80.7  $ 86.9  $ 95.3  $ 86.3 

 System Service  $ 99.3  $ 125.3  $ 76.1  $ 85.9  $ 86.9  $ 94.7 

 General Plant  $ 38.3  $ 23.6  $ 33.0  $ 27.9  $ 11.0  $ 26.8 

 Total Capital 
 Expenditures  $ 309.1  $ 311.0  $ 256.0  $ 267.7  $ 264.8  $ 281.7 

 Capital Contributions  $ 50.9  $ 50.6  $ 38.4  $ 32.2  $ 41.1  $ 42.6 

 Net Capital 
 Expenditures  $ 258.2  $ 260.4  $ 217.5  $ 235.5  $ 223.7  $ 239.1 

 Table  5  below  provides  a  summary  of  the  change  in  capital  expenditures  between  the 

 2026-2030 Test Year proposals and OEB-Approved expenditures for the 2021-2025 period. 

 Table 5 – 2021-2025 OEB-Approved Capital Expenditures vs. 2026-2030 Proposed Capital 
 Expenditures ($’000,000s) 

 OEB-Approved  Test Years  Change 

 2021-2025  2026-2030  $  % 

 Capital Expenditures  $498  $1,195  $698  140% 

 4.2.  RATE BASE SUMMARY 

 Table  6  below  details  the  proposed  changes  in  rate  base  for  2026.  Hydro  Ottawa’s  2026  Test 

 Year  rate  base  is  projected  to  be  $115.7M,  or  8%  higher  than  the  2025  OEB-Approved  amount. 
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 The  increase  is  attributable  to  both  planned  capital  additions  in  2026  and  the  inclusion  of 

 in-service additions for the 2021-2025 period that exceeded OEB-Approved amounts. 

 Full  details  on  Hydro  Ottawa’s  proposed  rate  base  for  2026-2030  can  be  found  in  Schedule 

 2-1-1 - Rate Base Overview. 

 Table 6 – 2025 OEB-Approved Rate Base vs. 2026 Test Year Rate Base ($’000s) 

 OEB-Approved  Test Year  Change 

 2025  2026  $  % 

 Rate Base  $1,416,727  $1,532,457  $115,730  8% 

 5.  OPERATIONS, MAINTENANCE, AND ADMINISTRATION EXPENSE SUMMARY 
 Hydro  Ottawa  is  seeking  approval  for  $140M  in  OM&A  funding  in  the  2026  test  year.  This  level 

 of  funding  is  necessary  to  enable  the  utility  to  address  the  maintenance  needs  of  the  distribution 

 system,  prepare  the  system  to  accommodate  emerging  needs  resulting  from  customer  growth, 

 evolving  customer  expectations  and  the  energy  transition,  and  proactively  adapt  to  quickly 

 evolving  technological  advancements  and  cyber  security  needs.  This  request  accounts  for 

 several  factors:  rising  prices  driven  by  inflationary  increases,  the  need  for  additional  workforce 

 required  to  execute  both  the  capital  program  outlined  in  the  Distribution  System  Plan  (DSP)  and 

 support  ongoing  maintenance  programs,  and  the  need  to  fund  enhanced  testing  and  asset 

 inspection  programs  to  maintain  system  health  and  reliability,  especially  given  constrained  levels 

 of  renewal  investment  relative  to  the  condition  needs  of  the  assets.  Furthermore,  the  increased 

 funding  necessary  to  address  storm-related  costs  such  as  vegetation  management,  and  the 

 growing  need  for  investment  in  IT  costs,  including  cyber  security  and  cloud  computing 

 infrastructure, are also factored into this request. 

 Hydro  Ottawa's  proposed  rate  framework  includes  a  Custom  Revenue  OM&A  Factor  (CROF)  of 

 5.18%  for  2027-2030,  designed  to  adjust  operational,  maintenance,  and  administrative  funding. 
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 The  CROF  is  calculated  using  three  components:  an  inflation  factor,  a  productivity/stretch  factor, 

 and  a  growth  factor.  The  inflation  factor,  initially  set  at  2.10%,  will  be  updated  annually  based  on 

 the  OEB's  standard  methodology,  which  considers  both  labour  and  non-labour  indices.  The 

 stretch  factor,  intended  to  reflect  Hydro  Ottawa's  incremental  efficiency  gains,  is  adjusted  to 

 0.15%,  which  are  not  adequately  captured  by  the  current  benchmarking  model.  Finally,  the 

 growth  factor,  calculated  as  3.23%,  accounts  for  increases  in  customer  count  (1.005%  CAGR) 

 and  system  capacity  (5.054%  CAGR),  weighted  according  to  the  OEB's  cost  allocation  model. 

 This  comprehensive  approach  aims  to  ensure  Hydro  Ottawa  receives  sufficient  funding  to 

 manage  its  expanding  operations  and  infrastructure  while  maintaining  efficiency  and  reliability. 

 For more information on the CROF, please see Schedule 1-3-1: Rate Setting Framework. 

 Table 10 outlines Hydro Ottawa’s Historical, Bridge, and Test Year OM&A expenditures. 

 Table 10 – OM&A Expenditures & Variances ($’000s) 

 Year  OM&A ($)  Variance ($)  Variance (%) 

 OEB Approved  2021  $ 90,600 

 Historical Years 

 2021  $ 84,737  $ (5,863)  (6.47%) 

 2022  $ 100,536  $ 15,798  18.64% 

 2023  $ 112,778  $ 12,242  12.18% 

 Bridge Years 
 2024  $ 115,320  $ 2,543  2.25% 

 2025  $ 118,922  $ 3,602  3.12% 

 Test Years 

 2026  $ 140,010  $ 21,088  17.73% 

 2027  $ 147,263  $ 7,253  5.18% 

 2028  $ 154,891  $ 7,628  5.18% 

 2029  $ 162,914  $ 8,023  5.18% 

 2030  $ 171,353  $ 8,439  5.18% 
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 Table  11  presents  the  difference  in  OM&A  expenses  for  the  2026  Test  Year  compared  to  the  last 

 year  of  OM&A  expenditures  approved  by  the  OEB  (2025  Bridge  Year),  both  in  dollar  amount 

 and percentage. 

 Table 11 – 2025 OEB-Approved OM&A vs. 2026 Test Year OM&A ($’000s) 

 OEB-Approved  Test  Change 

 2025  2026  $  % 

 OM&A  $104,927  $140,010  $35,083  33.4% 

 For  more  information  on  OM&A,  please  see  Schedule  4-1-1  -  Operations,  Maintenance  and 

 Administration  Summary  and  Schedule  4-1-2-  Operations,  Maintenance  and  Administration 

 Program Costs. 

 5.1.   COST DRIVERS & TRENDS 

 Table  12  below  shows  the  overall  cost  drivers  for  OM&A.  Detailed  explanations  for  each  item 

 are provided in Schedule 4-1-2 - Operations, Maintenance and Administration Costs. 

 Table 12 – Summary of Overall OM&A Cost Drivers ($’000,000s) 

 Cost Driver 
 Historical Years  Bridge Years  Test Year 

 2021  2022  2023  2024  2025  2026 
 OPENING BALANCE  $ 91  $ 85  $ 101  $ 113  $ 115  $ 119 
 Inflation  $ 3  $ 4  $ 5  $ 4  $ 4 

 COVID Impact  $ (6)  $ 2 

 Labour Costs  $ 4  $ 6 

 Proactive Distribution Maintenance  $ 5 

 New IT Programs  $ 1  $ 6 

 Major Weather Events  $ 8  $ 8 

 Labour Strike  $ 6 

 Other Costs  $ 2  $ (6)  $ (7)  -  $ 1 

 Total Change  $ (6)  $ 16  $ 12  $ 3  $ 4  $ 21 

 CLOSING BALANCE  $ 85  $ 101  $ 113  $ 115  $ 119  $ 140 
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 5.2.   COMPENSATION 

 Over  the  course  of  two  successive  five-year  rate  plans,  Hydro  Ottawa  has  sought  to  keep  its 

 permanent  positions  relatively  static.  Looking  ahead  to  the  2026-2030  term,  there  is  a  critical 

 need  for  growth  of  the  workforce  and  the  addition  of  new  and  enhanced  skill  sets.  The  growth  is 

 necessary to meet business growth needs and ensure safe and efficient work. This includes: 

 ●  Maintaining and enhancing the reliability of the electricity distribution system; 

 ●  Executing its comprehensive asset management plan and planned infrastructure renewal; 

 ●  Addressing  increased  workload  demands,  evolving  skill  requirements,  and  emerging 

 business priorities; 

 ●  Responding to increasing legislative and regulatory requirements; 

 ●  Addressing customer growth and nurture an evolving customer relationship; 

 ●  Continuing to manage the effects of the demographic shifts in the workforce; and 

 ●  Leveraging technological advancements in an ever-changing business landscape. 

 Table  13  below  shows  the  total  compensation  included  in  OM&A  for  each  of  the  Historical, 

 Bridge, and Test Years. 

 Table 13 – Total Compensation Costs, Including Benefits ($’000s) 

 Year  Compensation 
 Previous 

 Year  Variance ($)  Variance (%) 

 Historical 

 2021  $ 72,044 

 2022  $ 76,542  $ 72,044  $ 4,498  6% 

 2023  $ 71,066  $ 76,542  $ (5,476)  (7)% 

 Bridge 
 2024  $ 84,830  $ 71,066  $ 13,764  19% 

 2025  $ 90,806  $ 84,830  $ 5,976  7% 

 Test  2026  $ 104,433  $ 90,806  $ 13,627  15% 
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 For  more  information  on  Hydro  Ottawa’s  compensation  costs,  including  a  comparison  of  2026 

 Test  Year  compensation  costs  with  Historical  and  Bridge  Year  costs  for  the  2021-2025  period, 

 please see Schedule 4-1-3(A) - Employee Compensation Strategy. 

 6.  COST OF CAPITAL SUMMARY 
 Table  14  below  summarizes  the  capital  structure,  cost  of  capital  parameters,  and  Weighted 

 Average  Cost  of  Capital  (WACC)  that  Hydro  Ottawa  is  proposing  to  utilize  for  purposes  of  this 

 Application. 

 Table 14 – 2026-2030 Weighted Average Cost of Capital 

 Year 
 Short-Term 
 Debt Weight 

 Short-Term 
 Debt Rate 

 Long-Term 
 Debt Weight 

 Long-Term 
 Debt Rate 

 Equity 
 Weight 

 Return on 
 Equity  WACC 

 2026  4%  3.91%  56%  3.96%  40%  9.00%  5.97% 

 2027  4%  3.91%  56%  3.96%  40%  9.00%  5.97% 

 2028  4%  3.91%  56%  3.96%  40%  9.00%  5.97% 

 2029  4%  3.91%  56%  3.96%  40%  9.00%  5.97% 

 2030  4%  3.91%  56%  3.96%  40%  9.00%  5.97% 

 Hydro  Ottawa  is  using  the  OEB’s  cost  of  capital  methodology  for  its  capital  components.  The 

 short-term  debt  component  uses  the  3.91%  rate  as  a  placeholder  and  as  outlined  in  the  OEB’s 

 Cost  of  Capital  and  Other  Matters  decision  and  order.  Hydro  Ottawa  is  proposing  to  update  its 2

 revenue  requirement  for  2026-2030,  based  on  the  deemed  short-term  debt  rate  for  2026  to  be 

 set  by  the  OEB  in  the  fall  of  2025,  and  that  this  rate  be  locked  in  for  the  five-year  term  covered 

 by  this  Application.  Hydro  Ottawa  proposes  a  long-term  debt  rate  for  2026  of  3.96%,  calculated 

 as  the  weighted  average  rate  of  existing  embedded  debt  and  forecast  debt  planned  to  be  issued 

 from  2025-2026  applied  throughout  the  2026-2030  rate  cycle,  as  described  in  Schedule  5-1-1  - 

 Cost  of  Capital  and  Capital  Structure.  Hydro  Ottawa  has  proposed  a  9.00%  return  on  equity 

 (ROE)  parameter  for  the  purpose  of  calculating  revenue  requirement  for  the  full  five-year  period 

 2  Ontario Energy Board,  Decision and Order, Generic  Proceeding - Cost of Capital and Other Matters  , EB-2024-0063, 
 (March 27, 2025). 
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 covered  by  this  Application.  Hydro  Ottawa  will  update  its  revenue  requirement  for  2026-2030, 

 based on the ROE for 2026 to be set by the OEB in the fall of 2025. 

 7.  COST ALLOCATION AND RATE DESIGN SUMMARY 
 7.1.   COST ALLOCATION 

 The  primary  purpose  of  a  cost  allocation  model  is  to  determine  the  proportions  of  total  revenue 

 requirements  that  are  the  responsibility  of  each  rate  class.  Hydro  Ottawa  has  completed  a  cost 3

 allocation  model  for  each  of  the  test  years  2026-2030  using  the  OEB’s  Cost  Allocation  Model. 4

 As  discussed  in  Schedule  3-1-1  -  Revenue  Load  and  Customer  Forecast,  the  proportion  of 

 revenue requirement allocated to each rate class varies over the five test years. 

 Hydro  Ottawa  completed  a  cost  allocation  study  to  support  input  to  the  cost  allocation  in  two  key 

 areas: 5

 ●  The appropriate split between primary, secondary and services assets; and 

 ●  The  appropriate  customer  count  and  non-coincident  peak  (NCP)  split  between 

 primary and secondary for the Residential and GS <50 kW customer classes. 

 The  study’s  process  and  results  are  detailed  in  Attachment  7-1-1  (F)  -  Primary/Secondary  Cost 

 Study  .  The  impact  of  each  of  the  cost  study  components  on  the  proposed  2026  revenue 

 requirement  is  described  in  detail  in  Attachments  7-1-1(F)  -  Primary/Secondary  Cost  Study  and 

 7-1-1(G)  -  2026  Demand  Allocators.  The  results  have  been  incorporated  into  the  cost  models  in 

 Attachments  7-1-1(A)  -  OEB  Workform  -  2026  Cost  Allocation  Model  to  7-1-1(E)  -  OEB 

 Workform - 2030 Cost Allocation Model. 

 5  As agreed in: Hydro Ottawa Limited,  2021-2025 Custom  Incentive Rate-Setting Approved Settlement Agreement  , 
 EB-2019-0261 (September 18, 2020), page 27. 

 4  Hydro Ottawa has used the 2026 version of the OEB Cost Allocation Model, released on February 5, 2025. 
 3  Please see Attachment 7-1-1(B): Cost Allocation Report. 
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 The  resulting  revenue-to-cost  ratios  for  each  rate  class  were  determined  using  the  total 

 revenues  over  costs  for  the  Test  Years,  pursuant  to  the  OEB’s  policies  for  cost  allocation  by 

 electricity distributors. 6

 7.2.   RATE DESIGN 

 Results  from  Hydro  Ottawa’s  cost  allocation  study,  as  well  as  the  revenue  and  cost  ratios  from 

 the  five  cost  allocation  models  were  used  to  calculate  Hydro  Ottawa’s  2026-2030  proposed  fixed 

 and  variable  charge.  As  noted  in  Schedule  7-1-1-  Cost  Allocation,  some  rate  classes’ 

 Revenue-to-Costs  ratios  were  outside  the  OEB’s  upper/lower  band.  Therefore  Hydro  Ottawa  is 

 proposing  rate  mitigation  on  the  Sentinel  rate  class,  which  would  otherwise  face  a  10%  total  bill 

 impact.  Other  rate  classes  are  being  brought  within  their  band  by  the  end  of  the  five  year  rate 

 period.  Specifically,  Hydro  Ottawa  adjusted  Revenue-to-Cost  ratios  for  GS  <50  kW,  Large  Use, 

 and  Street  Lighting  customer  classes  to  bring  them  within  the  specified  ranges  over  the  Test 

 Years.  For  further  details,  refer  to  Schedule  8-5-2  -  Rate  Mitigation  and  Schedule  7-1-1  -  Cost 

 Allocation. 

 As  of  January  1,  2020,  Residential  distribution  rates  are  fully  fixed,  in  compliance  with  the  policy 

 adopted  by  the  OEB  in  2015.  Rates  for  all  other  customer  classes  will  continue  to  have  both  a 7

 fixed  component  and  a  variable  component  based  on  consumption  (kWh)  or  demand  (kW).  In 

 addition,  effective  January  1,  2026,  Hydro  Ottawa  is  requesting  to  bill  approved  monthly  fixed 

 charges  to  a  rate  per  day  basis,  applicable  to  all  rate  classes.  For  more  information  on  the 

 mechanics of this proposed change, refer to Schedule 8-1-2 - Fixed/Variable Proportion. 

 7  Ontario Energy Board,  Board Policy - A New Distribution  Rate Design for Residential Electricity Customers  , 
 EB-2012-0410 (April 2, 2015). 

 6  Ontario Energy Board,  Report of the Board - Review of Electricity Distribution Cost Allocation Policy  , EB-2010-0219 
 (March 31, 2011). 
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 7.3.   STANDBY RATES AND RATE STRUCTURE 

 For  this  Application,  Hydro  Ottawa  is  requesting  approval  to  finalize  the  existing  interim  standby 

 rates,  which  are  valid  until  December  31,  2025.  Effective  January  1,  2026,  Hydro  Ottawa  is 

 proposing the following changes to the standby rate design: 

 1.  The  2025  approved  Standby  monthly  fixed  service  charge  continued  for  the  2026-2030 

 rate period; 

 2.  Standby  volumetric  charges  only  applied  to  Billed  Backup  demand  above  500  kW 

 charged at fifty percent of the distribution variable rate; 

 3.  Backup  Overrun  Adjustment  charges  are  billed  using  Hydro  Ottawa's  distribution 

 variable rate of the applicable class; 

 These  changes  are  intended  to  encourage  more  strategic  development  of  DERs  and  enable 

 Hydro  Ottawa  to  accommodate  them  effectively  in  grid  development  plans  .  Furthermore, 

 through  the  2026-2030  period,  Hydro  Ottawa  is  exploring  non-wire  alternatives  to  address 

 system  capacity  needs.  As  such,  Hydro  Ottawa  is  exploring  incentives  for  non-wires  solutions 

 where there is a benefit to the distribution grid. 

 8.  DEFERRAL AND VARIANCE ACCOUNTS SUMMARY 
 Hydro  Ottawa  proposes  to  dispose  of  Group  2  deferral  accounts,  including  the  Lost  Revenue 

 Adjustment  Mechanism  (LRAM)  Account.  The  total  net  deferral  and  variance  (DVA)  balance 

 proposed  for  disposition  is  $(4,610,795).  Hydro  Ottawa  is  proposing  that  the  Rate  Riders  for 

 Group  2  Accounts  (excluding  LRAM)  be  disposed  of  over  one  year.  The  LRAM  variance  will  also 

 be  disposed  of  over  one  year  for  most  rate  classes,  except  for  GS  50  to  1,499  kW,  where  the 

 LRAM  balance  is  proposed  for  disposition  in  2027.  No  Group  1  Accounts  are  being  requested 

 for disposition at this time. 

 Hydro  Ottawa  is  proposing  continuation  of  existing  accounts  as  well  as  modifications  to  the 

 following DVAs as outlined below. 
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 Proposed the continuance/modified of the following 1508 variance accounts: 

 ●  Symmetrical  System  Access  Capital  Additions  Differential  Account  -  exclude  capital 

 additions  related  to  the  sub-account  System  Access  Plant  Relocations  and  Growth  Capital 

 Development Additions (modified) 

 ●  Existing asymmetrical System Renewal/System Service (SR/SS) Capital Additions 

 Differential Account (asymmetric) to exclude new SR/SS sub-account (modified) 

 ●  Asymmetrical General Plant (excluding CCRA) Capital Additions Differential Account 

 (continuance) 

 ●  Earnings Sharing Mechanism Variance Account - with deadband (modified) 

 Hydro Ottawa is proposing the following new deferral and variance accounts: 

 ●  Symmetrical Non-wires Solutions Variance Account 

 ●  Symmetrical Large Load Variance Account 

 ●  Tariff Impact Deferral Account 

 In  addition  Hydro  Ottawa  is  requesting  to  maintain  the  ability  to  apply  for  a  Z-factor  Account  and 

 make use of Account 1595 (2026) 

 In  addition,  Hydro  Ottawa  is  requesting  that  the  following  deferral  and  variance  accounts  be 

 discontinued: 

 ●  1508 Sub-Account - Pole Attachment Charge Revenues Variance Account 

 ●  1508 Sub-Account - Green Button Initiative Costs 

 ●  1508 Sub-Account - Ultra-Low Overnight (ULO) Implementation Costs 

 ●  1508 Sub-Account - RCVA Retail Incremental Revenue 

 ●  1508 Sub-Account - STR Incremental Revenue 

 ●  1508 Sub-Account - Impacts Arising from COVID-19 Emergency 
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 ●  1508 Sub-Account - Incremental Cloud Computing Implementation Costs 

 For  further  information  regarding  DVAs,  the  amounts  proposed  for  clearance,  and  proposals  for 

 new  DVAs,  please  refer  to  Schedule  9-1-1  -  Summary  of  Current  Deferral  and  Variance 

 Accounts,  Schedule  9-2-1  -  New  Deferral  and  Variance  Accounts,  and  Schedule  9-3-1  - 

 Disposition of Deferral and Variance Accounts. 

 9.  BILL IMPACTS SUMMARY 
 In  developing  its  capital  and  OM&A  budgets  for  the  2026-2030  period,  Hydro  Ottawa  was 

 careful  to  have  due  regard  for  the  impacts  that  bill  increases  may  have  on  customers.  The 

 utility’s  objective  was  to  keep  the  total  bill  impacts  for  each  of  its  customer  classes  as 

 reasonable as possible. 

 Table  15  below  provides  a  summary  of  the  total  bill  impacts  for  typical  customers  in  all  classes. 

 Further  details  regarding  Hydro  Ottawa’s  proposed  bill  impacts  are  available  in  Schedule  8-5-1  - 

 Bill Impacts and Tariff of Rates and Charges. 
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 Table 15 – Summary of Bill Impacts 

 Rate Class 

 Approved  Proposed 
 2025  2026  2027  2028  2029  2030 

 Residential 
 (750 kWh) 

 Distribution Charge  $34.51  $40.59  $44.38  $47.69  $50.41  $53.15 

 Change in Distribution Charge  $6.08  $3.79  $3.31  $2.72  $2.74 

 % Distribution Increase  17.62%  9.34%  7.46%  5.70%  5.44% 

 % Increase of Total Bill  6.05%  2.73%  2.33%  1.88%  1.85% 

 General Service 
 <50 kW 

 (2000 kWh) 

 Distribution Charge  $85.93  $100.50  $108.92  $116.42  $123.04  $128.84 

 Change in Distribution Charge  $14.57  $8.42  $7.50  $6.62  $5.80 

 % Distribution Increase  16.96%  8.38%  6.89%  5.69%  4.71% 

 % Increase of Total Bill  4.94%  2.35%  2.05%  1.77%  1.53% 

 General Service 
 50 kW - 1,499 

 kW 
 (185 kW) 

 Distribution Charge  $1,366.91  $1,673.88  $1,835.23  $1,966.69  $2,079.17  $2,192.43 

 Change in Distribution Charge  $306.97  $161.36  $131.46  $112.48  $113.26 

 % Distribution Increase  22.46%  9.64%  7.16%  5.72%  5.45% 

 % Increase of Total Bill  0.40%  1.36%  1.09%  0.92%  0.92% 

 General Service 
 1,500 kW - 4,999 

 kW 
 (1,925 kW) 

 Distribution Charge  $16,219.02  $18,031.03  $20,584.54  $22,143.40  $23,428.53  $24,549.08 

 Change in Distribution Charge  $1,812.00  $2,553.51  $1,558.87  $1,285.13  $1,120.54 

 % Distribution Increase  11.17%  14.16%  7.57%  5.80%  4.78% 

 % Increase of Total Bill  (0.93)%  1.88%  1.12%  0.92%  0.79% 

 Large Use 
 (7,500 kW) 

 Distribution Charge  $61,692.18  $69,467.43  $81,506.43  $89,100.93  $94,642.68  $102,371.43 

 Change in Distribution Charge  $7,775.25  $12,039.00  $7,594.50  $5,541.75  $7,728.75 

 % Distribution Increase  12.60%  17.33%  9.32%  6.22%  8.17% 

 % Increase of Total Bill  (1.03)%  2.06%  1.27%  0.92%  1.27% 

 Sentinel Lighting 
 (0.4 kW) 

 Distribution Charge  $20.19  $21.91  $24.10  $25.89  $27.37  $28.86 

 Change in Distribution Charge  $1.72  $2.19  $1.79  $1.48  $1.49 

 % Distribution Increase  8.51%  9.97%  7.45%  5.73%  5.43% 

 % Increase of Total Bill  9.23%  6.15%  4.77%  3.78%  3.65% 

 Street Lighting 
 (50kW) 

 Distribution Charge  $928.89  $983.59  $732.56  $766.04  $782.25  $789.60 

 Change in Distribution Charge  $54.70  ($251.03)  $33.48  $16.21  $7.36 

 % Distribution Increase  5.89%  (25.52)%  4.57%  2.12%  0.94% 

 % Increase of Total Bill  (0.21)%  (7.55)%  1.09%  0.52%  0.24% 

 Unmetered 
 Scattered Load 

 (470 kWh) 

 Distribution Charge  $22.98  $25.80  $28.49  $30.47  $32.23  $33.72 

 Change in Distribution Charge  $2.82  $2.70  $1.97  $1.76  $1.49 

 % Distribution Increase  12.27%  10.46%  6.92%  5.78%  4.64% 

 % Increase of Total Bill  5.14%  3.10%  2.22%  1.94%  1.29% 
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Our five-year business plan
Hydro Ottawa is seeking approval from the 
Ontario Energy Board (OEB) for the distribution 
rate framework that will set rates for the  
2026–2030 period.

The electricity industry in Ontario is regulated by the  
OEB. One of the OEB’s roles is to review the business  
and distribution plans of all electricity distributors and 
approve the rates they charge customers.

Hydro Ottawa’s five-year 2026–2030 investment plan totals 
an estimated $1.2B and is made up of four capital investment 
categories — growth & electrification, aging infrastructure, grid 
modernization, and grid resilience. Capital expenditures are 
assets that have lasting benefits over many years (e.g. poles, 
wires, transformers). Our operational budget for 2026–2030 is 
separate and is not included in the $1.2B breakdown you see 
on the next page.

About Hydro Ottawa
Hydro Ottawa is the third largest municipally-owned electricity distributor in Ontario.  
We distribute electricity to approximately 364,000 customers, serving a population of more 
than one million people in the city of Ottawa and the village of Casselman. We are a private 
company wholly-owned by our shareholder, the City of Ottawa.

�t’s our responsibility to transport power from the provincial transmission grid and deliver it safely and reliably to 
homes and businesses across our service territory. For more than 100 years, Hydro Ottawa has operated a large, 
complex distribution network, consisting of more than 6,000 kilometres of primary lines and cable, 49,027 poles, 
38,946 transformers, and 92 substations.

Understanding  
Hydro Ottawa’s  
2026–2030  
investment plan

1Hydro Ottawa Understanding Hydro Ottawa’s 2026–2030 investment plan

What informs Hydro Ottawa’s 
2026–2030 investment plan?
Hydro Ottawa is proposing a plan that is 
responsive to:

Legal and regulatory requirements  
by continuing to meet our obligations.

Internal business planning based 
on expert analysis and professional 
judgment to develop construction and 
operations programs that address 
safety, business, environmental, 
technical, and operational needs.

Customer feedback collected 
throughout multiple consultations on 
the application and through ongoing 
customer engagement. Customers 
will also have opportunities to provide 
feedback through the OEB’s public 
process.



Growth & electrification
Focus on investments in the capacity to power 
the growing community and serve customers’ 
changing needs for electricity, including solutions 
such as new technologies and programs to get 
the most out of existing grid infrastructure.

55%

33%

7%

5%

Grid resilience
Focuses on investments in technology to get more 
use out of existing equipment. This section includes 
burying lines, hardening the grid, tree trimming, 
improving emergency planning and response.

Aging infrastructure
Focuses on investments to 
upkeep old equipment that 
is in poor condition and replace 
outdated equipment.

Grid modernization
Focuses on investments in 
response to decarbonization and 
changing customer expectations.

$1.2
billion

between 2026 
and 2030

Hydro Ottawa’s five-year 2026–2030 investment plan

What is Hydro Ottawa’s 
2026–2030 investment  
plan about?
Hydro Ottawa’s plan involves significant investment in 
our infrastructure to support the energy transition. Key 
elements include boosting the capacity of substations, 
transformers, and both overhead and underground 
lines; expanding and enhancing connections with 
provincial transmission lines to handle larger electricity 
deliveries; and preparing to commission a new 
substation annually to meet the demand of a growing 
service territory and customer base.

Hydro Ottawa plans to deploy new technologies such  
as large-scale batteries for energy storage, replace 
aging assets that are at higher risk for failure, and 
bolster grid resilience to ensure reliable service amid 
more frequent severe weather events.

Hydro Ottawa’s 2026–2030 investment plan also 
considers many existing and emerging challenges 
related to delivering safe, reliable and clean electricity 
while keeping rates in mind.

Here are the key challenges that the plan addresses:

 y Enabling the energy transition and  
reducing emissions

 y Maintaining and replacing aging assets

 y Responding to rising costs

 y Adapting to how customers use electricity

 y Powering a growing and diverse community

 y Responding and adapting to an increasing  
number of extreme weather events

 y Continue to strengthen and respond  
to cybersecurity attacks/threats

 y Addressing workforce challenges and  
employee safety

2Hydro Ottawa Understanding Hydro Ottawa’s 2026–2030 investment plan
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Typical residential bill

Sample Hydro Ottawa monthly bill
(based on consumption of 750kWh as Jan.1, 2026

Account Number:
000000000

Meter Number:
00000000

Your Electricity Charges
Electricity 

TOU* – Off-Peak @ 7.6 c/kWh $36.48
TOU* – Mid-Peak @ 12.2 c/kWh $16.47
TOU* – On-Peak @ 15.8 c/kWh $21.33

Delivery $59.56

Regulatory Charges $6.16
Total Electricity Charges $140.00
HST $18.20
Ontario Electricity Rebate ($18.34)
Total Amount  $139.86
*Time-of-use rates 

Note: The sample bill above uses an average consumption level of 750kWh per month, however your 
usage may vary above or below this assumed level. These types of variations would mostly impact your 
electricty (On, Mid and Off-Peak) charges. Diagram excludes Ontario Electricty Rebate and may not 
total 100% due to rounding.

Delivery: Line loss and 
other charges
$2.89

Delivery: Transmission
(varies based on usage)
$16.09

Delivery: Distribution 
Hydro Ottawa’s  part
of the total bill is $40.59.
This  charge is the same 
for all residential 
customers per
OEB requirments.

Regulatory
Charges

Harmonized Sales
Tax (HST)

Electricity
Generation

 

TOU* – Off-Peak @ 8.7 c/kWh 97.28

TOU* – Mid-Peak @ 12.2 c/kWh 43.92

TOU* – On-Peak @ 18.2 c/kWh 56.88

Delivery 148.12

Regulatory Charges 13.91

Total Electricity Charges $360.11

HST 46.81

Ontario Electricity Rebate (47.17)

Total Amount  $359.75
*Time-of-use rates

Typical small business bill

Typical
Residential

Bill

Electricity
Generation

Delivery:
Distribution

Delivery:
Transmission

Typical
Small Business

Bill

11%

47%

26%

4%
2%

10%

47% 48%

26% 25%

10% 10%

Typical Small
Business Bill

How customers helped  
inform our 2026–2030 plan
At Hydro Ottawa, we strive to put our customers at the 
centre of everything we do. We’re committed to working 
with them to understand their needs and preferences. 
All while operating efficiently  
and cost-effectively.

In preparing our 2026–2030 investment plan, we gave 
all customers the opportunity to have their say in 
shaping Ottawa’s energy future. During our preliminary 
rate application engagements in early 2024, we learned 
more about our customers’ priorities and expectations 
for the services we provide through virtual focus groups 
and online surveys. Customers listed reliable service, 
storm hardening our grid, increasing grid capacity, and 
ensuring reasonable rates as priority areas for us to 
focus on.

With this input, we developed a plan emphasizing 
four key areas of capital investment:

1 Growth and electrification;

2 Replacing aging infrastructure;

3 Modernizing our grid; and

4 �mproving grid resilience.

Between September 16 – October 6, 2024, 21,000 
customers provided feedback on our 2026–2030 
investment plan via our online survey. 

The majority of customer feedback expressed support 
for Hydro Ottawa’s proposed plan or even spending 
a bit more to improve service based on the priorities 
above. Hydro Ottawa received social permission to 
proceed from 85 per cent of residential customers,  
83 per cent of small business customers, and  
94 per cent of GS>50 customers. 

Breaking down  
your bill
Electricity distributors like  
Hydro Ottawa are funded through 
the distribution rates paid 
by customers.

While Hydro Ottawa is responsible 
for collecting payment for the 
entire electricity bill, we only 
retain a portion of the delivery 
charge, representing around 26 
per cent of a typical residential 
bill. The remaining 74 per cent 
of the bill goes to generation 
companies, transmission 
companies, the federal and 
provincial governments, and 
regulatory agencies. 

3Hydro Ottawa Understanding Hydro Ottawa’s 2026–2030 investment plan



Have your say
The OEB will review Hydro 
Ottawa’s plan and proposed rates 
in an open and transparent public 
process.

Learn more about how you can  
participate in the rate setting process  
at oeb.ca/participate. To view our  
active applications, please visit  
hydroottawa.com/active-applications.

What are the bill impacts for ratepayers?
In order to proceed with our proposed investment plan, we’re seeking approval from the OEB to change our 
distribution rates. The expected impacts on the distribution portion of customer bills over the five-year period are 
shown in the table below:

Rate class 2026 2027 2028 2029 2030

Residential 
(750 kWh)

Change in distribution charge $6.08 $3.79 $3.31 $2.72 $2.74

Distribution increase (%) 17.62% 9.34% 7.46% 5.70% 5.44%

Increase of total bill (%) 6.05% 2.73% 2.33% 1.88% 1.85%

General Service 
<50 kW 

(2000 kWh)

Change in distribution charge $14.57 $8.42 $7.50 $6.62 $5.80

Distribution increase (%) 16.96% 8.38% 6.89% 5.69% 4.71%

Increase of total bill (%) 4.94% 2.35% 2.05% 1.77% 1.53%

Proposed

4Hydro Ottawa Understanding Hydro Ottawa’s 2026–2030 investment plan
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 DISTRIBUTION SYSTEM OVERVIEW 

 1.  INTRODUCTION 
 Hydro  Ottawa,  incorporated  under  the  Ontario  Business  Corporations  Act,  holds  Electricity 

 License  No.  ED-2002-0556  from  the  OEB.  Serving  over  364,000  customers  across  the  City  of 

 Ottawa  and  the  Municipality  of  Casselman,  it  ranks  among  Ontario’s  largest  Local  Distribution 

 Customers (LDCs) by customer count and geographic size. 

 Established  in  November  2000  following  municipal  amalgamations  in  the  Ottawa  region,  Hydro 

 Ottawa  expanded  its  service  territory  in  April  2002  through  the  acquisition  of  Casselman  Hydro 

 Inc.  These  two  service  areas  are  non-contiguous,  separated  by  Hydro  One  Network  Inc.’s 

 (Hydro  One)  territory.  A  detailed  map  of  Hydro  Ottawa’s  service  territory  is  provided  in 

 Attachment 1-2-2(A) - Distribution System Map. 

 Hydro  Ottawa,  like  most  other  LDCs  in  Ontario,  operates  under  the  regulatory  oversight  of  the 

 OEB.  However,  its  expansive  service  territory  creates  a  unique  operating  environment. 

 Encompassing  1,116  square  kilometers  -  662  km  2  rural  and  454  km  2  urban  as  of  the  end  of  2023 

 -  Hydro  Ottawa  operates  within  one  of  the  largest  service  territories  in  the  province,  ranking  fifth 

 in  geographic  size  behind  Hydro  One,  Algoma  Power  Inc.,  Alectra  Utilities  Corporation  and 

 ERTH  Power  Corporation.  Hydro  Ottawa’s  diverse  territory  includes  the  densely  populated 

 urban  core  of  Ottawa,  with  its  mix  of  residential,  commercial,  and  government  customers, 

 rapidly  growing  suburban  areas  with  expanding  residential  and  commercial  developments,  and 

 distinct  rural  communities.  This  unique  blend  of  urban  and  rural  landscapes  presents  Hydro 

 Ottawa  with  a  diverse  set  of  challenges  and  opportunities  in  delivering  reliable  and  efficient 

 electricity service. 
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 Hydro  Ottawa  serves  a  diverse  customer  base  of  364,334  customers,  categorized  as  follows: 

 335,548  residential;  25,700  small  commercial;  3,076  commercial  and  10  Large  Users.  Hydro 1

 Ottawa  is  one  of  the  largest  LDCs  in  Ontario  in  terms  of  customer  count,  ranking  fourth  largest 

 behind  Hydro  One,  Alectra  Utilities  Corporation,  and  Toronto  Hydro  Electric-System  Limited  in 

 this  category.  Serving  within  the  City  of  Ottawa  and  Municipality  of  Casselman,  Hydro  Ottawa 

 provides  service  to,  among  others,  a  significant  number  of  institutional  customers,  such  as  the 

 Canadian  Parliament  Buildings,  many  federal  government  facilities  and  campuses,  four 

 hospitals, and three post-secondary educational institutions. 

 The  City  of  Ottawa  and  its  surrounding  areas  have  experienced  significant  growth  in  recent 

 years,  including  the  highest  growth  rate  (8.9%)  among  large  municipalities  between  2016  and 

 2021  according  to  the  Statistics  Canada  national  censuses.  During  this  period,  the  City’s 

 population surpassed 1 million, making it the fourth-largest city in Canada. 

 This  rapid  growth  is  projected  to  continue  in  the  coming  years.  The  City  of  Ottawa’s  Official  Plan 

 anticipates  a  15%  population  increase  between  2021  and  2031,  with  total  growth  of  33%  over 

 the  full  term  of  the  Plan  (2021-2046).  This  expansion  will  take  several  forms,  including  the 

 development  of  new  mixed-use  commercial  and  residential  communities,  intensification  of  urban 

 core  development,  and  ongoing  suburban  growth  in  the  east,  west,  and  southern  regions. 

 Additionally,  Ottawa  has  committed  to  building  151,000  new  homes  by  2031  to  meet  provincial 

 housing  targets,  equating  to  approximately  15,100  new  units  annually.  This  surge  in 

 development  will  coincide  with  major  infrastructure  projects,  such  as  the  planned  expansion  of 

 Ottawa’s  Light  Rail  Transit  system,  which  is  expected  to  intersect  with  Hydro  Ottawa’s  upcoming 

 rate period. 

 1  As of the end of 2023. 
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 2.  HOST VS. EMBEDDED DISTRIBUTOR 
 As  noted  above,  Hydro  Ottawa’s  service  area  is  surrounded  by  the  service  territory  of  Hydro 

 One.  There  are  no  licensed  distributors  embedded  within  Hydro  Ottawa’s  service  area.  Hydro 

 Ottawa’s  load  is  primarily  delivered  through  transmission  connection  points.  However,  there  are 

 a  number  of  delivery  points  embedded  in  the  Hydro  One  distribution  system.  Further  information 

 on  connections  to  Hydro  One’s  network  are  available  in  Sections  6.1  and  6.2.2  of  Schedule 

 2-5-4 - Asset Management Process. 

 3.  HIGH VOLTAGE DISTRIBUTION ASSETS 
 The following list of substations includes all of Hydro Ottawa’s assets that operate at or above 

 50kV and form part of the distribution system. 2

 ●  Bridlewood MS (2 substations) 

 ●  Cambrian MTS 

 ●  Centrepointe DS 

 ●  Cyrville MTS 

 ●  Ellwood MTS 

 ●  Epworth DS 

 ●  Fallowfield MS 

 ●  Kanata MTS 

 ●  Limebank MS 

 ●  Manordale DS 

 ●  Marchwood MTS 

 ●  Merivale MTS 

 ●  Moulton MS 

 ●  Richmond South DS 

 2  “DS” means distribution station; “MS” means municipal station, and “MTS” means municipal transformer station. 
 This terminology is historical, often based on past ownership arrangements. 
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 ●  Terry Fox MTS 

 ●  Uplands MTS 

 Over the 2026-2030 period, the  following substations >50kV will be added to Hydro Ottawa’s 

 distribution network: 

 ●  Bronson MTS 3

 ●  Greenbank MTS 

 ●  Hydro Road MTS 

 ●  Mer Bleue MTS 

 ●  New Kanata North MTS 

 ●  Piperville MTS 

 A complete list of Hydro Ottawa and Hydro One owned stations that supply Hydro Ottawa 

 customers is available Attachment 2-5-4(G) - Hydro Ottawa Stations Table. 

 3  Bronson MTS will be constructed during the 2026-2030 period; however, it is planned to be energized in 2031. 
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 1.  INTRODUCTION 

 Hydro  Ottawa  Limited  (“Hydro  Ottawa”  or  “the  utility”)  presents  its  2026-2030  Business  Plan, 

 which  articulates  the  utility’s  overall  strategy  and  priorities,  highlights  the  capital  and  operational 

 investments  required  to  run  the  business  effectively  and  meet  customer  needs,  and  outlines  the 

 benefits that will accrue to customers as a result of the plan’s execution. 

 The  formulation  of  this  Business  Plan  follows  on  the  heels  of  a  series  of  five-year  rate  cycles 

 during  which  Hydro  Ottawa  has  invested  in  core  distribution  infrastructure  and  business  assets, 

 and  strengthened  its  organizational  posture  and  resilience.  An  examination  of  achievements  in 

 recent  years  reveals  a  lengthy  roster  of  outcomes  that  comport  with  customer  expectations  for 

 quality  and  value-added  service:  consistent  reliability  performance;  timely  outage  restoration; 

 new  system  capacity  to  accommodate  local  growth;  greater  choice  and  convenience  in  service 

 delivery;  efficiency  and  consistency  in  completing  service  requests;  more  online  and  digital 

 service  offerings  and  communication  channels;  and  the  maintenance  of  infrastructure  in  safe 

 working  order.  What’s  more,  these  results  were  achieved  against  a  backdrop  of  extraordinary 

 challenges  and  pressures.  These  include  severe  weather  events  of  historic  magnitude,  ranging 

 from  floods  to  tornadoes  to  the  worst  storm  in  Ottawa’s  history  (the  2022  Derecho);  the  global 

 COVID-19  pandemic  and  its  attendant  impacts  on  supply  chains  and  inflation;  and  an  84-day 

 labour  strike.  In  short,  Hydro  Ottawa  has  shown  itself  capable  of  maintaining  an  elevated 

 standard  of  service  and  operational  excellence,  all  while  navigating  and  adapting  to  a  fluid  and 

 unpredictable operating environment. 

 This  recent  experience  is  a  fitting  preface  for  the  upcoming  rate  period.  Over  the  course  of  2026 

 to  2030,  Hydro  Ottawa  will  execute  an  ambitious  plan  for  investing  in  its  grid,  its  tools  and 

 technologies,  and  its  workforce.  This  plan  is  aimed  at  meeting  the  evolving  needs  and 

 preferences  of  customers,  and  preparing  both  the  distribution  system  and  the  utility  itself  for  a 

 future state defined by a paradigm shift in demand and performance. 
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 The  cornerstone  of  this  plan  is  a  capital  investment  program  of  unprecedented  scope  and  scale, 

 averaging  $240  million  per  year.  Many  of  the  investment  drivers  from  preceding  rate  terms 

 remain  operative:  maintaining  service  reliability;  replacing  deteriorating  infrastructure;  meeting 

 the  increased  demand  of  a  growing  community;  modernizing  grid  operations;  and  delivering  a 

 best-in-class  customer  experience.  However,  there  are  also  emerging  and  evolving  drivers 

 which  are  posing  transformational  challenges  for  Hydro  Ottawa’s  planning  and  operations,  and 

 shifting the business landscape in a dramatic fashion. 

 In  particular,  the  structural  movement  occurring  across  the  global  energy  sector,  in  which 

 renewable  energy-based  systems  are  replacing  fossil  fuel-based  energy  systems,  is 

 accelerating  rapidly.  This  “energy  transition”  is  being  driven  by  numerous  factors  –  such  as 

 cost-competitiveness  of  non-emitting  resources,  technological  innovation,  public  policy  goals, 

 and  evolving  consumer  and  investor  preferences  –  and  is  playing  out  in  Hydro  Ottawa’s  service 

 territory in various ways. 

 For  example,  the  local  municipal  public  transit  system  is  in  the  midst  of  a  wholesale  shift 

 towards  an  electrically-powered  Light  Rail  Transit  network  and  bus  fleet.  In  addition,  the  utility  is 

 currently  fielding  the  highest  number  of  large  load  requests  in  its  history,  primarily  on  account  of 

 major  businesses  and  institutions  seeking  to  decarbonize  their  energy  footprint  by  fuel-switching 

 to  electricity.  Meanwhile,  residential  and  commercial  customers  are  adopting  electrified 

 technologies  ‒  such  as  electric  vehicles  (EVs),  solar  generation,  storage  systems  and  heat 

 pumps  ‒  at  a  steadily  rising  rate.  The  combined  effect  of  these  developments  is  an  upward 

 pressure  on  electricity  demand,  a  pressing  need  for  expanded  system  capacity,  and  emerging 

 requirements  for  tools,  programs,  and  human  capital  resources  to  fulfill  customer  expectations 

 (especially for uninterrupted service) in an increasingly electrified environment. 

 In  addition,  there  is  a  heightened  imperative  to  address  the  effects  of  climate  change  and 

 increase  the  resilience  of  the  critical  infrastructure  for  which  Hydro  Ottawa  is  responsible.  In 
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 recent  years,  the  utility  has  experienced  a  historic  series  of  extreme  weather  events  causing 

 tremendous  levels  of  damage  to  its  distribution  system  and  impacting  upwards  of  50%  or  more 

 of  its  customer  base  at  a  time.  Foremost  among  these  was  the  May  2022  Derecho  storm,  which 

 featured  the  highest  wind  speeds  ever  recorded  in  the  Ottawa  area  (190  km/h)  and  was  one  of 

 the  most  expensive  natural  disasters  in  Canadian  history.  Having  experienced  first-hand  the 1

 devastating  impacts  of  more  frequent  and  intense  severe  weather  events,  and  as  the 

 distribution  provider  to  the  city  that  has  become  the  weather  alert  capital  of  Canada,  Hydro 2

 Ottawa  must  take  the  necessary  steps  to  further  strengthen  its  distribution  grid  and  enhance  its 

 ability to prepare for, withstand, recover from and adapt to climate-related challenges. 

 While  the  specific  scope  of  this  Business  Plan  is  limited  to  the  2026-2030  period,  the 

 investments  and  activities  contemplated  herein,  along  with  Hydro  Ottawa’s  overall  business 

 posture,  are  oriented  towards  a  long-term  horizon.  The  transformations  occurring  in  the 

 company’s  business  environment  mean  that  Hydro  Ottawa  must  undertake  the  necessary  level 

 and  breadth  of  investment  now  in  order  to  be  able  to  deliver  value  to  customers  in  the  years  and 

 decades  to  come,  as  a  more  electrified  way  of  life  comes  to  fruition,  demand  and  use  patterns 

 shift,  customers  become  more  empowered,  localized  electricity  markets  take  root,  and  grid 

 operations assume a more dynamic, automated and decentralized profile. 

 The  proposals  and  the  priorities  set  forth  in  this  Business  Plan  are  the  product  of  a  robust 

 planning  process,  encompassing  core  elements  of  the  company’s  integrated  business  planning 

 and  performance  management  framework,  asset  management  framework  and  customer 

 engagement  program.  In  step  with  its  overall  strategy  to  put  the  customer  at  the  centre  of 

 everything  it  does,  the  utility  has  ensured  that  its  2026-2030  capital  and  operational  investment 

 plans  have  been  guided  and  informed  by  customer  feedback.  This  was  achieved  through  direct 

 2  CBC News,  “Ottawa has more weather alerts than before  — and more than other cities”  (August 10, 2024). 
 Available:  https://www.cbc.ca/news/canada/ottawa/ottawa-weather-alert-warning-watch-amount-stats-1.7288074  . 

 1  Insurance Bureau of Canada,  “Derecho storm ranks  6th largest”  (June 15, 2022). Available: 
 https://www.ibc.ca/news-insights/news/derecho-storm-ranks-6th-largest  . 
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 engagement  with  customers  to  better  understand  their  needs,  preferences  and  priorities.  Such 

 engagement  took  many  forms  through  a  variety  of  channels,  platforms  and  forums,  and  was 

 conducted  on  an  evergreen  basis  as  part  of  regular  business  activity  over  the  course  of  the 

 preceding  five-year  rate  term,  as  well  as  by  means  of  targeted  surveys  that  were  administered 

 to customers in the lead-up to the filing of this application. 

 Accordingly,  Hydro  Ottawa  is  confident  that  this  plan  appropriately  balances  the  twin  imperatives 

 of  investing  in  essential  infrastructure  in  order  to  achieve  service  levels  and  performance 

 outcomes  which  are  valued  by  customers,  while  minimizing  impacts  on  rates.  Consistent  with 

 the  utility’s  high  standard  of  excellence,  this  Business  Plan  incorporates  several  mechanisms 

 which  will  hold  Hydro  Ottawa  accountable  for  delivering  on  its  commitments,  including  regular 

 and  transparent  performance  reporting,  as  well  as  meaningful  performance  incentives  that  will 

 offer  special  inducement  for  the  company  to  cost-effectively  execute  on  its  plans  and  align  its 

 interests with those of its customers. 

 2.  CORPORATE OVERVIEW 
 2.1.  COMPANY DESCRIPTION 

 Hydro  Ottawa  is  a  regulated  electricity  distribution  company  serving  approximately  364,000 

 customers  within  the  City  of  Ottawa  and  the  Village  of  Casselman.  As  the  third-largest 

 municipally  owned  electrical  utility  in  Ontario,  the  company  maintains  one  of  the  safest,  most 

 reliable  and  cost-effective  electricity  distribution  systems  in  the  province.  Its  service  territory 

 stretches  1,116  square  kilometres  and  comprises  a  dense  urban  core,  large  areas  of  suburban 

 development  and  a  vast  rural  area  that  represents  60%  of  the  overall  footprint.  The  utility  is  a 

 subsidiary  of  Hydro  Ottawa  Holding  Inc.,  which  is  100%  owned  by  the  City  of  Ottawa  and 

 governed by an independent Board of Directors. 3

 3  More specifically, the utility is wholly-owned by Hydro Ottawa Capital Corporation, which is one of two subsidiary 
 holding companies under Hydro Ottawa Holding Inc. Please see Schedule 1-6-1 Corporate Structure and 
 Governance for more information. 
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 Hydro  Ottawa  and  its  predecessor  utilities  have  proudly  served  communities  in  the  National 

 Capital  Region  for  over  100  years.  The  utility’s  unique  customer  base  includes  residential 

 customers,  commercial  businesses,  farms,  and  large  institutional  and  industrial  customers.  As 

 the  national  seat  of  government,  Ottawa  is  home  to  the  federal  parliament  and  key  institutions 

 within  the  Government  of  Canada.  Moreover,  in  terms  of  population,  the  city  is  the  second 

 largest in the Province of Ontario and the fourth largest in the country. 

 Hydro  Ottawa  takes  great  pride  in  its  legacy  of  performance  excellence  and  innovation.  For 

 many  years,  the  utility  has  consistently  delivered  on  one  of  the  top  priority  outcomes  valued  by 

 customers,  by  achieving  best-in-class  levels  of  system  reliability  relative  to  its  sector  peers. 

 Hydro  Ottawa  has  also  blazed  many  trails  as  an  industry  leader:  at  the  provincial  level,  through 

 such  milestones  as  being  the  first  municipally-owned  utility  to  implement  a  Supervisory  Control 

 and  Data  Acquisition  (SCADA)  system,  and  maintaining  one  of  the  highest  e-billing  rate  among 

 all  electricity  distributors  in  Ontario;  and  at  the  national  level,  through  pioneering  actions  such  as 

 the  issuance  of  green  bonds  and  certification  against  the  ISO  55001  standard  for  asset 

 management excellence (a first in the municipal utility domain in both instances). 

 2.2.  STRATEGIC OBJECTIVES 

 Hydro  Ottawa  puts  customers  at  the  centre  of  everything  it  does.  The  utility  believes  that  a 

 sharp  focus  on  the  value  it  provides  to  customers  will  generate  positive  results  in  all  areas  of 

 performance.  Over  the  course  of  successive  multi-year  planning  cycles,  the  company  has 

 reoriented  its  activities  around  the  customer  and  customer  centrality  will  continue  to  drive  its 

 business strategy moving forward. 

 To  achieve  its  mission  of  creating  value  for  its  shareholder,  customers  and  communities,  and  its 

 vision  of  becoming  a  leading  partner  in  a  smart  energy  future,  Hydro  Ottawa’s  parent  company 

 has  organized  its  business  strategy  around  eight  objectives,  represented  in  Figure  1  below. 
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 These  objectives  cascade  across  the  enterprise  and  therefore  serve  to  guide  the  business  and 

 operations of the regulated distribution utility. 

 Figure 1  - Hydro Ottawa’s Strategic Objectives 

 Based  on  the  success  achieved  during  the  preceding  five-year  term,  the  trajectory  of  the  utility’s 

 business  and  operating  environments,  and  the  input  received  from  customers  regarding  its 

 performance  and  direction,  Hydro  Ottawa  will  maintain  continuity  in  these  strategic  objectives 

 heading into the 2026-2030 period. 

 As  noted  in  the  table  below,  the  strategic  objectives  align  well  with  the  four  core  performance 

 outcomes  established  by  the  Ontario  Energy  Board  (OEB)  for  electricity  distributors  under  the 

 Renewed Regulatory Framework (RRF). 
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 Table 1 - Alignment between Hydro Ottawa Strategic Objectives and 
 OEB RRF Performance Outcomes 

 RRF Performance 
 Outcomes 

 Corporate Strategic Objectives 

 Financial 
 Performance 

 Continue to grow and diversify our revenue sources 

 Become the partner of first choice for signature green energy 
 and carbon reduction projects in our community 

 Customer Focus  Continue to provide best-in-class customer service 

 Leverage and promote distributed energy resources 

 Operational 
 Effectiveness 

 Accelerate digital transformation to ensure sustainable 
 business practices 

 Ensure organizational capacity, culture and leadership 
 to deliver 

 Public Policy 
 Responsiveness 

 Achieve net-zero operations by 2030 

 Grow our social license to operate 

 3.  STRATEGIC CONTEXT 
 Hydro  Ottawa  has  formulated  its  Business  Plan  against  the  backdrop  of  numerous  trends  and 

 shifts  that  are  unfolding  in  the  operating,  business  and  policy  environments  in  which  the  utility 

 carries out its activity. 

 3.1. MACROECONOMIC PRESSURES 

 The  state  of  the  local,  provincial,  national  and  international  economies  has  a  significant  impact 

 on  Hydro  Ottawa’s  business.  For  example,  uncertainty  or  volatility  in  financial  markets  may 

 constrain  the  utility’s  access  to  capital.  The  economic  climate  can  also  affect  the  stability  and 

 performance of key business partners. 
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 The  conditions  in  which  Hydro  Ottawa  has  prepared  this  Business  Plan  are  characterized  by  a 

 unique  confluence  of  challenges  and  pressures.  During  the  utility’s  current  rate  term,  inflation  in 

 Canada  reached  its  highest  levels  in  40  years.  In  response,  the  Bank  of  Canada  pursued  an 

 aggressive  monetary  policy  campaign,  in  which  it  increased  interest  rates  10  times  over  a 

 one-and-a-half  year  period.  While  there  has  recently  been  a  return  to  stability  in  inflation  and 

 interest  rates,  their  effects  continue  to  linger  and  intermingle  with  the  residual  economic  impacts 

 of COVID-19 and the disruptions in global supply chains which the pandemic produced. 4

 Customer  sensitivity  to  price  increases  and  rising  costs  have  been  at  the  forefront  of 

 considerations  for  Hydro  Ottawa  in  its  planning  for  the  2026-2030  period.  The  utility  is  conscious 

 of  the  imperatives  to  control  its  costs,  embed  productivity  and  continuous  improvement  across 

 its  operations  and  minimize  rate  impacts.  Amidst  economic  uncertainty,  Hydro  Ottawa  is 

 discharging  its  responsibility  to  manage  its  resources  prudently  and  prioritize  investments  that 

 will deliver value for money for customers. 

 3.2. DETERIORATING INFRASTRUCTURE 

 Hydro  Ottawa  owns  and  operates  a  large,  complex  distribution  network  consisting  of 

 approximately  50,000  poles,  38,700  transformers,  4,800  kilometres  of  overhead  lines,  7,900  km 5

 of  underground  cable,  and  more  than  80  substations.  Among  the  most  significant  operational 

 pressures  facing  the  utility  is  the  advanced  age  and  degraded  condition  of  a  significant  subset  of 

 its asset base. 

 As  it  concerns  asset  age,  large  segments  of  the  system  were  constructed  in  the  1960s  through 

 the  1980s.  With  most  assets  having  a  lifespan  of  approximately  50  years,  a  considerable 

 5  The km shown in this section include both primary  and secondary circuits, for information on the calculation of 
 secondary lines, refer to Attachment 1-3-3(A) - PEG Benchmarking Analysis 

 4  Schedule 1-2-5 - Impacts of Inflationary Pressure offers more detailed information and analysis regarding 
 inflation-driven cost increases during the 2021-2025 period, as well as projected impacts on expenditures for the 
 2026-2030 rate term. 
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 proportion  of  the  system  has  reached  or  exceeded  its  typical  useful  life  (54%  of  all  assets). 

 From  a  condition  profile  perspective,  approximately  6%  of  the  utility’s  assets  are  in  poor  or  very 

 poor  condition,  and  are  in  known  need  of  replacement  or  refurbishment.  Together,  these  figures 

 signal  that  there  are  high  risks  of  asset  failure  which  Hydro  Ottawa  must  address,  along  with 

 accompanying safety and environmental risks which also require mitigation. 

 As  shown  in  the  graph  below,  in  recent  years  defective  equipment  has  been  the  leading  cause 

 of  non-scheduled  outages.  This  underscores  the  need  for  regular  inspection  and  replacement  of 

 infrastructure that is aging, in poor condition, or performing poorly. 

 Figure 2 - Leading Causes of Outages (2019-2023) 

 In  the  absence  of  critical  system  renewal  investments,  the  increased  potential  of  failures  posed 

 by  these  aging  and  deteriorating  assets  will  impact  Hydro  Ottawa’s  ability  to  maintain  grid 

 reliability. 
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 3.3.  A GROWING COMMUNITY 

 The  City  of  Ottawa  and  the  surrounding  area  has  experienced  significant  growth  in  recent  years. 

 According  to  Statistics  Canada,  Ottawa  had  the  highest  growth  rate  (8.9%)  among  large 

 municipalities  in  between  the  2016  and  2021  national  censuses  –  a  period  in  which  the  City’s 

 population surpassed 1 million people, making it the fourth-largest city in the country. 

 As  outlined  in  the  table  below,  this  trend  has  translated  into  a  steady  expansion  in  the  number  of 

 customers  served  by  the  utility  and  the  number  of  new  customers  requiring  connection  to  Hydro 

 Ottawa’s network on an annual basis. 

 Table 2 - Annual Increases in Customer Connections 6

 2016  2017  2018  2019  2020  2021  2022  2023 

 New Customers  3,970  3,897  3,543  4,451  6,576  6,968  5,586  5,496 

 A  comparable  level  of  growth  for  Ottawa  is  anticipated  over  the  coming  years.  For  example, 

 according  to  the  City’s  Official  Plan,  its  population  is  expected  to  increase  by  15%  from  2021  to 

 2031.  Population  growth  over  the  full  term  of  the  Official  Plan  (2021-2046)  is  expected  to  be 

 33%.  This  growth  is  expected  to  take  several  distinct  forms:  the  development  of  new  mixed 

 commercial/residential  communities;  intensification  of  development  within  the  urban  core;  and 

 continued suburban growth in the east, west, and southern regions. 

 In  addition,  as  part  of  the  municipal  housing  targets  established  pursuant  to  the  province-wide 

 goal  of  building  1.5  million  new  homes  by  2031,  Ottawa  has  pledged  151,000  new  homes, 

 equating to 15,100 new units on an annual basis. 

 6  The figures in this table are based on customer counts as of year-end (i.e. December 31). 
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 Alongside  this  development,  major  electrification-driven  infrastructure  projects  such  as  the  City’s 

 migration  to  zero-emission  buses  for  its  transit  fleet,  The  Ottawa  Hospital’s  New  Civic  Campus, 

 and  the  expansion  of  Government  of  Canada  facilities  are  also  set  to  overlap  with  Hydro 

 Ottawa’s upcoming rate period. 

 3.4.  EXTREME WEATHER 

 As  outlined  in  the  table  below,  Hydro  Ottawa  has  experienced  an  exceptional  number  and 

 pattern of severe weather events in recent years. 7

 Table 3 - Historical Weather Events & Impacts 

 Year  Severe Weather Event  Description, Impacts & Customers Affected 

 2017  Freezing rain & heavy snow (January)  • 19,130 customers (6% of customer base) 

 Flooding (May)  • 1-in-100-year flood levels for Ottawa River 

 Thunderstorm (September)  • 11,391 customers (3% of customer base) 

 2018  Freezing rain (April)  • 55,101 customers (17% of customer base) 

 High winds (May)  • 63,869 customers (19% of customer base) 

 Tornadoes (September)  • 216,000 customers (65% of customer base) 
 • Class EF-2 and EF-3 tornadoes; 260 km/h winds 
 • 90% of customers restored within 2.5 days 

 2019  Flash storm (April)  • 44,511 customers (13% of customer base) 
 • Loss of supply and substation flooding 

 Flooding (May)  • 1-in-1000-year flood 
 • Highest water levels on record for Ottawa River 

 Lightning (July)  • 70,069 customers (21% of customer base) 
 • Four separate loss of supply outages 

 High winds (November)  • 14,228 customers (4% of customer base) 

 7  Additional information regarding recent Major Event Days experienced by Hydro Ottawa is available in Section 4 of 
 Schedule 2-5-3 - Performance Measures for Continuous Improvement. 
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 2021  Lightning (June)  • 17,441 customers (5% of customer base) 
 • Lightning and loss of supply 

 2022  Derecho (May)  • 180,946 customers on event day (52% of customer 
 base) 
 • Highest wind speeds on record in Ottawa 
 • Severity of wind speeds greatly exceeded forecast 
 • 6  th  costliest natural disaster in Canada’s history 
 • $24 million in restoration costs for Hydro Ottawa 
 • 90% of customers restored within seven days 

 Bomb cyclone (December)  • 67,710 customers (19% of customer base) 
 • Intense freezing rain and snow; loss of supply 

 2023  Ice storm and freezing rain (April)  • 163,448 customers (45% of customer base) 
 • 90% of customers restored within two days 

 Lightning (June)  • 15,413 customers (4.25% of customer base) 
 • Loss of supply 

 Lightning, hail and wind (July)  • 37,821 customers (10.4% of customer base) 
 • >6,000 total lightning strikes during month of July 2023 
 (8 times as many as July 2022) 

 The  impacts  of  the  May  2022  Derecho  storm,  in  particular,  cannot  be  overstated.  The  Derecho 

 triggered  over  1,000  individual  system  outages,  affected  more  than  half  of  Hydro  Ottawa’s  total 

 customer  base,  with  the  most  adversely  impacted  customers  without  power  for  two  weeks.  The 

 storm  resulted  in  costs  equivalent  to  four  years’  worth  of  emergency  repairs,  necessitated 

 re-organization  and  re-prioritization  of  the  utility’s  capital  program,  and  had  effects  on  physical 

 infrastructure  and  the  local  tree  canopy  which  lingered  for  months  and  years  afterwards, 

 respectively. 8

 Hydro  Ottawa  has  implemented  numerous  measures  and  lessons  learned  based  on  the 

 experiences,  impacts,  and  damages  associated  with  the  Derecho  and  other  recent  events. 

 8  Please see Attachment 2-1-1(A) - Derecho May 2022 After Storm Report for more information on the impacts 
 associated with this event. 
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 However,  additional  investments  are  required  in  order  to  further  increase  the  resilience  of 

 distribution  infrastructure,  harden  assets,  reconfigure  segments  of  the  local  grid,  enhance 

 adaptation  and  risk  mitigation  measures,  and  better  protect  service  delivery  and  occupational 

 health  and  safety  in  anticipation  of  the  severe  weather  patterns  and  climate  change  effects 

 which are expected to amplify in the future. 

 3.5.  ENERGY TRANSITION & ELECTRIFICATION 

 Ontario’s  energy  sector,  in  step  with  larger  trends  unfolding  across  the  globe,  is  in  the  midst  of  a 

 historic  transformation.  This  is  known  as  the  “energy  transition,”  which  the  OEB  defines  as  “a 

 global  shift  away  from  using  fossil  fuels  to  a  more  sustainable,  renewable  energy  future  that 

 includes more innovation and customer choice.” 9

 There  are  numerous  drivers  underlying  the  energy  transition:  the  falling  costs  and  more 

 favourable  economics  of  renewable  energy  resources;  technological  innovation;  and  evolving 

 expectations  of  consumers,  communities  and  investors.  Public  policy  direction  is  likewise  a 

 major  factor.  The  Government  of  Canada,  the  provincial  government  and  the  City  of  Ottawa 10

 have  all  adopted  targets  for  reducing  greenhouse  gas  (GHG)  emissions  and  recognized  the 

 essential role that a clean electricity grid will play in decarbonizing other sectors of the economy. 

 A  key  implication  of  the  energy  transition  is  increased  demand  for  electricity  in  the  future,  as  the 

 shift  towards  greater  electrification  accelerates.  The  Independent  Electricity  System  Operator 

 (IESO)  is  projecting  total  demand  in  Ontario  to  increase  75%  by  2050  and  is  planning  a  series  of 

 competitive  long-term  procurements  over  the  coming  years  to  obtain  the  necessary  supply  and 

 capacity to meet this demand. 11

 11  IESO, “2025 Annual Planning Outlook: Demand Forecast Information Session” (October 16, 2024).  Available: 
 https://ieso.ca/-/media/Files/IESO/Document-Library/engage/apo/APO-20241016-presentation-demand-forecast.pdf 

 10  More information on the City’s Energy Evolution strategy is available at the following link: 
 https://ottawa.ca/en/living-ottawa/environment-conservation-and-climate/reducing-greenhouse-gas-emissions/strategi 
 es-and-action-plans/energy-evolution  . 

 9  OEB, “Welcome to the Energy Transition Project Hub.”  Available: 
 https://engagewithus.oeb.ca/hub-page/energy-transition-hub  . 
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 Hydro  Ottawa  has  already  started  to  experience  and  observe  many  of  the  trends  associated 

 with  the  energy  transition  in  its  own  service  territory.  These  include  major  projects  underway  at 

 the  City  of  Ottawa  to  electrify  public  transit  (whether  Light  Rail  Transit  or  phase-out  of  the  diesel 

 bus  fleet)  and  install  heat  pumps  at  municipal  facilities;  connection  and  service  requests  from 

 commercial  and  institutional  customers  seeking  to  fuel-switch  to  electricity  for  thermal  energy 

 purposes  at  their  large  campuses;  or  the  installation  of  EV  chargers  and  heat  pumps  by  a 

 growing  number  of  residential  and  commercial  customers.  Moreover,  these  shifts  are  already 

 translating  into  major  incremental  investment  needs.  At  present,  Hydro  Ottawa  is  on  course  to 

 construct  an  average  of  one  new  substation  every  year  over  the  coming  years  (compared  to  the 

 utility’s  past  average  of  one  every  five  years),  with  customer  electrification  serving  as  a  principal 

 driver for several of these projects. 

 What’s  more,  these  trends  and  the  corresponding  infrastructure  needs  are  set  to  persist  for 

 years  and  decades  to  come  –  well  beyond  the  limited  timeframe  of  the  2026-2030  rate  term. 

 Hydro  Ottawa  commissioned  a  formal  study  examining  the  impacts  on  the  grid  of  high  levels  of 

 electrification  in  the  transportation  and  building  sectors  in  the  utility’s  service  territory,  looking  out 

 to  2050.  Across  multiple  scenarios,  modelling  every  hour  of  the  year  and  each  substation  in 

 Hydro  Ottawa’s  network,  the  study  projected  a  significant  increase  in  peak  demand,  ranging 

 from two times to four times greater than the 2022 reference point. 12

 In  short,  the  transformation  underway  represents  a  historic  challenge  and  it  is  incumbent  upon 

 Hydro  Ottawa  to  support  and  work  alongside  its  customers,  and  invest  in  building,  maintaining 

 and operating a grid that will meet the needs of the future. 13

 13  For more information on how electrification and electrification-driven large load requests from customers have 
 influenced Hydro Ottawa’s forecast electricity demand, please see Section 9 of Schedule 2-5-4 - Asset Management 
 Process and Schedule 3-1-1 - Revenue Load and Customer Forecast. 

 12  See Attachment 2-5-4(F) - Decarbonization Study. 
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 3.6.  TECHNOLOGICAL INNOVATION & CYBER SECURITY 

 The  operational  technology  (OT)  and  informational  technology  (IT)  systems  that  underpin 

 utilities’  performance  are  continuing  to  evolve  rapidly  and  become  increasingly  complex.  The 

 business  systems  supporting  frontline  operations  and  back-office  functions  are  steadily 

 migrating  towards  digital,  mobile-friendly  and  cloud-based  solutions.  Automation  is  on  the  rise 

 and  the  enormous  potential  for  artificial  intelligence  (AI)  to  optimize  system  operations,  integrate 

 variable  energy  resources  into  the  grid  and  accelerate  the  energy  transition  is  only  just  starting 

 to  be  tapped.  While  utilities  are  navigating  this  shifting  terrain,  they  are  simultaneously 

 compelled  to  mitigate  the  risk  of  technologies  becoming  obsolete  –  whether  as  a  result  of 

 third-party  providers  discontinuing  maintenance  services  for  legacy  solutions  or  existing  tools 

 having reached the end of their useful lives (as in the case of first-generation smart meters). 

 In  addition,  advancements  in  technology  are  fostering  a  more  dynamic  operating  environment, 

 characterized  by  bidirectional  flows  with  an  expanding  number  of  interactions  and  participants 

 enabled  by  an  integrated  digital  ecosystem.  This  is  occurring  at  both  the  local  and  bulk  level  of 

 the  grid.  For  example,  from  2019  to  2023,  the  number  of  distributed  energy  resources  (DERs) 

 connected  to  Hydro  Ottawa’s  system  increased  by  over  25%.  In  2024,  the  IESO  successfully 14

 concluded  the  single  largest  procurement  of  battery  storage  resources  in  Canada,  securing 

 almost  1,800  MW  of  capacity.  Both  of  these  developments  attest  not  only  to  growing  customer 

 and  market  appetite  for  new  services  and  avenues  for  participation  in  the  electric  power  system, 

 but  to  the  increasingly  sophisticated  and  flexible  technological  solutions  making  such 

 opportunities  possible.  Against  this  backdrop,  there  is  rising  interest  in  the  implementation  of  a 

 Distribution  System  Operator  (DSO)  model.  The  implementation  of  a  DSO  model,  in  which  local 

 markets, generation and demand response programs are managed at the distribution level. 

 14  See Section 9 of Schedule 2-5-4 - Asset Management Process for more information. 
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 Similarly,  the  foregoing  shifts  are  unfolding  in  an  economic,  social  and  cultural  context  in  which 

 the  use  of,  and  reliance  on,  technology  by  consumers  and  businesses  continues  to  trend 

 inexorably  upwards.  More  and  more,  customer  preferences,  communications  and  transactions 

 are  becoming  “digital  by  default”,  meaning  digital  services  and  platforms  are  viewed  as  more 

 efficient,  convenient,  cost-effective,  and  conducive  to  control  and  curated  choice.  In  turn,  by 

 harnessing  advanced  digital  solutions,  utilities  can  build  greater  customer  intelligence  and  gain 

 a  360-degree  view  of  the  customer,  enabling  them  to  tailor  services  and  offerings  to  meet 

 individual  needs  and  priorities.  This  further  transforms  the  customer  experience,  builds  stronger 

 relationships and drives long-term loyalty. 

 However,  technological  acceleration  is  not  without  its  challenges  or  drawbacks.  An  increased 

 reliance  on  complex  digital  infrastructure  and  its  multiplying  points  of  interconnection  creates  a 

 much  more  acute  risk  landscape,  with  heightened  exposure  to  cyber  security  threats.  This 

 magnifies  what  is  already  a  hazardous  cyber  domain  for  Hydro  Ottawa,  which  is  a  high-risk 

 target  on  account  of  its  service  to  the  capital  city  of  a  G7  country  and  a  multitude  of  customers 

 with unique service quality and data confidentiality needs. 

 Against  this  backdrop,  utilities  like  Hydro  Ottawa  shoulder  the  two-fold  responsibility  of  ensuring 

 their  customer  service  offerings  and  business  operations  are  unlocking  the  full  spectrum  of 

 benefits  made  available  by  innovative  technology,  while  simultaneously  mitigating  the  security 

 risks which are inherent in these tools and solutions. 

 3.7.  WORKFORCE CHALLENGES 

 Hydro  Ottawa’s  strength  and  success  as  a  company  is  derived  from  the  quality  of  its  employees. 

 Like  many  companies  in  the  electricity  sector,  however,  Hydro  Ottawa  is  facing  challenging 

 workforce pressures and demographics. 

 Overview  Business Plan 

 18 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

  

 

11

12

13

14

15

16

17

18

19

20

21

22

23

24

25

26

 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 
 Tab 2 

 Schedule 3 
 ORIGINAL 

 Page  19  of  60 

 In  recent  years,  the  company  has  experienced  a  large  wave  of  retirements,  with  many  of  these 

 individuals  being  long-standing  employees  and  skilled  workers  in  trades  or  technical 

 professions.  While  Hydro  Ottawa  has  successfully  planned  for  this  shift,  it  has  had  the  effect  of 

 lowering  the  average  employee  age  and  term  of  service.  In  addition,  demographics  are  such 

 that there still remains a large portion of the workforce which is eligible for retirement by 2030. 

 Over  the  course  of  two  successive  five-year  rate  plans,  Hydro  Ottawa  has  sought  to  keep  its 

 total  headcount  relatively  static.  This  has  been  achieved  through  various  means,  including 

 boosting  productivity  and  efficiency  (especially  through  technology  and  automation), 

 redistributing  vacancies  from  support  functions  to  positions  in  the  skilled  trades,  increasing  the 

 use of temporary positions and accessing contracted services. 

 This  retrospective  context  is  essential  to  understanding  the  prospective  outlook  for  Hydro 

 Ottawa  for  the  remainder  of  its  current  five-year  rate  plan  and  looking  ahead  to  the  2026-2030 

 term. In short, there is an acute need for new positions and new skills. 

 The  historic  levels  of  capital  investment  required  in  the  years  ahead,  along  with  the  changes  in 

 grid  planning  and  operation  which  are  occurring  in  the  context  of  the  energy  transition,  mean 

 that  the  occupational  structure  of  the  sector  and  the  mix  of  skills  required  will  shift  considerably. 

 Workforce  levels  and  competencies  will  need  to  be  commensurate  with  the  realities  and  needs 

 of  an  increasingly  electrified,  decarbonized  and  digitized  future,  in  which  customer  expectations 

 for  reliable  service  and  minimal  outages  will  be  magnified.  Along  with  a  significant  addition  of 

 staffing  resources,  this  will  necessitate  training  and  upskilling  for  current  employees,  in  order  to 

 adapt  to  an  evolving  business  landscape  and  ensure  that  work  is  performed  safely  and 

 efficiently. These pressures are further compounded by an intensely competitive labour market. 

 The  circumstances  facing  Hydro  Ottawa  are  similar  across  the  provincial  and  national  electricity 

 sector.  According  to  Electricity  Human  Resources  Canada,  approximately  28,000  new 
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 employees  will  be  needed  in  the  sector  by  2028,  equivalent  to  25%  of  the  current  labour  force: 

 57%  to  replace  retiring  employees  and  43%  to  meet  demand  for  expansion  of  the  electricity 

 system. 15

 The  ability  of  the  utility  to  successfully  plan,  grow  and  develop  its  workforce  will  therefore  be  a 

 critical  determinant  of  whether  core  business  objectives  and  customer  needs  can  be  met  over 

 the coming five-year rate period and beyond. 

 4.  PLANNING & CUSTOMER ENGAGEMENT 
 The  preceding  section  serves  as  the  backdrop  against  which  Hydro  Ottawa  developed  its 

 investment  plans  for  the  2026-2030  rate  period.  These  plans  are  the  result  of  an  integrated 

 business  planning  and  customer  engagement  process,  which  was  aimed  at  balancing  the 

 achievement of outcomes valued by customers with impacts on rates. 

 15  Electricity Human Resources Canada,  Electricity in  Demand: Labour Market Insights - 2023-2028  (2023). 
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 Figure 3 - Business Planning & Customer Engagement Process 
 for 2026-2030 Investment Plans 

 At a high-level, the key stages in this process were as follows: 

 ●  Corporate  budgeting  and  priority-setting  guidelines:  in  the  context  of  preparing 

 for  a  five-year  rebasing  application,  a  key  tool  in  Hydro  Ottawa’s  business  planning 

 process  is  a  set  of  formal  guidelines  from  the  Chief  Financial  Officer  for  the 

 preparation  of  five-year  budgets  for  the  subsequent  distribution  rate  period.  This 

 guidance  is  circulated  well  in  advance  of  the  expected  filing  date  of  the  rate 

 application. 16

 The  document  serves  a  number  of  purposes:  laying  out  a  timeline  for  the 

 development  of  preliminary  capital  and  operational  budgets,  as  well  as  for  the 

 finalization  of  spending  plans  based  on  customer  input;  outlining  considerations  for 

 capital  investments  and  operational  expenditures;  identifying  expectations  with 

 16  Please see Attachment 1-2-3(A) - Corporate Memorandum  - 2024-2030 Priorities and Budget Guidelines for a copy 
 of this memorandum. 
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 respect  to  such  matters  as  inflation,  compensation  and  headcount;  stipulating 

 requirements  related  to  productivity,  continuous  improvement  and  cost  control;  and 

 directing  the  alignment  of  spending  with  customer  interests  and  outcomes,  the 

 utility’s strategic objectives, and OEB policy and direction. 

 The  process  mapped  out  in  the  Corporate  Memorandum  attests  to  the  rigour, 

 discipline  and  customer-oriented  focus  which  serve  as  hallmarks  of  Hydro  Ottawa’s 

 business planning activities. 

 ●  Phase  1  customer  engagement:  in  early  2024,  Hydro  Ottawa  undertook  an  initial 

 engagement  seeking  input  from  customers  on  their  needs  and  priorities  regarding 

 electricity  distribution  service.  This  engagement  took  the  form  of  exploratory  focus 

 groups  and  in-depth  interviews,  and  benefited  from  the  participation  of  thousands  of 

 customers.  This  engagement  was  also  informed  by  insights  gathered  from  the  many 

 channels,  interactions,  platforms,  forums,  tools  and  activities  maintained  by  Hydro 

 Ottawa  for  the  collection  of  customer  input  on  a  continuous  basis.  These 

 mechanisms  reflect  an  abiding  posture  on  the  utility’s  part  to  develop  a  genuine 

 understanding of customers’ interests through a fluid and ongoing feedback loop. 17

 Key  insights  from  this  exercise  included  the  identification  of  reliability,  resilience  and 

 reasonable  rates  as  top  priorities,  as  well  as  general  satisfaction  on  customers’  part 

 with  the  service  they  receive  from  the  utility.  Residential  and  small  business 

 customers  signalled  quicker  restoration  following  severe  weather  events  as  a  major 

 priority,  while  larger  customers  placed  a  bigger  emphasis  on  reducing  the  number  of 

 outages.  Commercial  and  key  account  customers  also  expressed  the  need  for 

 capacity  to  be  available  for  future  demand  and  were  more  supportive  of  the  utility 

 17  Additional information is available in Schedule 1-4-1  - Customer Engagement Ongoing. 
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 investing  in  new  technologies  to  support  their  energy  consumption  decisions  based 

 on data analytics. 

 ●  Identification  and  prioritization  of  capital  and  operational  needs:  subsequent  to 

 the  issuance  and  parameters  of  the  aforementioned  guidelines,  and  informed  by  the 

 results  of  preliminary  customer  engagement,  internal  subject  matter  experts  at  Hydro 

 Ottawa  prepared  the  capital  and  operational  expenditures  required  over  the 

 2026-2030  rate  period  to  deliver  reliable  service,  replace  aging  infrastructure,  meet 

 growing  demand,  enhance  system  resilience,  modernize  grid  operations  and  run  the 

 business effectively. 

 Numerous  processes  and  inputs  influenced  this  effort.  Foremost  among  these  was 

 Hydro  Ottawa’s  mature  asset  management  process,  which  assesses  the  condition 

 and  health,  as  well  as  future  risks,  of  the  utility’s  distribution  assets  and  systems.  In 

 addition,  Hydro  Ottawa  took  into  account  independently-validated  load  and  customer 

 forecasts,  special  studies  (including  those  examining  a  range  of  decarbonization 

 scenarios  and  grid  hardening  options),  and  both  internal  and  external  benchmarking 

 comparing  the  utility’s  historical  performance  and  cost  trends  against  industry  peers. 

 Alternative  approaches  were  examined  for  viability  and  potential  customer  benefits, 

 including  the  use  of  non-wire  solutions  (NWS)  to  address  system  needs  in  a  variety 

 of  different  contexts.  Major  project  and  program  proposals,  along  with  preliminary 

 estimates  of  cost  and  price  impacts  for  customers,  were  also  reviewed  by  the  utility’s 

 executive leadership. 

 As  noted  in  the  aforementioned  guidelines,  affordability  was  established  at  the  outset 

 as  an  overarching  strategic  consideration  for  Hydro  Ottawa’s  capital  and  operational 

 plans.  In  this  context,  affordability  encompassed  both  ability  and  willingness  to  pay 

 from  a  customer  perspective,  as  well  as  financial  ratios  (liquidity  and  debt  to  equity) 
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 and  the  capacity  to  deliver  from  a  utility  perspective.  In  light  of  affordability  and 

 financial  capacity  constraints  which  emerged  from  the  preliminary  needs 

 assessment,  Hydro  Ottawa  rationalized  certain  spending  proposals  in  order  to 

 prioritize  the  most  critical  expenditures  for  system  investment  and  operational 

 efficiency, and minimize rate impacts for customers. 

 ●  Phase  2  customer  engagement:  with  a  draft  investment  plan  for  2026-2030  in 

 hand,  the  utility  initiated  a  second  round  of  customer  feedback,  seeking  input  on  how 

 customer  priorities  were  understood  and  translated  into  spending  levels,  and  on  the 

 balance  achieved  between  expected  services  and  corresponding  rates.  A  formal 

 engagement  was  launched  in  September  2024,  consisting  of  a  detailed  online  survey 

 which  was  made  available  and  promoted  to  all  residential,  small  business  and 

 commercial customers. 

 The  survey  focused  on  four  spending  categories  while  five  key  investment  areas 

 confronting Hydro Ottawa over the coming five-year period: 

 ○  Replacing  aging  infrastructure  ‒  sustaining  system  reliability  and 

 minimizing extended outages through a proactive asset replacement strategy. 

 ○  Metering  renewal  ‒  upgrading  existing  meters  and  their  data  management 

 platform, while deploying grid-edge devices to support grid modernization. 

 ○  Grid  modernization  ‒  optimizing  planning  and  operations  in  order  to 

 enhance  reliability,  enable  adaptive  flexibility,  fortify  resilience  and  security, 

 empower  customers,  integrate  more  renewable  resources  and  promote 

 sustainability. 

 ○  Preparing  for  growth  and  electrification  ‒  strategically  planning 

 investments to support the anticipated growth in electricity demand. 

 Overview  Business Plan 

 24 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

 11 

 12 

 13 

 14 

 15 

 16 

 17 

 18 

 19 

 20 

 21 

 22 

 23 

 24 

 25 

 26 

 27 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 
 Tab 2 

 Schedule 3 
 ORIGINAL 

 Page  25  of  60 

 ○  Grid  resilience  ‒  strengthening  the  ability  of  the  distribution  network  to 

 withstand, adapt to, and recover from disruptions. 

 For each of these, customers were requested to consider three options (proposed 

 draft plan, accelerated pace, slower pace) and select the one which best reflected 

 their views and preferences for aligning costs with benefits. Accompanying the 

 breakdown of options was a description of expected outcomes by 2030 and beyond. 

 A built-in calculator enabled respondents to understand the impact of the various 

 scenarios on their bills and to adjust their preferences until an optimal balance had 

 been achieved. Customers were thus able to express their views on a range of 

 alternative proposals, as well as the respective trade-offs, outcomes and rate 

 impacts. 

 On balance, customers across all classes signalled substantial levels of support for 

 Hydro Ottawa’s proposals and the attendant rate impacts. Together, positive 

 responses ‒ whether in favour of accelerated spending, partial to the draft plan “as 

 is”, or simply affirmative of the necessity for investment consistent with the utility’s 

 approach ‒ reached an average threshold of 87% within the participant pool. The 

 significance of these results is bolstered by the fact that, with nearly 22,000 

 Respondents  (7%  of  total  customer  base),  there  was  once  again  an  expanded 

 number  of  participants  compared  to  Hydro  Ottawa’s  previous  five-year  rebasing 

 application  (i.e.  number  of  respondents  as  a  percentage  of  the  total  customer  base) 

 and  exceeds  those  which  have  been  observed  in  recent  rate  filings  from  the  utility’s 

 large distributor peers in the province. 

 ●  Solidification  of  investment  plan:  overall,  the  feedback  yielded  from  the  customer 

 consultation  process  validated  the  scope  and  direction  of  the  utility’s  proposals,  and 

 offered  important  insights  which  helped  finalize  the  investment  plan  as  presented  in 
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 this application. 

 ●  Final  approval:  in  December  2024,  Hydro  Ottawa’s  Board  of  Directors  formally 

 approved  the  investment  plans  and  rate-setting  framework  for  the  2026-2030  period, 

 marking  the  culmination  of  the  utility’s  iterative  and  comprehensive  business 

 planning process. 

 5.  CAPITAL & OPERATIONAL INVESTMENT PLAN 
 The  rigorous  and  comprehensive  asset  management,  capital  expenditure  and  business 

 planning  processes  undertaken  by  Hydro  Ottawa,  along  with  the  input  provided  by  customers  on 

 expectations  and  priorities  for  reliable  and  cost-effective  service,  have  resulted  in  a  plan  which 

 will  anchor  the  utility’s  activities  over  the  2026-2030  rate  term  and  position  the  utility  to  meet 

 customer  needs,  while  minimizing  impacts  on  rates.  This  plan  serves  as  a  responsible  and 

 prudent  response  to  core  imperatives  confronting  the  utility:  expanding  grid  capacity  to  meet 

 increased  demand;  upgrading  or  replacing  deteriorating  infrastructure  at  risk  of  failure; 

 enhancing  grid  resilience;  modernizing  the  grid;  and  building  a  skilled,  sustainable  workforce. 

 What’s  more,  this  plan  encompasses  foundational  investments  which  will  ensure  Hydro  Ottawa 

 is  prepared  to  adapt  its  system  and  operations  over  the  long-term  to  a  range  of  potential  shifts, 

 pressures  and  uncertainties  in  its  environment,  including  greater  electrification,  DER 

 proliferation,  technological  complexity  and  evolution  in  the  business  model  for  electricity 

 distribution. 

 This  envelope  of  investments  likewise  represents  a  concerted  effort  to  manage  an  array  of  latent 

 risks  in  the  utility’s  operating  environment.  These  include,  but  are  not  limited  to,  the  prospects  of 

 existing  infrastructure  becoming  strained  or  overloaded,  and  thus  more  prone  to  longer  and 

 more  frequent  outages;  greater  vulnerability  to  extreme  weather  effects;  delays  in,  or  barriers  to, 

 connecting  customers  to  the  grid  (and  the  associated  economic  impacts);  reduced  capacity  to 

 support  housing  and  commercial  development;  inefficiencies  in  system  operations;  and  higher 
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 levels  of  cyber  security  exposure.  While  many  of  these  risk  factors  are  more  immediate  in 

 scope,  there  are  other  risks  which  may  only  materialize  in  the  long-term  ‒  for  example,  in  a 

 scenario  in  which  Hydro  Ottawa  has  not  adequately  invested  in  the  infrastructure,  informational 

 and  operational  systems,  and  human  capital  that  will  be  necessary  to  support  an  increasingly 

 electrified economy and way of life. 

 Hydro  Ottawa’s  proposed  investments  are  organized  into  capital  plans  and  operational 

 programs,  which  together  will  serve  as  the  means  by  which  the  utility  will  achieve  service  levels 

 and  performance  outcomes  that  are  valued  by  customers,  and  fulfill  its  fundamental  obligations 

 as a licensed electricity distributor. 

 5.1.  CAPITAL PLANS 

 Capital  expenditures  relate  to  physical  items  that,  after  being  placed  into  service,  have  lasting 

 benefits  over  many  years.  These  include  the  overhead  and  underground  infrastructure  that 

 serve  as  the  backbone  of  the  distribution  system  (poles,  wires,  transformers,  stations);  IT  and 

 OT  hardware  and  software;  and  supporting  assets  and  equipment,  such  as  facilities,  vehicles 

 and tools. 

 Hydro  Ottawa’s  assessments  of  its  capital  needs,  and  its  proposed  expenditures  for  meeting 

 them,  are  captured  in  the  utility’s  2026-2030  Distribution  System  Plan  (DSP).  The  DSP  details 

 how  capital  investments  will  be  prioritized,  paced  and  optimized,  while  minimizing  rate  impacts 

 for  customers  and  facilitating  continuous  improvement  and  productivity.  The  DSP  is  a  core 

 deliverable  emerging  from  multiple  internal  and  external  planning  processes  related  to  capital 

 investment,  asset  management,  regional  planning,  customer  engagement  and  business 

 strategy. 

 The  investment  proposals  set  forth  in  the  DSP  are  organized  into  four  categories,  as  stipulated 

 by  OEB  requirements:  System  Access,  System  Renewal,  System  Service,  and  General  Plant. 
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 Projected expenditures are outlined in the table below. 

 Table 4 - 2026-2030 Annual Capital Expenditures ($’000 000s) 

 Investment Category 
 Test Years  Total 

 2026  2027  2028  2029  2030  2026-2030 
 System Access  $86  $79  $66  $67  $71  $369 

 System Renewal  $85  $83  $81  $87  $95  $432 

 System Service  $99  $125  $76  $86  $87  $473 

 General Plant  $38  $24  $33  $28  $11  $134 

 TOTAL CAPITAL 
 EXPENDITURES  $309  $311  $256  $268  $265  $1,409 
 Capital Contributions  $(51)  $(51)  $(38)  $(32)  $(41)  $(213) 

 NET CAPITAL 
 EXPENDITURES  $258  $260  $218  $235  $224  $1,195 

 Across  this  proposed  investment  envelope,  there  are  four  strategic  investment  priorities  which 

 will drive Hydro Ottawa’s capital program over the 2026-2030 period: 

 1.  Growth  &  Electrification  -  Powering  the  Growing  Community:  expanding  grid 

 capacity  to  serve  a  growing  community  and  ensure  a  reliable,  resilient  electricity 

 system  capable  of  meeting  increasing  demand  driven  by  new  customer  connections 

 and DERs. 

 2.  Renewing  Deteriorating  Infrastructure:  mitigating  risk  by  strategically  upgrading  or 

 replacing  deteriorating  infrastructure,  prioritizing  assets  with  the  greatest  impact  on 

 system reliability and safety based on condition assessments. 

 3.  Grid  Modernization  -  Enabling  the  Energy  Transition:  modernizing  the  grid 

 through  strategic  technology  adoption  and  infrastructure  upgrades  to  enable  the 
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 energy  transition,  facilitate  customer  participation,  and  optimize  DER  integration, 

 thereby enhancing grid capabilities and efficiency. 

 4.  Enhancing  Grid  Resilience:  enhancing  grid  resilience  by  proactively  upgrading 

 infrastructure  and  implementing  measures  to  protect  against  increasingly  frequent 

 and intense severe weather events and cyber threats. 

 The  2026-2030  capital  program  is  set  to  be  the  largest  five-year  program  in  Hydro  Ottawa’s 

 history.  At  the  same  time,  it  represents  the  minimum  level  of  investment  that  is  required  in  order 

 to  deliver  outcomes  and  service  levels  that  are  valued  by  customers  over  the  upcoming  rate 

 term,  and  to  position  both  the  grid  and  the  utility  itself  to  be  able  to  meet  the  needs  of  the  future 

 over a long-term horizon. Through its investment plans, the utility will: 

 ●  Invest  in  the  reliability  of  its  distribution  grid,  with  the  goal  of  maintaining  current 

 levels  of  reliability  where  performance  is  strong,  while  enhancing  reliability  in  those 

 pockets of the system in which performance is below average; 

 ●  Replace distribution infrastructure at the greatest risk of failure; 

 ●  Increase  the  resilience  of  its  distribution  system  through  targeted  investments,  such 

 as  the  hardening  of  overhead  infrastructure  and  equipment,  cost-effective 

 undergrounding and implementation of anti-cascading measures; 

 ●  Expand  and  increase  the  capacity  of  its  distribution  system  in  order  to  connect  new 

 residential  and  commercial  customers  (including  those  customers  whose  needs  are 

 driven by electrification measures); 

 ●  Relocate  or  upgrade  existing  assets  and  equipment  in  order  to  accommodate  the 

 development of municipal or other public infrastructure; 

 ●  Implement  grid  modernization  technologies  and  strategies  which  will  improve  the 

 resilience of distribution infrastructure and operations; 
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 ●  Implement  the  next  phases  of  its  Advanced  Distribution  Management  System 

 project,  which  involves  the  integration  of  core  operational  systems,  and  the 

 optimization of grid operations and performance through innovative technologies; 

 ●  Begin  deploying  next-generation  smart  meters  and  sensors,  and  leverage  the 

 enriched data to deliver value-added services to customers; 

 ●  Deploy  advanced  communications  infrastructure  to  maximize  visibility  and  control 

 over grid assets and equipment; 

 ●  Integrate  NWS  into  distribution  system  planning  and  operations,  investing  in 

 utility-owned  battery  energy  storage,  and  evaluating  and  deploying  Non-Wires 

 Customer Solutions; 

 ●  Embed  productivity,  continuous  improvement  and  innovation  across  its  capital 

 investment and expenditure plans; and 

 ●  Minimize rate impacts for customers through prioritization and pacing of investments. 

 5.1.1.  System Access 
 This  capital  expenditure  category  encompasses  those  investments  that  allow  Hydro  Ottawa  to 

 meet  its  obligation  to  connect  customers  to  the  grid.  These  expenditures  are  subdivided  into 

 specific  programs  focused  on  facilitating  customer  access,  expanding  the  system  and  upgrading 

 infrastructure,  relocating  equipment  to  accommodate  municipal  infrastructure  needs  like  road 

 widening, and enabling the integration of customer-owned generation. 

 As  a  licensed  electricity  distributor,  Hydro  Ottawa’s  fundamental  mandate  is  to  provide  reliable, 

 safe  and  efficient  access  to  its  system  while  supporting  the  growth  and  development  of  its 

 customer  base.  With  the  City  of  Ottawa  continuing  to  witness  a  high  level  of  growth,  and  with 

 the  utility  having  averaged  approximately  6,000  new  connections  every  year  during  the 

 2021-2023  period,  System  Access  expenditures  remain  crucial  to  achieving  positive  outcomes 

 in  relation  to  customer  expectations  for  service  quality  and  responsiveness.  As  discussed 

 further  below,  the  experience  of  recent  years  with  respect  to  customer  connection  volumes, 
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 complexity  and  costs,  as  well  as  the  planning,  resourcing  and  execution  implications  of 

 third-party-driven  projects,  has  underscored  the  importance  of  recognizing  the  challenging 

 dynamics of the operating environment and ensuring adequate funding levels to manage 

 them. 18

 Over  the  2026-2030  rate  term,  Hydro  Ottawa  anticipates  a  sustained  high  pace  of  residential 

 connections  and  subdivision  projects,  with  significant  activity  in  suburban  areas  of  the  service 

 territory  which  continue  to  experience  high  levels  of  growth,  such  as  Kanata,  Orleans  and 

 Barrhaven.  This  is  consistent  with  recent  trends  as  well  as  municipal  housing  targets,  driven  by 

 provincial  policy  mandates,  which  are  contemplating  over  15,000  new  units  on  an  annual  basis 

 through  2031.  The  utility  is  also  projecting  comparable  growth  and  development  patterns  on  the 

 commercial side, with indicators for local economic development remaining robust. 

 Not  only  is  the  volume  of  commercial  connections  on  the  rise,  their  complexity  is  likewise 

 amplifying.  Hydro  Ottawa  is  receiving  a  growing  number  of  service  requests  from  customers 

 interested  in  electric  cooling  and  heating  systems,  EV  charging  infrastructure,  and  other 

 electrified  technologies,  which  can  present  challenges  in  terms  of  sizing  and  configuring  the 

 necessary  infrastructure  to  enable  their  use,  and  of  integrating  these  areas  of  load  into  the 

 broader  distribution  network.  Average  customer  electrical  service  sizes  are  growing,  while 

 intensification is driving the need to increase voltage levels in existing urban communities. 

 Moreover,  as  outlined  in  Figure  4  below,  Hydro  Ottawa  is  presently  managing  the  highest 

 number  of  large  load  requests  in  its  history,  with  the  corresponding  level  of  potential  growth 

 through  2040  equivalent  to  30%  of  the  utility’s  current  system  peak.  Several  of  these  requests 19

 involve  major  infrastructure  projects  whose  construction  and  electrical  infrastructure  connections 

 19  For more context on the information presented in  Figure 4, see Section 9 in Schedule 2-5-4 - Asset Management 
 Process. 

 18  Of note, System Access represented almost 50% of  the total variance in capital expenditures for the 2021-2025 
 rate term. Additional information is available in Schedule 2-5-5 - Capital Expenditure Plan. 
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 are  set  to  be  completed  and  placed  into  service  during  the  2026-2030  rate  term,  and  whose 

 scale  and  complexity  mean  that  an  exceptional  level  and  form  of  support  from  Hydro  Ottawa  is 

 essential  in  order  to  ensure  their  success.  These  projects  include  the  new  Civic  Campus  for  The 

 Ottawa  Hospital,  which  is  one  of  the  largest  infrastructure  projects  in  Ottawa’s  history;  the 

 electrification  of  Ottawa’s  public  bus  fleet;  and  large-scale  campus  developments  by  multiple 

 departments  and  agencies  of  the  Government  of  Canada.  These  projects  underscore  the 

 evolving  nature  of  distribution  system  expansion  that  is  necessary  to  meet  the  city’s  growing 

 energy  needs.  What’s  more,  the  number  of  such  projects  is  expected  to  continue  rising  as 

 Ottawa’s  growth  accelerates  due  to  ongoing  development,  urban  intensification  and  net-zero 

 public policy objectives. 
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 Figure 4 - Large Load Connections, Commitments, Requests & Inquiries 

 The  evolving  sustainable  energy  landscape  is  likewise  reflected  in  Hydro  Ottawa’s  planned 

 investments  in  generation  connections.  These  investments  in  upgrading  infrastructure, 

 improving  grid  access  for  DERs  and  streamlining  connection  processes  will  provide  a  range  of 

 benefits,  including  facilitating  self-supply  and  cost-saving  options  for  interested  customers; 

 reducing  peak  demand,  line  losses  and  infrastructure  strain;  improving  load  management  and 

 enhancing  grid  stability;  and  lowering  emissions  through  reduced  consumption  of  fossil  fuels.  In 

 addition,  they  serve  as  further  impetus  for  the  grid  modernization  initiatives  that  are 

 contemplated  by  Hydro  Ottawa  (see  section  5.1.3.  below),  as  greater  proliferation  of  DERs 

 presents  expanded  opportunities  for  load  shifting  and  demand  response,  which  in  turn  gives  rise 

 to the need for enhanced monitoring and control capabilities for the utility. 
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 Finally,  whether  in  conjunction  with  the  planned  investments  already  discussed  or  in  relation  to 

 other  needs,  Hydro  Ottawa’s  proposed  System  Access  expenditures  also  encompass  a  portfolio 

 of  investments  in  infrastructure  upgrades  and  plant  relocation.  These  can  involve  upgrading  the 

 capacity  of  transformers,  reconductoring  distribution  lines,  expanding  stations  and  moving 

 existing  equipment  in  order  to  accommodate  third-party  capital  projects  such  as  widening  of 

 municipal  roads  or  rehabilitation  of  public  infrastructure.  In  addition,  the  System  Access 

 envelope  includes  discrete  investments  in  the  installation  of  meters  into  multi-unit  buildings  or 

 the retrofits of bulk metered buildings to unit metering. 

 Hydro Ottawa’s proposed investments in System Access are summarized in the table below. 
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 Table 5 - 2026-2030 System Access Expenditures ($’000 000s) 

 Capital Program 

 Historical/ 
 Bridge 
 Years 

 Test Years  Variance 

 2021-2025  2026-2030 
 Plant Relocation  $45  $35  $(10) 
 System Expansion  $89  $108  $19 
 Customer Connections  $157  $221  $64 
 Generation Connections  $1  $4  $4 
 Metering  $2  $2  - 
 Total Capital Expenditures  $293  $369  $77 
 Capital Contributions  $(158)  $(196)  $(38) 
 Net Capital Expenditures  $134  $173  $39 

 5.1.2.  System Renewal 
 Included  under  the  scope  of  this  category  is  the  replacement  and  refurbishment  of  system 

 assets,  whether  on  a  planned  or  emergency  basis.  Together,  these  programs  are  aimed  at 

 alleviating  one  of  the  most  significant  pressures  on  the  system  –  namely,  mitigating  the  risk  of 

 the  potential  failure  of  degraded  assets  and  equipment.  By  investing  in  asset  renewal,  Hydro 

 Ottawa  can  proactively  mitigate  failure  risks,  maintain  the  reliability  of  its  network,  ensure  a  safe 

 power  supply  for  customers,  and  avoid  accumulating  a  backlog  of  equipment  in  poor  condition 

 that  will  require  more  capital  investment  in  the  future.  Furthermore,  a  portion  of  the  investments 

 planned  under  System  Renewal  are  essential  to  the  utility’s  plans  for  modernizing  its  grid  and 

 enabling new opportunities for customers to manage demand and reduce costs. 

 Hydro  Ottawa’s  proposed  System  Renewal  investments  have  been  formulated  against  the 

 backdrop  of  a  step  change  in  the  utility’s  asset  management  process.  Through  the 

 implementation  of  predictive  analytics,  enhanced  testing,  inspection  and  maintenance 

 programs,  and  a  more  robust  asset  condition  assessment  framework,  the  utility  has  transitioned 

 to  a  more  risk-based,  data-driven  approach  to  asset  planning.  This  has  yielded  more  accurate 

 Overview  Business Plan 

 35 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

 11 

 12 

 13 

 14 

 15 

 16 

 17 

 18 

 19 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 
 Tab 2 

 Schedule 3 
 ORIGINAL 

 Page  36  of  60 

 and  comprehensive  insights  into  asset  health  and  condition,  which  have  subsequently  helped  to 

 optimize  decisions  around  system  renewal  and  better  balance  them  against  customer 

 affordability considerations. 20

 While  a  sizeable  share  of  Hydro  Ottawa’s  distribution  asset  portfolio  presents  challenges  and 

 concerns  in  terms  of  its  condition  and  age,  the  pressures  are  particularly  acute  in  the  station 

 asset  class.  Almost  60%  of  the  utility’s  station  asset  fleet  has  reached  its  typical  useful  life,  with 

 13%  of  station  assets  being  in  a  poor  or  very  poor  condition.  Renewal  of  core  assets  ‒ 

 transformers,  switchgear,  breakers,  relays  and  other  equipment  ‒  is  therefore  imperative  to 

 mitigating  the  reliability  and  safety  risks  associated  with  the  increased  potential  for  in-service 

 failures.  A  major  initiative  within  the  stations  renewal  program  is  the  planned  decommissioning 

 of  five  4-kilovolt  (kV)  stations,  whose  limitations  in  meeting  the  growing  demand  for 

 electrification  and  increased  capacity  needs  have  been  identified  through  rigorous  risk 

 assessments. 

 Hydro  Ottawa  is  likewise  proposing  a  proactive  approach  to  management  and  renewal  of  its 

 overhead  (OH)  infrastructure.  The  utility  is  planning  to  replace  poles  at  a  rate  which  will  keep 

 pace  with  long-term  risks  associated  with  pole  degradation,  while  shifting,  on  a  targeted  basis, 

 to  a  more  aggressive  inspection  cycle  (i.e.  from  10  years  to  5  years),  in  order  to  mitigate  the 

 risks  inherent  in  a  growing  proportion  of  poles  which  have  reached  or  exceeded  their  typical 

 useful  life.  This  effort  will  also  yield  environmental  benefits,  with  accompanying  reductions  in  the 

 risk of oil releases from overhead transformers. 

 With  respect  to  underground  (UG)  distribution  infrastructure,  reductions  in  reliability  risk  levels 

 are  expected  through  a  measured  approach  to  renewing  assets  that  are  in  a  deteriorated 

 condition.  Addressing  major  concerns  across  all  types  of  underground  assets  (cable, 

 20  For more information on these and other enhancements  to Hydro Ottawa’s asset management framework, see 
 Section 4 of Schedule 2-5-4 - Asset Management Process. 
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 transformers,  switchgear,  vaults)  will  help  reduce  customer  interruptions  due  to  unanticipated 

 equipment failures. 

 A  noteworthy  element  of  Hydro  Ottawa’s  asset  renewal  plans  for  the  upcoming  rate  term  is  the 

 replacement  of  end-of-life,  first-generation  smart  meters.  A  key  investment  driver  is  the 

 functional  obsolescence  of  the  aging  metering  fleet,  which  presents  risks  to  enhancing  customer 

 service,  ensuring  billing  accuracy,  safeguarding  data  security  and  privacy,  detecting  and 

 responding  to  outages  promptly,  and  complying  with  Measurement  Canada  regulations.  To 

 address  these  risks,  the  utility  has  developed  a  phased  plan  for  deploying  Advanced  Metering 

 Infrastructure  (AMI)  2.0  technology,  which  will  guide  investments  in  upgraded  meters, 

 communications  infrastructure  and  data  management  systems,  with  the  goal  of  enhancing 

 monitoring and control capabilities. 

 Equally  significant  is  the  foundational  role  that  AMI  will  play  in  enabling  grid  modernization  over 

 the  course  of  2026-2030  and  beyond.  AMI  is  a  critical  linchpin  for  optimizing  grid  planning  and 

 operations,  enriching  load  analysis  and  forecasting,  fostering  interoperability  with  other  utility 

 systems  through  near  real-time  exchange  of  high-resolution  data  and  streamlined 

 communications,  advancing  automated  outage  detection  and  response,  integrating  DERs,  and 

 offering  customers  value-added  features  such  as  personalized  energy-saving 

 recommendations.  The  scalable  and  flexible  nature  of  AMI  2.0  will  ensure  that  Hydro  Ottawa 

 can  adapt  to  future  technologies  and  energy  management  strategies  (including  the  potential 

 implementation  of  DSOs  across  Ontario),  avoid  costly  retrofits  and  maximize  long-term  cost 

 savings. 

 Other  System  Renewal  investments  supporting  grid  modernization  include  increasing  the 

 proportion  of  digital  electromechanical  relays  in  stations  and  replacing  manual  overhead 

 switches with remote controllable equipment. 
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 In  addition  to  the  foregoing  categories  and  consistent  with  historical  trends,  Hydro  Ottawa  is 

 prudently  budgeting  for  the  reactive  replacement  of  assets  in  critical  or  emergency  condition. 

 This  involves  immediate  repairs  following  equipment  failure,  planned  repair  in  the  event  of  an 

 imminent risk, or unplanned replacement of damaged assets caused by a third party. 

 Table 6 summarizes the utility’s proposed investments in renewing its infrastructure. 

 Table 6 - 2026-2030 System Renewal Expenditures ($’000 000s) 

 Capital Program 

 Historical/ 
 Bridge 
 Years 

 Test Years  Variance 

 2021-2025  2026-2030 
 Stations & Buildings Infrastructure Renewal  $31  $108  $76 
 OH Distribution Asset Renewal  $43  $68  $25 
 UG Distribution Assets Renewal  $63  $103  $40 
 Corrective Renewal  $83  $67  $(16) 
 Metering Renewal  $12  $86  $75 
 Total Capital Expenditures  $232  $432  $199 
 Capital Contributions  -  -  - 
 Net Capital Expenditures  $232  $432  $199 

 5.1.3.  System Service 
 The  purpose  of  these  infrastructure  investments  is  to  enhance  reliability  and  capacity  on  the 

 grid,  and  ensure  that  the  system  continues  to  meet  operational  objectives  while  addressing 

 future  customer  needs,  including  in  relation  to  electrification  and  grid  resilience.  Expenditures 

 include  capacity  upgrades  that  are  intended  to  relieve  constraints  caused  by  load  growth; 

 system  and  station  enhancements  that  improve  operating  characteristics,  add  redundancy,  and 

 strengthen  resilience  against  severe  weather  events;  NWS  (such  as  battery  storage)  to  support 

 peak  demand  in  capacity  constrained  areas  until  upgrades  are  completed  to  alleviate 

 Overview  Business Plan 

 38 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

 11 

 12 

 13 

 14 

 15 

 16 

 17 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 
 Tab 2 

 Schedule 3 
 ORIGINAL 

 Page  39  of  60 

 constraints;  and  deployment  of  grid  technologies  that  augment  the  operational  and 

 communication  capabilities  of  the  system.  With  System  Service  encompassing  many 

 investments  that  are  responsive  to  major  pressures  and  change  drivers  in  Hydro  Ottawa’s 

 business  environment  (e.g.  electrification-related  demand  growth  and  climate  change),  it  is 

 notable that this category represents the largest share of the utility’s capital plan for 2026-2030. 

 Over  70%  of  the  proposed  expenditures  in  this  category  are  intended  to  boost  station  and 

 feeder  capacity,  whether  through  the  construction  of  new  infrastructure  or  upgrades  to  existing 

 assets  and  equipment.  Foremost  among  these  is  the  series  of  substation  projects  which 

 together  represent  a  historic  level  of  investment  in  the  utility’s  grid.  Whereas  Hydro  Ottawa  has 

 typically  only  averaged  the  development  of  one  new  station  every  few  years,  the  utility  is  on 

 course  to  execute  four  greenfield  station  projects  and  three  station  upgrades  during  the 

 2026-2030  rate  term.  For  half  of  these  projects,  the  main  driver  is  large  load  requests  triggered 

 by  customer  electrification  objectives.  These  projects,  driven  by  immediate  and  near-term 

 needs,  are  aligned  with  the  findings  set  forth  in  the  study  commissioned  by  Hydro  Ottawa 

 examining  the  impact  on  the  local  grid  associated  with  electrification  projections  through  2050, 

 which signalled a significant increase in peak demand under multiple scenarios. 

 In  order  to  leverage  the  new  capacity  set  to  be  introduced  into  the  system  through  the  new 

 stations,  a  dedicated  program  of  distribution  feeder  integration  is  required.  In  addition  to  the 

 installation  of  new  lines,  transformers  and  other  equipment,  this  will  involve  elimination  of 

 undersized  conductor  sections  in  existing  feeders.  Together,  these  actions  will  help  reduce  the 

 risks  of  existing  infrastructure  becoming  overloaded,  new  customer  growth  becoming  restricted, 

 and Hydro Ottawa not being able to deliver on its service obligations. 

 Of  note,  new  infrastructure  is  not  the  only  tool  being  utilized  to  address  capacity  constraints. 

 Hydro  Ottawa  is  proposing  to  add  24.5  MW  of  capacity  through  utility-owned  storage  solutions 

 and  an  additional  20-30  MW  from  Non-Wires  Customer  Solutions,  which  will  help  mitigate 
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 immediate  capacity  constraints,  provide  flexibility  during  peak  demand  periods,  and  benefit 

 customers  interested  in  adopting  DERs  and  participating  in  demand-side  management 

 programs.  On  the  utility  side,  the  solutions  will  consist  of  four  separate  battery  energy  storage 

 systems  (BESS)  deployed  in  regions  which  are  expected  to  exceed  their  ratings  by  the  early 

 2030s  as  a  result  of  electrification.  These  BESS  resources  will  support  local  growth  and 

 maintain  reliability  during  contingency  conditions.  On  the  customer  side,  Hydro  Ottawa  has  and 

 will  continue  to  explore  collaborating  with  the  IESO  to  develop  and  implement  a  portfolio  of 

 programs  in  targeted  areas  where  there  is  overlap  between  local  distribution  system  and  bulk 

 system  needs,  building  on  province-wide  incentive  offers  available  within  IESO’s  Electricity 

 Demand-Side  Management  (eDSM)  Framework,  where  applicable.  These  programs  will  be 

 monitored  and  considered  for  application  in  other  parts  of  the  utility’s  service  territory.  The 

 inclusion  of  NWS  in  the  mix  of  plans  to  increase  system  capacity  attests  to  Hydro  Ottawa’s 

 commitment  to  adapting  its  planning  and  operations,  and  to  leveraging  the  optimal  means 

 available for delivering reliable, cost-effective service to customers. 

 Nested  alongside  investments  focused  on  building  additional  capacity  is  a  program  portfolio 

 concentrated  on  targeted  reliability  enhancements  for  distribution  infrastructure  and  stations. 

 These  enhancements  seek  to  ensure  that  the  system  is  equipped  to  integrate  new  devices  and 

 capabilities  which  can  optimize  operational  efficiency,  and  to  better  withstand  the  effects  of 

 severe  weather.  As  it  relates  to  the  former,  automated  switches,  fault  circuit  indicators,  and 

 monitoring  and  control  boxes  will  provide  real-time  data  on  system  conditions,  thus  enabling 

 proactive  maintenance  and  faster  responses  to  disruptions.  With  respect  to  the  latter,  in  light  of 

 Hydro  Ottawa’s  first-hand  experience  with  the  rising  frequency  and  intensity  of  severe  weather 

 events,  especially  the  2022  Derecho  which  devastated  large  segments  of  the  local  network,  the 

 utility  is  planning  a  series  of  actions  to  improve  system  resilience  through  strategic  and  phased 

 undergrounding  of  overhead  lines,  storm  hardening  of  existing  infrastructure,  feeder 

 reconfiguration,  and  station  egress  undergrounding  and  line  relocation.  These  actions  have 

 been  informed  by  customer  feedback  as  well  as  an  independent  assessment  of  the  resilience  of 
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 the  utility’s  grid,  accompanied  by  the  identification  of  resilience  investments  with  positive 

 business  cases.  Mitigating  the  impacts  of  climate  change  is  a  fundamental  imperative  for 21

 Hydro  Ottawa,  its  customers  and  shareholder,  and  investments  to  address  this  challenge  will  be 

 prioritized accordingly. 

 The  final  basket  of  initiatives  housed  within  the  System  Service  category  is  aimed  at  fortifying 

 the  cornerstones  of  Hydro  Ottawa’s  grid  modernization  strategy.  During  the  2021-2025  rate 

 period,  the  utility  initiated  the  development  of  a  comprehensive  Advanced  Distribution 

 Management  System  (ADMS),  comprising  a  suite  of  operational  features  and  tools  which 

 elevate  grid  performance,  efficiency  and  flexibility;  optimize  functions  that  automate  outage 

 identification;  and  position  the  grid  for  expanded  integration  of  DERs.  ADMS  is  the  backbone  of 

 the  utility’s  grid  modernization  architecture  and  much  of  the  next  five  years  will  focus  on 

 enhancing  this  platform.  Planned  upgrades  include  the  application  of  superior  cyber  security 

 protections;  development  of  a  centralized  hub  for  both  real-time  and  historical  operational  data, 

 with  advanced  analytics  and  reporting  tools;  and  the  adoption  of  a  dedicated  DER  management 

 system,  which  will  enable  seamless  integration  of  distributed  generation,  storage,  EVs  and  other 

 resources.  What’s  more,  any  long-term  transition  towards  a  DSO  model  in  the  province  will  only 

 be made possible through the capabilities afforded by ADMS. 

 With  two-way  communication  capabilities  being  an  essential  prerequisite  for  grid  modernization, 

 a  suite  of  targeted  enhancements  are  likewise  needed  for  the  communications  infrastructure 

 connecting  grid-edge  devices  with  central  monitoring  and  control  systems.  Fiber  optic  coverage 

 will  be  expanded  and  upgraded,  greater  redundancy  and  resilience  will  be  achieved  through 

 deployment  of  wireless  technologies,  a  centralized  solution  for  managing  intelligent  grid  devices 

 will  be  implemented,  and  new  security  protections  will  be  adopted  to  mitigate  threats  to 

 mission-critical infrastructure. 

 21  Additional detail is available in Attachment 2-5-4(D) - Resilience Investment Business Case Report. Of note, Hydro 
 Ottawa’s approach to resilience investments aligns with the methodology referenced in the OEB’s  Vulnerability 
 Assessment - Draft Report  issued in December 2024  (EB-2024-0199). 
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 Outlined  in  the  table  below  are  Hydro  Ottawa’s  proposed  investments  in  System  Service 

 programs. 

 Table 7 - 2026-2030 System Service Expenditures ($’000 000s) 

 Capital Program 
 Historical/ 

 Bridge Years 
 Test Years  Variance 

 2021-2025  2026-2030 
 Capacity Upgrades  $108  $347  $239 
 Stations Enhancements  $3  $3  $0 
 Distribution Enhancements  $28  $93  $65 
 Grid Technologies  $21  $6  $(14) 
 Control and Optimization  -  $4  $4 
 Field Area Network  $2  $21  $19 
 Total Capital 
 Expenditures  $161  $473  $312 
 Capital Contributions  -  $(4)  $(4) 
 Net Capital Expenditures  $161  $469  $308 

 5.1.4.  General Plant 
 Whereas  the  three  capital  categories  discussed  above  relate  to  investments  in  Hydro  Ottawa’s 

 distribution  system,  General  Plant  covers  expenditures  on  physical  assets  that  are  not  part  of 

 the  grid.  These  include  facilities,  land,  fleet,  information  technology  hardware  and  software, 22

 and  other  rolling  stock  that  is  used  to  support  essential  business  activities  (including  the 

 construction  of  distribution  infrastructure).  Spending  in  this  category  is  focused  largely  on 

 ensuring  employees  have  the  appropriate  tools  to  perform  their  work  effectively  and  are  able  to 

 carry  out  their  activities  in  a  safe,  secure  environment.  More  broadly,  however,  many  of  these 

 22  The lone exception is the Connection Cost Recovery Agreement (CCRA) program, which covers Hydro Ottawa’s 
 contributions towards upgrades of the high-voltage transmission system which are necessary to ensure adequate 
 power supply to customers. In light of the significant number of station projects planned over the 2026-2030 period, 
 CCRA costs are set to increase more than 2.5 times the level experienced during the current rate term. 
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 investments  hold  the  potential  to  unlock  new  value  and  efficiencies,  and  the  failure  or  inability  to 

 follow  through  on  them  will  diminish  the  quality  of  outcomes  expected  by  customers  in  relation 

 to  service  reliability,  quality,  convenience  and  personalization;  outage  detection  and  response; 

 data-driven decision-making; data privacy; and availability of new energy management tools. 

 Maintaining  administrative  and  operational  facilities  in  excellent  condition  has  a  direct  impact  on 

 employee  safety  and  productivity,  and  is  thus  a  key  determinant  of  the  utility’s  ability  to  provide 

 high-quality  customer  service.  Discrete  modification  and  remediation  work  will  be  required  at 

 specific  facilities  in  order  to  optimize  floor  space  to  accommodate  new  employees,  connect  to 

 the  municipal  sewer  system,  and  upgrade  electrical  service  so  as  to  enable  the  adoption  of 

 equipment  with  higher  energy  efficiency  and  lower  emissions.  Similarly,  safe  and  reliable 

 vehicles  are  essential  to  enabling  Hydro  Ottawa’s  crews  to  perform  an  extensive  range  of 

 capital,  maintenance,  testing  and  inspection-related  work.  The  historic  levels  of  grid  investment 

 planned  for  the  next  rate  period  will  result  in  more  crew  members  spending  more  time  in  the 

 field.  Renewal  and  expansion  of  the  utility’s  vehicle  fleet  at  a  pace  that  mitigates  the  risk  of 

 disruption to construction and maintenance activity is therefore a critical business imperative. 

 In  addition,  Hydro  Ottawa  is  planning  an  array  of  investments  in  IT  and  OT  systems  and  assets 

 which  will  help  transform  and  adapt  the  utility’s  operations  and  capabilities  in  the  face  of 

 significant shifts in its external business environment. 

 For  applications  at  the  customer  interface,  projects  include  the  integration  of  an  AI-powered 

 chatbot  providing  customers  with  24/7  assistance  for  common  inquiries  (with  seamless  hand-off 

 to  a  live  agent,  when  needed)  ;  improved  features  and  functionality  across  core  digital 

 engagement  platforms  and  channels  (e.g.  online  customer  portal  and  outage  map),  including 

 the  introduction  of  a  disaggregation  tool  for  electricity  consumption  and  the  corresponding 

 carbon  footprint;  and  necessary  upgrades  to  the  utility’s  customer  information  and  billing 

 system. 
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 As  for  business-facing  applications,  there  are  several  major  initiatives  contemplated.  Foremost 

 is  the  strengthening  of  Hydro  Ottawa’s  cyber  security  technology  stack,  ensuring  critical  IT  and 

 OT  assets  are  regularly  monitored  and  upgraded.  The  utility  will  also  transition  end-of-life 

 technology  to  a  single,  modernized  data  integration  platform,  simplifying  and  streamlining 

 integration  across  dozens  of  business  applications  and  databases.  Finally,  implementation  of  a 

 dedicated  software  solution  for  Business  Continuity  Management  (BCM)  will  support  the 

 ongoing  maturation  of  Hydro  Ottawa’s  BCM  program,  facilitate  the  consolidation  of  action 

 management  across  the  organization,  and  better  position  the  utility  to  efficiently  activate  and 

 execute BCM plans in the event of a major operational disruption or emergency. 

 Table 8 below summarizes Hydro Ottawa’s planned investments in General Plant programs. 
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 Table 8 - 2026-2030 General Plant Expenditures ($’000 000s) 

 Capital Program 
 Historical/ 

 Bridge Years 
 Test Years  Variance 

 2021-2025  2026-2030 
 Connection Cost Recovery Agreement  $17  $46  $29 
 Fleet Replacement  $18  $41  $23 
 Tools Replacement  $3  $5  $2 
 Buildings - Facilities  $7  $7  $(1) 
 Grid Technology  $2  $4  $2 
 Meter to Cash  $4  $9  $5 
 Customer Engagement Platform  $7  $3  $(5) 
 Enterprise Solutions  $6  $1  $(4) 
 Infrastructure and Cybersecurity  $11  $15  $4 
 Data and System Integrations  $2  $3  $2 
 Total Capital Expenditures  $76  $134  $57 
 Capital Contributions  $(4)  $(13)  $(9) 
 Net Capital Expenditures  $73  $121  $48 

 5.2.  OPERATIONAL PLANS 

 Operating  expenditures  are  those  that  are  required  for  the  ongoing  operations,  maintenance 

 and  management  of  a  company’s  infrastructure,  assets  and  services.  In  the  OEB-regulated 

 utility context, “OM&A” refers to the following: 

 ●  Operations:  day-to-day  activities  required  to  deliver  the  utility’s  core  services  or 

 products; 

 ●  Maintenance:  preserving  and  ensuring  the  reliability  of  the  utility’s  physical  assets 

 and infrastructure; and 

 ●  Administration: support for the utility's management and administrative functions. 
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 Hydro  Ottawa’s  responsibilities  to  manage  a  safe  and  reliable  distribution  system,  ensure 

 employee  and  public  safety,  serve  customers  in  a  manner  that  is  responsive  to  their  needs  and 

 preferences,  and  maintain  compliance  with  a  broad  range  of  legislative  and  regulatory 

 requirements  compel  the  utility  to  incur  OM&A  costs  that  are  proportionate  to  the  scope  of  its 

 service  obligations.  Table  9  outlines  the  annual  OM&A  expenditures  that  will  be  required  during 

 the 2026-2030 rate term. 

 Table 9 - Annual OM&A Expenditures ($’000 000s) 

 2026  2027  2028  2029  2030 

 $140.0  $147.3  $154.9  $162.9  $171.4 

 The  foregoing  costs  are  spread  across  21  program  categories  that  structure  the  myriad  activities 

 which  are  part  and  parcel  of  keeping  the  lights  on,  maintaining  infrastructure  and  assets  in  good 

 working  order,  meeting  customer  needs,  and  administering  the  essential  functions  of  the 

 organization. 23

 Across  a  handful  of  core  OM&A  programs,  a  key  cost  driver  and  overarching  imperative  is 

 increased  workforce  capacity.  Over  the  course  of  two  successive  five-year  rate  plans  for  Hydro 

 Ottawa,  there  has  been  no  provision  for  expanded  headcount.  Looking  ahead  to  the  2026-2030 

 rate  term  (and  beyond),  this  is  no  longer  a  tenable  proposition,  in  light  of  the  historic  levels  of 

 investment  required  in  the  grid  as  well  as  the  growing  challenges  in  the  utility’s  business 

 environment. 

 A  two-fold  multiplication  of  its  capital  investment  portfolio  means  that  Hydro  Ottawa  needs  a 

 larger  complement  of  staff  resources  to  plan,  design,  and  execute  system  construction  and 

 23  Additional details regarding specific OM&A program costs are available in Schedule 4-1-2 - Operations, 
 Maintenance and Administration Program Costs. 
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 maintenance  projects.  Similarly,  the  shift  towards  electrification  and  DERs  is  yielding 

 increasingly  complex  customer  requests  and  inquiries,  thereby  placing  heightened  demands  on 

 engineering  and  customer  service  and  support  groups,  as  well  as  on  back-end  functions  tasked 

 with  ensuring  compliance  with  regulatory  codes  and  accounting  requirements.  In  addition,  the 

 accelerating  digitization  of  informational  and  operational  systems  is  giving  rise  to  the  need  for 

 greater  internal  capacity  and  competencies  when  it  comes  to  specialized  skills  in  cyber  security 

 protection,  data  analytics  and  integration,  solutions  architecture,  artificial  intelligence  and  DER 

 platforms. 

 In  view  of  these  pressures  and  trends,  Hydro  Ottawa  cannot  afford  to  take  a  just-in-time 

 approach  to  human  capital  management.  Whether  the  task  at  hand  is  maintaining  infrastructure, 

 designing  a  more  electrified  and  decentralized  grid,  balancing  supply  and  demand  using 

 sophisticated  digital  tools,  or  advising  customers  on  energy  optimization,  the  average  employee 

 needs  years  of  training,  learning  and  development  to  cultivate  the  requisite  knowledge  and 

 experience.  The  scale  of  activity  which  the  utility  must  undertake  in  the  years  ahead  therefore 

 means  that  a  wide  reach  and  urgent  pace  to  investing  in  human  resources  must  be  front  and 

 centre  in  its  plans.  Moreover,  a  unique  confluence  of  factors  during  the  current  rate  term  ‒ 

 including  an  expanding  scope  and  volume  of  capital  and  maintenance  work,  severe  weather 

 events,  and  a  labour  disruption,  to  name  only  a  few  examples  ‒  compelled  the  utility  to  begin 

 adding new headcount prior to its scheduled rebasing in 2026. 

 In  short,  workforce  levels  and  skill  sets  need  to  align  with  the  realities  of  an  increasingly 

 electrified,  decarbonized  and  digitized  future,  in  which  customer  expectations  for  reliable  service 

 and  minimal  outages  will  be  magnified,  and  which  warrant  advanced  engineering  and 

 technological  capabilities.  Accordingly,  Hydro  Ottawa’s  workforce  plans  for  the  2024-2030 

 period contemplate a 29% increase, relative to OEB-Approved levels for 2021. 24

 24  Additional information regarding Hydro Ottawa’s workforce needs and the rationale for increased headcount levels 
 are available in Schedule 4-1-3 - Workforce Staffing and Compensation, Attachment 4-1-3(B) - Workforce Planning 
 Strategy, and Attachment 4-1-3(C) - Workforce Growth. 
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 5.2.1.  Key Priorities ‒ Operations 
 5.2.1.1. Reliable and modernized grid operations 

 In  many  ways,  Hydro  Ottawa’s  value  proposition  begins  and  ends  with  providing  reliable  service. 

 The  utility’s  System  Operations  program  is  focused  on  the  real-time  management,  monitoring 

 and  control  of  the  distribution  grid,  ensuring  that  supply  balances  with  demand  and  system 

 performance is optimized. 

 For  the  2026-2030  period,  a  major  focus  will  be  deployment  and  implementation  of  the 

 enhanced  operational  technology,  tools  and  platforms  included  in  Hydro  Ottawa’s  Grid 

 Modernization  roadmap.  These  innovations  will  equip  control  room  operators  to  more  effectively 

 direct  outage  emergency  response,  and  will  minimize  downtime  through  automation  of  feeder 

 fault  location.  In  addition,  they  will  be  essential  to  enabling  System  Operations  to  manage  the 

 shifting  consumption  and  demand  patterns  associated  with  increased  electrification  and 

 penetration  of  DERs,  and  to  maximizing  the  benefits  of  electrified  devices  and  distributed  forms 

 of  energy.  The  integration  of  advanced  metering  infrastructure  will  likewise  be  a  priority,  with 

 system  planning  and  operations  set  to  benefit  significantly  from  enriched  load  analysis  and 

 forecasting.  Ongoing  testing,  training,  change  management  and  knowledge  sharing  across  all  of 

 the  personnel  managing  these  operational  interfaces  will  be  crucial  to  success  during  the 

 upcoming  five-year  rate  term,  and  to  the  prospects  of  transitioning  to  a  DSO  model  over  the 

 long term (subject to policy and market developments at the provincial level). 

 5.2.1.2. Customer service excellence and energy transition support 

 Hydro  Ottawa’s  business  operations  are  anchored  in  the  core  imperative  to  generate  value  for 

 customers.  Across  multiple  customer-focused  operational  programs,  and  consistent  with  its 

 formal  Customer  Strategy,  the  utility  will  seek  to  enhance  customer  service  and  elevate  the 

 customer experience over the course of 2026-2030. 
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 The  Customer  and  Community  Relations  program  is  responsible  for  providing  customer  contact 

 and  communications  services,  fostering  a  best-in-class  customer  experience,  and  cultivating 

 customer  relationships  (especially  Key  Accounts).  Its  high-level  priorities  involve  empowering 

 customers  through  expanded  self-serve  options  and  new  digital  solutions  for  monitoring  and 

 managing  energy  use;  achieving  greater  personalization,  choice  and  convenience  in  customer 

 services  and  interactions;  centralizing  and  streamlining  customer  data  points;  and  developing 

 and  implementing  tailored  service,  product  and  program  offerings  for  customers,  ensuring  an 

 end-to-end  customer  experience.  The  next  phases  of  Hydro  Ottawa’s  CRM  platform,  integration 

 of  an  AI-powered  chatbot,  new  functionality  for  the  online  customer  account  portal  (and  its 

 expansion  to  commercial  customers),  improved  website  features,  and  the  roll-out  of  energy  and 

 carbon management tools will be key initiatives in this regard. 

 Moreover,  supporting  customer  objectives  vis-à-vis  the  energy  transition  will  remain  a  focal  point 

 of  activity  throughout  the  upcoming  rate  period.  Hydro  Ottawa  is  planning  for  the  launch  and 

 delivery  of  additional  energy  efficiency,  decarbonization  and  DER  programs,  and  will  strengthen 

 its  position  as  a  trusted  partner  in  the  administration  of  federal  clean  energy  funding  through  its 

 signature  Ottawa  Retrofit  Accelerator,  which  is  assisting  building  owners  with  deep  energy 

 retrofits.  The  utility’s  Customer  Billing  program  will  also  have  a  role  to  play  in  this  effort,  through 

 the  introduction  of  tailored  billing  options  for  customers  with  DERs  and  the  piloting  of  innovative 

 pricing models. 

 5.2.2.  Key Priorities ‒ Maintenance 
 5.2.2.1. Planning and execution of system capital and maintenance work 

 As  noted  above,  an  unprecedented  capital  investment  program  is  looming  on  the  2026-2030 

 horizon.  Alongside  of  it  sits  an  expansive  portfolio  of  testing,  inspection  and  maintenance  work 

 for  infrastructure  and  assets  with  varying  degrees  of  wear  and  tear  and  failure  risk.  The  planning 

 demands  and  execution  burden  associated  with  these  needs  are  exceptional,  and  much  of 
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 Hydro  Ottawa’s  success  during  the  upcoming  rate  term  will  be  determined  by  the  utility’s  ability 

 to satisfy them. 

 Several  operational  programs  will  shoulder  responsibilities  for  the  on-time,  on-budget  delivery  of 

 this  work.  Engineering  and  Design  provides  high-level  coordination  for  planning  infrastructure 

 expansion  and  upgrades,  connecting  new  customers,  forecasting  long-term  needs,  prioritizing 

 investments,  scheduling  work,  and  managing  external  contractors.  A  key  area  of  focus  will  be 

 ensuring  efficiencies  in  project  management  through  the  implementation  of  a  new  model  for 

 project  delivery,  which  was  kickstarted  during  the  current  rate  term.  With  respect  to 

 maintenance,  multiple  individual  program  areas  are  accountable  for  discrete  aspects  of  activity 

 ‒  i.e.  planned,  reactive,  stations,  metering,  and  routine  and  low-cost  tasks.  Noteworthy 

 expenditures  will  include  those  associated  with  decommissioning  legacy  4  kV  stations,  the  use 

 of  advanced  data  analytics  for  asset  management  and  anomaly  detection,  the  operation  of  NWS 

 owned  by  third-parties,  and  the  implementation  of  a  drone  inspection  program  for  overhead 

 infrastructure.  Moreover,  the  increased  expenditures  proposed  in  testing,  inspection  and 

 maintenance  activity  will  help  contain  cost  increases  in  capital  renewal  by  informing  more 

 risk-based investment decisions. 

 5.2.2.2. Tree trimming 

 Notwithstanding  the  achievement  of  steady  reductions  in  tree-related  outages  in  recent  years, 

 tree  contact  consistently  ranks  as  one  of  the  leading  causes  of  power  outages  in  Hydro  Ottawa’s 

 service  territory.  The  implementation  of  a  dedicated  vegetation  management  program  therefore 

 remains  an  essential  component  of  the  utility’s  approach  to  preventative  maintenance,  as  well 

 as  to  the  mitigation  of  hazards  and  risks  for  worker  and  public  safety.  The  scope  of  the  program 

 covers  upwards  of  40,000  trees  on  an  annual  basis  and  encompasses  regular  cycle  trimming  to 

 maintain  clearance  standards,  the  removal  of  specific  trees  identified  as  hazards  or  requested 

 by  customers,  and  emergency  action  in  response  to  storms  or  imminent  safety  threats.  For  the 

 2026-2030  period,  Hydro  Ottawa  will  execute  a  comprehensive  trim  cycle,  which  balances  the 
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 needs  of  the  electrical  system  with  support  for  the  health  and  longevity  of  the  local  tree  canopy. 

 The  program  will  be  strengthened  through  the  fulsome  integration  of  a  satellite  imaging  solution, 

 recently  piloted  by  the  utility,  which  yields  greater  precision  in  identifying  hazards  and  assessing 

 risks, and enables superior flexibility in supplementing planned cycles with targeted trimming. 

 5.2.2.3. Non-distribution asset maintenance and optimization 

 Maintaining  the  integrity  and  condition  of  non-distribution  assets  is  essential  to  employee  safety 

 and  productivity,  and  to  the  efficient  operations  of  the  business.  In  addition  to  its  fundamental 

 responsibilities  for  the  maintenance  and  management  of  Hydro  Ottawa’s  administrative  and 

 operations  centres,  the  Facilities  program  will  be  tasked  with  re-configuring  and  optimizing  floor 

 space  in  specific  buildings  in  order  to  accommodate  the  planned  addition  of  new  staff.  For  fleet 

 maintenance,  costs  and  accountability  rest  with  the  Distribution  Support  program,  which  will  be 

 tasked  with  minimizing  fuel  expenditures,  optimizing  usage  and  asset  lifecycle  costs,  and 

 integrating  a  growing  number  of  electric  and  hybrid  vehicle  models.  Finally,  with  all  employees 

 relying  on  some  type  of  IT  hardware  and  software  to  perform  their  work,  the  Information 

 Management  and  Technology  program  must  ensure  the  reliability  and  availability  of  critical  IT 

 systems and infrastructure, and regularly test its back-up redundancy and recovery plans. 

 5.2.3.  Key Priorities ‒ Administration 
 5.2.3.1. Employee and public safety 

 Ensuring  employee  and  public  safety  is  the  top  priority  for  Hydro  Ottawa  when  carrying  out  its 

 business  activity  and  operations.  Looking  ahead  to  the  2026-2030  period,  the  utility  anticipates 

 a  need  for  heightened  vigilance  and  innovative  approaches  with  respect  to  employee  safety,  on 

 account  of  a  unique  confluence  of  factors  and  pressures:  hiring  and  onboarding  a  large 

 complement  of  new  employees;  workforce  demographics  signaling  a  lower  average  employee 

 age  and  length  of  service;  the  workload  associated  with  a  record-high  capital  investment 

 program;  shifts  in  infrastructure  design,  commissioning,  use,  operation  and  maintenance 

 induced  by  increased  electrification;  and  the  prospects  of  sustained  severe  weather  patterns.  In 
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 addition,  with  Hydro  Ottawa  closing  out  a  five-year  rate  term  in  which  the  utility  experienced  a 

 succession  of  highly  disruptive  events,  a  key  priority  area  remains  preserving  its  sharpened 

 posture  around  business  continuity,  effectively  implementing  lessons  learned,  and  enhancing 

 overall  organizational  resilience.  The  Safety,  Environment  and  Business  Continuity  program  will 

 bear  primary  responsibility  for  these  efforts,  and  will  likewise  coordinate  with  the  Customer  and 

 Community  Relations  program  in  the  development  and  roll-out  of  public  safety  education  and 

 awareness campaigns. 

 5.2.3.2. Digital transformation 

 The  Information  Management  and  Technology  program  encompasses  all  activities  and  costs 

 related  to  IT  and  OT  services  within  Hydro  Ottawa.  Over  the  next  five  years,  this  program  will 

 focus  on  the  efficient  delivery  and  implementation  of  new  solutions  which  will  further  accelerate 

 the  digital  transformation  of  the  utility’s  operations,  yield  value-added  services  to  customers  and 

 increase  productivity.  Signature  initiatives  are  planned  across  all  aspects  of  Hydro  Ottawa’s 

 business  activity,  from  grid  operations  to  asset  management  to  back-end  administrative 

 functions.  Alongside  these  multi-year  projects,  there  will  be  a  sustained  focus  on  the  prudent 

 management  of  the  ongoing  transition  to,  and  growing  reliance  on,  cloud-based  solutions  and 

 the  implications  for  storage,  data  management,  maintenance  and  related  services  which  they 

 present. 25

 5.2.3.3. Cyber security protections 

 In  light  of  the  trend  towards  greater  digitization  and  the  increasingly  complex  and  hostile  threat 

 landscape  which  accompanies  it,  Hydro  Ottawa  has  robust  plans  in  place  for  the  protection  of 

 critical  infrastructure,  assets  and  systems;  the  mitigation  of  cyber-related  risks;  the  safeguarding 

 of  customer  data;  and  the  continuity  and  recovery  of  operations  in  the  event  of  a  major  cyber 

 disruption.  The  utility’s  DSP  contemplates  a  series  of  enhancements  to  cyber  security  controls 

 25  A more detailed examination of Hydro Ottawa’s investments in cloud-based solutions is available in Attachment 
 4-1-1(A) - Transition to Cloud Computing. 
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 and  protections  across  its  IT  and  OT  ecosystem.  Timely  and  effective  implementation  of  these 

 measures  is  a  critical  operational  imperative.  Moreover,  Hydro  Ottawa  will  be  proactive  and 

 diligent  in  the  maturation  of  its  cyber  security  program,  pursuing  continuous  improvement  across 

 core  components  such  as  employee  awareness  and  training,  table-top  exercises,  external 

 partnerships, incident management and response, and governance. 

 5.2.3.4. Proactive legal and regulatory compliance 

 Hydro  Ottawa  carries  out  its  business  operations  in  accordance  with  a  multiplicity  of  statutory 

 and  regulatory  requirements,  which  place  particular  emphasis  on  employee  and  public  safety, 

 the  reliability  of  distribution  infrastructure,  just  and  reasonable  rates  for  customers,  and  integrity 

 in  recordkeeping,  auditing  and  reporting.  Responsibility  for  diligent  compliance  with  all  of  the 

 requirements to which the utility is subject is diffused across several program areas. 

 For  example,  Regulatory  Affairs  ensures  that  the  utility  fulfills  its  core  sector-specific  obligations 

 under  the  various  rules,  regulations,  and  codes  of  the  OEB,  IESO,  and  Ministry  of  Energy  and 

 Mines.  The  Legal  Services  and  Governance  group  (housed  within  the  Corporate  Costs 

 program)  manages  overall  corporate  compliance.  The  Finance  program  oversees  financial 

 reporting  and  the  application  of  accounting  standards.  Compliance  with  the  provincial 

 Employment  Standards  Act  is  coordinated  by  Human  Resources  &  Training,  while  the  Safety, 

 Environment  and  Business  Continuity  program  is  accountable  for  ensuring  adherence  to  health, 

 safety and environmental obligations. 

 Over  the  2026-2030  rate  term,  each  of  these  groups  will  proactively  manage  any  shifts  in  the 

 legal  and  regulatory  environment  and  will  help  sustain  Hydro  Ottawa’s  commitment  to 

 compliance excellence. 

 Overview  Business Plan 

 53 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

 11 

 12 

 13 

 14 

 15 

 16 

 17 

 18 

 19 

 20 

 21 

 22 

 23 

 24 

 25 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 
 Tab 2 

 Schedule 3 
 ORIGINAL 

 Page  54  of  60 

 5.2.3.5. Procurement and supply chain management 

 With  the  next  five-year  rate  period  set  to  feature  a  historic  level  of  distribution  investment,  as 

 well  as  expansive  maintenance  activity,  the  timely  and  cost-effective  procurement  of  necessary 

 materials  and  services  will  assume  critical  importance.  Moreover,  the  instability  experienced  in 

 global  supply  chains  in  recent  years,  as  a  result  of  such  factors  as  geopolitical  conflicts  and  the 

 COVID-19  pandemic,  has  underscored  the  need  for  proactive  risk  and  inventory  management. 

 In  the  face  of  these  pressures,  and  by  leveraging  digital  tools  and  data  analytics,  the  utility’s 

 Supply  Chain  program  will  focus  on  improving  demand  forecasting  and  inventory  optimization, 

 so  as  to  ensure  the  timely  availability  of  materials  while  minimizing  carrying  costs.  The  program 

 will  also  emphasize  strengthening  vendor  relationships  by  fostering  partnerships  with  ethical, 

 high-performing  suppliers,  enabling  Hydro  Ottawa  to  secure  competitive  pricing  and  reliable 

 delivery  of  goods  and  services.  Finally,  the  program  will  support  the  utility’s  broader 

 sustainability  objectives  by  strengthening  green  procurement  practices  and  facilitating  the 

 transition to more sustainable materials and services. 

 6.  PERFORMANCE REPORTING 
 Hydro  Ottawa  is  committing  to  a  robust  performance  measurement  and  reporting  framework  for 

 the  upcoming  five-year  rate  period,  which  expands  and  builds  upon  the  success  of  the  one  that 

 was  in  place  for  2021-2025.  The  cornerstone  of  this  framework  is  the  set  of  measures 

 comprising  the  utility’s  2026-2030  Custom  Performance  Scorecard.  These  measures  have  been 

 selected  based  upon  a  variety  of  factors  and  criteria,  including  responsiveness  to  customer 

 preferences,  alignment  with  core  RRF  and  corporate  strategic  objectives,  and  correlation  to  key 

 capital  and  OM&A  investments.  What’s  more,  the  utility  has  intentionally  incorporated  numerous 

 measures  that  are  focused  on  tracking  its  performance  in  relation  to  evolving  change  drivers  in 

 its  business  environment,  including  DERs,  electrification,  cyber  security  and  emissions 

 reduction. 

 The proposed Custom Performance Scorecard is presented in Table 10 below. 
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 Table 10 - 2026-2030 Custom Performance Scorecard 

 RRF Outcome  OEB Reporting 
 Category  Hydro Ottawa Custom Measures  Target 

 Customer Focus  Customer 
 Satisfaction 

 Contact Centre Satisfaction – Transactional Feedback  85% 

 Percentage of Online Billing Accounts  80% 

 Customer Participation in Non-Wires Solutions  Monitor 

 Operational 
 Effectiveness 

 Safety 
 All Injury Frequency Rate  Reduce 

 Lost Workday Severity Rate  Reduce 

 System 
 Reliability & 
 Resilience 

 Percentage of Distribution Assets in Poor/Very Poor Condition  Monitor 

 Percentage of Distribution Assets Reaching End of Life  ≤65% 

 Feeders Experiencing Multiple Sustained Interruptions  ≤10 

 Worst Performing Feeders  ≤6 

 Station Load Index (4 or 5)  0 

 Incremental System Capacity  577 MVA 

 Distributed Energy Resource Capacity  Monitor 

 Cyber Security 
 Readiness  Cyber Security Program Health  Green 

 Cost Control 

 Productive Time  Maintain 

 Labour Allocation  Maintain 

 OM&A per Customer  Monitor 

 Public Policy 
 Responsiveness  Environment 

 Scope 1 Greenhouse Gas Emissions  Reduce 

 Scope 2 Greenhouse Gas Emissions  Monitor 

 Annual Oil Spills & Costs of Remediation  Reduce 

 Non-Hazardous Waste Diversion Rate  Maintain 

 Percentage of Green Suppliers  Maintain 

 Financial 
 Performance 

 Financial 
 Metrics  Bad Debt as a Percentage of Total Electricity Revenue  Monitor 
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 This  proposed  reporting  regime  is  intended  to  equip  the  OEB,  customers,  and  other 

 stakeholders  with  the  ability  to  better  monitor  and  understand  diverse  aspects  of  Hydro  Ottawa’s 

 performance,  and  to  demonstrate  the  utility’s  accountability  in  transparently  communicating  the 

 outcomes achieved under its performance management framework. 

 7.  PRODUCTIVITY, INNOVATION & CONTINUOUS IMPROVEMENT 
 Responsibly  controlling  costs,  focusing  on  cost-effective  delivery  of  outcomes  that  matter  to 

 customers  and  exploring  innovative  alternatives  to  traditional  solutions  remain  core  priorities  for 

 Hydro  Ottawa.  Amidst  the  unique  confluence  of  demands,  pressures  and  constraints  on  its 

 operations,  the  utility  is  placing  increased  emphasis  on  incorporating  productivity  and 

 continuous  improvement  gains,  as  well  as  leveraging  emerging  technologies  and  innovative 

 tools, so as to offset increasing expenditures and boost organizational capacity. 

 In  accordance  with  internal  guidelines  for  the  preparation  of  plans  and  budgets  for  the 

 2026-2030  period,  each  administrative  division  within  the  utility  was  required  to  demonstrate 

 productivity  savings  in  a  quantitative  and/or  qualitative  fashion,  and  to  identify  initiatives 

 dedicated  to  continuous  improvement.  Similarly,  in  formulating  its  OM&A  expenditures,  Hydro 

 Ottawa  applied  a  custom  escalation  factor  to  contain  upward  pressure  on  operational  spending 

 and  embed  productivity  expectations  throughout  the  upcoming  rate  period.  Together,  these 26

 guardrails  provide  assurance  that  productivity  and  cost  control  objectives  were  firmly  integrated 

 into the utility’s business planning process. 

 Moreover,  Hydro  Ottawa  is  set  to  enter  into  its  next  five-year  rate  term  riding  on  the  momentum 

 of  the  augmentation  of  its  productivity  and  continuous  improvement  efforts  during  the  2021-2025 

 period.  From  strategically  restructuring  its  distribution  construction  and  maintenance  groups,  to 

 revamping  its  project  management  practices  and  delivery  model  for  distribution  design,  to 

 leveraging  satellite  imaging  for  vegetation  management,  to  automating  the  labour-intensive 

 26  Please see Schedule 1-3-1 - Rate Setting Framework  for more information. 
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 billing  process  for  net  metered  customers  ‒  the  utility  achieved  numerous  milestones  in  its 

 ongoing  pursuit  of  operational  excellence.  These  initiatives  will  continue  to  yield  considerable 

 savings  in  the  years  ahead  and  therefore  ought  to  be  viewed  in  tandem  with  new  activity  that  is 

 contemplated as part of this Business Plan. 27

 Whether  through  harnessing  the  potential  of  new  technologies  and  solutions  to  better  serve 

 customers,  elevating  standards  of  business  performance,  or  rationalizing  and  re-purposing 

 resources,  Hydro  Ottawa  will  continue  strengthening  its  culture  of  productivity,  innovation  and 

 continuous  improvement  over  the  course  of  2026  to  2030.  Highlights  of  planned  initiatives 

 include the following: 

 ●  Refinement  of  the  utility’s  recent  adoption  of  condition-based  and  data-driven 

 distribution  asset  management  and  maintenance  strategies,  through  such  steps  as 

 increased  asset  data  collection  and  the  expanded  deployment  of  advanced 

 diagnostics  and  predictive  analytics,  which  will  optimize  asset  lifecycle  management 

 and contain costs; 

 ●  Replacement  of  end-of-life  meters  with  next-generation  metering  infrastructure, 

 accompanied  by  advanced  grid-edge  devices,  that  will  improve  grid  visibility, 

 expedite  outage  restoration,  and  equip  customers  with  data-driven  insights  and  tools 

 for greater control over energy usage; 

 ●  Alleviation  of  capacity  constraints,  reduction  of  peak  demand  and  empowering  of 

 customers  through  the  implementation  of  various  NWS,  including  battery  storage  and 

 demand-side management programs; 

 ●  Implementation  of  an  Enterprise  Asset  Management  solution,  providing  Hydro 

 Ottawa  with  a  centralized  repository  of  asset  lifecycle  information  by  which 

 27  A more detailed overview of relevant Hydro Ottawa  initiatives and accomplishments in this regard is available in 
 Schedule 1-3-4 - Facilitating Innovation and Continuous Improvement. 
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 maintenance  work  can  be  prioritized  on  the  basis  of  actual  asset  condition  and  which 

 will automate work management processes; 

 ●  Launch  of  a  drone  inspection  program,  which  will  gather  more  granular  data  on 

 overhead  distribution  assets,  enabling  targeted  maintenance  and  improved  asset 

 health assessments; 

 ●  Introduction  of  advanced  diagnostic  testing  for  station  transformers  to  measure 

 moisture  content  with  more  precision  and  thereby  safeguard  transformer  health  and 

 longevity more effectively; 

 ●  Deployment  of  a  unified  CRM  platform,  enabling  a  360-degree  view  of  each 

 customer; 

 ●  Roll-out  of  additional  energy  management  tools  (including  for  disaggregation  of 

 electricity  consumption),  providing  customers  with  more  detailed  insights  on  their 

 energy use and costs; 

 ●  Integration  of  generative  AI  across  existing  business  systems  and  platforms,  to  boost 

 productivity, automate processes and enrich data analysis; 

 ●  Expansion  of  the  utility’s  fleet  pooling  program,  allowing  more  effective  and  extensive 

 sharing  of  corporate  vehicles  by  field  crews  and  administrative  staff  through 

 enhanced  coordination  of  availability  and  usage,  which  will  optimize  vehicle 

 utilization and reduce the need for the acquisition of over 20 new vehicles; and 

 ●  Delivery  of  the  Ottawa  Retrofit  Accelerator  program,  through  which  federal  funding  is 

 administered  to  local  building  owners  to  support  deep  energy  retrofits,  and  lower 

 both operating costs and building emissions. 

 7.1.  BENCHMARKING 

 The  preparation  of  this  Business  Plan  was  supported  by  year-over-year  comparisons  of  Hydro 

 Ottawa’s  costs  and  outcomes,  along  with  evaluations  of  the  utility’s  performance  against  its 

 peers.  Tracking  and  analysis  of  trends  in  the  achievement  of  system  reliability,  customer  value 

 and  financial  strength  outcomes  have  informed  the  scope  and  substance  of  particular  capital 
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 and  OM&A  programs.  Similarly,  the  benchmarking  of  Hydro  Ottawa’s  expenditures  and 

 performance  relative  to  samples  of  utilities  across  Ontario,  North  America  and  select 

 jurisdictions  abroad  has  yielded  valuable  insights  into  areas  in  which  the  utility  performs  well 

 and  those  in  which  there  is  room  for  improvement.  These  findings  have  been  internalized  and 28

 incorporated  into  specific  work  programs,  and  will  serve  as  important  baselines  and  points  of 

 reference against which to measure the utility’s progress. 

 As  the  implementation  of  Hydro  Ottawa’s  capital  and  operational  plans  unfolds  over  the 

 2026-2030  period,  the  use  of  internal  and  external  benchmarking  will  remain  a  vital  tool  for 

 monitoring  and  measuring  performance.  The  utility  anticipates  undertaking  additional 

 benchmarking  analysis  during  the  rate  term,  as  a  means  of  supporting  its  broader  performance 

 management  and  business  planning  framework,  as  well  as  its  system  and  asset  management 

 planning processes. 

 8.  REVENUE REQUIREMENT & BILL IMPACTS 
 The  Revenue  Requirement  and  Bill  Impacts  associated  with  Hydro  Ottawa’s  proposed 

 2026-2030 capital and operational plans are summarized in the tables below. 

 28  Additional information is available in Schedule 1-3-3  - Benchmarking. 
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 Table 11 - Revenue Sufficiency/Deficiency ($’000s) 

 2026  2027  2028  2029  2030 

 Return on Rate Base  $91,549  $101,661  $113,928  $123,382  $130,196 

 Distribution Expenses (not including 
 amortization)  $140,010  $147,263  $154,891  $162,914  $171,353 

 Amortization  $67,205  $75,392  $82,256  $88,364  $94,410 

 Payment in Lieu of Taxes  $6,638  $6,528  $12,204  $12,671  $15,432 

 Other Expenses  $4,590  $4,596  $0  $0  $0 

 Service Revenue Requirement  $309,993  $335,440  $363,279  $387,331  $411,392 

 Less Revenue Offsets  $11,018  $10,697  $10,859  $11,123  $11,460 

 Revenue Requirement from Rates  $298,975  $324,743  $352,420  $376,208  $399,932 

 Forecasted Load at Prior Year Rates  $249,050  $300,938  $327,932  $355,874  $379,297 

 Yearly Revenue Deficiency  $(49,926)  $(23,804)  $(24,488)  $(20,334)  $(20,636) 

 Cumulative Revenue Deficiency  $(49,926)  $(73,730)  $(98,218)  $(118,552)  $(139,187) 

 Table 12 - Distribution Bill Impacts by Customer Class 

 Rate Class 
 Year-over-Year Distribution % Change 

 2026  2027  2028  2029  2030  Average 
 Residential  17.62%  9.34%  7.46%  5.70%  5.44%  9.11% 
 GS < 50 kW  16.96%  8.38%  6.89%  5.69%  4.71%  8.52% 

 GS > 50 to 1,499 
 kW  22.46%  9.64%  7.16%  5.72%  5.45%  10.09% 

 GS > 1,500 to 
 4,999 kW  11.17%  14.16%  7.57%  5.80%  4.78%  8.70% 
 Large Use  12.60%  17.33%  9.32%  6.22%  8.17%  10.73% 

 Street Lighting  5.89%  -25.52%  4.57%  2.12%  0.94%  -2.40% 
 Sentinel Lighting  8.51%  9.97%  7.45%  5.73%  5.43%  7.42% 

 Unmetered 
 Scattered Load  12.27%  10.46%  6.92%  5.78%  4.64%  8.01% 
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MEMO

To: Executive Management Team (EMT) and Directors

Date: January 5, 2024

Subject: 2024-2030 Priorities and Budget Guidelines

Purpose:

The purpose of this memorandum is to formalize the guidelines to be used in preparation of the Hydro
Ottawa Limited (Hydro Ottawa or HOL) 2024 to 2030 Priorities and Budgets. As you are aware, the
labour disruption in 2023 has impacted and compressed the timelines for both the normal annual
budgeting process and the 2026-2030 Rate Application. Recognizing that each division has been
advancing their plans to the best of their ability, the issuance of this memorandum is to ensure clarity
around guidelines and timelines. The Hydro Ottawa Board of Directors also recently authorized a deferral
of the HOL 2024 Budget approval to April 2024.

Overview:

Hydro Ottawa will file its 2026-2030 Rate Application in Q1 2025 in order to have new distribution rates
effective January 1, 2026. The key considerations include:

● The type of application will be either a five year Custom Incentive Regulation (CIR) or a Price
Cap Incentive Rate-setting (Price Cap IR) which is a one year Cost of Service (COS) rebase,
followed by four years of inflation, minus stretch factor. Regardless of the rate setting option
chosen, full budgetary data will be required for the 2024-2030 period.

● The filing will include the 2024 and 2025 Budgets (referred to as the Bridge years) and Budgets
for the 2026 to 2030 period (referred to as the Test years).

● Consistent with a normal budget year, the information submitted by each business unit for the
2024 to 2030 period will need to be at a detailed level.

● Each of the business unit plans will need to outline the major projects and programs being
undertaken and their tie to the company’s strategic direction with particular focus on the alignment
with our customers’ preferences, productivity, continuous improvement and cost control. There
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will also need to be a discussion of all of the major projects and programs and the outcomes that
are expected from them.

● The Budgets for 2026 to 2030 will be entered into the financial system at the detailed Business
Unit (BU) level.

● Capex and Capital Additions will be aligned with the actual 2023 ending balances. For projects
continuing in 2024 and beyond, please ensure the budgeting aligns with the 2023 ending balances.

Key Milestones:

The following timelines support the customer engagement aspect of the rate application:

2024-2025 Bridge Years
● Compensation Assumptions and Position budget are due January 22, 2024. (See “Compensation &

Position Budgeting” below for more information)
● 2024 and 2025 OM&A budgets are due by January 26, 2024
● 2024 & 2025 CAPEX budgets are due by February 2, 2024
● Full budget to be finalized March 31, 2024 for HOL Board of Directors approval on April 23,

2024

2026 Test Year Budget
● Compensation Assumptions and Position budget are due February 22, 2024
● 2026 OPEX and CAPEX budget are due May 24, 2024
● Approval from Rate Application Steering Committee in June 2024

2027-2030 Test Year Budget
● Compensation Assumptions and Position budget are due March 22, 2024
● 2027 to 2030 OPEX and CAPEX budgets are due June 14, 2024
● Approval from Rate Application Steering Committee in July / August 2024

Other Critical Milestones
● The first draft of the Distribution System Plan (DSP) write-up is due June 1, 2024
● Development (writing) of evidence should commence now
● The Regulatory Affairs Group will release the detailed schedule of due dates on evidence writing

under separate cover
● Preliminary revenue requirement and rate impacts for 2026 are due in June 2024 and for

2027-2030 in July / August 2024
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● Customer Survey on Hydro Ottawa’s plan will begin in early September 2024, with any necessary
adjustment to plans due by November 2024

Alignment of Spending to Company Priorities

All spending must align to our enterprise strategic objectives and outcomes as per the strategic plan It
should also be noted that Hydro Ottawa’s objectives and key areas of focus must align to the Ontario
Energy Board’s (OEB) policy and direction.

Capital

Capital investments should provide for customer growth and the replacement of aging infrastructure to
maintain plant reliability as per the needs analysis documented in the Asset Management Plan and
Distribution System Plan.

Capital investment key considerations include but are not restricted to the following:

● Affordability;
● Reliability and storm-hardening;
● Electrification;
● Climate change and net-zero;
● Efficiency;
● Technological changes (including non-wires alternatives);
● Connection of renewable energy generation (distributed energy resources);
● Smart grid investments;
● Customers’ preferences and expectations;
● Coordination of infrastructure planning with customers, the transmitter, other distributors, and the

Independent Electric System Operator (IESO) or other third parties where appropriate.

For any capital projects exceeding $1,000,000, the first draft of the Material Investment Plan
documentation must also be completed by June 1, 2024.

Technology

Divisions are responsible for liaising with the CITO Division (IT) through their IT Prime Contacts to
communicate and coordinate technology requirements to ensure alignment with company priorities. For
any new technology project greater than $1,000,000, the Material Investment Plan documentation must be
completed – this is a joint responsibility between the Division requesting the IT Project and the IT Prime
Contact. The first draft of the Material Investment Plan is due by June 1, 2024. IT will consolidate all
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requests from each Division and will prioritize and recommend which projects are to move forward for
Rate Application Steering Committee approval prior to inclusion in the budgets.

Compensation & Position Budgeting

Compensation and benefit estimates will be provided by the Chief Human Resources Officer (CHRO)
Division and will be based on the renewed collective agreement and anticipated increases beyond the
existing term.

With support from the Director, Corporate Planning, Risk, Advisory Services and Head, Internal Audit,
CHRO will be conducting divisional, and in some cases cross divisional, organizational capacity and
design conversations and workshops with a focus on workforce capacity building. These conversations
and workshops will centre around the skills and positions needed to support both current projects and
initiatives as well as those planned for the next rate application period. The output of these sessions will
drive additional position requirements and form the basis of our workforce plan.

It will be critical for each Division/Group to be prepared for these sessions by understanding their current
and future work plans to a degree that will support a discussion of the required skills and positions to
support the implementation and maintenance of these plans.

Non-Compensation OM&A

Hydro Ottawa’s OM&A plans should include costs that are incurred to continue providing a safe, reliable
and efficient electricity distribution system and support the Distribution System Plan, along with meeting
legislative and regulatory compliance requirements. The key investment considerations noted under the
Capital section above are also considerations for OM&A plans, along with other considerations such as
cloud computing, cybersecurity, and other external drivers like insurance premiums. Existing OM&A
funding should also be reviewed for savings.

All new or expansion of existing funding must be supported and approved by each respective EMT and
ultimately the Rate Application Steering Committee with approval of the overall budgets.

Productivity, Continuous Improvement and Cost Control

Productivity, continuous improvement and cost effectiveness remain a key corporate priority across each
area: capital, technology, compensation and other OM&A. Each program area should consider a focus on
cost effective delivery of outcomes that matter to customers, with appropriate pacing and prioritization to
control costs and manage risks.
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Inflation Rate

Inflation is a significant concern and planning challenge for Hydro Ottawa in the current environment.
Corporate Finance will assist in applying forecast inflation out to 2030. In the absence of long term
contracts or specific inflationary expectations, please budget in constant dollars using 2024 as the base
year. Secondly, ensure that each budget is in a sufficient amount of detail to allow for appropriate
application of corporate inflation rates by grouping by appropriate cost driver - labour, materials, etc. For
longer term contracts with pricing for 2025 and beyond, please advise your management accountant of the
negotiated inflation factor from the contract. Similarly for equipment, materials, technology, or services
for which standard inflation will not suffice, please advise your management accountant of these
circumstances and the inflation factor deemed appropriate for the situation.

Thank you.

Geoff Simpson
Chief Financial Officer

cc: Rate Application Working Group
Management Accountants 1

HR Partners 1

IT Prime Contacts 1

1 Refer to HydroBuzz under Key Contacts for the most up to date divisional partner lists
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 IMPACTS OF COVID-19 PANDEMIC 

 1.  INTRODUCTION 
 This  Schedule  summarizes  the  impacts  of  the  global  COVID-19  pandemic  on  Hydro  Ottawa, 

 consistent  with  section  2.1.10  of  the  Chapter  2  Filing  Requirements  for  Electricity  Distribution  Rate 

 Applications  -  2025  Edition  for  2026  Rate  Applications  ,  dated  December  9,  2024.  The  first  part  of 

 this  Schedule  examines  the  impacts  experienced  by  the  utility  during  the  2021-2025  rate  term,  while 

 the  second  part  addresses  how  and  whether  any  lingering  effects  from  the  pandemic  have  impacted 

 Hydro Ottawa’s forecasts and plans for the 2026-2030 period. 

 2.  COVID-19 IMPACTS DURING THE 2021-2025 RATE TERM 
 On  March  17,  2020,  the  Government  of  Ontario  declared  a  state  of  emergency  to  protect  public 

 health  and  safety  in  light  of  the  accelerating  transmission  of  COVID-19.  Over  the  next  two  years,  the 

 provincial  government  took  numerous  steps  and  directed  numerous  actions  aimed  at  safeguarding 

 public  health,  limiting  the  spread  of  the  virus,  supporting  the  continuity  of  critical  services,  and 

 providing  financial  and  cost  relief  to  businesses  and  residents  of  Ontario.  April  27,  2022  marked  the 

 date  in  which  all  emergency  orders  under  the  Reopening  Ontario  (A  Flexible  Response  to 

 COVID-19) Act, 2020  were revoked. 1

 Like  all  businesses  in  Ontario,  Hydro  Ottawa  was  significantly  impacted  by  COVID-19  and  the 

 restrictions  put  in  place  by  all  levels  of  government  to  mitigate  the  public  health  emergency.  The 

 sections  below  provide  a  high-level  summary  of  these  impacts  and,  where  appropriate,  indicate  to 

 what  extent  they  were  largely  confined  to  the  period  of  the  pandemic  itself  or  endured  over  the 

 course of the months and years which followed. 

 1  Government of Ontario, “Report on Amendments, Extensions, and Revocations of Orders under the Reopening Ontario 
 (A Flexible Response to COVID-19) Act, 2020 from December 2, 2021, to March 28, 2022,” 
 https://www.ontario.ca/document/report-amendments-extensions-and-revocations-orders-under-reopening-ontario-flexible 
 -3  . 
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 2.1.   WORKFORCE SAFETY AND PLANNING 

 Throughout  the  pandemic,  ensuring  employee  health  and  safety  was  a  top  priority  for  Hydro 

 Ottawa, with the utility proactively implementing numerous protocols to protect its workforce. 

 Nearly  two  months  before  COVID-19  was  declared  a  public  health  emergency  in  Ontario,  Hydro 

 Ottawa  formally  activated  its  pandemic  plan.  Subsequent  to  the  province’s  declaration  on  March  17, 

 2020,  the  utility  pivoted  seamlessly  to  a  remote  work  environment  for  office-based  employees.  For 

 field  crews  and  other  employees  whose  responsibilities  precluded  work  from  home,  enhanced 

 safety  measures  were  implemented,  alongside  modified  work  schedules  and  environments  (e.g. 

 personal  protective  equipment  (PPE)  issuance;  staggered  start/end  times;  daily  COVID-19 

 self-assessments  prior  to  reporting  to  work;  division  of  System  Office  staff  into  two  separate  groups 

 assigned  to  either  the  primary  location  or  a  back-up  location).  From  the  outset  of  the  pandemic, 

 Hydro  Ottawa’s  actions  were  guided  by  the  recommendations  of  public  health  authorities, 

 governments  and  industry  regulators,  including  for  purposes  of  return-to-work  plans  which  were 

 instituted  (as  public  health  conditions  allowed)  at  different  junctures  over  the  course  of  late  2020, 

 2021  and  2022,  and  which  involved  employees  rotating  between  the  workplace  and  home.  When 

 COVID-19  vaccination  became  available  in  early  2021,  Hydro  Ottawa  undertook  an  education  and 

 awareness campaign encouraging employees to receive the vaccine. 

 Hydro  Ottawa  successfully  migrated  to  remote  working  during  the  early  days  of  the  pandemic,  as 

 the  utility  was  well-positioned  to  implement  the  changeover,  having  already  phased-out  desktop 

 computers  in  favour  of  laptops,  and  begun  the  transition  to  cloud-based  collaboration  tools  and 

 information  management  systems.  While  this  groundwork  was  in  place,  certain  modules  such  as 

 Google  Meet  were  fast  tracked  because  of  the  pandemic.  Upon  receiving  instructions  to  work  from 

 home,  employees  were  able  to  carry  out  all  work  activities  and  continue  operating  core  business 

 systems with no interruption in service delivery. 
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 As  the  pandemic  progressed,  employees  demonstrated  their  ability  to  continuously  adapt  to 

 constraints  and  uncertainty  in  the  external  environment,  and  to  embrace  new  solutions  for 

 performing  their  work.  For  example,  Hydro  Ottawa  became  one  of  the  first  major  utilities  in  Ontario 

 to  defend  its  rebasing  application  through  a  virtual  adjudicative  proceeding  (EB-2019-0261).  The 

 utility  submitted  its  application  on  February  10,  2020,  expecting  the  customary  in-person  process; 

 however,  it  was  required  to  shift  its  approach  following  the  province’s  emergency  declaration  and 

 engage  in  Technical  Conference  and  Settlement  Conference  discussions  in  a  virtual  format.  The 

 constructive  engagement  between  Hydro  Ottawa,  intervenors  and  OEB  staff  in  the  proceeding 

 helped inform the OEB’s broader approach to conducting virtual hearings. 2

 Subsequent  to  the  pandemic,  and  in  step  with  economy-wide  trends,  Hydro  Ottawa  implemented  a 

 structured  hybrid  work  program  for  employees,  so  as  to  provide  flexibility  and  remain  competitive  in 

 a tightening labour market. 

 With  respect  to  workforce  impacts,  the  utility  experienced  higher  than  normal  attrition  rates  due  to 

 resignations  and  retirements  during  and  following  the  pandemic.  Key  drivers  underlying  these 

 trends  included  a  more  fluid  and  dynamic  labour  market,  as  well  as  an  uptick  in  employees  opting 

 for  early  retirement  in  response  to  the  unprecedented  challenges  associated  with  the  pandemic  and 

 other  disruptive  events  such  as  the  May  2022  Derecho  and  the  84-day  strike  in  2023.  As  part  of  its 

 ongoing,  proactive  approach  to  workforce  planning,  Hydro  Ottawa  has  been  addressing  these  and 

 other  pressures  through  targeted  recruitment,  retention,  training  and  development  strategies.  For 

 more information please see Attachment 4-1-3(B) - Workforce Planning Strategy. 

 2  On June 17, 2020, the OEB issued a letter to all registered stakeholders seeking input on virtual hearings. (Available: 
 https://www.oeb.ca/sites/default/files/OEBltr-Seeking-Feedback-Virtual-Hearing-20200617.pdf  ).  The first day of the 
 Technical Conference in Hydro Ottawa’s rebasing application proceeding was held less than one month later (July 15, 
 2020) in a virtual format. 
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 2.2.   CUSTOMER SERVICE 

 Alongside  employee  safety,  Hydro  Ottawa  focused  on  serving  and  supporting  customers  through 

 the  pandemic.  Within  a  week  of  the  province’s  emergency  declaration  in  March  2020,  the  utility  had 

 collaborated  effectively  with  an  external  service  provider  to  deploy  a  cloud-based  customer-contact 

 solution  that  ensured  service  continuity  in  a  work-from-home  environment.  Similarly,  in  light  of  the 

 shifts  in  customer  demand  related  to  working  and  learning  from  home,  planned  power  interruptions 

 were  limited  to  critical  needs  only,  with  non-essential  work  deferred.  Hydro  Ottawa  likewise 

 introduced  a  program  which  proved  to  be  popular,  in  which  portable  battery  packs  were  loaned  to 

 customers  affected  by  planned  outages,  allowing  them  to  continue  using  small  electronic  devices 

 for  the  duration  of  the  outage.  In  addition,  as  described  in  Schedule  1-4-1  -  Customer  Engagement 

 Ongoing,  Hydro  Ottawa  transitioned  to  virtual  open  houses  in  2020,  offering  increased  accessibility 

 through  multiple  time  slots.  In  2023,  a  hybrid  approach  was  adopted  and  continues  to  be  used, 

 providing  both  virtual  and  in-person  options  for  customer  participation.  This  flexible  format  ensures 

 ongoing effective communication and engagement with customers. 

 Considerable  effort  was  also  spent  on  ensuring  relief  for  customers  experiencing  financial  hardship 

 as  a  result  of  the  pandemic.  In  this  regard,  the  utility  offered  flexible  payment  plans  for  these 

 customers,  implemented  Ontario’s  rate  plan  emergency  electricity  rate  relief,  extended  the  OEB 

 mandated  disconnection  ban  to  all  customers  and  collaborated  with  provincial  policymakers  and 

 regulators  on  the  design  and  administration  of  the  COVID-19  Energy  Assistance  Program  (CEAP) 

 to ensure that all allocated dollars were fully disbursed. 

 As  described  in  further  detail  in  Attachment  1-3-3(C)  -  Electricity  Utility  Scorecard,  Hydro  Ottawa 

 sustained  high  levels  of  delivery  and  performance  on  core  service  quality  and  customer  satisfaction 

 indicators  throughout  the  pandemic.  Notably,  the  utility  achieved  its  highest  annual  customer 

 satisfaction  ratings  of  the  past  decade  during  the  two  most  challenging  years  of  the  pandemic  ‒ 

 96% in 2020 and 94% in 2021. 
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 2.3.   SYSTEM DEMAND 

 The  public  health  restrictions  imposed  as  a  result  of  the  pandemic  impacted  local  use  of  electricity. 

 The  most  significant  impact  was  tied  to  more  people  working  and  learning  from  home.  This  led  to  an 

 increase  in  consumption  among  residential  customers  and  a  corresponding  decrease  among 

 commercial  customers.  Commercial  use  also  decreased  as  a  result  of  some  businesses  reducing  or 

 ceasing  their  activity  altogether  and  closing,  resulting  in  lost  revenue  and  an  increased  number  of 

 customers  changing  commercial  rate  classes.  Please  see  Schedule  3-1-2  -  Accuracy  of  Load 

 Forecast and Variance Analyses for more details and trends. 

 During  the  early  months  of  the  pandemic,  average  daily  use  dropped.  However,  by  Summer  2020, 

 with  more  people  at  home  using  their  air  conditioners,  this  actually  led  to  a  higher  level  of  summer 

 peak demand than the previous year. 

 As  the  pandemic  progressed  into  Fall/Winter  2020,  demand  and  consumption  began  to  return  to 

 pre-COVID-19  levels.  These  shifts  in  consumption  and  demand  were  similar  to  those  observed  for 

 the Ontario-wide system. 3

 2.4.   CAPITAL INVESTMENT PROGRAM 

 The  COVID-19  pandemic  presented  significant  challenges,  including  supply  chain  disruptions, 

 which  contributed  to  project  delays  and  cost  escalations  across  various  programs.  The  restrictions 

 imposed  on  economic  and  social  activity  triggered  significant  increases  across  global  supply  chains 

 in  the  cost  of  goods  and  the  lead  times  for  their  delivery.  As  a  result  of  these  pressures  and 

 constraints,  Hydro  Ottawa  encountered  considerable  challenges  in  sourcing  critical  materials  and 

 equipment  (e.g.  transformers),  which  in  turn  led  to  budget  exceedances  and  scheduling  delays  for 

 certain  projects.  For  further  details  on  work  program  and  capital  variances,  please  refer  to  Schedule 

 3  Independent Electricity System Operator,  2021 Annual  Planning Outlook - Ontario’s electricity system needs: 2023-2042 
 (December 2021). 
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 2-5-5  -  Capital  Expenditure  Plan,  Schedule  4-1-1  -  Operations,  Maintenance  and  Administration 

 Summary and Schedule 1-2-5 - Impacts of Inflationary Pressure. 

 Despite  the  challenges  noted  above,  Hydro  Ottawa  executed  the  majority  of  its  planned  capital 

 investments  for  2020  and  2021-2025.  A  notable  example  of  capital  work  accomplishment  during  the 

 COVID-19  outbreak  is  the  Cambrian  Municipal  Transformer  Station  (MTS)  project.  Construction  on 

 this  project  began  in  the  fall  of  2019,  by  which  point  all  major  equipment  and  components  had  been 

 procured.  Although  construction  was  temporarily  paused  in  early  2020  following  the  provincial 

 emergency  declaration,  work  schedules  were  adjusted  and  on-site  safety  protocols  were  enhanced 

 to  enable  continued  activity.  By  March  2022,  construction  and  testing  was  complete,  and 

 energization  occurred  the  following  month,  allowing  for  the  project  to  come  in  on  schedule  and 

 within budget. 

 2.5.   FINANCIAL 

 Notwithstanding  the  fact  that  Hydro  Ottawa  is  not  proposing  to  recover  costs  through  the  generic 

 COVID-19  Deferral  Account  which  was  established  by  the  OEB  in  response  to  the  pandemic,  it 4

 should  be  noted  that  the  utility  experienced  a  range  of  adverse  financial  impacts  such  as  lost 

 revenues  caused  by  reduced  customer  demand  and  consumption,  an  increase  in  bad  debt,  and  the 

 incurrence  of  additional  costs.  With  respect  to  the  latter,  these  incremental  costs  were  driven  by 

 numerous  factors  and  needs,  including  but  not  limited  to  the  following:  purchases  of  PPE  for 

 employees,  such  as  face  masks  and  hand  sanitizers;  increased  cleaning  of  administrative  and 

 operational  facilities,  as  well  as  fleet  vehicles;  and  standby  fees  from  an  additional  credit  facility 

 obtained in order to cover potential liquidity issues (which was ultimately not used). 

 Hydro  Ottawa  mitigated  these  revenue  shortfalls  and  cost  increases  through  several 

 cost-containment  measures,  including  a  hiring  freeze  for  vacant  positions,  termination  of  temporary 

 4  For additional information related to the COVID-19 Account and agreed limited use of this Account as noted in the 
 2021-2025 Approved Settlement Agreement, please see Schedule 9-1-3 - Group 2 Accounts. 
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 contract  and  part-time  employees,  cancellation  of  the  summer  student  program,  and  restrictions  on 

 employee  travel,  training  and  events.  Please  refer  to  Schedule  4-1-2  -  Operations,  Maintenance  and 

 Administration Program Costs for year-over-year variance details. 

 It  should  also  be  noted  that  the  pandemic’s  economic  fallout,  including  increased  government 

 spending  and  relief  measures,  contributed  to  rising  inflation  and  interest  rates.  These  broader 

 economic  trends  also  significantly  impacted  Hydro  Ottawa.  Inflation,  in  particular,  is  discussed 

 further in Schedule 1-2-5 - Impacts of Inflationary Pressure. 

 Furthermore,  the  timing  of  Hydro  Ottawa’s  last  rebasing  application  meant  that  the  first  three  years 

 of  revenue  requirements  reflected  a  return  on  equity  affected  by  COVID-19,  while  short-term  and 

 long-term  debt  rates  were  set  using  uncharacteristically  low  parameters  in  comparison  to  market 

 conditions  during  the  rate  period.  This  resulted  in  Hydro  Ottawa  starting  with  a  lower  cost  of  capital 5

 position than many of its peers. 

 3.  COVID-19 IMPACTS ON 2026-2030 DISTRIBUTION RATE PLAN 
 The  COVID-19  pandemic,  while  initially  presenting  acute  challenges  during  its  most  intense  period, 

 has  had  lasting  and  evolving  effects  on  Hydro  Ottawa.  These  effects,  combined  with  other 

 significant  events  such  as  the  May  2022  Derecho,  the  strike  and  inflationary  pressures,  are  key 

 considerations in the utility’s planning for the 2026-2030 rate term. 

 3.2.   2026-2030 LOAD FORECAST 

 Detailed information regarding Hydro Ottawa’s load forecast for the 2026-2030 rate term is available 

 in Schedule 3-1-1 - Revenue Load and Customer Forecast, including impacts of rate reclassification 

 of commercial loads and a slower pace of conservation and demand management programs. 

 5  https://www.oeb.ca/regulatory-rules-and-documents/rules-codes-and-requirements/cost-capital-parameter-updates 
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 3.3.   2026-2030 CAPITAL EXPENDITURES 

 As  stipulated  by  OEB  Filing  Requirements,  Hydro  Ottawa  has  filed  a  Distribution  System  Plan 

 (DSP),  which  can  be  found  in  Schedules  2-5-1  through  2-5-9.  In  particular,  Schedule  2-5-1  - 

 Distribution  System  Plan  Overview  summarizes  the  documentation  related  to  Hydro  Ottawa’s 

 planned  expenditures  over  the  coming  five  years  on  its  distribution  system  and  general  plant.  The 

 DSP  provides  detailed  information  and  analysis  regarding  the  key  drivers  underlying  the  historic 

 levels  of  investment  that  are  necessary  over  the  course  of  2026  to  2030:  deteriorating  infrastructure; 

 local  population  and  economic  growth;  reliability  and  resilience  imperatives;  and  increased 

 electrification. 

 Lingering  effects  of  the  pandemic  impact  Hydro  Ottawa’s  planned  capital  program,  specifically 

 regarding  the  procurement  and  costs  of  particular  infrastructure,  equipment  and  external  services. 

 As  noted  above,  COVID-19  and  accompanying  public  health  restrictions  imposed  extraordinary 

 pressures  on  domestic  and  international  supply  chains,  resulting  in  increased  costs  for  goods  and 

 longer  lead  times  for  delivery.  These  pressures  have  also  been  compounded  by  other  events  such 

 as  wars,  labour  disruptions  globally  and  US  tariffs.  The  high  rates  of  inflation  which  were 

 experienced  in  the  latter  stages  of  the  pandemic  and  the  ensuing  years  imposed  upward  pressure 

 on  the  prices  of  certain  goods  and  services,  including  key  infrastructure  components  like  power 

 transformers  and  the  labour  provided  by  third-party  contractors  retained  by  Hydro  Ottawa  to  assist 

 with  the  construction  of  major  capital  projects.  These  capital  cost  pressures  and  trends  carry  over 

 into the 2026-2030 rate term. 

 For more information, please refer to the DSP in Schedules 2-5-1 through 2-5-9. 

 3.4.   2026-2030 OM&A EXPENDITURES 

 Similar  to  the  foregoing  discussion  on  the  lingering  impacts  of  high  levels  of  inflation  on  capital 

 expenditures,  there  are  comparable  pressures  with  respect  to  operations,  maintenance  and 

 administration  expenses  for  the  next  five  years  (for  example,  for  operational  services  provided  by 
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 third-parties).  Please  see  Schedule  4-1-2  -  Operations,  Maintenance  &  Administration  Program 

 Costs for more information. 

 In  summary,  the  material  and  labour  cost  increase  experienced  due  to  pandemic  induced  supply 

 chain  disruption  and  inflationary  pressures  have  not  reversed  and  continue  into  the  2026-2030  rate 

 period. Additionally, pressure such as US tariffs are creating new cost considerations to manage. 
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 IMPACTS OF INFLATIONARY PRESSURE 
 1.  OVERVIEW 
 Subsequent  to  Hydro  Ottawa  submitting  its  five-year  Custom  Incentive  Rate-Setting  (Custom 

 IR)  Application  for  the  years  2021-2025,  1  the  Canadian  economy  experienced  inflation  at  a 

 greater  rate  than  it  had  in  the  prior  five-year  period.  In  the  2020-2024  period,  Canada’s  inflation 

 rate as measured by the Consumer Price Index (CPI) was the highest in 40 years.  2 

 For  a  number  of  reasons,  such  as  the  COVID-19  pandemic,  supply  chain  disruptions,  and 

 demand-driven  impacts,  the  actual  rate  of  inflation  experienced  by  Hydro  Ottawa  in  the  first  four 

 years  of  the  current  Custom  IR  period  (2021-2024)  has  been  higher  than  forecasted.  This  has 

 resulted  in  higher-than-planned  actual  operations,  maintenance  and  administration  (OM&A)  and 

 capital  costs.  As  discussed  further  in  this  Schedule,  the  level  of  OM&A  included  in  Hydro 

 Ottawa’s  rates  over  the  2021-2024  period  was  increased  by  the  OEB’s  inflation  factor,  less  the 

 stretch  factor  plus  a  growth  factor.  With  respect  to  capital  costs,  the  approved  plan  did  not 

 include  any  amounts  forecast  for  inflation,  nor  did  it  include  any  cost  escalation  adjustment 

 mechanisms.  Essentially  the  capital  plan  assumed  that  a  modest  level  of  inflation  would 

 continue  and  the  impact  of  any  inflation  would  be  offset  by  productivity  and  efficiency  savings. 

 Furthermore,  the  2022-2025  capital  related  revenue  requirement  was  reduced  by  a  cumulative 

 annual 0.6% capital stretch factor. 

 The  electricity  industry  has  experienced  higher  cost  increases  than  the  general  economy  due  to 

 the  significant  increase  in  the  cost  of  many  core  commodities  and  products  used  in  the  industry. 

 These  commodities  include  steel,  aluminum,  copper,  and  lumber.  Cost  increases  in  these  core 

 materials  have  had  an  impact  on  the  price  of  key  electrical  components  such  as  transformers, 

 conductors,  and  switchgears.  While  it  is  difficult  to  determine  the  exact  impact  that  inflationary 

 pressure  has  had  on  overall  Hydro  Ottawa  costs,  it  is  possible  to  identify  many  of  the  underlying 

 contributors  to  cost  increases.  This  Schedule  identifies  the  increase  in  key  input  costs  to  Hydro 

 Ottawa  that  have  caused  expenditures  to  be  higher  than  planned  in  the  2021-2025  period. 

 2  Statistics Canada, May 22, 2024.  High Inflation in  2022 in Canada: Demand–pull or supply–push? 

 1  Hydro Ottawa Limited,  2021-2025 Custom Incentive  Rate-Setting Distribution Rate Application  , EB-2019-0261 
 (February 10, 2020). 
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 These  cost  increases  are  expected  to  remain  and  further  increase  costs  in  the  2026-2030 

 Custom IR period is expected. 

 The  forecasted  inflationary  pressures  described  in  this  Schedule  and  reflected  in  Hydro 

 Ottawa’s  proposed  spending  for  the  2026-2030  period  do  not  consider  any  further  inflationary 

 risks  caused  by  climate  change  and  political  circumstances.  Tariffs  imposed  by  the  United 

 States  will  increase  the  cost  of  materials  and  products  produced  in  that  country.  Retaliatory 

 tariffs  imposed  by  Canada  on  goods  and  services  purchased  from  the  United  States  will  more 

 directly  and  materially  increase  Hydro  Ottawa’s  costs  for  any  of  those  goods  and  services. 

 Retaliatory  tariffs  will  also  increase  the  cost  of  materials  and  commodities  purchased  by  Hydro 

 Ottawa’s  Canadian  suppliers.  These  cost  increases  would  be  further  compounded  by  impacts 

 that  tariffs  would  have  on  the  broader  Canadian  economy,  which  would  likely  weaken  the 

 Canadian  dollar  and  cause  increases  in  prices  that  Hydro  Ottawa  incurs  for  all  goods  and 

 services procured by Hydro Ottawa or its Canadian suppliers from other countries. 

 Extreme  weather  events  caused  by  climate  change,  such  as  flooding  and  wildfires,  have  caused 

 cost  increases  in  the  past  and  may  cause  increases  in  the  future  as  extreme  weather  events 

 become  more  frequent.  For  example,  wildfires  on  the  west  coast  reduce  the  supply  of  timber, 

 increasing  the  cost  of  Western  Red  Cedar  wood  poles.  Extreme  weather  events  also  damage 

 buildings  and  infrastructure,  which  increases  the  demand  and  costs  for  the  materials  required  to 

 replace  and  rebuild.  Hydro  Ottawa  would  incur  costs  that  are  materially  higher  than  forecast  if 

 any of these risks materialize. 

 Hydro  Ottawa  has  and  continues  to  see  the  impacts  of  rising  costs  across  all  areas  of  business 

 including  internal  labour,  outside  services,  equipment,  materials  and  supplies,  and  fuel.  With 

 respect  to  equipment,  materials  and  supplies,  and  fuel,  the  actual  rate  of  inflation  experienced 

 by Hydro Ottawa exceeded the OEB inflation factor rate. 
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 This  Schedule  provides  information  on  cost  increases  in  the  2021-2025  period  that  have 

 contributed  to  variances  from  the  OEB-Approved  amounts  and  also  provides  a  basis  to  support 

 the level of expenditures in the 2026-2030 Custom IR period. Information is provided on: 

 ●  The  inflation  factor  as  calculated  by  the  OEB  and  provided  to  LDCs  for  use  in  adjusting 

 rates; 

 ●  The  impact  of  inflation  on  the  price  of  core  commodities  that  are  used  in  manufacturing 

 material and equipment used by LDCs; 

 ●  The impact of inflation on the price of electrical components used by LDCs; 

 ●  Specific inflation impacts on Hydro Ottawa labour and common procurement items; and 

 ●  The expected impact of inflation on Hydro Ottawa in the 2026-2030 period. 

 2.  INFLATION (2016-2025) 
 2.1.  OEB INFLATION PARAMETERS 
 In  its  2013  report,  Rate  Setting  Parameters  and  Benchmarking  under  the  Renewed  Regulatory 

 Framework  for  Ontario’s  Electricity  Distributors,  3  the  OEB  established  a  methodology  for 

 determining  its  annual  inflation  factor  for  use  in  incentive-based  rate  adjustment  mechanisms. 

 The OEB’s two-factor inflation factor is based on the weighted sum of the following sub-indices: 

 ●  Non-Labour:  70%  of  the  annual  percentage  change  in  Canada’s  Gross  Domestic 

 Product  Implicit  Price  Index  (GDP-IPI)  Final  Domestic  Demand  (FDD),  as  reported  by 

 Statistics Canada; and 

 ●  Labour:  30%  of  the  annual  percentage  in  the  Average  Weekly  Earnings  (AWE)  for 

 workers in Ontario, as reported by Statistics Canada. 

 Based  on  this  methodology,  the  OEB  calculated  the  inflation  parameters  to  be  used  by 

 Distributors  in  the  2016-2025  period.  As  can  be  seen  in  Table  1  below,  the  rate  of  inflation  as 

 calculated  by  the  OEB  has  increased  in  the  2021-2025  period  (3.5%  annual  average)  as 

 3  Ontario Energy Board  , Rate Setting Parameters and  Benchmarking under the Renewed Regulatory Framework for 
 Ontario’s Electricity Distributors  EB-2010-0379 (November  21, 2013) 
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 compared  to  the  2016–2020  period  (1.7%  annual  average).  Furthermore,  it  is  noted  that  in 

 calculating  the  annual  inflation  parameters  the  OEB  uses  historical  Statistics  Canada 

 information  that  reflects  cost  data  two  years  prior  to  the  period  it  is  being  applied  to.  Thus  the 

 inflation that an LDC is compensated for will lag the actual inflation impact incurred. 

 Table 1 – OEB Inflation Parameters 

 OEB Inflation Parameters 
 2016  2017  2018  2019  2020  2021  2022  2023  2024  2025 

 %  2.1%  1.9%  1.2%  1.5%  2.0%  2.2%  3.3%  3.7%  4.8%  3.6% 
 5-YEAR ANNUAL 
 AVERAGE  1.7%  3.5% 

 Taking  a  closer  look  at  the  components  of  the  OEB  Inflation  Parameter  calculation,  Tables  2  and 

 3  provide  a  breakdown  of  the  Non-Labour  and  Labour  Components  of  the  OEB  Inflation 

 Parameter, respectively. 

 Table 2 – Non Labour Component 

 OEB Inflation Parameters – Non Labour Component  4 

 2016  2017  2018  2019  2020  2021  2022  2023  2024  2025 
 %  2.2%  1.6%  1.2%  1.4%  1.6%  1.9%  1.7%  3.8%  5.9%  3.7% 
 5-YEAR ANNUAL 
 AVERAGE  1.6%  3.4% 

 The  rate  of  inflation  for  Non-Labour  Components  has  increased  in  the  2021-2025  period  (3.4% 

 annual average) as compared to the 2016–2020 period (1.6% annual average). 

 4  GDP-IPI (FDD) 
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 Table 3 – Labour Component 

 OEB Inflation Parameters – Labour Component  5 

 2016  2017  2018  2019  2020  2021  2022  2023  2024  2025 
 %  2.0%  2.6%  1.1%  1.9%  2.9%  2.7%  7.0%  3.5%  2.3%  3.2% 
 5-YEAR ANNUAL 
 AVERAGE  2.1%  3.7% 

 The  rate  of  inflation  for  the  Labour  Component  has  increased  in  the  2021-2025  period  (3.7% 

 annual average) as compared to the 2016–2020 period (2.1% annual average). 

 It  is  noted  that  the  Statistics  Canada  indices  used  in  the  OEB  Inflation  Parameter  calculation  are 

 not  specifically  indicative  of  costs  incurred  in  the  electricity  industry  or  by  Hydro  Ottawa.  The 

 Canada  GDP-IPI  (FDD)  measure  represents  a  broad  macroeconomic  measure  of  inflation.  The 

 AWE-  All  Employees  -  Ontario  measure  is  comprised  of  20  classifications  of  employees,  one  of 

 which  is  utilities.  While  the  two  measures  both  generally  indicate  an  inflationary  impact  higher 

 that  what  Hydro  Ottawa  had  planned  for,  it  is  Hydro  Ottawa’s  experience  that  actual  incurred 

 costs  are  higher  than  the  general  inflation  measures  calculated  by  the  OEB.  Sections  3  and  4 

 below take a closer look at the specific inflationary cost pressures that Hydro Ottawa incurred. 

 It  is  also  noted  that  the  inflation  factor  derived  by  the  OEB  is  based  on  a  calculation 

 methodology  that  uses  historical  information.  This  results  in  a  lag  to  the  inflation  factor  that 

 applies  to  LDCs.  For  example,  the  2025  inflation  factor  is  based  on  Statistics  Canada 

 information from 2022 and 2023. This is summarized in Table 4 below. 

 5  AWE – All Employees – Ontario 
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 Table 4 - 2021-2025 I-Factor Components  6 

 Non-Labour  Labour 

 GDP-IPI(FDD) - Normal  AWE- All Employees - 
 Ontario 

 Q1  Q2  Q3  Q4  Annual 
 Average 

 % 
 Change  Weight  Annual  % 

 Change  Weight  Annual % 
 Change 

 A  B  C  D  (A*B) + (C*D) 
 2021 I-Factor 

 2018  109.4  109.9  110.6  111  110.23  1,021.4          
 2019  111.4  112.2  112.6  113.3  112.38  1.9%  70%  1,049.5  2.7%  30%  2.2% 

 2022 I-Factor 
 2019  111.2  111.8  112.1  112.9  112.00  1,049.7 
 2020  113.3  113.5  114.1  114.8  113.93  1.7%  70%  1,126.3  7.0%  30%  3.3% 

 2023 I-Factor 
 2020  113.4  113.5  114.0  114.7  113.900  1,126.3 
 2021  116.2  117.4  118.9  120.8  118.325  3.8%  70%  1,166.8  3.5%  30%  3.7% 

 2024 I-Factor 
 2021  116.4  117.5  119.1  121.0  118.50  1,166.7 
 2022  123.6  125.3  126.2  127.5  125.65  5.9%  70%  1,194.2  2.3%  30%  4.8% 

 2025 I-Factor 
 2022  114.3  116.1  117.1  118.4  116.48  1,193.3 
 2023  119.1  120.4  121.4  122.8  120.93  3.7%  70%  1,232.0  3.2%  30%  3.6% 

 6  Note: Statistics Canada periodically updates figures  so values for a given year may change over time. The base year was updated in 2022 from 2012 to 2017 
 (2017 = 100). 
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 2.2.  INFLATION METHODOLOGY IN HYDRO OTTAWA’S 2021-2025 APPLICATION 
 In  Hydro  Ottawa’s  2016-2020  Custom  IR  Application,  7  Hydro  Ottawa  proposed  including  an 

 inflation  factor  of  2.26%  as  a  component  of  its  Custom  Price  Escalation  Factor  (CPEF).  The 

 CPEF  was  originally  proposed  to  include  a  Hydro  Ottawa-specific  inflation  factor,  less  a  stretch 

 factor,  plus  a  growth  factor.  The  proposed  2.26%  inflation  rate  was  derived  by  applying  Hydro 

 Ottawa’s  specific  labour/non-labour  weighting  factors  to  two  indices  (the  GDP-IPI  and  AWE  for 

 workers  in  Ontario)  and  averaging  them  over  the  historic  and  forecast  2017-2025  period.  These 

 alternate  labour/non-labour  weighting  factors  were  more  aligned  with  inflationary  pressures 

 associated with Hydro Ottawa’s spending. 

 The  CPEF  was  proposed  to  apply  only  to  OM&A  and  there  was  no  inflation  included  in  the 

 forecast  of  capital  costs  or  in  annual  price  escalations  of  capital-related  revenue  requirement 

 components.  In  the  Approved  Settlement  Agreement,  the  Hydro  Ottawa-specific  inflation  factor 

 of 2.26% was replaced with the OEB’s annual inflation factor.  8 

 Hydro  Ottawa’s  CPEF  used  to  escalate  OM&A  for  2022-2025  is  summarized  in  Table  5.  The 

 inflation  factor  (I)  is  the  OEB’s  annual  inflation  factor  as  summarized  in  Table  4.  The  growth 

 factor  (G)  is  the  forecast  average  growth  in  customers  from  2021  to  2025,  0.97%,  multiplied  by 

 a  scaling  factor  of  0.35%.  The  stretch  factor  (X)  is  0.45%,  the  stretch  factor  assigned  to  cohort 

 IV  LDCs,  plus  a  0%  productivity  factor.  The  growth  and  stretch  factors  were  fixed  for  the 

 duration  of  the  Custom  IR  term  so  the  CPEF  was  equal  to  the  OEB’s  inflation  factor  minus 

 0.11% in each year. 

 8  Hydro Ottawa Limited,  2021-2025 Custom Incentive  Rate-Setting Approved Settlement Agreement  , EB-2019-0261 
 (September 18, 2020). Page 15 

 7  Hydro Ottawa Limited,  2016-2020 Custom Incentive  Rate-Setting Distribution Rate Application  , EB-2015-0004  (April 
 29, 2015). 
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 Table 5 - 2022-2025 Approved CPEF 

 Year  Inflation Factor 
 (I) 

 Growth Factor 
 (G) 

 Stretch Factor 
 (X) 

 CPEF 
 (I + G - X) 

 2022 
 (EB-2021-0035)  3.3%  0.34%  0.45%  3.19% 

 2023 
 (EB-2022-0042)  3.7%  0.34%  0.45%  3.59% 

 2024 
 (EB-2023-0032)  4.8%  0.34%  0.45%  4.69% 

 2025 
 (EB-2024-0035)  3.6%  0.34%  0.45%  3.49% 

 Capital  spending  was  not  escalated  by  inflation  and  Hydro  Ottawa’s  capital  budget  was  not 

 forecast  with  inflation  so  there  was  an  implicit  productivity  factor  applied  to  capital  spending 

 throughout  the  Custom  IR  period.  Despite  the  OEB-Approved  amounts  being  set  without 

 inflation,  an  additional  annual  capital  stretch  factor  of  0.6%  was  applied  to  capital  spending.  The 

 0.6%  capital  stretch  factor  was  set  based  on  the  Cohort  IV  stretch  factor  of  0.45%  plus  an 

 additional  0.15%.  Please  reference  Schedule  1-3-1  -  Rate  Setting  Framework  for  further 

 information. 

 Table 6 – 2021-2025 Capital Stretch Factor Values 

 Test Year  Capital Stretch Factor 

 2021  0.0% 

 2022  0.6% 

 2023  1.2% 

 2024  1.8% 

 2025  2.4% 
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 3.  INFLATION ON COMMON COMMODITIES AND PRODUCTS 
 3.1.   INTRODUCTION 
 This  section  takes  a  closer  look  at  the  impact  of  inflation  on  the  key  commodities,  equipment, 

 and materials that support the electricity industry. 

 The  indices  and  inflation  data  in  this  section  reflect  external  data  from  Canadian  and  United 

 States  sources  to  provide  context  for  the  cost  of  materials  incurred  by  Hydro  Ottawa.  The 

 indices  reflect  the  overall  market  price  of  certain  goods  which  directionally  aligns  with  the  cost 

 trends  of  products  Hydro  Ottawa  requires  for  its  distribution  system.  Data  from  Statistics 

 Canada  is  provided  unless  more  precise  indices  are  available  from  other  sources,  primarily  the 

 Federal Reserve Economic Database from the United States. 

 The  OEB  inflation  factors  noted  in  Table  8  to  Table  22  in  this  section  reflect  non-labour  inflation 

 measures  from  2020  to  2024.  The  cumulative  and  compounded  annual  average  inflation  factors 

 over this period are summarized in Table 7. 

 Table 7 – OEB Non-Labour Inflation 

 2020 to 
 2021 

 2021 to 
 2022 

 2022 to 
 2023 

 2023 to 
 2024 

 Annual 
 Average 

 Total 
 Inflation 

 %  1.9%  1.7%  3.8%  5.9%  3.3%  13.9% 

 Price  index  graphs  in  this  section  include  data  from  January  2020  to  December  2024.  The  total 

 inflation  for  each  index  or  material  is  calculated  as  the  monthly  average  price  in  2024  divided  by 

 the  monthly  average  price  in  2020.  Annual  average  inflation  rates  in  this  Schedule  reflect 

 compounded annual average inflation.  9 

 Overall,  machinery  and  equipment  required  in  the  utility  industry  has  experienced  a  higher  rate 

 of  inflation  than  the  general  GDP-IPI  measure  and  the  industrial  average  increase  for  machinery 

 9  Compounded annual average = (1 + Total Increase) ^ (¼) - 1 
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 and  equipment.  The  higher  rate  of  inflation  experienced  by  the  utility  industry  is  illustrated  in 

 Figure 1.  10 

 Figure 1 - Machinery and Equipment by Industry of Purchase Price Trend (2020 to 2024) 

 The  utilities  index  includes  electricity  generation,  transmission,  control,  and  distribution;  natural 

 gas  distribution;  water  treatment  and  distribution;  sewer  systems  and  sewage  treatment 

 facilities;  and  services  related  to  permanent  infrastructure  lines,  pipes,  and  treatment  and 

 processing  facilities.  Data  for  this  index  including  only  electricity  related  machinery  and 

 equipment is not available from Statistics Canada. 

 10  Statistics Canada Table: 18-10-0284-01. The Machinery and Equipment Price Index (MEPI) series is based on the 
 2016 Input Output Final Demand Classification (IOFDC). 
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 Table 8 - Machinery and Equipment Price Trend (2020 to 2024) 

 Total  Utilities  OEB 

 Annual Average Increase  4.1%  6.9%  3.3% 
 4-Year Total Increase  17.5%  30.3%  13.9% 

 Inflation  impacts  with  respect  to  general  commodities  are  provided  in  Section  3.2  and  inflation 

 impacts on specific electrical components are provided in Section 3.3. 

 3.2.   COMMODITIES 
 There  have  been  significant  market  price  changes  across  many  commodities  that  are  inputs  to 

 Hydro  Ottawa’s  costs.  Given  the  nature  of  Hydro  Ottawa’s  business  and  capital  program,  the 

 price  of  essential  commodities  has  a  significant  impact  on  costs.  Equipment  purchased  by 

 Hydro  Ottawa  (i.e.  power  transformers,  breakers,  and  steel)  is  heavily  impacted  by  certain  raw 

 material indices. 

 Specific  commodities  relevant  to  the  equipment,  materials,  and  supplies  used  in  the  work 

 performed by Hydro Ottawa include: 

 ●  Fuel, both gasoline and diesel fuels (e.g. transportation costs and vehicles) 

 ●  Copper (e.g. Connectors, Transformers) 

 ●  Aluminum (e.g. Cable, Connectors, Vehicles) 

 ●  Lumber (e.g. Cross arms, Poles) 

 ●  Steel (e.g. Pole Hardware, Switchgear) 

 ●  Grain Oriented Electrical Steel(GOES) (e.g. Transformers) 

 Price indices which reflect increases in these commodities are provided below. 
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 3.2.1.   Fuel 
 3.2.1.1.   Regular 
 Figure  2  shows  the  2020-2024  price  trend  of  regular  gasoline  in  Ottawa.  11  Table  9  summarizes 

 the  information  displayed  in  Figure  2,  which  is  that  the  price  increases  for  this  commodity 

 exceeded the annual inflation rates as calculated by the OEB. 

 Figure 2 – Gasoline Prices Price Trend (2020 to 2024) 

 Table 9 - Regular Gasoline Price Trend (2020-2024) 

 Regular Gasoline  OEB 
 Annual Average Increase  12.2%  3.3% 
 4-Year Total Increase  58.3%  13.9% 

 11  Statistics Canada Table: 18-10-0001-01 
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 3.2.1.2.   Diesel Fuel 
 Figure  3  shows  the  2020-2024  price  trend  of  diesel  fuel  in  Ottawa.  12  Table  10  summarizes  the 

 information  displayed  in  Figure  3,  which  shows  that  the  price  increases  for  this  commodity 

 exceeded the annual inflation rates as calculated by the OEB. 

 Figure 3 – Diesel Fuel Price Trend (2020 to 2024) 

 Table 10 - Diesel Fuel Price Trend (2020-2024) 

 2020-2024 Inflation  Diesel Fuel  OEB 
 Annual Average Increase  12.6%  3.3% 
 4-Year Total Increase  60.6%  13.9% 

 12  Statistics Canada Table: 18-10-0001-01. 
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 3.2.2.   Copper 
 Figure  4  shows  the  2020-2024  price  trend  of  copper  in  Canada.  13  Table  11  summarizes  the 

 information  displayed  in  Figure  4,  which  shows  that  the  price  increases  for  this  commodity 

 exceeded the annual inflation rates as calculated by the OEB. 

 Figure 4 - Copper Price Trend (2020 to 2024) 

 Table 11 - Copper Price Trend (2020-2024) 

 2020-2024 Inflation  Copper  OEB 
 Annual Average Increase  11.2%  3.3% 
 4-Year Total Increase  52.8%  13.9% 

 13  Statistics Canada Table: 18-10-0268-01. Copper ores  and concentrates, North American Product Classification 
 System: 152. 
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 3.2.3.   Aluminum 
 Figure  5  shows  the  2020-2024  price  trend  of  aluminum  in  Canada.  14  Table  12  summarizes  the 

 information  displayed  in  Figure  5,  which  shows  that  the  price  increases  for  this  commodity 

 exceeded the annual inflation rates as calculated by the OEB. 

 Figure 5 - Aluminum Price Trend (2020 to 2024) 

 Table 12 - Aluminum Price Trend (2020-2024) 

 Aluminum  OEB 
 Annual Average Increase  11.2%  3.3% 
 4-Year Total Increase  53.2%  13.9% 

 14  Statistics Canada Table: 18-10-0267-01. North American Industry Classification System: 3313. 
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 3.2.4.   Wood Poles 
 Figure  6  shows  the  2020-2024  price  trend  of  wood  poles  in  the  United  States.  15  Table  13 

 summarizes  the  information  displayed  in  Figure  6,  which  shows  that  the  price  increases  for  this 

 commodity exceeded the annual inflation rates as calculated by the OEB. 

 Figure 6 – Wood Poles Price Trend (2020 to 2024) 

 Table 13 - Wood Poles Price Trend (2020-2024) 

 2020-2024 Inflation  Wood Poles  OEB 
 Annual Average Increase  11.0%  3.3% 
 4-Year Total Increase  51.8%  13.9% 

 15  U.S. Bureau of Labor Statistics, Producer Price Index by Commodity: Lumber and Wood Products: Wood Poles, 
 Piles, and Posts Owned and Treated by the Same Establishment [WPU08710101], retrieved from FRED, Federal 
 Reserve Bank of St. Louis. 
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 3.2.5.   Steel 
 Figure  7  shows  the  2020-2024  price  trend  of  steel  in  Canada.  16  Table  14  summarizes  the 

 information  displayed  in  Figure  7,  which  shows  that  the  price  increases  for  this  commodity 

 exceeded the annual inflation rates as calculated by the OEB. 

 Figure 7 - Steel Price Trend (2020 to 2024) 

 Table 14 - Steel Price Trend (2020-2024) 

 Steel  OEB 
 Annual Average Increase  6.1%  3.3% 
 4-Year Total Increase  26.6%  13.9% 

 16  Statistics Canada Table: 18-10-0267-01. North American Industry Classification System: 3312. 
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 3.2.6. Grain-Oriented Electrical Steel 
 Figure  8  shows  the  2020-2024  price  trend  of  Grain-Oriented  Electrical  Steel  (GOES)  in  the 

 United  States.  17  GOES  is  the  type  of  steel  commonly  used  in  transformers  and  other  electrical 

 devices.  GOES  refers  to  steel  that  is  manufactured  to  orient  the  grains  within  the  steel  in  a 

 manner that optimizes magnetic properties to minimize losses. 

 Figure 8 - Grain-Oriented Electrical Steel Price Trend (2020 to 2024) 

 Table  15  summarizes  the  information  displayed  in  Figure  8,  which  shows  that  the  price 

 increases  for  this  commodity  exceeded  the  annual  inflation  rates  as  calculated  by  the  OEB.  The 

 cost  of  GOES  and  other  steel  generated  for  the  electricity  sector  has  increased  significantly  in 

 recent  years  because  of  growing  demands  from  electric  vehicles,  battery  storage  systems,  and 

 overall electrification. 

 17  Business Analyst iQ, Grain oriented electrical steel price index, 
 https://businessanalytiq.com/procurementanalytics/index/grain-oriented-electrical-steel-price-index/ 
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 Table 15 - Grain-Oriented Electrical Steel Price Trend (2020-2024) 

 Grain-Oriented 
 Electrical Steel  OEB 

 Annual Average Increase  20.0%  3.3% 
 4-Year Total Increase  107.2%  13.9% 

 3.3.   INDUSTRIAL PRODUCT PRICE INDEX 
 This  section  provides  information  on  the  price  index  inflation  of  key  materials  used  to  complete 

 Hydro Ottawa work programs. These materials include: 

 ●  Metal building and construction materials; 

 ●  Commercial and service industry machinery and equipment; 

 ●  Communication and electric wire and cable; 

 ●  Power, distribution, and other transformers and transformer parts; and 

 ●  Switchgear, switchboards, relays, and industrial control apparatus. 

 3.3.1.    Metal Building and Construction Materials 
 Figure  9  shows  the  2020-2024  price  trend  of  metal  building  and  construction  materials  in 

 Canada.  18  Metal  building  and  construction  materials  include  fabricated  steel  plate  and  other 

 fabricated  structural  metal;  metal  valves  and  pipe  fittings  (except  industrial  valves)  and 

 enamelled  metal  sanitary  ware;  metal  windows  and  doors;  and  other  architectural  metal 

 products. 

 18  Statistics Canada Table: 18-10-0266-01. North American  Product Classification System: 466  . 
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 Figure 9 - Metal Building and Construction Materials Price Trend (2020 to 2024) 

 Table  16  summarizes  the  information  displayed  in  Figure  9,  which  shows  that  the  actual  price 

 increases  for  this  industrial  product  exceeded  the  annual  inflation  rates  as  calculated  by  the 

 OEB. 

 Table 16 – Metal Building and Construction Materials Price Trend (2020-2024) 

 Actual 2020-2024  OEB 
 Annual Average Increase  10.2%  3.3% 
 4-Year Total Increase  47.4%  13.9% 
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 3.3.2.   Communication and Electric Wire and Cable 
 Figure  10  shows  the  2020-2024  price  trend  of  communication  and  electric  wire  and  cable  in 

 Canada.  19  Communication  and  electric  wire  and  cable  includes  co-axial  cable,  insulated  copper 

 winding  wire,  insulated  electric  cable,  insulated  electric  wire,  insulated  metal  wire  and  cable,  and 

 accessory material for telephone cables (except plastic). 

 Figure 10 - Communication and Electric Wire and Cable Price Trend (2020 to 2024) 

 Table  17  summarizes  the  information  displayed  in  Figure  10,  which  shows  that  the  actual  price 

 increases  for  this  industrial  product  exceeded  the  annual  inflation  rates  as  calculated  by  the 

 OEB. 

 19  Statistics Canada Table: 18-10-0266-01. North American Product Classification System: 38121. 
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 Table 17 - Communication and Electric Wire and Cable Price Trend (2020-2024) 

 Actual 2020-2024  OEB 
 Annual Average Increase  13.3%  3.3% 
 4-Year Total Increase  64.8%  13.9% 

 3.3.3.   Power, Distribution and Other Transformers, and Transformer Parts 
 Figure  11  shows  the  2020-2024  price  trend  of  power,  distribution,  and  other  transformers  and 

 transformer  parts  in  Canada.  20  Power,  distribution,  and  other  transformers  and  transformer  parts 

 include:  power  and  distribution  transformers,  specialty  transformers,  and  other  transformers  and 

 transformer parts  . 

 Figure 11 - Power, Distribution and Other Transformers, and Transformer Parts 
 Price Trend (2020 to 2024) 

   20  Statistics Canada Table: 18-10-0266-01. North American Product Classification System: 38122. 
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 Table  18  summarizes  the  information  displayed  in  Figure  11,  which  shows  that  the  actual  price 

 increases  for  this  industrial  product  exceeded  the  annual  inflation  rates  as  calculated  by  the 

 OEB. 

 Table 18 - Power, Distribution and Other Transformers, and Transformer Parts 
 Price Trend (2020-2024) 

 Actual 2020-2024  OEB 
 Annual Average Increase  11.9%  3.3% 
 4-Year Total Increase  56.9%  13.9% 

 3.3.4.   Switchgear, Switchboards, Relays, and Industrial Control Apparatus 
 Figure  12  shows  the  2020-2024  price  trend  of  switchgear,  switchboards,  relays,  and  industrial 

 control  apparatus  in  Canada.  21  Switchgear,  switchboards,  relays,  and  industrial  control 

 apparatus  includes  industrial  control  apparatus;  low-voltage  fuses  and  power  distribution, 

 switching,  and  interrupting  equipment;  high-voltage  fuses  and  power  distribution,  switching,  and 

 interrupting equipment; as well as relays for electronic circuitry. 

 21  Statistics Canada Table: 18-10-0266-01. North American Product Classification System: 38123. 
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 Figure 12 - Switchgear, Switchboards, Relays, and Industrial Control Apparatus 
 Price Trend (2020 to 2024) 

 Table  19  summarizes  the  information  displayed  in  Figure  12,  which  shows  that  the  actual  price 

 increases  for  this  industrial  product  exceeded  the  annual  inflation  rates  as  calculated  by  the 

 OEB. 

 Table 19 - Switchgear, Switchboards, Relays, and Industrial Control Apparatus 
 Price Trend (2020-2024) 

 Actual 2020-2024  OEB 
 Annual Average Increase  11.3%  3.3% 
 4-Year Total Increase  53.6%  13.9% 

 3.4.   SPECIFIC ELECTRICITY RELATED COMPONENTS 
 The  increase  in  the  price  of  electrical  equipment  is  not  a  uniquely  Canadian  issue.  Federal 

 Reserve  Economic  Data  (FRED)  shows  that  the  price  of  such  equipment  has  also  experienced 
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 a  significant  inflationary  impact  in  the  United  States.  This  international  increase  in  prices,  along 

 with  an  increase  in  demand,  supply  chain  issues,  and  long  lead  times  for  delivery  (e.g. 

 transformers), has had an impact on Hydro Ottawa. 

 3.4.1.   Electrical Equipment Manufacturing 
 Figure  13  shows  the  2020-2024  price  trend  of  electrical  equipment  manufacturing  in  the  United 

 States.  22  Electrical  equipment  manufacturing  includes  power,  distribution,  and  specialty 

 transformers  manufacturing;  motor  and  generator  manufacturing;  and  switchgear,  switchboard, 

 relay, and industrial control apparatus manufacturing. 

 Figure 13 – Electrical Equipment Manufacturing Price Trend (2020 to 2024) 

 Table  20  summarizes  the  information  displayed  in  Figure  13,  which  shows  that  the  price 

 increases  for  electrical  equipment  manufacturing  exceeded  the  annual  inflation  rates  as 

 calculated by the OEB. 

 22  U.S. Bureau of Labor Statistics, Producer Price Index by Industry: Electrical Equipment Manufacturing 
 [PCU3353133531], retrieved from FRED, Federal Reserve Bank of St. Louis. North American Industry Classification 
 System: 33531. 
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 Table 20 - Electrical Equipment Manufacturing Price Trend (2020-2024) 

 Actual 2020-2024  OEB 
 Annual Average Increase  9.4%  3.3% 
 4-Year Total Increase  43.0%  13.9% 

 3.4.2.   Electric Power and Specialty Transformer Manufacturing 
 Figure  14  shows  the  2020-2024  price  trend  of  electric  power  and  specialty  transformer 

 manufacturing  in  the  United  States.  23  This  index  is  a  subset  of  electrical  equipment 

 manufacturing.  Electric  power  and  specialty  transformer  manufacturing  includes  distribution 

 transformers  manufacturing,  instrument  transformers  (except  portable)  manufacturing,  and 

 power transformers manufacturing. 

 Figure 14 – Electric Power and Specialty Transformer Manufacturing 
 Price Trend (2020 to 2024) 

 23  U.S. Bureau of Labor Statistics, Producer Price Index  by Industry: Electric Power and Specialty Transformer 
 Manufacturing [PCU335311335311], retrieved from FRED, Federal Reserve Bank of St. Louis. North American 
 Industry Classification System: 335311. 
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 Table  21  summarizes  the  information  displayed  in  Figure  14,  which  shows  that  the  price 

 increases  for  electric  power  and  specialty  transformer  manufacturing  exceeded  the  annual 

 inflation rates as calculated by the OEB. 

 Table 21 - Electric Power and Specialty Transformer Manufacturing 
 Price Trend (2020-2024) 

 Actual 2020-2024  OEB 
 Annual Average Increase  13.9%  3.3% 
 4-Year Total Increase  68.3%  13.9% 

 3.4.3.   Communication and Energy Wire Manufacturing 
 Figure  15  shows  the  2020-2024  price  trend  of  communication  and  energy  wire  manufacturing  in 

 the  United  States.  24  Communication  and  energy  wire  manufacturing  reflects  the  production 

 costs  of  establishments  primarily  engaged  in  manufacturing  insulated  communications  and 

 energy wire and cable made from purchased non-ferrous wire and optical fibres. 

 24  U.S. Bureau of Labor Statistics, Producer Price Index  by Industry: Communication and Energy Wire and Cable 
 Manufacturing [PCU3359233592], retrieved from FRED, Federal Reserve Bank of St. Louis. North American Industry 
 Classification System: 335920. 

 Overview  Impacts of Inflationary Pressure 

 27 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

 11 

 12 

  

  



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 
 Tab 2 

 Schedule 5 
 ORIGINAL 

 Page  28  of  44 

 Figure 15 – Communication and Energy Wire Manufacturing Price Trend (2020 to 2024) 

 Table  22  summarizes  the  information  displayed  in  Figure  15,  which  shows  that  the  price 

 increases  for  communication  and  energy  wire  manufacturing  exceeded  the  annual  inflation  rates 

 as calculated by the OEB. 
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 Table 22 - Communication and Energy Wire Manufacturing Price Trend (2020-2024) 

 Actual 2020-2024  OEB 
 Annual Average Increase  11.8%  3.3% 
 4-Year Total Increase  56.3%  13.9% 

 3.4.4.   Electricity Distribution Producer Price Index 
 Figure  16  shows  the  2020-2024  electricity  distribution  producer  price  index  in  the  United 

 States.  25  This  index  includes  dedicated  generating  stations,  distribution  lines  and  transformer 

 stations  integral  to  power  distribution,  and  electric  power  brokers  and  agents  that  arrange  the 

 sale of electricity over power distribution systems operated by others. 

 Figure 16 – Electricity Distribution Producer Price Index Trend (2020 to 2024) 

 Table  23  summarizes  the  information  displayed  in  Figure  16,  which  shows  that  the  electricity 

 distribution producer price index exceeded the annual inflation rates as calculated by the OEB. 

 25  U.S. Bureau of Labor Statistics, Producer Price Index by Industry: Electric Power Distribution: Primary Products 
 [PCU221122221122P], retrieved from FRED, Federal Reserve Bank of St. Louis. North American Industry 
 Classification System: 221122. 
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 Table 23 - Electricity Distribution Producer Price Index Trend (2020-2024) 

 Actual 2020-2024  OEB 
 Annual Average Increase  6.3%  3.3% 
 4-Year Total Increase  27.9%  13.9% 

 Based  on  the  above  graphs  of  electricity  system  components,  it  can  be  seen  that  the  actual 

 price has significantly exceeded the rate of inflation. 

 One  component  of  the  above  index  is  distribution  transformers.  An  example  of  challenges  with 

 respect  to  acquisition  and  price  of  such  transformers  is  discussed  in  an  article  produced  by  the 

 National  Renewable  Energy  Laboratory  (NREL)  in  February  titled  “Major  Drivers  of  Long-Term 

 Distribution Transformer Demand”. An excerpt is provided as follows:  26 

 “Distribution  transformers,  used  to  step-down  medium-level  voltage  to  service-level 

 voltage  for  end-use  electrical  consumption,  are  currently  experiencing  an  unprecedented 

 imbalance  between  supply  and  demand.  Utilities  are  experiencing  extended  lead  times 

 for  transformers  of  up  to  2  years  (a  fourfold  increase  on  pre-2022  lead  times),  and 

 reporting  price  increases  by  as  much  as  4–9  times  in  the  past  3  years  [1-3].  Current 

 shortages  have  been  attributed  to  pent-up  post-pandemic  demand;  difficulty  recruiting, 

 training,  and  retaining  a  skilled  workforce;  component  supply  chain  challenges;  and 

 materials shortages (grain-oriented electrical steel, aluminum, and copper).” 

 4.  HYDRO OTTAWA INFLATION EXPERIENCE (2021-2025) 
 4.1.  LABOUR 
 Labour  costs  represent  approximately  54%  of  total  OM&A  costs,  and  typically  11%  of  capital 

 expenditures.  Table  24  presents  the  labour  increases  for  Hydro  Ottawa  employees  in  the 

 2021-2025  period  as  well  as  the  OEB  Labour  Component  included  in  their  inflationary 

 parameter as per Table 3 above. 

 26  NREL, February 2024,  Major Drivers of Long-Term Distribution  Transformer Demand 
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 Table 24 – Labour Rate Increases 

 Historical Years  Bridge Years  Average  Total 
 2021  2022  2023  2024  2025  2021-2025  2021-2025 

 Hydro Ottawa 
 Labour Rate Increase  2.35%  2.58%  3.86%  3.70%  3.55%  3.21%  17.09% 

 OEB Labour Escalation 
 (Table 3)  2.7%  7.0%  3.5%  2.3%  3.2%  3.73%  20.07% 

 The  2021-2025  increases  presented  in  Table  24  represent  the  wage  increases  as  per  the 

 collective  agreement  described  in  Attachment  4-1-3(A)  -  Employee  Compensation  Strategy  as 

 well  as  the  increases  for  management  employees.  They  are  materially  in  line  with  the  OEB 

 labour  component,  as  such,  are  not  a  significant  contributor  to  higher  actual  2021-2025  OM&A. 

 However,  while  the  escalation  of  Hydro  Ottawa’s  OM&A  labour  costs  reflected  in  rates  were 

 aligned  with  the  OEB’s  escalation,  planned  capital  expenditures  were  not  escalated  by  inflation. 

 This  was  done  to  ensure  implicit  productivity  was  built  in;  instead  of  including  inflation  and  then 

 decreasing  for  productivity,  Hydro  Ottawa  did  not  apply  inflation  to  begin  with.  Therefore,  labour 

 related increases impacted actual capital spending and contributed to a variance. 

 4.2.  NON-LABOUR 
 Non-labour  costs  consist  of  materials  and  equipment  and  outside  services.  These  are  discussed 

 below. 

 4.2.1.   Materials and Equipment 
 In  the  2021-2024  period  non-labour  costs  represent  approximately  46%  of  total  OM&A  and  89% 

 of  capital  expenditures.  Similar  to  price  trends  noted  in  Section  3  above,  Hydro  Ottawa 

 experienced  a  significant  increase  in  the  cost  of  equipment,  materials,  and  supplies  that  are 

 required  to  support  and  execute  work  programs  and  projects.  This  section  provides  specific 

 examples of the cost pressures that Hydro Ottawa faced due to the impact of inflation. 
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 Tables  25  through  30  provide  price  information  for  common  equipment  and  materials  purchased 

 by  Hydro  Ottawa,  showing  how  prices  have  changed  since  2020.  The  line  items  in  each  table 

 represent some of the most frequently procured items in each of the identified categories. 

 Table 25 - Underground & Overhead Cables – Average Price Increases 

 Item Description  Average 
 Price 2020 

 Average 
 Price 2024 

 4-Year Total 
 Increase 

 Annual Average 
 Increase 

 Cable Al TR-XLPE 
 28kV #1/0  $ 10.02  $ 12.41  23.9%  5.5% 

 Cable Cu EPR 
 3C15kV 500MCM  $ 130.12  $ 166.24  27.8%  6.3% 

 Cable Al Trip URD 
 600V 500MCM  $ 14.61  $ 20.69  41.6%  9.1% 

 Cable Cu TR-XLPE 
 15kV #1/0 CN  $ 16.12  $ 19.94  23.7%  5.5% 

 Cable Al Trip O/H 
 300V # 2  $ 3.79  $ 4.77  25.9%  5.9% 

 Cable Al Trip O/H 
 600V 266MCM  $ 13.70  $ 20.18  47.3%  10.2% 

 Over  the  2020-2024  period,  the  price  of  various  types  of  commonly-used  cable  increased  at  a 

 rate  of  5.5%  to  10.2%  per  year.  Overall,  the  price  of  cable  in  2024  was  23.7%  to  47.3%  higher 

 than  in  2020.  The  extent  of  cable  inflation  experienced  by  Hydro  Ottawa  was  lower  than  the 

 64.8%  increase  over  the  same  period  in  the  Communication  and  Energy  Wire  Manufacturing 

 index  in  Section  3.3.2  as  measured  by  Statistics  Canada  and  the  56.3%  increase  as  measured 

 by FRED in Section 3.4.3. 
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 Table 26 - Transformers – Average Price Increases 

 Item Description  Average Price 
 2020 

 Average 
 Price 2024 

 4-Year Total 
 Increase 

 Annual Average 
 Increase 

 Transformer 1-Phase 
 Pad Mount  $ 5,469  $ 13,389  144.8%  25.1% 

 Transformer 1-Phase 
 Pad Mount  $ 7,960  $ 22,481  182.4%  29.6% 

 Transformer Pole 
 Mount  $ 2,348  $ 6,588  180.6%  29.4% 

 Transformer Pole 
 Mount  $ 3,470  $ 9,258  166.8%  27.8% 

 Transformer Pole 
 Mount  $ 2,203  $ 4,934  124.0%  22.3% 

 Over  the  2020-2024  period,  the  price  of  the  most  commonly  purchased  transformers  increased  at 

 a  rate  of  22.3%  to  29.4%  per  year.  The  price  of  transformers  in  2024  was  124.0%  to  182.4% 

 higher  than  in  2020.  Significant  increases  in  the  cost  of  transformers  was  caused  by  increased 

 prices  of  the  materials  used  to  produce  transformers  and  the  high  demand  for  transformers 

 across North America, as noted in Section 3.4. 

 Table 27 - Switchgear – Average Price Increases 

 Item Description  Average Price 
 2020 

 Average 
 Price 2024 

 4-Year Total 
 Increase 

 Annual Average 
 Increase 

 SF6 Padmount 15kV 
 25kA Type 006  $ 69,816  $ 87,652  25.5%  5.9% 

 SF6 Volt 15kV 25kA 
 Type 009  $ 36,149  $ 57,675  59.5%  12.4% 

 SF6 Padmount 15kV 
 25kA Type 009  $ 52,269  $ 65,176  24.7%  5.7% 

 Over  the  2020-2024  period,  the  price  of  the  most  commonly  purchased  switchgear  increased  at  a 

 rate  of  5.7%  to  12.4%  per  year.  The  price  of  switchgear  in  2024  was  24.7%  to  59.5%  higher  than 

 in 2020. 
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 Table 28 - Poles – Average Price Increases 

 Item Description  Average Price 
 2020 

 Average 
 Price 2024 

 4-Year Total 
 Increase 

 Annual Average 
 Increase 

 Treated 45' Class 3 
 Western Red Cedar  $ 970  $ 1,737  79.1%  15.7% 

 Treated 45' Class 2 
 Western Red Cedar  $ 994  $ 2,177  119.0%  21.7% 

 Treated 50' Class 2 
 Western Red Cedar  $ 1,308  $ 2,431  85.9%  16.8% 

 Treated 40' Class 2 
 Western Red Cedar  $ 758  $ 1,669  120.2%  21.8% 

 Treated 65' Class 1 
 Western Red Cedar  $ 3,217  $ 4,967  54.4%  11.5% 

 Treated 60' Class 1 
 Western Red Cedar  $ 2,748  $ 4,218  53.5%  11.3% 

 Over  the  2020-2024  period,  the  price  of  the  most  commonly  purchased  wood  poles  increased  at 

 a  rate  of  11.3%  to  21.8%  per  year.  The  price  of  wood  poles  in  2024  was  in  the  range  of  53.5%  to 

 120.2%  higher  than  in  2020.  The  extent  of  wood  pole  inflation  experienced  by  Hydro  Ottawa  was 

 higher  than  the  51.8%  increase  over  the  same  period  in  the  Wood  Poles,  Piles,  and  Posts  index 

 as measured FRED, referenced in Section 3.2.4. 

 Table 29 - Meters – Average Price Increases 

 Item Description  Average Price 
 2020 

 Average 
 Price 2024 

 4-Year Total 
 Increase 

 Annual Average 
 Increase 

 Smart Meters 1-Phase 
 (2018-2021/2022)  $ 97  $ 188  93.8%  18.0% 

 Over the 2020-2024 period, the price of the most commonly purchased meters increased on 

 average 18.0% per year. The price of meters in 2024 was 93.8% higher than in 2020. 
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 Table 30 - Vehicle Unit Price Increases 2021 Compared to 2024 

 Vehicle Category  Example  2021  2024  3-Year Total 
 Increase 

 Annual Average 
 Increase 

 Light Duty  3/4 Ton Pick-Up  $ 51,485  $ 73,700  43.1%  12.7% 

 Light Duty  Cargo Van  $ 38,880  $ 54,846  41.1%  12.2% 

 Medium Duty  Step Side Van 
 (excluding interior upfit)  $ 152,900  $ 209,500  37.0%  11.1% 

 Heavy Duty  Large RBD  $ 435,201  $ 613,705  41.0%  12.1% 

 Heavy Duty  Large Bucket  $ 471,800  $ 582,891  23.5%  7.3% 

 Over the 2021-2024 period, the price of the most commonly purchased vehicles increased at a 

 rate of 7.3% to 12.7% per year. The 2024 price of vehicles was 23.5% to 43.1% higher than in 

 2021. 

 4.2.2.   Outside Services 
 In  addition  to  its  own  labour  force,  Hydro  Ottawa  engages  outside  services  to  support  executing 

 OM&A  and  Capital  work  programs.  Some  of  the  most  commonly  purchased  services  are 

 summarized  in  Table  31.  Hydro  Ottawa  procures,  negotiates  and  secures  these  contracts  on  an 

 on-going  basis  and  a  number  of  them  are  multi-year  contracts  with  defined  annual  escalation 

 rates. 

 Table 31 - Outside Services Average Historical Price Increases (2020-2024) 

 Service Description  Average Historical Yearly Increase 

 Civil & Electrical  2% - 11% 

 High Voltage Substation Maintenance  2% - 5% 

 Vegetation Management  4% - 5% 

 Technology Support  2% - 7% 

 Over  the  2020-2024  period,  the  price  of  some  of  the  most  commonly  procured  outside  services 

 increased  at  a  rate  of  2%  to  11%  per  year,  some  of  these  significantly  exceeding  the  OEB 

 inflation parameters. 
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 5.  IMPACTS ON HYDRO OTTAWA 2026-2030 BUDGET 
 5.1.  OVERVIEW 
 The  general  inflationary  price  trends  in  the  cost  of  labour,  commodities,  industrial  products,  and 

 electrical  components,  as  identified  in  Sections  3.2  to  3.4  and  Hydro  Ottawa’s  own  specific 

 experiences  noted  in  Sections  4.1  and  4.2,  have  impacted  the  cost  of  labour  and  specific 

 products that Hydro Ottawa purchases in support of its OM&A programs and capital projects. 

 Labour  costs  represent  54%  and  non-labour  costs  represent  46%  of  Hydro  Ottawa’s  average 

 OM&A  budget  for  2026-2030.  Internal  labour  costs  represent  11%  of  Hydro  Ottawa’s  average 

 capital  expenditures  for  2026-2030.  Materials  and  supplies  are  38%  of  the  Test  Years  budget. 

 Hydro  Ottawa  expects  that  45%  of  its  capital  budget  will  go  towards  projects  undertaken  by 

 contractors.  The  remaining  proposed  Capital  spending  includes  overhead,  fleet,  and  other 

 expenditures. 

 For  the  2026-2030  period,  Hydro  Ottawa’s  proposed  OM&A  and  capital  expenditures 

 incorporate  annual  labour  increases  based  on  the  currently-negotiated  collective  agreement  and 

 bank and government forecasts. 

 Given  that  some  of  these  inflationary  trends  noted  in  the  previous  Sections  are  expected  to 

 continue  for  the  2026-2030  period,  Hydro  Ottawa  has  assumed  an  average  annual  increase 

 range  of  2.1%  to  5.0%  with  respect  to  the  future  cost  of  equipment  and  materials.  This  range  is 

 based  on  an  analysis  of  the  historical  cost  of  equipment  and  materials  commonly  used  by  Hydro 

 Ottawa.  It  is  noted  that  there  has  been  a  range  of  inflationary  impacts  across  all  equipment  and 

 materials  and  the  overall  average  increase  in  equipment  and  materials  costs  has  outpaced  the 

 average  OEB  rate  of  inflation.  The  use  of  a  higher-than-average  economy-wide  inflation  rate  is 

 based  on  anticipated  increases  in  raw  materials,  such  as  copper  and  steel  required  for 

 transformers and lumber for poles. 

 As  described  in  the  sections  above,  drivers  of  the  price  increases  include  increased  frequency 

 of  forest  fires  caused  by  climate  change,  supply  chain  uncertainty,  growth  and  electrification  and 
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 geopolitical  tensions.  Based  on  the  historical  trend,  the  future  average  annual  increase  of  2.1% 

 to  5.0%  is  a  conservative  estimate  and  assumes  that  the  inflationary  pressures  of  recent  years 

 will  partially  subside  for  the  2026-2030  period.  It  is  noted  that,  where  possible,  Hydro  Ottawa 

 mitigates  commodity  price  risk  exposure  through  provisions  in  long-term  contracts  with 

 suppliers. 

 Hydro  Ottawa  has  negotiated  escalation  rates  between  2.0%  and  3.3%  for  certain  outside 

 services  in  support  of  executing  OM&A  and  capital  work  programs  in  the  earlier  years  of  the 

 Custom IR period. 

 5.2.  EXTERNAL GENERAL INFLATION FORECASTS 
 Forward-looking  inflation  forecasts  from  major  Canadian  banks  and  the  Conference  Board  of 

 Canada  typically  align  with  the  Bank  of  Canada’s  2%  inflation  target.  However,  forecasts  for 

 near-term  inflation  have  increased  and  there  is  a  growing  degree  of  variability  caused  by 

 uncertain  tariff  policies.  A  March  13,  2025  article  in  the  Globe  and  Mail  entitled  “Tariffs  Leave 

 Households  and  Bosses  Bracing  for  Steeper  Inflation  ”  27  indicated  that  there  is  an  expectation  of 

 increasing inflation in 2025. 

 “While  the  annual  pace  of  inflation  has  generally  been  on  a  downward  trajectory  for 

 more  than  two  years,  and  measured  1.9  per  cent  in  January,  households  fear  the 

 barrage  of  tariffs  Canada  and  the  U.S.  have  slapped  on  each  other  will  push  the 

 inflation  rate  to  4.1  per  cent  over  the  next  year.  Likewise,  business  leaders  surveyed 

 in February expect inflation to climb over the next 12 months to 3.3 per cent.” 

 Figure  17  below  shows  business  and  consumer  inflation  expectations  over  the  next  year 

 according  to  the  Bank  of  Canada’s  Business  Outlook  Survey  and  Canadian  Survey  of 

 Consumer Expectations.  28 

 28  Bank of Canada, 2024  Q4 Business Outlook Survey  (BOS_2024Q4_C8_S2:  Input price growth, change over the 
 next 12 months) and  Canadian Survey of Consumer Expectations  (CES_C1_SHORT_TERM: 1-year-ahead inflation 
 expectations). 2025 Q1 data is from The Globe and Mail. 

 27  The Globe and Mail,  Tariffs leave households and  bosses bracing for steeper inflation  ,  March 13, 2025. 
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 Figure 17 - Canadian Inflation Expectations 

 The  price  of  commodities  and  industrial  products  purchased  by  utilities  has  increased  at  a  rate 

 higher  than  economy-wide  inflation.  The  overall  rate  of  inflation  has  declined,  however,  the 

 extent  that  the  price  of  commodities  and  equipment  used  by  utilities  has  outpaced  the 

 economy-wide  rate  of  inflation  has  continued.  The  extent  that  inflation  relevant  to  utilities 

 exceeds  overall  inflation  can  be  expressed  as  a  “utility  inflation  rate  adjustment”.  Table  32 

 considers  the  inflation  of  utility-related  machinery  and  equipment  over  the  last  five  years  and 

 adjusts  this  rate  downward  to  account  for  the  lower  forecast  of  the  overall  rate  of  inflation  that  is 

 expected  in  the  future.  This  calculation  uses  an  economy-wide  inflation  rate  of  2.0%,  consistent 

 with  the  Bank  of  Canada  target,  though  this  rate  of  inflation  is  conservative  given  the  increase  in 

 inflation  expectations.  Inflation  rates  for  machinery  and  equipment  (overall  and  utility-specific) 

 given in the table are the annual average inflation rates as shown in Table 8. 
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 Table 32 - Utility-related Machinery and Equipment Inflation  29 

 Utilities machinery and equipment inflation (Table 8)  6.9%  A 
 Overall machinery and equipment inflation (Table 8)  4.1%  B 
 Utility inflation rate adjustment  2.6%  C = (1+ A) / (1 + B) - 1 
 Forecast 2026-2030 inflation  2.0%  D 
 2026-2030 Utility inflation  4.7%  E = (1 + C) * (1 + D) - 1 

 This  approach  suggests  if  inflation  were  to  decline  from  4.1%,  as  it  was  for  machinery  and 

 equipment  in  the  2020  to  2024  period,  to  2.0%  over  the  2026  to  2030  period,  and  if  the  rate  of 

 utility-related  inflation  continues  to  exceed  overall  inflation  to  the  same  extent,  then  the  inflation 

 rate  for  utility-related  machinery  and  equipment  will  be  approximately  4.7%.  This  projection  of 

 approximately  4.7%  aligns  with  the  inflation  rates  included  in  Hydro  Ottawa's  Application 

 (ranging  from  2.1%  to  5%)  which  Hydro  Ottawa  considers  a  conservative  approach  to  the 

 benefit of ratepayers. 

 The  increases  in  the  cost  of  commodities  used  in  the  electricity  sector  have  significantly 

 outpaced  the  overall  rate  of  inflation  and  the  rate  that  is  included  in  the  OEB’s  inflation 

 calculation  in  the  last  five  years.  Table  33  below  summarizes  the  increases  in  commodity  costs 

 from Tables 9 to 15 in Section 3.2. 

 29  Rounded numbers are presented in Table 32. Specifically  Item A within the calculation is 6.851% while item B is 
 4.125%. 
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 Table 33 - Summary of Commodity Price Increases 

 Commodity Index  Annual Average 
 Increase 

 Total Increase 
 2020-2024 

 Total Increase 
 Above OEB 

 Inflation 

 Regular Gasoline  12.2%  58.3%  44.4% 

 Diesel Fuel  12.6%  60.6%  46.7% 

 Copper  11.2%  52.8%  38.9% 

 Aluminum  11.2%  53.2%  39.3% 

 Wood Poles  11.0%  51.8%  37.9% 

 Steel  6.1%  26.6%  12.7% 

 Grain-Oriented Electrical Steel  20.0%  107.2%  93.3% 

 OEB Inflation (GDP-IPI)  3.3%  13.9% 

 The  higher  rate  of  inflation  is  also  reflected  in  the  utility  and  electricity  equipment-specific  price 

 indices  that  are  measured  by  Statistics  Canada  and  FRED.  Table  34  summarizes  the  increases 

 in industrial product indices from Table 8 of Section 3.1 and Tables 16 to 23 of Section 3.3. 
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 Table 34 - Summary of Industrial Product Indices 

 Industrial Product Index 
 Annual 
 Average 
 Increase 

 Total 
 Increase 

 2020-2024 

 Total Increase 
 Above OEB 

 Inflation 

 Utility Machinery and Equipment  6.9%  30.3%  16.4% 

 Metal Building and Construction Materials  10.2%  47.4%  33.5% 

 Communication and Electric Wire and Cable 
 (Statistics Canada)  13.3%  64.8%  50.9% 

 Power, Distribution and Other Transformers, and 
 Transformer Parts  11.9%  56.9%  43.0% 

 Switchgear, Switchboards, Relays, and Industrial 
 Control Apparatus  11.3%  53.6%  39.7% 

 Electrical Equipment Manufacturing  9.4%  43.0%  29.1% 

 Electric Power and Specialty Transformer 
 Manufacturing  13.9%  68.3%  54.4% 

 Communication and Energy Wire Manufacturing 
 Price (FRED)  11.8%  56.3%  42.4% 

 Electricity Distribution Producer Price Index  6.3%  27.9%  14.0% 

 OEB Inflation (GDP-IPI)  3.3%  13.9% 

 The  extent  that  commodity  and  utility  product  indices  have  increased  at  a  rate  higher  than 

 overall  inflation  is  generally  in  line  with  Hydro  Ottawa’s  capital  material  and  equipment  cost 

 experience over the same period. 

 Table  35  below  summarizes  Hydro  Ottawa’s  unit  cost  increases  for  frequently  procured  items 

 over the 2020 to 2024 period from Tables 25 to 30 in Section 4.2. 
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 Table 35 - Summary of Frequently Procured Item Price Increases 

 Hydro Ottawa Frequently Procured 
 Items  Annual Average 

 Increase 
 Total Increase 

 2020-2024 

 Total Increase 
 Above OEB 

 Inflation 

 Cables (Low)  5.5%  23.7%  9.8% 

 Cables (High)  10.2%  47.3%  33.4% 

 Transformers (Low)  22.3%  124.0%  110.1% 

 Transformers (High)  29.6%  182.4%  168.5% 

 Switchgear (Low)  5.7%  24.7%  10.8% 

 Switchgear (High)  12.4%  59.5%  45.6% 

 Poles (Low)  11.3%  53.5%  39.6% 

 Poles (High)  21.8%  120.2%  106.3% 

 Meters  18.0%  93.8%  79.9% 

 Vehicles (Low)  30  7.3%  23.5%  9.6% 

 Vehicles (High)  31  12.7%  43.1%  29.2% 

 OEB Inflation (GDP-IPI)  3.3%  13.9% 

 5.3.  IMPACT OF FOREIGN EXCHANGE RATES 
 The  Canadian  Dollar  (CAD)  has  depreciated  against  the  United  States  Dollar  (USD)  over  the 

 period  January  1,  2020  to  February  28,  2025,  as  shown  in  Figure  18.  The  CAD  hit  a  22-year  low 

 against  the  USD  on  January  31,  2025.  Given  the  recent  depreciation  of  the  CAD,  the  price  of 

 commodities  purchased  by  Canadian  utilities  is  expected  to  increase  further  since  most 

 commodities  are  traded  on  global  markets  priced  in  USD.  Furthermore,  many  industrial  products 

 purchased  by  Canadian  utilities  are  manufactured  abroad,  and  even  those  items  manufactured 

 in  Canada  often  require  a  significant  amount  of  components  to  be  imported  from  the  United 

 States. 

 31  Ibid 
 30  2021-2024 
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 The  CAD  is  not  expected  to  strengthen  in  the  foreseeable  future  32  due  to  a  rising  unemployment 

 rate,  interest  rate  policy  divergence  between  the  Bank  of  Canada  and  the  US  Federal  Reserve, 

 and  concerns  about  the  magnitude  and  duration  of  import  tariffs  with  key  trading  partners, 

 including  the  United  States  and  China.  The  weak  CAD  is  expected  to  compound  the  inflationary 

 trends  described  in  the  foregoing  sections  of  this  Schedule,  as  Canadian  vendors  continue  to 

 adjust prices to account for a weak Canadian dollar. 

 Figure 18 – United States Dollar / Canadian Dollar Cross (USDCAD) 
 January 2020 to February 2025  33 

 5.4.  INFLATION SUMMARY 
 In  summary,  Hydro  Ottawa's  OM&A  and  capital  expenditures  were  higher  than  planned  in  the 

 2021-2024  period  in  part  due  to  the  impact  of  higher  than  budgeted  inflation.  This  inflationary 

 impact  was  not  sufficiently  compensated  by  the  annual  OEB  inflation  adjustment  as  the  OEB 

 inflation  adjustment  is  based  on  broader,  economy-wide  indices  and  also  lags  behind  the  impact 

 of  actual  current-year  inflation  experienced.  The  inflationary  adjustment  as  per  Hydro  Ottawa’s 

 33  Bank of Canada,  Daily Exchange Rates 
 32  Morningstar,  A Grim Outlook for the Canadian Dollar  in 2025  , January 3, 2025. 
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 2021-2025  Settlement  Agreement  34  applied  only  to  OM&A.  Hydro  Ottawa’s  2021-2025 

 OEB-Approved  capital  expenditures  did  not  include  inflationary  increases  and  further  included  a 

 0.6% annual capital stretch factor. 

 The  electricity  industry  has  experienced  a  greater  inflationary  impact  (on  equipment,  materials 

 and  supplies  it  commonly  uses)  than  the  general  economy  has.  On  a  forecast  basis,  although 

 the  rate  of  inflation  is  decreasing,  the  impact  of  inflation  on  equipment  and  materials  used  in  the 

 electricity  industry  is  expected  to  continue  to  exceed  the  average  rate  of  inflation.  This 

 expectation  is  based  on  the  historical  experience  of  inflation  for  equipment  and  materials  used 

 in  the  electricity  industry  being  higher  than  the  average  rate  of  inflation,  cost  pressures 

 associated  with  continued  industry  higher  demand,  longer  lead  time  supply  issues  and  the 

 uncertainty associated with resource and manufacturing base tariffs. 

 For  the  Test  Years,  Hydro  Ottawa  has  included  annual  inflationary  increases  to  spending  on 

 materials  and  equipment  in  the  range  of  2.1%  to  5.0%.  Hydro  Ottawa  views  this  range  as 

 conservative  as  it  is  materially  lower  than  its  Historical  inflation  experiences  over  the  last  five 

 years.  Please  note  any  potential  US  and  Canadian  tariffs  and  related  economic  impacts  have 

 not  been  considered.  Please  see  Schedule  1-3-1  Rate  Setting  Framework  for  the  proposed 

 treatment of tariffs during the 2026-2030 rate period. 

 34  Hydro Ottawa Limited,  2021-2025 Custom Incentive Rate-Setting Approved Settlement Agreement  , EB-2019-0261 
 (September 18, 2020). 
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 RATE SETTING FRAMEWORK 

 1.  INTRODUCTION AND OVERVIEW 
 This  Schedule  presents  Hydro  Ottawa’s  custom  rate  framework  for  the  2026-2030  rate  term.  As 

 detailed  in  Schedule  1-2-2  -  Distribution  System  Overview,  Hydro  Ottawa's  service  area  is  currently 

 undergoing  a  period  of  significant  demographic  expansion,  a  trend  that  is  expected  to  persist  in  the 

 foreseeable  future.  The  City  of  Ottawa's  official  long-term  development  plan  projects  a  15% 

 increase  in  population  between  2021  and  2031,  with  an  overall  growth  of  33%  anticipated  by  2046. 1

 This  expansion  will  manifest  in  various  forms,  including  the  construction  of  new  mixed-use 

 commercial  and  residential  developments,  the  densification  of  the  urban  core,  and  continued 

 suburban  expansion  in  the  eastern,  western,  and  southern  sectors  of  the  city.  To  meet  provincial 

 housing  objectives,  Ottawa  has  committed  to  the  creation  of  151,000  new  residential  units  by  2031, 

 which translates to approximately 15,100 new units annually. 2

 These  growth  drivers  underlie  the  forecast  presented  in  Figure  1  below  which  shows  the  cumulative 

 large  load  requests  that  Hydro  Ottawa  has  received  as  of  January  1,  2025.  The  projected  growth 

 includes  numerous  large  projects,  ranging  from  5  MVA  to  57  MVA,  to  be  undertaken  by  customers 

 such  as  universities  and  hospitals,  technology  firms  and  federal  agencies.  Electrified  heating  and 

 transportation  to  align  with  municipal  and  federal  decarbonization  goals  are  the  primary  drivers  for 

 the  majority  of  these  large  load  requests.  For  more  detailed  information  please  see  Schedule  2-5-4  - 

 Asset Management Process at section 9.4.1.1. 

 2  City of Ottawa, “Committee receives progress report on housing pledge targets,” 
 https://ottawa.ca/en/city-hall/city-news/newsroom/committee-receives-progress-report-housing-pledge-targets 

 1  City of Ottawa, “Growth Projections for Ottawa: 2018-2046,” 
 https://ottawa.ca/en/living-ottawa/statistics-and-demographics/growth-projections-ottawa-2018-2046#section-26e79cf6-0a 
 3c-4ab0-92fe-6a0c44150b93 
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 Figure 1 - Cumulative (MVA) Large Load Requests 

 In  addition  to  growth  and  electrification,  Hydro  Ottawa’s  2026-2030  Distribution  System  Plan 

 delivers  on  three  other  investment  priorities  that  were  determined  through  a  comprehensive 

 analysis  that  considered  customer  preferences  identified  through  engagement,  system  needs, 

 historical  system  performance,  and  trends  identified  through  the  business  planning  process. 3

 Altogether the DSP focuses on four key investment priorities: 

 1.  Growth  &  Electrification  -  Powering  the  Growing  Community:  Focusing  on  expanding  grid 

 capacity  to  serve  a  growing  community  and  ensure  a  reliable,  resilient  electricity  system  capable 

 of  meeting  increasing  demand  driven  by  new  customer  connections  and  distributed  energy 

 resources (DERs). 

 3  For further details on Hydro Ottawa’s business planning  process, see Schedule 1-2-3 - Business Plan. 
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 2.  Renewing  Deteriorating  Infrastructure:  Focusing  on  mitigating  reliability  risk  by  strategically 

 upgrading  or  replacing  deteriorating  and  critical  infrastructure,  prioritizing  assets  with  the 

 greatest impact on system reliability and safety based on condition assessments. 

 3.  Grid  Modernization  -  Enabling  the  Energy  Transition:  Focusing  on  modernizing  the  grid 

 through  strategic  technology  adoption  and  infrastructure  upgrades  to  enable  the  energy 

 transition,  facilitate  customer  participation,  and  optimize  DER  integration,  thereby  enhancing 

 grid capabilities and efficiency. 

 4.  Enhancing  Grid  Resilience:  Focusing  on  enhancing  grid  resilience  by  proactively  upgrading 

 infrastructure  and  implementing  measures  to  protect  against  increasingly  frequent  and  intense 

 severe weather events and cyber threats. 

 The  DSP  investment  priorities  are  supported  by  two  foundational  focuses:  Managing  Rising  Costs 

 and  Investing  in  the  Workforce.  In  all  aspects  of  planning,  execution  and  performance  monitoring, 

 Hydro  Ottawa  emphasizes  maintaining  affordability  for  customers  while  ensuring  a  reliable  and 

 resilient  electricity  system  to  meet  growing  demand.  To  accomplish  the  priorities  set  out  in  this  plan, 

 Hydro  Ottawa  recognizes  the  importance  of  workforce  development  and  safety  to  ensure  a  skilled 

 and secure energy future. 

 To  accommodate  these  investment  priorities  Hydro  Ottawa  is  forecasting  significant  increases  in 

 both capital and OM&A expenditures over the 2026-2030 period. 

 Figure  2  below  shows  that  capital  investment  needs  in  the  next  rate  period  are  nearly  doubling 

 compared  to  the  2021-2025  rate  term.  These  needs  are  founded  upon  a  thorough  assessment  of 

 current  infrastructure  conditions  based  on  detailed  engineering  studies,  anticipated  load  growth  and 

 capacity  requirements  driven  by  both  organic  expansion  and  the  significant  acceleration  of 

 electrification,  and  grid  enhancement  and  modernization  imperatives  to  improve  resilience,  integrate 

 distributed  energy  resources  and  support  a  decarbonized  energy  future.  For  more  information 

 please refer to Schedule 2-5-4 - Asset Management Process. 
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 Figure 2 - Summary of 2021-2030 Annual Capital Expenditures ($’000 000s) 

 The  proposed  increase  in  capital  necessitates  a  corresponding  increase  in  OM&A  expenditures,  as 

 shown  in  Figure  3  below  to  hire  and  retain  the  necessary  resources  to  support  the  execution  of  the 

 capital  program,  and  to  fund  enhanced  testing  and  asset  inspection  programs  to  manage  system 

 health  and  reliability  with  constrained  levels  of  renewal  investment  relative  to  the  condition  needs  of 

 the  assets.  Furthermore,  escalating  IT  costs  associated  with  extreme  weather  resilience  and  the 

 implementation  of  advanced  technologies,  including  cyber  security  measures  for  digital  and 

 AI-driven  systems,  must  be  factored  into  the  OM&A  budget  to  ensure  operational  continuity  and 

 security amidst evolving environmental and technological challenges. 
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 Figure 3 - Summary of 2021-2030 Annual OM&A Expenses ($’000 000s) 4

 2.  RATE-SETTING OPTIONS 
 There are three incentive rate-setting (IR) options for electricity distributors: 

 ●  Price  Cap  IR:  Base  rates  are  set  through  a  cost  of  service  process  for  the  first  year  and  the 

 rates  for  the  following  four  years  are  adjusted  using  an  inflationary  index  minus  a  productivity 

 factor. 

 ●  Custom  IR:  Rates  are  set  for  five  years  considering  a  five-year  forecast  of  the  utility’s  costs  and 

 sales  volumes.  This  method  is  intended  to  be  customized  to  fit  the  specific  utility’s 

 circumstances. 

 ●  Annual  IR  Index:  Existing  rates  are  escalated  using  the  annual  adjustment  under  Price  Cap  IR, 

 without a rebasing cost of service review. 

 4  2027-2030 illustrates the OM&A outcome of Hydro Ottawa’s Custom Revenue OM&A Factor. 
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 Hydro  Ottawa  considered  these  options  above  from  the  perspective  of  being  able  to  provide  the 

 necessary  funding  to  enable  the  utility  to  carry  out  the  investments  summarized  above  and  detailed 

 through  this  application.  This  assessment  ruled  out  the  option  of  Annual  IR  because  it  precludes 

 rebasing.  The  Price  Cap  IR  option  allows  Hydro  Ottawa  to  rebase,  but  limits  rate  increases  in  the 

 outer  years  of  the  rate  period  to  inflationary  adjustments.  This  constraint  poses  a  significant 

 challenge  for  Hydro  Ottawa  given  that  its  service  territory  is  experiencing  accelerated  electrification 

 and unprecedented levels of growth. 

 To  be  able  to  serve  its  customers  during  this  period  of  surging  demand,  Hydro  Ottawa  must  make 

 significant  capital  investments  which  cannot  be  funded  under  the  standard  Price  Cap  IR  option.  The 

 Advanced  Capital  Module  (ACM)  available  under  Price  Cap  IR  is  not  compatible  with  the  large 

 multi-year  capital  investments  required  to  expand  and  modernize  the  grid  for  the  future.  ACM 

 necessitates  annual  regulatory  approvals  over  the  rate  term  and  thus  carries  regulatory  cost  and 

 uncertainty  which  can  hinder  Hydro  Ottawa’s  ability  to  complete  the  work  that  is  necessary  to  serve 

 its customers and prepare its grid for electrification. 

 Hydro  Ottawa  requires  a  tailored  framework  to  plan  and  execute  its  investments  quickly  and 

 cost-effectively  over  the  2026-2030  rate  period,  and  has  determined  that  a  Custom  IR  approach  is 

 the  only  suitable  method  to  achieve  these  objectives.  The  need  for  flexible  and  responsive  planning 

 and  regulatory  frameworks  to  support  the  government  of  Ontario’s  pro-growth  vision  is  underscored 

 by the Ministry of Energy and Electrification’s December 2024 Letter of Direction to the OEB: 

 Planning  for  Growth  Ontario’s  economy  and  the  day-to-day  lives  of  its  15  million  residents 

 depend  on  a  reliable  energy  system  that  delivers  power  on  demand.  As  a  result  of  the 

 government’s work over the past six years, demand on that system is growing quickly. 

 …. 

 To  meet  this  challenge,  Ontario  needs  planning  and  regulatory  frameworks  that  are  flexible 

 and  will  get  infrastructure  and  resources  built  quickly  and  cost-effectively  to  support  the 

 government’s  pro-growth  agenda.  This  includes  ensuring  regulated  utilities  critical  to 
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 Ontario’s  growth  can  earn  a  fair  rate  of  return  to  enable  rational  expansion  and  maintenance 

 of  the  electricity  and  natural  gas  systems.  The  OEB  will  play  a  critical  role  in  creating  that 

 environment, while balancing the need for continued affordability for customers 

 In  addition  to  the  need  for  revenue  requirement  to  align  with  the  growth  in  Hydro  Ottawa’s  service 

 territory,  a  custom  approach  was  also  required  to  support  an  appropriate  rate  design  that  required  a 

 five  year  load  forecast  and  five  cost  allocation  models.  Without  this  approach,  class  level  revenue 

 requirements  allocation  would  not  accurately  reflect  class  level  revenue  requirement  drivers 

 throughout the rate term. 

 The  proposed  2026-2030  framework  builds  on  the  design  of  prior  successful  Custom  IR 

 frameworks,  with  purposeful  refinements  to  address  the  unique  circumstances  of  the  upcoming  rate 

 period:  rapid  growth  and  accelerated  electrification  coupled  with  the  need  to  invest  in  system 

 renewal  and  enhancements  to  maintain  a  safe  and  reliable  grid,  and  prepare  for  a  future  that  is 

 unlike  the  past.  This  framework  enables  critical  investments  in  the  grid  to  provide  continued  access 

 to  safe  and  reliable  power,  while  preserving  the  utility’s  financial  stability  and  ensuring  rate 

 predictability, service quality and reliability for customers. 

 3.  PROPOSED RATE FRAMEWORK 
 Hydro  Ottawa  is  proposing  a  revenue  cap  rate  setting  model  for  the  2026-2030  period,  utilizing  a 

 structure  analogous  to  the  utility’s  previous  methodology.  For  ease  of  reference,  Table  1  below 

 compares  the  key  elements  of  Hydro  Ottawa’s  2021-2025  Custom  IR  Framework  and  the  proposed 

 2026-2030 Custom IR Framework. Each of these elements is further discussed below. 
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 Table 1 - Hydro Ottawa’s Current vs. Proposed Custom Rate Frameworks 

 2021-2025 Custom IR Rate Framework  2026-2030 Custom IR Rate Framework 

 RATE-SETTING METHODOLOGY 

 Year 1 Capital 
 Related 
 Funding 

 Capital Forecast with no inflation and 
 Scientific Research & Experimental 
 Development SR&ED tax credits 
 contributions. Standard Rebasing for 
 Working Capital Allowance (WCA), Cost 
 of Capital and Payments in Lieu of Taxes 
 (PILs). 

 Capital Forecast with inflation, stretch 
 ($6.9M) embedded through identified 
 efficiencies, SR&ED tax credits and 
 accelerated Capital Cost Allowance (CCA) 
 contribution. Standard Rebasing for WCA, 
 Cost of Capital and PILs. Recovery of 
 accelerated CCA for 2026. 

 Years 2-5: 
 Capital Related 
 Funding 

 Starting in year 2 a Capital Stretch Factor 
 was applied of 0.60% (0.45% plus 
 0.15%). For the remaining years the 
 Capital Stretch Factor was annually 
 increased by a value of 0.60%. 

 Capital Forecast with inflation and stretch 
 embedded through identified efficiencies 
 and SR&ED tax credits and 2027 
 accelerated Capital Cost Allowance (CCA) 
 contribution. 

 Working Capital:  OEB Generic WCA 
 factor of 7.5% applied to the 2021 test 
 year Power Purchases and OM&A, 
 escalated by inflation (I) 

 Working Capital:  OEB Generic WCA 
 factor of 7.5% applied to annual estimated 
 Power Purchases (utilizing revenue load 
 forecast inclusive of electrification) and test 
 year OM&A escalated by inflation and 
 growth (I + G). 

 Cost of Capital:  Mid-term adjustment in 
 2024 to update for OEB cost of capital 
 parameters for return on equity to be 
 used for 2024 & 2025. 

 Cost of Capital:  Fixed for all 5 years based 
 on OEB’s 2026 Cost of Capital parameters 
 which will be issued in the fall of 2025. 

 Payments in Lieu of Taxes:  utilized the 
 5 year capital forecast and updated 
 annually for inflation impact of working 
 capital component of rate base and 
 mid-term adjustment for ROE cost of 
 capital parameter for 2024 and 2025. 

 Payments in Lieu of Taxes:  Fixed for all 5 
 years with no adjustments. 
 Recovery of accelerated CCA for 2026 and 
 2027. 

 Year 1 OM&A 
 Funding 

 Standard Cost of Service rebasing  Standard Cost of Service rebasing with 
 embedded stretch 
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 2021-2025 Custom IR Rate Framework  2026-2030 Custom IR Rate Framework 

 Years 2-5 
 OM&A Funding 

 Year 1 escalated by annual  Custom 
 Price Escalation Factor (CPEF) 
 composed of  I – X + G  where: 

 Year 1 escalated by annual  Custom 
 Revenue OM&A Factor (CROF) 
 composed of  I – X + G  where: 

 I = OEB Inflation Factor  I = OEB Inflation Factor 

 X = 0.45% derived from PEG Model 
 (based on under reporting of secondary 
 lines) 

 X =  0.15%, based on the outputs of the 
 adjusted PEG’s Model (Attachment 1-3-3 
 (A) - PEG Benchmarking Analysis) with an 
 adjustment to recognize the embedded 
 stretch productivity in base OM&A capped 
 at maintaining a 0.15% stretch factor. 

 G = 0.34% calculated using forecasted 
 customer growth rate based on the 
 2021-2025 load forecast multiplied by a 
 0.35 scaling factor  . 

 G = 3.23% calculated using forecasted 
 customer and system capacity growth, 
 weighted using the assumptions in the 
 OEB’s cost allocation model for OM&A. 

 Other Revenue  Mix of some other revenue set for 5 years 
 while other revenue and rates were 
 updated based on OEB approved 
 inflation. 

 Set both rates and revenue for 5 years. 
 Where rates are proposed to be adjusted in 
 years 2 to 5 based on inflation, set  rate of 
 2.1% for all four years (no adjustment 
 based on the OEB approved inflation 
 factor) 

 OTHER ELEMENTS OF THE RATE FRAMEWORK 

 Earnings 
 Sharing 
 Mechanism 

 Asymmetrical ESM account on a 50/50 
 basis with no dead band 

 Asymmetrical ESM account on a 50/50 
 basis above a dead band of 150 basis 
 points if the utility’s efficiency cohort 
 determined by the adjusted PEG (as 
 described in Attachment 1-3-3 (A) - PEG 
 Benchmarking Analysis) remains constant 
 or reduces over the rate period. 

 Performance 
 Incentives 

 A Performance Outcomes Accountability 
 Mechanism deferral account to link the 
 execution of certain aspects of Hydro 
 Ottawa’s DSP to the recovery of amounts 
 included in the agreed-upon revenue 
 requirement 

 Off-Ramp and 
 Z-Factor 

 In accordance with standard OEB policy  In accordance with standard OEB policy 

 Rate Framework and Performance Outcomes  Rate Setting Framework 
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 2021-2025 Custom IR Rate Framework  2026-2030 Custom IR Rate Framework 

 Capital 
 Variance 
 Accounts 

 Asymmetrical  sub-account to track 
 underspending in System Access 
 (excluding plant relocation and residential 
 expansion). 

 Asymmetrical  sub-account to track 
 underspending in System Access (except 
 investments related to third-party plant 
 relocations, and commercial and residential 
 expansions (Growth Capital Development 
 Additions which are tracked in another 
 sub-account as detailed below) 

 Asymmetrical  sub-account to track 
 underspending in System Renewal and 
 System Service 

 Asymmetrical  sub-account to track 
 underspending in System Renewal and 
 System Service (except capacity upgrades 
 to enable housing developments which are 
 tracked in another sub-account as detailed 
 below) 

 Asymmetrical  sub-account to track 
 underspending in General Plant 

 Asymmetrical  sub-account to track 
 underspending in General Plant 

 Symmetrical  sub-account to record 
 System Access over/underspending 
 driven by third-party plant relocations and 
 residential expansion 

 Symmetrical  sub-account to record 
 over/underspending in System Access 
 investments related by third-party plant 
 relocations, commercial and residential 
 expansion, and in System Service 
 investments related to capacity upgrades to 
 enable housing developments (together as 
 Growth Capital Development Additions). 

 CCRA Variance 
 Account 

 Symmetrical  account for CCRA 
 payments to HONI including both new 
 contribution and true-ups 

 Symmetrical  account for CCRA payments 
 to HONI including both new contributions 
 and true-ups 

 Non-Wires 
 Solutions 
 (NWS) Variance 
 Account 

 N/A  Symmetrical  account to capture NWS 
 costs in other revenue and OM&A, net of 
 any external funding related to NWS 

 Large Load 
 Revenue 
 Variance 
 Account 

 N/A  Symmetrical  account to capture revenue 
 variances associated with differences in 
 volume and timing of large loads adjusted 
 into the load forecast (as presented in Table 
 8 of Schedule 3-1-1) to actual billing load, 
 net of contribution adjustments 

 Rate Framework and Performance Outcomes  Rate Setting Framework 
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 2021-2025 Custom IR Rate Framework  2026-2030 Custom IR Rate Framework 

 Tariff Impact 
 Deferral 
 Account 

 N/A  Asymmetrical  account to track global tariff 
 related costs 

 The  proposed  framework  and  the  evidence  underlying  the  investment  plans  for  which  Hydro  Ottawa 

 seeks  rate  funding  in  this  application  meets  the  key  standards  as  outlined  in  the  OEB’s  Handbook 

 for  Utility  Rate  Applications  and  consistent  with  the  Renewed  Regulatory  Framework  (RRF),  as 

 follows: 

 ●  Term:  A  five  year  rate  term  based  on  forecasts,  designed  to  include  productivity  gains  and 

 financial incentives that foster continuous improvement. 

 ●  Annual  Rate  Adjustment:  The  CROF  incorporates  adjustments  for  inflation,  productivity,  and 

 an annual growth factor as summarized above and further detailed in Sections 3.1 - 3.3 below. 

 ●  Benchmarking:  Internal  and  external  benchmarking  have  been  incorporated  into  the 

 application  that  analyze  specific  measures  and  programs  against  industry  and  peer  comparator 

 groups,  as  well  as  to  assess  Hydro  Ottawa’s  continuous  improvement  over  time.  The  following 

 schedules  provide  a  clear  understanding  that  Hydro  Ottawa  compares  well  against  its  peer  and 

 the industry average 

 These analyses include: 

 ●  An  in-depth  review  and  analysis  of  the  current  PEG  Model  (Attachment  1-3-3(A)  -  PEG 

 Benchmarking  Analysis,  as  well  as  Excel  Attachment  1-3-3(G)  -  OEB  Benchmarking 

 Spreadsheet Forecast Model); 

 ●  Activity  and  Program  Based  Benchmarking  (Attachment  1-3-3(B)  -  Activity  and 

 Program-Based Benchmarking Analysis) 

 ●  Electric  Utility  Scorecards  (Attachment  1-3-3(C)  -  Electricity  Utility  Scorecard 

 Benchmarking Analysis); and 

 Rate Framework and Performance Outcomes  Rate Setting Framework 
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 ●  Supplementary  industry  measures  related  to  utility  characteristics,  labour  force,  cost 

 ratios,  loss  factor  and  outage  cause  codes  (Attachment  1-3-3(D)  -  Supplemental  Industry 

 Benchmarking Analysis). 

 Utilizing  the  OEB  Open  Source  Data,  these  analyses  provide  a  comparative  assessment  of 

 Hydro  Ottawa’s  performance  against  its  own  historical  performance,  against  relevant  peer 

 groups  among  Ontario  electricity  distributors,  and  against  the  provincial  average.  Furthermore, 

 Hydro  Ottawa  has  conducted  external  benchmarking  studies,  which  analyze  the  utility's  cost 

 performance  for  IT  and  Compensation  relative  to  industry  peers.  These  reports  can  be  found  at 

 Attachment  1-3-3(E)  -  Hydro  Ottawa  Enterprise  IT  Spending  &  Staffing  Benchmark  and 

 Attachment 1-3-3(F) - Compensation Benchmarking Study. 

 ●  Performance  Metrics:  Hydro  Ottawa  is  proposing  a  comprehensive  custom  scorecard  which 

 includes  22  measures  aligned  to  the  outcomes  identified  in  this  Application.  Further  details  on 

 the  Custom  Performance  Scorecard  can  be  found  in  Schedule  1-3-2  -  Proposed  Annual 

 Reporting. 

 ●  Updates:  Aside  from  inflation  updates  using  the  OEB’s  standard  inflation  factor  (impacting 

 OM&A  and  as  such  working  capital),  Hydro  Ottawa  is  not  proposing  any  annual  updates  to  the 

 rate  framework,  which  means  that  as  part  of  this  framework  customers  will  have  the  benefit  of 

 rate stability and predictability. 

 ●  Protecting  Customers:  In  addition  to  efficiency  gains  and  productivity  incentives  that  are  built 

 into  the  investment  plan  and  proposed  rate  framework,  this  Application  includes  numerous 

 asymmetrical  variance  accounts  to  protect  customers  in  the  event  of  underspending,  as  well  as 

 an  Earnings  Sharing  Mechanism  to  safeguard  against  excessive  utility  earnings.  Further  details 

 on these mechanisms can be found in section 3.5 below. 

 3.1 CAPITAL FUNDING 

 The  proposed  framework  funds  the  capital  related  revenue  requirement  that  is  necessary  to  execute 

 Hydro  Ottawa’s  2026-2030  Distribution  System  Plan.  This  plan  reflects  a  comprehensive  investment 

 Rate Framework and Performance Outcomes  Rate Setting Framework 
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 strategy  that  aligns  with  customer  expectations,  addresses  the  evolving  needs  of  Hydro  Ottawa's 

 electricity  grid  and  incorporates  key  improvements,  including  enhanced  asset  management 

 processes,  expanded  grid  modernization  and  resilience  planning,  updated  system  capacity 

 assessments, and refined long-term forecasting based on customer feedback and system needs. 

 Table  2  below  presents  the  capital  related  revenue  funded  by  the  proposed  rate  framework. 

 Consistent  with  Hydro’s  Ottawa's  current  rate  framework  approved  for  the  2021-2025  rate  period, 

 this  revenue  is  not  escalated  by  an  annual  index,  but  rather  is  funded  on  a  forecasted  basis.  In  this 

 proposed  approach,  Hydro  Ottawa  bears  the  risk  of  capital-related  inflation,  and  customers  receive 

 the  benefit  of  productivity  savings  upfront  that  have  been  built  into  the  capital  forecast.  Each  of 

 these elements are further described below. 

 Table 2 – 2026-2030 Capital Revenue Requirement, net of revenue offset ($’000 000s) 5

 2026F  2027F  2028F  2029F  2030F  Total 

 Amortization/Depreciation  $ 67.2  $ 75.4  $ 82.3  $ 88.4  $ 94.4  $ 407.6 

 Income Taxes (Grossed up)  $ 6.6  $ 6.5  $ 12.2  $ 12.7  $ 15.4  $ 53.5 

 Deemed Interest Expense  $ 36.4  $ 40.4  $ 45.3  $ 49.0  $ 51.7  $ 222.8 

 Return on Deemed Equity  $ 55.2  $ 61.3  $ 68.7  $ 74.4  $ 78.5  $ 337.9 

 Capital related revenue requirement  $ 165.4  $ 183.6  $ 208.4  $ 224.4  $ 240.0  $ 1,021.8 

 3.1.1 Capital Inflation 
 Hydro  Ottawa's  proposed  rate  framework  places  the  risk  of  capital-related  inflation  on  the  utility  to 

 manage  over  the  2026-2030  rate  period.  This  approach  represents  a  significant  risk  in  light  of 

 recent  history  whereby  inflation  reached  a  40-year  high  in  2022,  and  in  contrast  with  other  rate 

 frameworks  approved  by  the  OEB  which  provide  for  inflationary  adjustments  to  capital  related 

 revenue.  By  fixing  capital-related  inflation  for  the  purposes  of  setting  rates,  Hydro  Ottawa  is  taking 6

 6  For example, Ontario Energy Board,  Partial Decision  and Order - Toronto Hydro-Electric System LTD Application for 
 electricity distribution rates beginning January 1, 2025  , EB-2023-0195 (November 12, 2024). 

 5  Property Taxes was included into capital related spending as part of Hydro Ottawa’s capital related stretch factor, 
 however has not been included as part of revenue requirements presented in this table. 
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 on  incremental  financial  risk  and  responsibility  to  provide  customers  greater  protection  and  rate 

 stability  and  predictability  over  the  term.  For  more  information  regarding  the  inflationary  assumption 

 built  into  Hydro  Ottawa’s  capital  plan  please  refer  to  Schedule  1-2-5  Impacts  of  Inflationary 

 Pressure. 

 3.1.2 Capital Productivity 
 As  discussed  in  Schedule  1-3-4  -  Facilitating  Innovation  and  Continuous  Improvement  Hydro 

 Ottawa  is  committed  to  fostering  a  culture  of  innovation  and  continuous  improvement  across  its 

 operations.  The  utility  has  cultivated  a  robust  track  record  with  respect  to  the  following:  applying 

 innovative  practices  and  solutions  to  serving  customers  and  to  planning  and  operating  the 

 distribution  system;  prioritizing  productivity,  savings,  efficiencies  and  cost  reductions  in  the 

 execution  of  its  programs  and  projects;  and  pursuing  continuous  improvement  in  all  aspects  of  its 

 business activity. 

 During  the  2021-2025  rate  term,  Hydro  Ottawa  enhanced  its  operational  efficiency  and  productivity 

 in  a  host  of  different  ways  allowing  it  to  embed  estimated  savings  in  capital  expenditures  and 

 additions  that  flow  through  the  capital  related  costs  providing  customers  with  increased  benefit 

 starting in year one of the rate plan. 

 As  an  example,  as  detailed  in  section  3.1.1.2  of  Schedule  1-3-4  Facilitating  Innovation  and 

 Continuous  Improvement,  Hydro  Ottawa  was  able  to  achieve  a  significant  reduction  in  average 

 annual  labour  hours  on  the  planned  pole  renewal  program  in  System  Renewal.  While  these  savings 

 have  only  been  sustained  over  a  relatively  short  period  of  time,  the  utility  applied  the  efficiency 

 assumptions  to  stretch  its  capital  expenditure  plan,  taking  the  risk  that  it  can  sustain  these 

 productivity  savings  over  the  2026-2030  rate  period  to  deliver  its  plan  during  a  period  of 

 unprecedented growth. 

 Hydro  Ottawa  embedded  these  productivity  savings  assumptions  in  the  capital  expenditures  plan  in 

 the  DSP.  Table  3  below  shows  the  required  and  proposed  capital  expenditures  and  the  stretch 

 amounts that have been built into the proposed plan. 
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 Table 3 – 2026-2030 Required and Proposed Capital Expenditures ($’000 000s) 

 2026-2030 
 Required  Proposed  Stretch $  Stretch % 

 Capital Expenditures  $1,230  $ 1,195  ($35)  (2.9%) 

 Table  4  below  shows  the  application  of  the  embedded  stretch  to  the  2026-2030  capital  related 

 revenue requirement (excluding property tax). 

 Table 4 – 2026-2030 Capital Related Revenue Requirement Savings ($’000s) 

 2026-2030 

 Required  Proposed  Stretch $ 
 Average 

 Stretch % 

 Capital Related Revenue Requirement  $1,028,547  $1,021,817  ($6,731)  (0.65%) 

 3.1.3 Working Capital 
 As  outlined  in  Schedule  2-3-1  -  Working  Capital  Requirement,  Hydro  Ottawa  proposes  to  apply  the 

 OEB  generic  7.5%  WCA  factor  to  the  annual  estimated  Cost  of  Power  (COP)  based  on  the  utility’s 

 load  forecast  presented  in  Schedule  3-1-1  -  Revenue  Load  and  Customer  Forecast.  This  approach 

 recognizes  the  significant  electrification  built  into  the  2026-2030  load  forecast,  which  provides  an 

 upfront  rate  benefit  to  customers  (by  reducing  rates  based  on  estimated  future  customer  load 

 forecasts  not  captured  by  the  base  load  forecast),  and  should  be  duly  reflected  in  the  flow-through 

 COP expense (by using the same customer load forecast data). 

 Test  year  OM&A  is  used  for  the  first  year  WCA  calculation  and  thereafter  it  is  proposed  to  use  the 

 base  year  OM&A  escalated  by  inflation  and  growth.  Productivity  has  not  been  included  as  the  main 

 driver  of  working  capital  costs  are  costs  associated  with  generation  and  transmission.  Productivity 

 related  to  the  cost  drivers  of  these  activities  are  managed  by  the  IESO  and  transmitters  and 

 monitored  by  the  OEB  in  their  respective  applications.  As  such,  Hydro  Ottawa  should  not  be 

 required to manage any expected cost increases related to these items. 
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 3.1.4 Cost of Capital 
 Hydro  Ottawa’s  proposed  capital  structure  is  in  accordance  with  the  OEB  guidelines  provided  in  the 

 Decision  and  Order,  Generic  Proceeding  -  Cost  of  Capital  and  Other  Matters  (EB-2024-0063) 

 issued  on  March  27,  2025  (2025  OEB  Cost  of  Capital  Decision  and  Order).  Hydro  Ottawa  targets  a 

 60:40  debt  to  equity  range.  The  60%  debt  component  is  comprised  of  a  targeted  split  between  56% 

 long-term debt and 4% short-term debt. 

 Hydro  Ottawa  proposes  to  incorporate  the  ROE  and  short-term  debt  as  set  by  the  OEB  while  the 

 long-term  debt  primarily  relies  on  the  embedded  or  actual  cost  of  long-term  debt  and  only  uses  the 

 deemed long-term debt rate as a proxy to bridge the period between external financings. 

 As  part  of  this  Original  evidence,  Hydro  Ottawa  is  using  the  2025  cost  of  capital  parameters, 

 published  by  the  OEB  in  its  Decision  and  Order,  Generic  Proceeding  -  Cost  of  Capital  and  Other 

 Matters  (EB-2024-0063)  dated  March  27,  2025,  as  a  placeholder.  This  approach  is  further  outlined 

 in Schedule 5-1-1 - Cost of Capital and Capital Structure. 

 Please see Table 5 for a summary of the cost of capital parameters. 

 Table 5 – Summary of Cost of Capital Parameters 

 Rates Effective  Placeholder ROE 7
 (fixed for 2026-2030) 

 Placeholder 
 Long-Term Debt 8

 (fixed for 2026-2030) 

 Placeholder 
 Short-Term Debt 9

 (fixed for 2026-2030) 
 January 1, 2026 - December 31, 2030  9.00%  3.96%  3.91% 

 Please  see  Section  2.4.1  of  Attachment  1-3-3(D)  -  Supplemental  Industry  Benchmarking  Analysis 

 for  a  presentation  of  a  weighted  average  cost  of  Debt  comparison  to  illustrate  Hydro  Ottawa’s 

 performance to that of the industry and established peer groups. 

 9  To be updated based on the Short-Term Debt rate for  2026 to be set by the OEB in the fall of 2025. 
 8  To be updated as per Schedule 5-1-1 Cost of Capital  and Capital Structure 
 7  To be updated based on the ROE for 2026 to be set  by the OEB in the fall of 2025. 
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 3.1.5 Payments in Lieu of Taxes 
 Hydro  Ottawa  exercises  sound  tax  planning  and  manages  its  tax  costs  diligently  in  order  to 

 minimize  costs.  As  required,  the  utility  maximizes  tax  deductions  such  as  Capital  Cost  Allowance, 

 and  takes  advantage  of  available  tax  credits,  such  as  apprentice  tax  credits,  student  co-op  tax 

 credits, and scientific research and experimental development (SR&ED) tax credits. 

 Hydro  Ottawa  proposes  to  incorporate  two  unique  factors  related  to  PILs  as  part  of  the  2026-2030 

 rate period. 

 Hydro  Ottawa  proposes  to  provide  rate  payers  the  benefit  of  SR&ED  tax  credits  reflected  as  a 

 reduction  in  capital  expenditures  (by  way  of  a  capital  contribution)  and/or  OM&A  expenses  for  each 

 Test  Year.  This  provides  benefits  in  two  ways  to  customers.  The  capital  expenditures  reduction 

 provides  reduced  ROE  and  cost  of  debt  over  the  life  of  the  associated  assets  while  the  reduction  in 

 OM&A  provides  immediate  benefit  to  customers  in  OM&A  and  provides  a  smaller  base  in  which  to 

 inflate  costs  over  the  rate  term.  A  similar  approach  was  approved  as  part  of  Hydro  Ottawa 

 2021-2025 CIR Application. 

 As  described  in  Schedule  6-2-1  -  Payments  in  Lieu  of  Taxes,  Accelerated  CCA  (related  to  Bill  C-97 

 the  Budget  Implementation  Act,  2019  )  is  no  longer  available  after  2027.  This  rule  allows  enhanced 

 first-year  tax  depreciation  on  eligible  capital  assets  acquired  and  available  for  use  after  November 

 20,  2018.  Accelerated  CCA  does  not  change  the  total  amount  of  CCA  that  Hydro  Ottawa  can 

 deduct  over  the  tax  life  of  the  eligible  capital  assets.  This  Accelerated  CCA  is  only  available  to  be 

 claimed  in  the  first  tax  year  that  the  eligible  capital  assets  are  acquired  and  available  for  use.  By 

 claiming  a  larger  CCA  deduction  in  the  first  year,  Hydro  Ottawa  will  have  smaller  CCA  deductions 

 available in future years. 

 Previous  to  this  CIR  Application,  Hydro  Ottawa  has  provided  benefit  to  current  customers  by  either 

 refunding  the  tax  saving  through  Account  1592  PILS  and  Tax  Variance  or  providing  an  immediate 

 benefit  through  rates.  For  the  two  remaining  years,  namely  2026  and  2027,  Hydro  Ottawa  proposes 

 Rate Framework and Performance Outcomes  Rate Setting Framework 

 17 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

 11 

 12 

 13 

 14 

 15 

 16 

 17 

 18 

 19 

 20 

 21 

 22 

 23 

 24 

 25 

 26 

 27 

 28 

 29 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 
 Tab 3 

 Schedule 1 
 ORIGINAL 

 Page  18  of  37 

 to  instead  collect  the  2026  and  2027  accelerated  PILS  benefit  and  create  an  offsetting  capital 

 contribution  as  part  of  ratebase.  Similar  to  the  SR&ED  tax  credits,  this  will  provide  rate  payers  cost 

 reduction  over  the  life  of  the  associated  assets  through  a  reduced  cost  of  capital  (ROE  and  Debt). 

 This  reduces  intergenerational  equity  issues  that  arise  in  the  context  of  deferred  taxes  when  income 

 tax  decisions  in  the  present  have  long-term  tax  implications  for  future  generations.  Please  also  see 

 Schedule 6-1-1 - Revenue Requirement and Revenue Deficiency or Sufficiency. 

 Hydro  Ottawa  also  proposes  to  dispose  of  amounts  currently  in  Account  1592  PILS  and  Tax 

 Variance  for  2021  Immediate  expensing  measures  in  the  same  manner.  Please  see  Schedule  9-1-4 

 - Account 1592 PILS and Tax Variance for more details. 

 The  intention  would  be  to  treat  any  extension  (if  applicable)  to  either  accelerated  CCA  or  immediate 

 expensing in a similar way. 

 3.1.6 Property Taxes 
 In  the  Regulatory  framework,  property  taxes  are  not  considered  an  OM&A  expenditure  and  are  part 

 of  the  capital  related  funding  requirements.  In  specific  circumstances  property  taxes  are  recorded 

 outside USoA Account 6105. 

 Hydro  Ottawa  has  estimated  a  base  year  property  tax  value  of  $3.7M  in  2026.  These  amounts  are 

 estimated  based  on  current  property  tax  payments  with  projected  increases.  They  are  recorded  in 

 three  USofA  accounts:  6105  Taxes  Other  Than  Income  Taxes,  5012  Station  Buildings  and  Fixtures 

 Expense,  and  5015  Transformer  Station  Equipment  -  Operation  Supplies  and  Expenses.  Hydro 

 Ottawa  proposes  to  escalate  property  taxes  over  the  rate  term  using  the  OM&A  CROF,  as  outlined 

 in  the  following  section  of  this  schedule.  As  a  result,  unless  otherwise  noted  property  taxes  have 

 been included in OM&A totals through this application. 
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 3.2.   OM&A FUNDING 

 The proposed rate framework provides OM&A funding in years two through five of the rate period 

 (i.e. 2027-2030), using a custom annual adjustment known as the Custom Revenue OM&A Factor 

 (CROF). Table 6 below outlines the components of this factor. 

 Table 6: Custom Revenue OM&A Factor (CROF) Components 

 CROF = I - X + G 

 Component  Methodology  Value 

 I  Standard OEB inflation factor methodology; to be updated 
 annually based on OEB parameters. 

 2.10% 10

 X  Two components: Productivity factor of 0% ; Stretch Factor as 
 per PEG Model of 0.30% reduced by embedded productivity in 
 test year (capped at 0.15%); fixed throughout the term. 

 0.15% 

 G  Weighted growth factor composed of customer count and 
 system capacity Compound Annual Growth Rates (CAGR) 
 weighted in accordance with the assumptions in the OEB cost 
 allocation model; fixed throughout the term. 

 3.23% 

 CROF  Custom Revenue OM&A Factor  5.18% 

 The following sections describe the components of the CROF in further detail. 

 3.2.1.   Inflation Factor 
 For  the  purposes  of  rate  modelling  provided  in  this  Application,  Hydro  Ottawa  used  a  forecasted 

 inflation  factor  of  2.10%.  However,  consistent  with  standard  OEB  policy,  in  years  two  to  five  of  the 

 custom  rate  period  (i.e.  2027-2030)  Hydro  Ottawa  intends  to  update  the  inflation  factor  included  in 

 the  proposed  CROF  through  the  annual  rate  application  process.  This  update  will  be  based  on  the 

 OEB-inflation factor, which is derived from the weighted sum of two distinct sub-indices: 

 10  Placeholder value, to be updated annually 

 Rate Framework and Performance Outcomes  Rate Setting Framework 

 19 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

 11 

 12 

 13 

 14 

 15 

 16 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 
 Tab 3 

 Schedule 1 
 ORIGINAL 

 Page  20  of  37 

 ●  Non-Labour  Index  :  70%  of  the  annual  percentage  change  in  Canada’s  Gross  Domestic 

 Product  Implicit  Price  Index  (GDP-IPI)  Final  Domestic  Demand  (FDD),  as  officially  reported  by 

 Statistics Canada; and 

 ●  Labour  Index  :  30%  of  the  annual  percentage  change  in  the  Average  Weekly  Earnings  (“AWE”) 

 for workers in Ontario, as officially reported by Statistics Canada. 

 3.2.2.   X Factor 
 Consistent  with  OEB  policy,  the  proposed  X-factor  in  CROF  consists  of  two  components:  an 

 industry  Total  Factor  Productivity  (TFP)  component  and  a  stretch  factor  component.  Each  of  these 

 is described in further detail below. 

 3.2.3  Productivity Factor 
 Consistent  with  the  OEB’s  Rate  Setting  Parameters  and  Benchmarking  under  the  RRF,  Hydro 11

 Ottawa  proposes  to  adopt  the  OEB’s  TFP  factor  of  0%  in  its  CROF,  but  notes  that  the  effect  of 

 increasing  the  productivity  factor  to  zero  creates  an  additional  stretch  factor  during  the  term  of  this 

 application. 

 3.2.4  Stretch Factor 
 The  second  component  of  the  X  factor  is  the  stretch  factor,  which  is  intended  to  reflect  the 

 incremental  productivity  gains  that  distributors  are  expected  to  achieve  under  incentive  regulation. 

 Under  the  current  methodology,  stretch  factors  are  determined  based  on  a  distributor’s  assignment 

 in  one  of  the  five  efficiency  assessment  rankings,  determined  using  a  total  cost  benchmarking 

 econometric model developed by PEG (the PEG Model), which is updated annually. 

 11  Ontario Energy Board,  Report of the Board - Rate  Setting Parameters and Benchmarking under the Renewed 
 Regulatory Framework for Ontario’s Electricity Distributors  ,  EB-2010-0379 (November 21, 2023; corrected December 4, 
 2013), page 17. 
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 The  PEG  Model  predicts  what  a  distributor’s  total  costs  “should  be”  (predicted  costs)  based  on 

 various  business  condition  variables,  and  then  compares  the  predicted  costs  to  a  distributor’s  actual 

 costs.  Between  2015  and  2024,  Hydro  Ottawa  has  been  categorized  in  Cohort  IV  based  on  the 

 PEG Model’s results, with its Efficiency Performance ranging from 12.1% to 20.8%. 

 In  preparing  this  Application,  Hydro  Ottawa  reviewed  the  historical  data  that  was  reported  to  the 

 OEB  and  was  factored  into  the  PEG  Model.  This  review  identified  three  data  elements  that  Hydro 

 Ottawa  believes  should  be  adjusted  in  the  PEG  Model  to  derive  a  result  that  does  not  unduly 

 underestimate  the  utility’s  cost  performance.  The  first  element  reflects  improved  reporting  from 

 Hydro  Ottawa's  annual  OEB  reporting,  while  the  remaining  two  are  custom  aspects  Hydro  Ottawa 

 proposes  as  part  of  this  rate  setting  framework  to  incorporate  the  future  PEG  result  estimate  and  to 

 be used as part of Hydro Ottawa proposed ESM. These elements are as follows: 

 1.  Secondary Circuit kilometers not being included in the Circuit Kilometers metric; 12

 2.  The  absence  of  a  variable  to  capture  impacts  of  Conservation  and  Demand  Management 

 (CDM) on a utility’s cost drivers; and 

 3.  The  exclusion  of  Other  Revenue  within  the  PEG  Model  while  certain  costs  associated  with 

 Other Revenue are included in OM&A and capital. 

 The  omission  of  these  three  data  elements  from  the  PEG  Model  has  had  a  substantive  adverse 

 impact  on  Hydro  Ottawa’s  efficiency  performance  assessment,  and  needs  to  be  considered  going 

 forward.  Please  see  Attachment  1-3-3(A)  -  PEG  Benchmarking  Analysis  for  a  more  fulsome 

 explanation  of  these  adjustments  and  how  Hydro  Ottawa  proposes  incorporating  them  into  the  PEG 

 forecasting model as part of this rate setting framework. 

 12  Hydro Ottawa intends to reflect updated Circuit Kilometers, and Delivery volumes in its 2024 Reporting and 
 Record-keeping Requirements filings, and has incorporated these refinements to the PEG Model in this rebasing 
 application as outlined in Attachment 1-3-3(A) - PEG Benchmarking Analysis as well as Excel Attachment 1-3-3(G) - OEB 
 Benchmarking Spreadsheet Forecast Model. 
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 Based  on  the  empirical  benchmarking  results  presented  in  Attachments  1-3-3(A)  and  1-3-3(G), 

 PEG’s  model  yields  a  0.3%  efficiency  stretch  factor  for  Hydro  Ottawa,  which  is  the  equivalent  of 

 Cohort III instead of Cohort IV. 

 However,  the  utility  also  notes  that  the  PEG  Model  does  not  account  for  the  impact  of  substantial 

 growth  and  accelerated  electrification  that  Hydro  Ottawa  needs  to  plan  for  in  the  2026-2030  rate 

 term.  When  the  PEG  Model  was  adopted  in  2014,  the  electricity  sector  faced  stable  and  modest 

 incremental  growth  patterns,  which  is  evidently  no  longer  the  case  in  Ontario,  and  particularly  in 

 Hydro  Ottawa’s  service  territory.  Crucially,  the  PEG  Model  operates  on  the  assumption  that  cost 

 increases  are  directly  proportional  to  load  growth.  This  assumption  becomes  problematic  when 

 utilities  are  mandated  to  proactively  drive  growth,  as  articulated  in  the  Ministry  of  Energy  and 

 Electrification’s  December  2024  Letter  of  Direction  to  the  OEB,  which  emphasizes  the  need  for 

 'planning  and  regulatory  frameworks  that  are  flexible  and  will  get  infrastructure  and  resources  built 

 quickly  and  cost-effectively  to  support  the  government’s  pro-growth  agenda.'  Under  such  directives, 

 where  utilities  are  expected  to  expand  beyond  traditional  load-driven  cost  increases,  the  PEG 

 Model's  inherent  constraints,  including  its  'stretch  factor,'  become  counterproductive  and  fail  to 

 reflect the necessary investments for mandated growth. 

 Specifically,  the  model’s  historical  data  and  assumptions  fail  to  account  for  the  increased  capital 

 expenditures,  workforce  expansion,  and  technological  upgrades  required  to  support  the  rapid 

 adoption  of  electric  vehicles,  the  integration  of  distributed  energy  resources,  expanded  housing 

 connections,  and  the  broader  modernization  of  the  grid  to  accommodate  higher  loads.  These 

 requirements  are  relatively  new,  stemming  from  recent  changes  in  government  policy,  technological 

 advancements,  and  shifts  in  consumer  behavior  that  have  fundamentally  altered  the  trajectory  of 

 the energy system and the outlook for electricity within the system. 

 Hydro  Ottawa’s  view  that  relying  solely  on  the  stretch  factor  derived  from  the  current  PEG  Model 

 overestimates  the  level  of  productivity  and  cost  management  that  the  utility  can  reasonably  achieve 

 during this period of transformative growth. 
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 Based  on  the  foregoing,  it  is  Hydro  Ottawa’s  view  that  relying  solely  on  the  stretch  factor  derived 

 from  the  current  PEG  Model  overestimates  the  level  of  productivity  and  cost  management  that  the 

 utility  can  reasonably  achieve  during  this  period  of  transformative  growth.  As  such,  Hydro  Ottawa 

 has proposed a Hybrid stretch on OM&A and a growth factor as described below. 

 Hydro  Ottawa  has  already  embedded  productivity  into  the  2026  OM&A  Test  Year  forecast.  As  an 

 example,  Hydro  Ottawa  set  an  ambitious  stretch  target  of  80%  for  online  billing  adoption  by  the  end 

 of  2025,  and  built  the  associated  savings  into  its  2026  base  OM&A  as  a  direct  benefit  to  customers. 

 As  a  result,  the  utility  assumes  a  significant  financial  risk  of  managing  the  incremental  printing, 

 postage  and  other  related  costs  should  this  ambitious  target  not  be  met  or  sustained  over  the  rate 

 term.  This  is  only  one  of  the  examples  of  2026  base  rate  stretch  already  built  into  Hydro  Ottawa's 

 2026  base  OM&A.  Based  on  only  the  quantifiable  productivity  savings  estimated  for  2026  in 

 Schedule  1-3-4  -  Facilitating  Innovation  and  Continuous  Improvement,  Hydro  Ottawa  has  calculated 

 that  the  base  year  OM&A  has  been  reduced  by  2.3%  which  results  in  a  2027  to  2030  additional 

 annual stretch already embedded in OM&A of 0.61%. 

 Recognizing  the  significant  savings  that  have  already  been  embedded  in  Hydro  Ottawa’s  proposed 

 OM&A  while  recognizing  the  principle  of  the  RRF,  Hydro  Ottawa  proposes  to  cap  the  reduction  of 

 the  adjusted  PEG  Model  Stretch  of  0.30%  by  0.15%  resulting  in  an  X  factor  of  0.15%  in  the  CROF 

 formula.  However,  in  total  Hydro  Ottawa  will  have  an  actual  stretch  factor  in  the  2027  to  2030  years 

 of 0.76% (0.15% plus 0.61% embedded in the 2026-2030 OM&A forecast). 

 The  implementation  of  the  0.15%  additional  stretch  factor  in  the  CROF  is  projected  to  yield  a 

 reduction  in  OM&A  expenditures  of  an  additional  $2.3M  over  the  2026-2030  rate  term.  Along  with 

 the  embedded  productivity  savings  of  $8.7M  as  a  result  of  the  embedded  first  year  savings  (and 

 resulting  impact  on  2027-2030),  the  framework  results  in  a  revenue  requirements  reduction  benefit 

 of $11M over the rate term. 
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 3.3.   GROWTH FACTOR 

 The  proposed  CROF  includes  a  3.23%  growth  factor  to  fund  incremental  OM&A  costs  associated 

 with  Hydro  Ottawa’s  rapid  growth  and  electrification,  as  detailed  throughout  Exhibit  4,  and 

 particularly  Schedule  4-1-2  -  Operations,  Maintenance  and  Administration  Program  Costs, 

 Attachments  4-1-3(B)  -  Workforce  Planning  Strategy  and  4-1-3(C)  -  Workforce  Growth.  The  growth 

 factor  is  derived  from  increases  in  customer  count  and  system  capacity  calculated  based  on  the 

 forecast  CAGR  for  the  2025-2030  period.  In  formulating  the  growth  factor,  elements  are  weighted 

 based on the customer and demand/capacity split in the OEB’s cost allocation model. 

 3.3.1  Customer Growth 
 As  summarized  in  Table  7  below  and  detailed  in  the  evidence  presented  in  Schedule  3-1-1  - 

 Revenue  Load  and  Customer  Forecast,  Hydro  Ottawa’s  load  forecast  shows  a  CAGR  of  1.005%  in 

 customer count for the 2026-2030 period. 

 Table 7 - 2025-2030 Forecast Customer Count 13

 2025  2026  2027  2028  2029  2030  CAGR 

 Total 
 Customers  373,277  377,521  381,118  384,796  388,582  392,422  1.005% 

 3.3.2  System Capacity Growth 
 As  noted  through  the  application,  one  of  the  key  investment  priorities  is  Growth  &  Electrification, 

 and  Hydro  Ottawa  is  witnessing  a  significant  escalation  in  large  load  requests  as  evidenced  by 

 Figure  1  in  Section  1  above.  The  implementation  of  the  capacity  upgrades  program  (Schedule 

 2-5-8,  Section  2.1),  Hydro  One  secondary  cable,  transformer,  and  switchgear  upgrades  (Schedule 

 2-5-9,  Section  7.1),  and  the  demand-driven  Hydro  Road  station  (Schedule  2-5-6,  Section  4)  will 

 collectively  increase  Hydro  Ottawa's  planning  capacity  by  over  811  MVA.  However,  it  is  important  to 

 note  that  Table  8  below  utilizes  maximum  continuous  rating  for  the  growth  calculation,  rather  than 

 planning  capacity.  Therefore  the  811  MVA  increase  in  planning  capacity  translates  to  a  594.9  MVA 

 13  Excludes standby customer count 
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 increase  in  continuous  rating  capacity.  As  shown  in  Table  8,  this  594.9  MVA  increase  is  the 

 difference  between  the  2030  continuous  rating  capacity  of  2,723  MVA  and  the  2025  capacity  of 

 2,128  MVA.  This  additional  594.9  MVA  capacity  is  included  in  Hydro  Ottawa’s  investment  plan  over 

 the 2026-2030 period, representing a 5.054% CAGR. 

 Table 8 - 2025-2030 Forecast System Capacity (MVA) 

 2025  2026  2027  2028  2029  2030  CAGR 

 Base and Incremental 
 Capacity  2,128  2,228  2,353  2,624  2,624  2,723  5.054% 

 3.3.3  Weighted Growth 
 To  calculate  the  weighted  growth  factor  of  3.23%,  Hydro  Ottawa  applied  the  assumptions  in  the 

 OEB’s  cost  allocation  model  (which  reflects  Hydro  Ottawa’s  own  unique  system  makeup  and  costs 

 attributed to customer count and capacity) to derive the weightings shown in Table 9 below. 

 Table 9 - Weighted Growth Percentage - based on Customer Growth and System Capacity 
 Growth 

 Cost 
 Allocation 
 Weighting  CAGR 

 Capacity  54.8%  5.054% 

 Customer  45.2%  1.005% 

 Weighted Growth Rate  3.23% 

 3.4.   OTHER REVENUE 

 Other  Revenue,  also  referred  to  as  Revenue  Offsets,  relates  to  all  utility  revenues  other  than 

 distribution  and  cost  of  power  revenues.  Hydro  Ottawa  has  classified  these  into  four  categories; 

 Specific  Service  Charge  Revenue,  Late  Payment  Charge  Revenue,  Other  Operating  Revenue  and 

 Other  Income  and  Deductions.  Given  the  wide  range  of  service  types  provided,  multiple  factors  can 
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 impact  the  trends  of  the  overall  revenue  offsets.  Please  see  Schedule  -  6-3-1  Other  Revenue 

 Summary for more details. 

 As  with  the  previous  two  rate  cycles,  Hydro  Ottawa  takes  a  detailed  look  at  any  rates  set  through 

 Other  revenue  to  determine  if  they  should  be  adjusted  and  how  to  propose  the  rates  be  treated 

 throughout  the  rate  term.  In  some  cases  Hydro  Ottawa  utilizes  OEB  generic  rates  while  others  are 

 utility-specific.  Hydro  Ottawa’s  utility-specific  rates  can  be  where  productivity  savings  are  directly 

 provided  to  customers  at  the  time  of  a  paid  service.  One  such  rate  that  Hydro  Ottawa  has  seen  a 

 significant  decrease  in  is  the  Account  Set  Up/Change  of  Occupancy  Charge  which  has  decreased 

 from $29 to $10. 

 Hydro  Ottawa  proposes  to  set  both  rates  and  revenue  related  to  Other  Revenue  for  5  years.  Where 

 rates  are  proposed  to  be  adjusted  in  years  two  to  five,  for  simplicity,  an  annual  inflation  rate  of  2.1% 

 is proposed to avoid annual adjustments to the rates throughout the rate term. 

 3.5.  OTHER ELEMENTS OF THE RATE FRAMEWORK 

 In  addition  to  the  rate-setting  methodology  set  out  above,  Hydro  Ottawa’s  proposed  rate  framework 

 includes  several  other  elements  which  are  designed  to  protect  customers  and  provide  the  utility 

 flexibility  to  manage  the  execution  of  its  investment  plan  throughout  the  rate  term.  Each  of  these 

 elements are described in detail below. 

 3.5.1.  Earnings Sharing Mechanism (ESM) 
 The first mechanism is an earnings sharing mechanism (ESM). ESMs permit the sharing of utility 

 earnings with customers when earnings rise above a certain threshold. Under an ESM, earnings 

 may be passed along to customers in the form of rate reductions or rate offsets. 

 As  a  customer  protection  mechanism,  Hydro  Ottawa  proposes  an  ESM  which  facilitates  sharing 

 50:50  with  customers  any  cumulative  utility  earnings  above  150  basis  points  (dead-band)  of  the 
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 approved  rate  of  ROE.  The  utility  would  only  share  earnings  that  exceed  the  threshold  above  the 

 utility’s return on equity (ROE), with no sharing if its earnings fall below its allowed ROE. 

 A  unique  aspect  of  Hydro  Ottawa’s  rate  setting  framework  is  the  proposal  to  set  the  threshold  at  150 

 basis  points,  instead  of  the  standard  300  basis  points.  It  is  important  to  acknowledge  that  the 

 300-basis  point  dead  band  is  a  well-established  tool  used  by  the  OEB  for  various  purposes  over 

 many  years.  As  outlined  in  Section  5.6  of  the  Ontario  Energy  Board's  Handbook  to  Electricity 

 Distributor  and  Transmitter  Consolidations  (June  18,  2024),  this  300-basis  point  standard  is 

 consistent  with  the  incentive  rate-setting  policy  for  off-ramps.  It  is  also  used  to  apply  the  means  test 

 for  advanced  capital  modules/incremental  capital  modules,  impacts  of  over  earning  during  the  four 

 years  of  incentive  rate-setting  mechanism  term,  when  distributions  defer  rebasing  due  to 14

 consolidation,  as  well  for  recovery  of  balances  recorded  in  Account  1509  -  Impacts  Arising  from 15

 the  COVID-19  Emergency.  Despite  this  established  practice,  Hydro  Ottawa  proposes  the  lower  150 

 basis  point  threshold  to  provide  greater  customer  protection  by  enabling  a  faster  sharing  of  any 

 excess earnings. 

 In  addition,  to  better  align  the  ESM  with  the  objective  of  incentive  regulation  to  drive  continuous 

 improvement  in  the  utility’s  cost  performance,  Hydro  Ottawa  proposes  to  incorporate  an  efficiency 

 performance  test  into  the  ESM.  Specifically,  Hydro  Ottawa  must  maintain  its  Cohort  III  efficiency 

 position  in  the  adjusted  PEG  Model  (as  described  in  Attachment  1-3-3  (A)  -  PEG  Benchmarking 

 Analysis)  by  the  end  of  the  rate  term,  in  order  to  be  able  to  retain  any  cumulative  earnings  between 

 0  and  150  basis  points.  Failure  to  meet  this  condition  results  in  Hydro  Ottawa  sharing  all  earnings 

 exceeding the approved ROE with customers. 

 The proposed ESM test is summarized in Table 10 below: 

 15  Ontario Energy Board, Handbook to Electricity Distributor and Transmitter Consolidations (June 18, 2024), Appendix 3 
 page. 

 14  Ontario Energy Board, Filing Requirements For Electricity Distribution Rate Applications Filed in 2024 for Rates Taking 
 Effect in 2025, Chapter 3 Incentive Rate-Setting Applications (June 18, 2024), page 1. 
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 Table 10 – 2026-2030 ESM Test 

 Earnings Results  Efficiency Test Met  Treatment 
 Below approved ROE  N/A  Borne entirely by utility/shareholder 

 0-150 basis points 
 above approved ROE  Yes 

 Retained by utility/shareholder if the adjusted PEG cohort is 
 maintained at the end of the term per Attachment 1-3-3 (A) - PEG 
 Benchmarking Analysis 

 0-150 basis points 
 above approved ROE  No  50:50 sharing of ratepayer/shareholder 

 Above 150 basis 
 points  N/A  50:50 sharing of ratepayer/shareholder 

 Earnings captured by the ESM would be recorded in the proposed ESM Deferral Account, which is 

 further described in Exhibit 9-2-1: New Deferral and Variance Accounts. 

 3.5.2.  Off-Ramp and Z-Factor Eligibility 
 Hydro  Ottawa  proposes  to  continue  to  apply  the  OEB’s  generic  policy  with  respect  to  off-ramps  for 

 the  2026-2030  rate  term  (as  outlined  in  the  Rate  Handbook),  and  continue  to  be  allowed  to  have 

 Z-factor  relief  available  based  on  the  OEB’s  generic  criteria  (as  set  out  in  the  Report  of  the 

 Board  on  3rd  Generation  Incentive  Regulation).  These  mechanisms  protect  both  customers  and 16

 the  utility  against  excessive  over/under-earnings,  and  provide  Hydro  Ottawa  the  ability  to  address 

 significant  impacts  arising  from  unforeseen  factors,  including  major  weather  events,  or  changes  in 

 laws or regulations, that necessitate significant remedial investment. 

 3.5.3.  Capital Variance Account 
 Hydro Ottawa proposes a Capital Variance Account which consists of various sub-accounts as 

 detailed below. These accounts provide continued transparency, accountability and necessary 

 flexibility in the delivery of Hydro Ottawa’s 2026-2030 DSP. 

 16  Ontario Energy Board,  Handbook for Utility Rate Applications  (October 2016), page 28;  Report of the Board on 3rd 
 Generation Incentive Regulation for Ontario’s Electricity Distributors  (July 14, 2008), pages 35-36. 
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 3.5.3.1 Asymmetrical Sub-Accounts 

 In  the  current  2021-2025  rate  term,  the  Capital  Additions  Variance  account  includes  three 

 asymmetrical  sub-accounts  that  record  the  revenue  requirement  impact  of  underspending  in  the 

 utility’s  capital  plan  for  the  categories  of:  (a)  System  Renewal/  System  Service  (excluding  the 

 subset  of  capacity  upgrades,  as  detailed  below),  (b)  System  Access  (excluding  the  subset  of 

 System  Access  related  to  plant  relocation  requests  by  third  parties  and  residential  expansion,  as 

 detailed  below),  and  (c)  General  Plant.  These  sub-accounts  being  asymmetrical  means  that  they 

 function  entirely  for  the  protection  of  customers,  and  do  not  allow  Hydro  Ottawa  to  record  any 

 revenue  requirement  associated  with  incremental  expenditures  in  these  investment  categories 

 during the rate term. 

 In  the  2026-2030  rate  period  Hydro  Ottawa  proposes  to  continue  the  existing  asymmetrical 

 sub-accounts  in  the  Capital  Additions  Variance  Account  as  described  above,  with  two  refinements 

 to the scope: 

 1.  Exclude  commercial  expansion  from  the  scope  of  the  asymmetrical  System  Access  sub-account 

 (in  addition  to  the  existing  exclusions  related  to  third  party  initiated  relocations  and  residential 

 expansions), 

 2.  Exclude  capacity  upgrades  associated  with  housing  developments  from  the  scope  of  the 

 asymmetrical System Renewal/System Service sub-account. 

 The  investments  excluded  from  the  scope  of  these  asymmetrical  sub-accounts  would  be  tracked  in 

 a  separate  symmetrical  sub-account  entitled  the  System  Access  &  System  Service  Capital 

 Additions  Differential  Sub-Account  -  System  Access  Plant  Relocates  and  Growth  Capital 

 Development Additions, as further described below. 

 3.5.3.2 Symmetrical Sub-Account: System Access & Growth Capital Development Additions 

 Hydro  Ottawa  proposes  to  maintain  (and  expand  the  scope  of)  its  existing  symmetrical  sub-account 

 for  System  Access  Capital  Additions  which  was  approved  in  EB-2019-0261.  This  sub-account 
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 currently  captures  over/underspending  related  to  third-party  driven  plant  relocation  and  residential 

 expansion  investments,  both  of  which  are  externally  driven  and  are  subject  to  volatility  due  to 

 changes  in  customer  requirements  and  government  priorities  and  policies  and  undergoing  a  period 

 of significant growth. 

 In  the  2026-2030  rate  term,  Hydro  Ottawa  proposes  to  expand  the  scope  of  this  symmetrical 

 sub-account  to  also  include  commercial  expansions  (under  System  Access)  and  capacity  upgrades 

 (under  System  Service)  related  to  enabling  housing  development.  This  expansion  would  include  not 

 only  new  residential  connections  under  System  Access  but  also  extend  to  specific  commercial 

 expansions  (also  under  System  Access)  and  essential  capacity  upgrades  (categorized  under 

 System  Service).  This  broadened  scope  stems  from  the  recognition  that  these  capital  investments 

 are  required  to  support  the  Ontario  government's  housing  development  objectives  and  are  driven  by 

 customer-initiated  projects.  Specifically,  these  investments  include  critical  System  Service  capital 

 upgrades  designed  to  ensure  necessary  system  enhancements  are  in  place  to  meet  the  escalating 

 demand  for  electricity  distribution  infrastructure  resulting  from  housing  development,  as  explicitly 

 defined  under  Ontario's  Bill  214,  the  Affordable  Energy  Act,  2024  .  To  reflect  these  changes  Hydro 

 Ottawa  proposes  to  update  the  name  of  the  sub-account  to  System  Access  and  Growth  Capital 

 Development Additions. 

 3.5.4.  CCRA Payments Differential Variance Account 
 Under  its  Connection  Cost  Recovery  Agreements  (CCRAs)  with  the  transmitter,  Hydro  Ottawa  is 

 required  to  pay  capital  contributions  to  Hydro  One  for  transmission  system  expansions  and 

 modifications  that  are  needed  to  serve  Hydro  Ottawa’s  customers.  The  need  for  this  work  and  the 

 related  costs  are  beyond  the  utility’s  control,  as  the  requirements  are  identified  and  carried  out  by 

 Hydro  One  in  accordance  with  regional  plans  and  the  Transmission  System  Code.  To  continue  to 

 manage  these  externally-driven  costs,  Hydro  Ottawa  proposes  to  maintain  the  CCRA  Payments 

 Differential  Variance  Account  that  was  established  in  EB-2019-0261.  This  account  records  the 

 revenue  requirement  difference  between  what  the  utility  has  included  in  base 

 rates  and  the  revenue  requirement  of  what  is  actually  paid  for  in  both  new  and 
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 true-up  CCRA  payments.  For  additional  information,  please  see  Schedule  9-1-3  -  Group  2 

 Accounts. 

 3.5.5.  Non-Wires Solutions (NWS) Variance Account 
 An  important  aspect  of  Hydro  Ottawa’s  rate  framework  is  its  support  of  non-wires  solutions.  This 

 can  be  seen  in  multiple  elements  of  the  framework:  the  removal  of  the  net  metering  charges;  to  offer 

 a  free  Residential  Electrical  Isolations/Re-energizations  for  electrical  work;  the  updated  Standby 

 rate design; and the forecast to spend $2M per year for its Non-Wires Customer Solutions Program. 

 In  addition,  in  line  with  the  OEB's  Framework  for  Energy  Innovation,  which  aims  to  facilitate  the 

 deployment  of  innovative  and  cost-effective  solutions,  Hydro  Ottawa  is  investing  in  non-wires 

 solutions  (NWSs)  that  leverage  third-party  and  customer-owned  technologies  such  as  battery 

 storage  and  distributed  energy  resources  (DERs)  to  manage  peak  demand  and  provide  other  grid 

 benefits. 

 Table  11  below  outlines  Hydro  Ottawa’s  NWSs  forecast  costs  included  in  OM&A  and  Other 

 Revenue,  as  detailed  in  Schedule  4-1-2  Operations,  Maintenance  and  Administration  Program 

 Costs and Schedule 6-3-5 - Other Income & Deductions, net of external funding. 

 Table 11 - NWS 2026-2030 Investment Costs ($’000) 17

 2026  2027  2028  2029  2030 
 Costs included in OM&A  $2,192  $2,319  $2,454  $2,597  $2,747 

 Costs included in Other Income & 
 Deductions  $2,000  $2,000  $2,000  $2,000  $2,000 

 Total NWS costs  $4,192  $4,319  $4,454  $4,597  $4,747 

 Over  the  2026-2030  rate  term,  Hydro  Ottawa  proposes  a  symmetrical  NWS  variance  account  to 

 record  the  difference  between  forecasted  and  actual  NWS  operational  costs,  net  of  third-party 

 17  The 2026 amount includes external funding.  Figures for 2027-2030 are based on the Custom Revenue OM&A Factor. 
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 funding  grants  or  contributions.  This  account  provides  customer  protection  in  the  event  that  the 

 utility  is  able  to  obtain  incremental  third-party  funding  or  contributions  to  deliver  its  NWS  initiatives, 

 as  those  amounts  would  be  recorded  as  offsets  (or  credits)  in  the  account  and  to  address  the 

 evolving nature of these programs. 

 Importantly,  the  proposed  account  also  provides  Hydro  Ottawa  the  funding  flexibility  to  adapt  and 

 evolve  its  NWS  program  based  on  acquired  experience  designing  and  implementing  NWS 

 initiatives,  and  to  be  responsive  to  changes  in  needs  and  circumstances  that  may  present 

 themselves  over  the  rate  term  as  a  result  of  various  factors  beyond  the  utility's  control.  These 

 include,  but  are  not  limited  to:  (i)  changes  in  the  pace  and  type  of  DER  uptake  in  Hydro  Ottawa’s 

 service  territory  due  to  policy  development,  technological  advancement  and/or  customer  and  market 

 behavior;  (ii)  changes  in  demand-driven  needs  and  requirements  that  can  be  addressed  with  NWS 

 solutions;  and  (iii)  changes  resulting  from  regional  planning  initiatives,  collaboration  with  the  IESO 

 or other LDCs, and OEB consultations and initiatives related to DER enablement and integration. 

 The  proposed  NWS  Variance  Account  satisfies  the  OEB’s  three  criteria  for  establishing  a  new 

 utility-specific Group 2 variance account: 

 1.  Causation:  The  amounts  to  be  captured  in  this  account  relate  to  variances  in  costs  and 

 other  revenues  driven  by  external  factors  (e.g.  market  demand,  public  policy  and 

 technology changes) that are outside of the utility’s control. 

 2.  Prudence:  Differential  costs  that  would  be  captured  in  the  account  are  costs  that  are 

 necessary  to  enable  Hydro  Ottawa  to  deliver  incremental  cost-effective  NWS  initiatives 

 in  accordance  with  OEB  requirements.  Other  revenues  that  would  be  recorded  as  offsets 

 are  presumptively  prudent  based  on  the  rationale  that  these  credits  provide  a  direct 

 benefit to customers. 

 3.  Materiality:  Considering  the  nascency  of  NWS  initiatives,  and  the  breadth  and  potential 

 variability  of  the  factors  outlined  above  which  could  affect  NWS  deployment  over  the 
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 2026-2030  rate  term,  Hydro  Ottawa  believes  that  the  amounts  recorded  in  the  proposed 

 account could exceed the utility’s materiality threshold. 

 Please see Schedule 9-2-1 - New Deferral and Variance Accounts for more information including 

 sample journal entries. 

 In  addition,  Hydro  Ottawa  acknowledges  the  dynamic  nature  of  non-wires  solutions  and  the  OEB’s 

 evolving  cost-benefit  framework.  It  is  anticipated  that  increased  reliance  on  these  solutions  may  be 

 necessary  during  the  five-year  plan  due  to  fluctuating  large  load  requests  and  evolving  government 

 policies  related  to  electrification,  beneficial  electrification,  and  housing.  While  Hydro  Ottawa  will 

 strive  to  adhere  to  its  existing  five-year  plan,  alternative  solutions  to  traditional  infrastructure  may  be 

 required.  Therefore,  Hydro  Ottawa  proposes  to  maintain  the  option  of  using  the  existing,  and  any 

 future updates to, the Non-Wires Solutions for Electricity Distributors Guidelines. 

 Should  the  need  arise,  Hydro  Ottawa  will  submit  a  comprehensive  application  for  any  incremental 

 solutions  that  fall  outside  of  its  approved  funding.  This  mechanism  will  be  used  judiciously,  and 

 Hydro  Ottawa  will  first  explore  alternative  solutions,  including  delaying  costs  until  the  next  rebasing 

 application, before pursuing additional funding for non-wires solutions. 

 3.5.6 Large Load Revenue Variance Account 
 As  outlined  in  the  introduction  to  this  Schedule,  and  further  detailed  in  Section  9.4.1.1  of  Schedule 

 2-5-4  -  Asset  Management  Process,  Hydro  Ottawa  expects  a  marked  increase  in  large  load 

 requests  driven  in  large  part  by  decarbonization  and  electrification  initiatives.  The  specific  timing 

 and  unprecedented  scale  of  these  large  load  connections,  coupled  with  the  novelty  of  forecasting 

 energy  demand  requirements  and  managing  evolving  consumption  patterns  related  to  electrified 

 technologies,  presents  a  significant  risk  of  demand  volatility  and  revenue  uncertainty  for  load 

 forecasting  purposes.  Discrepancies  between  forecasted  load  and  actual  energy  use,  as  a  result  of 

 the  volatility  and  uncertainty  described,  can  unduly  impact  the  utility’s  revenues  and  earnings  over 
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 the  rate  term.  However,  not  including  anticipated  loads  would  not  provide  customers  with  benefits  of 

 related load to forecasted spending as outlined in the DSP. 

 To  address  this  unique  and  unprecedented  challenges,  with  a  view  to  protecting  both  the  interests 

 of  customers  and  the  utility,  Hydro  Ottawa  proposes  to  establish  a  large  load  variance  account  to 

 track  the  revenue  variances  between  forecast  and  actual  billed  demand  for  the  large  load  requests 

 outlined  in  Table  8  of  Schedule  3-1-1  -  Revenue  Load  and  Customer  Forecast.  This  would  account 

 for  both  volume  and  timing  variations  and  would  only  be  calculated  for  the  period  of  time  until  the 

 load substantially materializes, net of any adjustment in the customer contribution. 

 The proposed Load Revenue Variance Account satisfies the OEB’s three criteria for establishing a 

 new utility-specific Group 2 variance account: 

 1.  Causation:  Variances  that  would  be  captured  in  this  account  would  be  outside  of  the 

 forecasted  base  upon  which  the  rates  are  derived,  reflecting  the  revenue  impact  of 

 difference between forecast and actual demand for certain large load requests. 

 2.  Prudence:  Revenues  that  would  be  captured  in  the  account  are  presumptively  prudent 

 in  that  they  are  driven  by  factors  that  are  outside  of  the  utility’s  control.  These  factors 

 include  changes  in  customer  project  timing,  and  differences  in  load  demand 

 requirements  and  electricity  consumption  patterns  due  to  policy,  technology  and 

 consumer behaviour changes. 

 3.  Materiality:  Given  the  unprecedented  volume,  scale  and  electrification  drivers  of  the 

 large  load  demand  requests,  Hydro  Ottawa  believes  that  the  amounts  recorded  in  the 

 proposed account could exceed the utility’s materiality threshold over the next rate term. 

 Rate Framework and Performance Outcomes  Rate Setting Framework 

 34 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

  

  

  

  

  

  

  

  

  

  

  

  

  

  

 

11

12

13

14

15

16

17

18

19

20

21

22

23

24

 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 
 Tab 3 

 Schedule 1 
 ORIGINAL 

 Page  35  of  37 

 3.5.7.  Tariff Impact Deferral Account 
 Per  the  OEB’s  Decision  on  Ontario  Power  Generation’s  Application  for  a  variance  account  to 

 capture  the  impact  of  the  overturning  of  Bill  124,  where  a  reasonable  risk  exists  or  should  have 18

 been  foreseeable  the  utility  should  address  it  as  part  of  their  rate  application.  As  such  Hydro  Ottawa 

 requests  a  deferral  account  to  address  the  risk  of  tariffs  from  supply  chain  disruptions  and  tariffs  on 

 imported components essential for Hydro Ottawa’s distribution infrastructure. 

 The  proposed  Tariff  Impact  Account  satisfies  the  OEB’s  three  criteria  for  establishing  a  new 

 utility-specific Group 2 variance account: 

 1.  Causation:  Variances  that  would  be  captured  in  this  account  would  be  outside  of  the 

 forecasted  base  upon  which  the  rates  are  derived,  US  Tariffs  and  Retaliatory  Canadian 

 Tariffs  were  announced  and  introduced  after  Hydro  Ottawa  estimated  the  costs  of 

 materials  and  labour  incorporated  into  the  proposed  revenue  requirements  and  continue 

 to evolve. This deferral account would capture the costs associated with tariffs. 

 2.  Prudence:  Costs  that  would  be  captured  in  the  account  are  presumptively  prudent  in 

 that  they  are  driven  by  factors  that  are  outside  of  the  utility’s  control.  As  described 

 through  this  application  in  relation  to  the  management  of  high  inflation,  and  specifically 

 within  scheduled  Schedule  1-2-5  -  Impacts  of  Inflationary  Pressure,  Hydro  Ottawa  will 

 look at reasonable cost mitigation strategies to contain the impact of global tariffs. 

 3.  Materiality:  Given  the  expanded  and  wide  ranging  tariff  announcements,  Hydro  Ottawa 

 believes  that  the  amounts  recorded  in  the  proposed  account  could  exceed  the  utility’s 

 materiality threshold over the next rate term. 

 3.5.8 Custom Performance Measurement Framework 
 Hydro  Ottawa  proposes  a  custom  performance  measurement  framework  for  the  2026-2030 

 five-year  rate  term  which  will  allow  the  OEB,  customers,  and  stakeholders  to  monitor  and  assess 

 18  Ontario Energy Board,  Decision and Order -  Ontario Power Generation Inc. Application for variance account to capture 
 the nuclear revenue requirement impact of the overturning of Bill 124  , EB-2023-0098 (June 27, 2023). 
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 diverse  aspects  of  Hydro  Ottawa's  performance.  The  proposed  framework  consists  of  two 

 components:  (1)  a  Custom  Performance  Scorecard  featuring  22  specific  measures  upon  which 

 Hydro  Ottawa  will  report  annually  and  publish  the  result  on  its  website,  and  (2)  updates  on  capital 

 expenditures in key programs. 

 3.5.8.1 Custom Performance Scorecard 

 Under  this  rate-setting  framework,  Hydro  Ottawa  is  proposing  to  include  annual  reporting  in  the  form 

 of  a  Custom  Performance  Scorecard  over  the  2026-2030  period.  This  scorecard  will  provide  a 

 comprehensive  and  transparent  view  of  Hydro  Ottawa’s  activities  and  their  impact,  and  includes  22 

 key  measures.  These  measures  are  categorized  to  align  with  the  performance  outcomes  of  the 

 OEB’s  RRF:  Customer  Focus,  Operational  Effectiveness,  Public  Policy  Responsiveness,  and 

 Financial Performance. 

 Building  upon  the  existing  reporting  practices  from  the  2021-2025  rate  framework,  the  2026-2030 

 Custom  Performance  Scorecard  features  both  a  continuation  of  current  measures  (e.g.,  contact 

 centre  satisfaction,  feeder  performance,  productive  time,  environmental  targets,  bad  debt,  etc.)  as 

 well  as  new  measures  that  have  been  added  to  reflect  the  evolving  priorities  and  challenges  of  the 

 upcoming  rate  period.  Specifically,  new  metrics  have  been  incorporated  that  directly  align  with 

 Hydro Ottawa’s four key Investment Priorities outlined in the Distribution System Plan. For example: 

 ●  For  Growth  &  Electrification  ,  which  focuses  on  expanding  grid  capacity,  new  measures 

 include tracking incremental system capacity and DER capacity. 

 ●  For  Renewing  Deteriorating  Infrastructure  ,  which  focuses  on  mitigating  reliability  risk,  new 

 measures  include  tracking  the  percentage  of  assets  in  poor/very  poor  condition  and  those 

 reaching end of life. 

 ●  For  Grid  Modernization  ,  which  focuses  on  modernizing  the  grid  to  enable  the  energy  transition, 

 new measures include tracking customer participation in non-wires solutions. 

 ●  Finally,  for  Enhancing  Grid  Resilience  ,  which  focuses  on  protection  against  severe  weather 

 and cyber threats, new measures include tracking overall cyber security program health. 
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 3.5.8.2 Capital Expenditure Reporting 

 To  ensure  continued  transparency  and  accountability  in  the  execution  of  its  capital  programs,  Hydro 

 Ottawa  proposes  to  provide  annual  capital  expenditures  reports  in  the  same  form  and  manner  as 

 the  current  2021-2025  annual  Custom  IR  Annual  Reports.  These  reports  provide  a  clear  and 

 comprehensive  overview  of  actual  gross  capital  expenditures,  broken  down  by  investment  category 

 (i.e.  System  Access,  System  Renewal  and  System  Service,  and  General  Plant).  Presented 

 alongside  the  approved  capital  expenditure  plans,  the  annual  results  enable  stakeholders  to 

 evaluate  the  utility’s  adherence  to  the  capital  plan,  get  insight  into  the  allocation  of  capital  resources 

 and understand the progress of critical infrastructure projects in Hydro Ottawa’s service territory. 
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 PROPOSED ANNUAL REPORTING - 2026-2030 

 1.  INTRODUCTION 
 An  area  of  enduring  emphasis  under  the  Renewed  Regulatory  Framework  (RRF)  is  the  public 

 reporting  by  electricity  distributors  of  their  performance  against  the  RRF’s  four  categories  of 

 performance  outcomes:  Customer  Focus,  Operational  Effectiveness,  Public  Policy  Responsiveness 

 and Financial Performance. 

 This  emphasis  is  highlighted,  in  particular,  through  the  OEB’s  sustained  use  of  a  standardized 

 Electricity  Utility  Scorecard,  which  is  intended  to  provide  open  and  transparent  reporting  and 

 monitoring  of  individual  distributors’  performance,  and  allow  for  comparisons  across  the  sector.  For 

 more  information  on  Hydro  Ottawa’s  recent  performance  trends  relative  to  the  metrics  and  targets 

 established  under  the  Electricity  Utility  Scorecard,  please  see  Attachment  1-3-3(B)  -  Electricity 

 Utility  Scorecard  Benchmarking  Analysis.  During  the  2026-2030  period,  the  utility  intends  to 

 maintain  its  delivery  of  a  high  level  of  performance  against  the  OEB’s  scorecard,  consistent  with 

 historical results. 

 As  outlined  in  Schedule  1-3-1  -  Rate  Setting  Framework,  Hydro  Ottawa  is  proposing  to  set  rates  for 

 the  2026-2030  period  through  the  Custom  Incentive  Rate-Setting  (Custom  IR)  method.  In  its 

 Handbook  for  Utility  Rate  Applications  issued  in  2016,  the  OEB  states  the  following  in  relation  to 

 specific performance reporting considerations for utilities under the Custom IR option: 

 “  Performance  Metrics:  The  OEB  has  established  a  scorecard  for  electricity  distributors, 

 however,  additional  performance  metrics  should  also  be  proposed  so  that  expected 

 outcomes  can  be  monitored.  All  other  utilities  must  propose  a  comprehensive  scorecard  that 

 is  informed  by  the  scorecard  for  electricity  distributors,  but  specifically  includes  other 

 Rate Framework and Performance Outcomes  Proposed Annual Reporting 
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 performance  metrics  aligned  to  the  outcomes  identified  in  the  application.  This  is  required  for 

 both Custom IR and cost of service rate applications.” 1

 In  step  with  OEB  requirements,  Hydro  Ottawa  committed  to  the  following  annual  reporting 

 obligations as part of its 2021-2025 Custom IR rate plan: 2

 ●  Custom  Performance  Scorecard,  consisting  of  26  measures  which  track  performance  and 

 continuous  improvement  across  customer,  operational  and  financial  categories,  and  which 

 are not included in any other reporting mechanisms. 

 ●  Annual updates on the progress of capital spending in the following categories: 

 ○  System Access; 

 ○  System Service and System Renewal; and 

 ○  General Plant. 

 ●  A Performance Outcomes Accountability Mechanism (POAM) 

 The  annual  reporting  over  the  course  of  the  current  rate  plan,  as  well  as  the  previous  Custom  IR 

 term  (2016-2020),  has  been  instructive  and  beneficial  for  Hydro  Ottawa  from  a  continuous 

 improvement  perspective.  It  has  supported  the  ongoing  focus  the  utility  has  on  aligning  its 

 operations  with  the  objectives  and  outcomes  underpinning  the  RRF.  In  addition,  it  has  served  as  a 

 mechanism  for  Hydro  Ottawa  to  monitor  and  meet  the  evolving  expectations  of  the  OEB  as  they 

 relate  to  electricity  distributor  performance.  For  example,  the  use  of  unit  cost  metrics  in  the 

 2021-2025  Custom  Performance  Scorecard  assisted  the  utility  in  preparing  effectively  for  the  OEB’s 

 implementation  of  Activity  and  Program-based  Benchmarking.  In  addition,  the  reporting  regime 

 2  Copies of the annual Custom Incentive Reports submitted by Hydro Ottawa to the OEB during its current rate term are 
 available on the utility’s website:  https://hydroottawa.com/en/about-us/regulatory-affairs/custom-incentive-reports  . 

 1  OEB,  Handbook for Utility Rate Applications  (October  13, 2016), page 26. 
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 works  to  foster  greater  trust  with  customers,  stakeholders  and  the  utility’s  shareholder,  as  Hydro 

 Ottawa  has  been  able  to  draw  attention  to  the  transparency  and  accountability  inherent  in  its 

 reporting,  and  its  commitment  to  responsible  stewardship  of  ratepayer  funds.  The  reporting 

 obligations have also aligned with Hydro Ottawa’s culture of data-driven decision-making. 

 Building  on  the  robust  foundation  that  Hydro  Ottawa  has  established  in  previous  rate  cycles  for 

 transparent  and  meaningful  performance  reporting  on  outcomes  that  are  valued  by  customers,  in 

 this  Schedule  Hydro  Ottawa  outlines  annual  performance  reporting  which  the  utility  is  proposing  for 

 the  upcoming  five-year  rate  term.  Consistent  with  the  RRF,  these  reporting  provisions  will  provide 

 the  OEB,  customers  and  other  stakeholders  with  the  opportunity  to  monitor  and  understand  diverse 

 aspects  of  Hydro  Ottawa’s  performance,  and  demonstrate  the  utility’s  accountability  in  transparently 

 communicating the outcomes achieved under its performance management framework. 

 The  proposed  performance  reporting  framework  comprises  two  essential  elements:  (1)  a  Custom 

 Performance Scorecard and (2) updates on capital spending in key programs. 

 As  part  of  Hydro  Ottawa’s  rate  framework,  a  new  unique  performance  mechanism  to  replace  the 

 POAM  is  being  proposed.  With  consideration  of  the  recent  announcement  by  the  OEB  to  develop 

 and  implement  Performance  Incentive  Mechanisms  (PIMs)  for  rate-regulated  utilities,  as  part  of  its 

 review  of  utility  remuneration  models,  Hydro  Ottawa  is  proposing  an  earning  sharing  mechanism 3

 that  leans  on  the  OEB’s  Pacific  Economics  Group  (PEG)  model  in  establishing  remuneration 

 benefits.  Under  the  OEB’s  timeline,  a  final  framework  for  the  implementation  of  PIMs  for  electricity 

 distributors  is  set  to  be  issued  in  Fall  2025.  Please  see  Schedule  1-3-1  -  Rate  Setting  Framework 4

 for more details on Hydro Ottawa’s proposed earning sharing mechanism. 

 4  Ontario Energy Board,  Advancing Performance-based  Rate Regulation  (EB-2024-0129). Stakeholder Meeting 
 Presentation (November 19, 2024), page 44. 

 3  Ontario Energy Board,  Advancing Performance-based  Rate Regulation  (EB-2024-0129). 

 Rate Framework and Performance Outcomes  Proposed Annual Reporting 

 3 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

 11 

 12 

 13 

 14 

 15 

 16 

 17 

 18 

 19 

 20 

 21 

 22 

 23 

 24 

  



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 

 Tab 3 

 Schedule 2 

 ORIGINAL 

 Page  4  of  46 

 2.  CUSTOM PERFORMANCE SCORECARD 
 Hydro Ottawa is proposing to include 22 measures in its Custom Performance Scorecard for the 

 2026-2030  rate  term.  These  measures  will  track  performance  and  continuous  improvement  across 

 all of the OEB’s categories of performance outcomes. 

 When  combined  with  the  measures  contained  in  the  Electricity  Utility  Scorecard,  this  amounts  to  a 

 total of 43 outcomes to be monitored annually as part of the utility’s 2026-2030 Custom IR plan. 

 The  establishment  of  targets  for  individual  measures  (where  appropriate)  has  been  informed  by 

 recent  historical  data.  With  a  few  exceptions,  it  is  generally  Hydro  Ottawa’s  intent  for  the  targets  to 

 be  assessed  as  five-year  targets,  stretching  over  the  duration  of  the  2026-2030  rate  period.  Where 

 possible  and  appropriate,  the  utility  has  provided  specific,  quantitative  targets  for  particular 

 measures.  As  Hydro  Ottawa  progresses  through  each  year  of  its  rate  term,  it  will  continue  to  assess 

 the feasibility of setting annual targets for other measures. 

 Hydro Ottawa’s proposed Custom Performance Scorecard is presented in Table 1 below. 
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 Table 1 - 2026-2030 Custom Performance Scorecard Measures 

 RRF Outcome  OEB Reporting 
 Category  Hydro Ottawa Custom Measures  Target 

 Customer Focus  Customer 
 Satisfaction 

 Contact Centre Satisfaction – Transactional Feedback  85% 

 Percentage of Online Billing Accounts  80% 

 Customer Participation in Non-Wires Solutions  Monitor 

 Operational 
 Effectiveness 

 Safety 
 All Injury Frequency Rate  Reduce 

 Lost Workday Severity Rate  Reduce 

 System Reliability 
 & Resilience 

 Percentage of Distribution Assets in Poor/Very Poor Condition  Monitor 

 Percentage of Distribution Assets Reaching End of Life  ≤65% 

 Feeders Experiencing Multiple Sustained Interruptions  ≤10 

 Worst Performing Feeders  ≤6 

 Station Load Index (4 or 5)  0 

 Incremental System Capacity  577 MVA 

 Distributed Energy Resource Capacity  Monitor 

 Cyber Security 
 Readiness  Cyber Security Program Health  Green 

 Cost Control 

 Productive Time  Maintain 

 Labour Allocation  Maintain 

 OM&A per Customer  Monitor 

 Public Policy 
 Responsiveness  Environment 

 Scope 1 Greenhouse Gas Emissions  Reduce 

 Scope 2 Greenhouse Gas Emissions  Monitor 

 Annual Oil Spills & Costs of Remediation  Reduce 

 Non-Hazardous Waste Diversion Rate  Maintain 

 Percentage of Green Suppliers  Maintain 

 Financial 
 Performance  Financial Metrics  Bad Debt as a Percentage of Total Electricity Revenue  Monitor 

 2.1.   DESCRIPTION AND RATIONALE FOR CUSTOM PERFORMANCE SCORECARD 

 MEASURES 

 To  ensure  that  the  OEB,  customers,  other  stakeholders  and  Hydro  Ottawa  are  aligned  in  their 

 understanding  of  the  nature  of  the  Custom  Performance  Scorecard  measures  that  are  proposed, 

 the  following  section  provides  a  detailed  description  of  each  performance  metric,  accompanied  by 
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 historical  data  (where  available),  along  with  the  rationale  for  the  metric’s  inclusion  and  its 

 corresponding target (as applicable). 

 2.1.1.   Contact Centre Satisfaction - Transactional Feedback 
 This  metric  measures  the  level  of  satisfaction  expressed  by  customers  with  the  service  received 

 from  Hydro  Ottawa’s  Contact  Centre  and  encompasses  customer  interactions  through  phone,  email 

 and  web  chat  channels.  With  approximately  18,000  unique  customer  interactions  every  month,  the 

 Contact  Centre  is  a  critical  point  of  contact  between  the  utility  and  its  customers,  who  reach  out  to 

 the  Contact  Centre  for  a  variety  of  needs,  inquiries  and  services.  Ensuring  a  positive  experience  in 

 all  communications  with  the  Contact  Centre  is  a  fundamental  imperative  and  is  a  basic  litmus  test 

 for  customers  when  it  comes  to  the  utility’s  credibility  and  trustworthiness.  Given  the  essential  role 

 that  the  Contact  Centre  plays  on  the  front  lines  of  customer  experience,  Hydro  Ottawa  utilizes 

 post-transactional  surveys  to  gauge  customers’  satisfaction  levels  with  the  service  they  received. 

 For  more  information  on  the  scope  of  these  surveys  and  how  they  are  carried  out,  see  Schedule 

 1-4-1 - Customer Engagement Ongoing. 

 Figure 1 illustrates the five-year historical baseline for Contact Centre Satisfaction. 
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 Figure 1 - 2019-2023 Contact Centre Satisfaction Levels 

 For  the  2026-2030  rate  term,  Hydro  Ottawa's  target  is  to  maintain  Contact  Centre  satisfaction  at 

 85%,  consistent  with  historical  performance.  This  target  reflects  the  utility’s  commitment  to  providing 

 consistent  service  quality  in  a  dynamic  environment.  Maintaining  this  level  requires  ongoing 

 adaptation,  as  customer  expectations  for  efficient  service  continue  to  rise,  impacting  expectations 

 across  all  service  channels.  The  utility  is  experiencing  growth  in  its  customer  base  and  increasing 

 complexity  of  customer  inquiries  due  to  interest  in  electrified  technologies  and  services  such  as 

 solar generation, heat pumps, storage and electric vehicles. 

 Hydro  Ottawa  is  confident  that  the  planned  implementation  of  a  cloud-based  Contact  Centre 

 solution  prior  to  the  conclusion  of  its  current  rate  term  will  enable  sustained  satisfaction  levels,  with 

 new  scaling  capabilities  to  accommodate  surges  in  the  number  of  customer  interactions  during 
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 severe  weather  events,  as  well  as  other  value-added  features  such  as  omnichannel  support, 

 expanded  self-serve  through  artificial  intelligence  (AI),  and  more  intuitive  interfaces  for  agents  and 

 supervisors. 

 2.1.2.   Percentage of Online Billing Accounts 
 This  metric  measures  the  number  of  customers  who  are  registered  to  receive  their  bills 

 electronically, relative to Hydro Ottawa’s total customer base. 

 Figure 2 identifies the percentage of customers enrolled in online billing over the 2019-2023 period. 

 Figure 2 - 2019-2023 Annual Percentage of Online Billing Customers 
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 Hydro  Ottawa  has  prided  itself  on  being  an  industry  leader  in  supporting  and  facilitating  greater 

 customer  adoption  of  online  billing.  The  uptick  in  the  percentage  of  online  billing  accounts  from 

 2019  to  2023  attests  to  the  sustained  emphasis  which  the  utility  has  placed  on  this  effort,  with 

 adoption  increasing  from  50%  to  65%  over  that  timeframe.  Online  billing  provides  numerous 

 benefits  to  customers  and  Hydro  Ottawa  alike.  For  a  more  detailed  examination  of  those  benefits 

 and  the  actions  taken  by  the  utility  in  recent  years  to  maximize  them,  please  refer  to  Section  3.2.2  in 

 Schedule 1-3-4 - Facilitating Innovation and Continuous Improvement. 

 Online  billing  is  well-suited  to  inclusion  in  Hydro  Ottawa’s  Custom  Performance  Scorecard,  in  light 

 of  growing  customer  expectations  for  easy  and  convenient  service  through  digital  channels  and 

 platforms.  It  is  likewise  in  step  with  the  focal  points  of  the  utility’s  Customer  Strategy,  as  detailed  in 

 Attachment  1-4-1(B)  -  Customer  Experience  Strategy,  as  well  as  Attachment  1-3-4(B)  -  Digital 

 Strategy.  Moreover,  Hydro  Ottawa  views  its  inclusion  as  an  important  accountability  measure,  to 

 ensure  there  is  no  backsliding  on  what  has  been  an  important  area  of  focus  for  the  utility  and  a 

 valued service for customers. 

 In  2025,  the  utility  is  set  to  undertake  a  dedicated  campaign  to  further  drive  customer  enrollment  in 

 online  billing,  with  the  ambitious  goal  of  reaching  the  80%  threshold  by  the  end  of  the  year.  For  the 

 upcoming  five-year  rate  term,  Hydro  Ottawa’s  objective  will  be  to  maintain  its  percentage  of  online 

 billing accounts at this industry-leading level. 

 2.1.3.   Customer Participation in Non-Wires Solutions 
 This  metric  captures  elements  of  customer  participation  in  Non-Wires  Solutions  (NWS)  which  are 

 set to be delivered by Hydro Ottawa during the 2026-2030 rate term. 

 In  its  NWS  guidelines  for  electricity  distributors,  the  OEB  defines  NWS  as  solutions  that  reduce 

 instantaneous  electricity  demand  (measured  in  kilowatts  or  kilovolt-amperes)  on  a  utility’s 
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 distribution  system,  or  a  portion  of  that  system,  or  which  reduce  overall  electricity  consumption 

 (measured  in  kilowatt-hours).  The  guidelines  specify  the  following  examples  of  NWS  that  can  be 5

 considered  by  distributors  for  the  purpose  of  addressing  system  needs:  energy  efficiency  programs; 

 demand  response  programs;  programs  that  improve  the  efficiency  of  the  distribution  system  and 

 reduce  distribution  losses;  energy  storage  (in  front  of  or  behind  the  meter);  and  generation  (in  front 

 of or behind the meter). 6

 As  part  of  its  2026-2030  rate  plan,  Hydro  Ottawa  is  proposing  two  main  initiatives.  The  first  is  a 

 “Non-Wires  Customer  Solutions  Program”  which  will  be  made  available  to  customers  and  will 

 advance  specific  objectives,  including  unlocking  short-term  capacity  in  targeted  areas  by  engaging 

 and  empowering  customers  to  reduce  peak  demand.  This  program  (comprising  an  initial  portfolio  of 

 four  individual  programs  under  evaluation)  will  explore  collaborative  opportunities  with  the 

 Independent  Electricity  System  Operator  (IESO)  where  feasible.  Although  it  is  initially  focused  on  a 

 targeted  area  of  Hydro  Ottawa’s  service  territory  that  is  capacity  constrained,  the  potential  exists  for 

 further  deployment  across  the  utility’s  network  as  needs  arise  and  where  it  is  economically  feasible 

 to  do  so.  Further  information  on  Hydro  Ottawa’s  Non-Wires  Customer  Solutions  Program  can  be 

 found in Section 9.2 of Schedule 2-5-4 - Asset Management Process. 

 The  second  initiative  is  a  federally-funded  project  titled  “Ottawa  Distributed  Energy  Resources 

 Accelerator”  (ODERA).  It  is  aimed  at  enabling  distributed  energy  resources  (DERs)  and  supporting 

 grid  modernization  and  innovation  by  exploring  system  integrations  leveraging  demand-side 

 solutions.  For  additional  information  on  ODERA,  please  see  Section  3  of  Schedule  2-5-8  DSP  - 

 System Service Investments. 

 6  Ibid. 
 5  OEB,  Non-Wires Solutions Guidelines for Electricity  Distributors  (EB-2024-0118), March 28, 2024, page  6. 
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 The  increasing  prevalence  of  DERs/NWS  is  a  significant  trend  and  change  driver  impacting  the 

 electricity  sector  broadly  as  well  as  Hydro  Ottawa’s  specific  operational  environment,  as  discussed 

 throughout  this  Application  (e.g.  Schedule  1-2-3  -  Business  Plan).  The  utility  acknowledges  and 

 embraces  growing  customer  interest  in  these  resources  and  solutions,  and  is  committed  to  enabling 

 their  increased  use  and  deployment  across  customer  classes  ‒  hence  the  inclusion  of  this  metric  in 

 the Custom Performance Scorecard and under the category of Customer Satisfaction. 

 It  is  Hydro  Ottawa’s  intent  to  include  three  elements  in  its  annual  reporting  against  this  metric: 

 number  of  customers  by  class,  percentage  and  total  megawatts  (MW)  which  participate  in  NWS  led 

 by the utility. 

 In  light  of  the  fact  that  the  NWS  programs  contemplated  for  the  2026-2030  rate  term  are  new,  Hydro 

 Ottawa  is  not  able  to  present  any  historical  baseline  data  for  this  metric.  Similarly,  in  lieu  of  a 

 quantitative  or  qualitative  target,  the  utility  is  proposing  to  monitor  its  performance,  with  the 

 accompanying  commitment  to  adjust  action  as  necessary  throughout  the  upcoming  rate  period  to 

 ensure effective design and delivery of these programs. 

 2.1.4.   All Injury Frequency Rate 
 Ensuring  employee  and  public  safety  is  the  top  priority  for  Hydro  Ottawa  when  carrying  out  its 

 business  activity  and  operations.  The  safety  risks  which  employees  must  manage  on  a  daily  basis 

 are  numerous  and  vary  widely  in  scope.  For  example,  field  crews  perform  maintenance  and  service 

 work  at  heights  in  close  proximity  to  (or  in  some  instances,  directly  on)  energized  circuits.  Whether 

 in  an  overhead  or  underground  context,  they  likewise  experience  sustained  exposure  to  equipment 

 and  infrastructure  which  is  at  risk  of  failure  as  a  result  of  condition  or  age.  Meanwhile,  storm 

 restoration  efforts  involve  work  in  exceptionally  hazardous  circumstances  and  present  unique  public 

 safety  challenges,  as  does  working  along  roadways  and  near  traffic.  Similarly,  non-field  workers 
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 encounter  their  share  of  workplace  risks,  ranging  from  the  movement  of  equipment  and  hazardous 

 substances to the operation and maintenance of vehicles. 

 Accordingly,  the  utility  affirms  and  recognizes  the  need  for  inclusion  of  safety-related  metrics  in  its 

 annual  reporting  framework  for  its  2026-2030  rate  plan.  To  this  end,  the  following  two  metrics  are 

 included  in  the  Custom  Performance  Scorecard:  All  Injury  Frequency  Rate  (AIFR)  and  Lost 

 Workday Severity Rate (the latter of which is described in section 2.1.5 below). 

 AIFR  measures  the  number  of  work-related  injuries  and  illnesses  sustained  by  employees, 

 multiplied  by  200,000  hours,  and  divided  by  the  total  number  of  actual  hours  worked.  As  shown  in 

 Figure  3,  Hydro  Ottawa  has  maintained  positive  performance  relative  to  its  industry  peers,  with 

 injury  frequency  rates  typically  at  or  below  the  Electricity  Canada  Group  II  averages  from 

 2019-2023. 7

 7  Group II within Electricity Canada’s taxonomy consists of utility member companies with 300 to 1,500 employees. 
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 Figure 3 - 2019-2023 Hydro Ottawa vs. EC Group II AIFR Results 

 Hydro Ottawa employs a multi-layered approach to safeguarding employee safety. 

 First  and  foremost  is  a  corporate  Occupational  Health,  Safety,  and  Environmental  (OHSE) 

 Accountability  Program,  which  details  specific  OHSE  activities  required  by  each  party  in  the 

 workplace,  in  addition  to  their  job-specific  duties.  Further  strengthening  the  internal  responsibility 

 and  accountability  model  is  the  OHSE  Management  Framework  –  a  structured  system  of 

 management  review,  discussion,  and  recommendation  involving  employees  from  the  Super visor  to 

 the  Executive  levels.  To  ensure  its  OHSE  programs  are  current,  effective,  well-managed  and 

 documented,  and  focused  on  continuous  improvement,  the  utility  also  administers  an  integrated 

 OHSE  management  system  that  is  third-party  audited  and  registered  to  the  ISO  14001 
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 Environmental  Management  Systems  Standard,  and  the  ISO  45001  Occupational  Health  and 

 Safety  Management  Systems  Standard.  What’s  more,  the  utility  maintains  a  multi-workplace  Joint 

 Health  and  Safe ty  Committee  (JHSC)  which  functions  within  a  mandate  established  by  the  Terms  of 

 Reference  approved  by  the  Ministry  of  Labour,  Immigration,  Training  and  Skills  Development.  Hydro 

 Ottawa  likewise  provides  ongoing  training  to  all  employees  around  safe  work  practices.  Over  the 

 last  five  years,  annual  training  averaged  42  hours  for  trades  employees  (whose  work  environments 

 are  inherently  hazardous),  and  18  hours  for  other  employees.  Finally,  safety-related  information  is  a 

 regular  feature  of  corporate  communications  to  employees,  including  the  utility’s  intranet  postings 

 and  weekly  internal  newsletter.  Bespoke  bulletins  and  dedicated  campaigns  on  specific  safety 

 issues  are  regularly  circulated  and  rolled  out,  such  as  an  initiative  focused  on  Safety  Excellence  that 

 was launched in late 2024. 

 For  additional  information  on  Hydro  Ottawa’s  safety  programs,  see  Attachment  4-1-3(E)  -  Health, 

 Safety and Environmental Compliance,Sustainability and Business Continuity Management. 

 Looking  ahead  to  the  upcoming  five-year  rate  term,  the  utility  anticipates  a  need  for  heightened 

 vigilance  and  innovative  approaches  to  ensuring  employee  safety,  on  account  of  a  unique 

 confluence  of  factors  and  pressures:  hiring  and  onboarding  a  large  complement  of  new  employees; 

 workforce  demographics  signaling  a  lower  average  employee  age  and  length  of  service;  the 

 workload  associated  with  a  record-high  capital  investment  program;  shifts  in  infrastructure  design, 

 commissioning,  use,  operation  and  maintenance  induced  by  increased  electrification;  and  the 

 prospects of sustained severe weather patterns. 

 In  step  with  its  safety  commitments  and  culture,  Hydro  Ottawa’s  goal  is  to  reduce  its  AIFR  score 

 over  the  2026-2030  period,  and  maintain  AIFR  performance  that  meets  or  exceeds  industry 

 benchmarks. 
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 2.1.5.   Lost Workday Severity Rate 
 Further  to  the  foregoing  discussion  in  section  2.1.4,  the  second  safety-related  metric  included  in 

 Hydro  Ottawa’s  Custom  Performance  Scorecard  is  Lost  Workday  Severity  Rate  (LWDSR).  This 

 metric  measures  the  number  of  workdays  lost  due  to  work-related  injuries  and  illnesses,  multiplied 

 by 200,000 hours, and divided by the total number of actual hours worked. 

 Figure  4  outlines  Hydro  Ottawa’s  LWDSR  performance  over  the  past  five  years  and  juxtaposes  it 

 with the average results from its industry peers within Electricity Canada’s membership. 

 Figure 4 - 2019-2023 Hydro Ottawa vs. EC Group II Lost Workday Severity Rate Results 
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 Consistent  with  the  information  and  rationale  set  forth  in  section  2.1.4,  Hydro  Ottawa  is  targeting  a 

 reduced LWDSR score over the course of the upcoming five-year rate term. 

 2.1.6.   Percentage of Distribution Assets in Poor/Very Poor Condition 
 As  an  electricity  distributor,  Hydro  Ottawa  manages  distribution  assets  in  four  main  systems: 

 Stations,  Overhead,  Underground  and  Metering.  The  utility  uses  health  index  scores  to  rate  the 

 condition  of  its  assets  and  understand  any  requirements  for  intervention.  Within  this  framework, 

 asset-specific  parameters  are  employed  for  calculating  the  health  index  score,  and  are  tailored  to 

 reflect  the  specific  degradation  mechanisms  and  failure  modes  relevant  to  each  asset  class.  This 

 approach maximizes the precision and granularity of condition assessments. 

 The  health  index  is  an  indicator  of  an  asset’s  condition  and  remaining  life  and  is  assigned  a  score 

 from  100%  to  0%.  Under  this  index,  the  condition  of  “Poor”  is  described  as  “widespread  serious 

 deterioration”  and  is  assigned  a  band  of  30-50%;  “Very  Poor”,  as  “extensive  serious  deterioration” 

 and  an  accompanying  band  of  0-30%.  More  information  on  Hydro  Ottawa’s  formal  process  for 

 assessing  the  condition  of  its  assets,  as  well  as  the  demographics  and  condition  profile  for  major 

 asset classes, is available in Schedule 2-5-4 - Asset Management Process. 

 Based  on  the  overall  condition  profile  of  the  utility’s  assets,  approximately  6%  are  in  Poor  or  Very 

 Poor  condition.  Without  intervention,  this  figure  is  set  to  rise  to  approximately  10%  by  2030. 

 Accordingly,  the  utility  has  formulated  a  risk-based  System  Renewal  investment  plan  to  proactively 

 address  assets  posing  the  greatest  risk  to  the  distribution  grid.  For  further  detail  on  this  plan,  see 

 Schedule 2-5-7 - System Renewal Investments. 

 To  ensure  accountability  and  transparency  in  the  overall  monitoring  and  execution  of  its  System 

 Renewal  plan  for  the  2026-2030  rate  term,  Hydro  Ottawa  is  proposing  to  include  a  metric  in  its 

 Custom  Performance  Scorecard  tracking  the  percentage  of  assets  in  poor  or  very  poor  condition. 
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 Consistent  with  the  process  outlined  in  Schedule  2-5-4  -  Asset  Management  Process,  Hydro  Ottawa 

 will  monitor  asset  performance  indicators  and  undertake  maintenance  or  replacement  activities,  as 

 needed. 

 2.1.7.   Percentage of Distribution Assets Reaching End of Life 
 To  complement  the  foregoing  metric,  which  is  focused  on  a  specific  condition  profile  of  distribution 

 assets, Hydro Ottawa is including a companion metric which is focused on asset age. 

 Historically,  the  utility’s  approach  to  asset  management  relied  heavily  on  asset  age  and  probability 

 of  failure  to  determine  investment  needs  at  the  program  level  for  system  renewal.  More  recently,  the 

 utility  has  enhanced  its  asset  management  framework  to  account  for  a  more  comprehensive  range 

 of  risk  factors  and  optimized  intervention  strategies.  As  part  of  this  effort,  Hydro  Ottawa  has 

 developed  new  insights  into  the  typical  lifespans  of  various  asset  types.  These  values  provide  a  firm 

 basis  for  making  informed  asset  renewal  and  replacement  decisions,  ensuring  that  assets  are  not 

 prematurely  retired  (leading  to  unnecessary  capital  expenditure)  nor  kept  in  service  beyond  their 

 safe  and  reliable  operational  lifespan  (which  could  increase  the  risk  of  failures  and  service 

 disruptions).  For  further  information,  see  Section  8  in  Schedule  2-5-4  DSP  -  Asset  Management 

 Process. 

 With  respect  to  Hydro  Ottawa’s  overall  asset  demographics,  approximately  54%  of  the  asset 

 population  has  reached  its  typical  useful  life,  posing  a  higher  risk  of  failure.  In  the  absence  of 

 necessary interventions, this proportion is set to increase to 67% by 2030. 

 As  an  additional  means  of  instilling  confidence  in  its  commitment  to  accountability  and  transparency 

 in  tracking  the  progress  of  its  System  Renewal  investments,  Hydro  Ottawa  is  including  the 

 percentage  of  distribution  assets  reaching  end  of  life  as  a  metric  in  its  Custom  Performance 

 Scorecard, with an accompanying five-year target of ≤ 65%. 
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 2.1.8.   Feeders Experiencing Multiple Sustained Interruptions 
 Feeders  Experiencing  Multiple  Sustained  Interruptions  (FEMI)  is  a  system  reliability  performance 

 metric  that  is  defined  as  the  number  of  distribution  feeders  experiencing  sustained  outages  greater 

 than one minute in duration over a defined period. 

 FEMI  is  an  essential  metric  serving  multiple  purposes:  identifying  underperforming  feeders  which 

 may  require  inspection,  maintenance  or  upgrades;  supporting  the  prioritization  of  reliability 

 investments;  reducing  outage  frequency  on  targeted  feeders,  thereby  enhancing  customer  service 

 and  satisfaction;  providing  insights  into  regional  variations  in  service  quality;  and  facilitating 

 compliance  with  service  standards.  On  a  monthly  basis,  Hydro  Ottawa  tracks  and  evaluates  feeders 

 that  affect  overall  FEMI  performance.  This  results  in  the  identification  of  projects  to  improve  the 

 reliability  of  these  parts  of  the  distribution  system.  To  ensure  accuracy  and  relevance,  FEMI 

 excludes  Scheduled  Outages,  Loss  of  Supply  and  Major  Event  Days.  These  exclusions  allow  for  a 

 more focused analysis of system performance and its impact on customers. 

 Figure 5 shows the recent historical performance for FEMI. 
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 Figure 5 - 2019-2023 FEMI Reliability Performance 

 Hydro  Ottawa  achieved  its  targets  for  FEMI  during  the  2019-2023  period.  For  the  upcoming  rate 

 term, the utility is targeting the maintenance of a FEMI value less than or equal to 10. 

 2.1.9.   Worst Performing Feeders 
 This  metric  pertains  to  feeders  whose  reliability  performance  correlates  to  the  lowest  levels 

 captured within predefined criteria. 

 Hydro  Ottawa’s  methodology  for  classifying  Worst  Performing  Feeders  involves  a  threshold-based 

 approach  based  on  a  Feeder  Performance  Index  (FPI)  score.  This  score  encompasses  several 

 performance-  and  outage-related  factors,  with  a  higher  score  indicating  worse  performance.  For  a 

 given  feeder,  there  may  be  various  causes  contributing  to  a  high  FPI  score  (e.g.  condition, 

 equipment  failure,  age,  adverse  weather  or  environment,  foreign  interference).  Under  the  utility’s 

 methodology,  a  feeder  is  considered  “worst  performing”  if  its  FPI  score  falls  below  30,  which 

 Rate Framework and Performance Outcomes  Proposed Annual Reporting 
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 indicates  “Very  Poor”  performance.  Similar  to  FEMI,  Worst  Performing  Feeder  is  an  effective  metric 

 for  prioritizing  maintenance  activity  and  capital  upgrades,  based  on  the  results  of  investigations  and 

 root cause analysis. 

 Figure  6  below  provides  five-year  historical  information  for  the  number  of  Worst  Performing  Feeders 

 on Hydro Ottawa’s systems. 

 Figure 6 - 2019-2023 Worst Performing Feeders 

 Based  on  the  five-year  average  for  2019  to  2023,  Hydro  Ottawa's  annual  target  for  the  2026-2030 

 period is to not exceed six feeders classified as worst performing. 

 Rate Framework and Performance Outcomes  Proposed Annual Reporting 

 20 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

 11 

 12 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 

 Tab 3 

 Schedule 2 

 ORIGINAL 

 Page  21  of  46 

 This  metric  is  one  of  three  included  in  the  Custom  Performance  Scorecard  (along  with  Station  Load 

 Index  and  Incremental  System  Capacity)  that  likewise  appear  in  the  specific  performance 

 measurement  framework  within  the  utility’s  2026-2030  DSP.  For  further  details  on  these 

 performance  measurements,  see  Section  6  in  Schedule  2-5-3  -  Performance  Measurement  for 

 Continuous  Improvement.  In  light  of  the  central  role  that  the  DSP  plays  in  Hydro  Ottawa’s  rate  plan, 

 it  is  appropriate  to  ensure  that  there  is  some  overlap  of  key  performance  indicators  included  in  its 

 specific  framework  and  the  public  reporting  obligations  which  the  utility  will  assume  for  the 

 upcoming  rate  period.  The  three  metrics  in  question  were  selected  on  account  of  their  linkages  to 

 core  priorities  in  Hydro  Ottawa’s  investment  plans,  such  as  deteriorating  infrastructure,  growth  and 

 electrification,  and  of  their  correlation  to  major  investments  within  the  System  Renewal  and  System 

 Service categories. 

 2.1.10.   Station Load Index (4 or 5) 
 Station  Load  Index  (SLI)  measures  the  ratio  of  peak  load  to  capacity  rating  for  a  substation.  It  is  a 

 critical  parameter  for  determining  the  current  utilization  of  the  substation’s  capacity  and  planning 

 future  upgrades  or  expansions.  SLI  is  essential  to  reliability  and  service  quality,  capacity  planning, 

 load management and investment prioritization. 

 Section  8.4.1  of  Schedule  2-5-4  -  Asset  Management  Process  provides  a  detailed  description  of  SLI 

 and  the  number  of  stations  in  Hydro  Ottawa’s  system  which  have  recently  scored  in  the  upper  tiers 

 of  the  index  (i.e.  SLI  4  or  5),  signifying  operations  near  or  in  exceedance  of  the  station’s  rated 

 capacity, and thus posing a risk to reliability. 

 For  this  specific  metric,  Hydro  Ottawa  is  proposing  a  five-year  target  ‒  i.e.  by  the  end  of  2030,  zero 

 stations  will  fall  within  the  highest-risk  segments  of  the  index.  This  target  is  informed  by  2023 

 results, in which the highest-risk classification applied to nine stations. 
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 2.1.11.   Incremental System Capacity 
 This  metric  measures  the  increase  in  system  capacity  achieved  through  planned  upgrades  to 

 distribution infrastructure, as well as through the use of non-wire alternatives. 8

 A  central  focus  for  Hydro  Ottawa’s  2026-2030  rate  application  ‒  and  its  DSP,  in  particular  ‒  is  the 

 pressing  need  for  additional  capacity  on  the  utility’s  grid.  Capacity  constraints  are  the  single  largest 

 driver  of  proposed  capital  investments  for  the  upcoming  rate  period,  representing  25%  of  all 

 expenditures.  Over  the  coming  rate  term,  the  utility’s  plans  for  providing  the  new  levels  of  capacity 

 required  in  order  to  accommodate  unprecedented  (and  in  many  instances,  electrification-driven) 

 growth  and  demand  include  the  completion  of  six  new  station  projects  and  three  station  upgrades, 

 construction  of  new  distribution  circuits,  upgrades  to  existing  limiting  station  cables  and  the  targeted 

 installation  of  BESS  units.  For  further  details,  please  see  Schedule  2-5-8  -  System  Service 

 Investments. 

 Capacity  investments  are  one  of  the  top  priorities  of  Hydro  Ottawa’s  overall  rate  plan,  especially  in 

 light  of  the  direct  linkage  between  the  addition  of  system  capacity  and  the  utility’s  ability  to  enable 

 greater  electrification  and  customer  adoption  of  electrified  technologies.  It  is  therefore  appropriate 

 for  the  Custom  Performance  Scorecard  to  include  a  metric  holding  the  utility  accountable  for 

 delivering  on  this  critical  objective.  Given  the  scope  and  nature  of  its  planned  investments,  the  utility 

 is  proposing  a  target  of  577  megavolt-amperes  (MVA)  in  Incremental  System  Capacity  by  2030  (i.e. 

 five-year target). 9

 2.1.12.   Distributed Energy Resource Capacity 
 This  metric  measures  the  total  capacity  of  DERs  which  are  connected  to  Hydro  Ottawa’s  distribution 

 grid. A formal definition of DERs provided by the IESO is the following: 

 9  The target only encompasses capacity additions or upgrades associated with assets that are owned by Hydro Ottawa. 

 8  Of note, in this context “incremental system capacity” is understood as the total new capacity which is added to Hydro 
 Ottawa’s distribution grid. The capacity increase is on a gross, not net, basis. 
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 “Electricity resources that generate electrical energy, store and discharge electrical 

 energy, or dynamically modify electric load, and that are connected directly to an 

 electric distribution system or to an end-use customer’s premises within a distribution 

 system. They can include but not be limited to solar photovoltaics (PV), combined 

 heat and power plants, backup generators, energy storage, electric vehicles, and 

 consumer devices that can reduce or increase electricity use on demand.” 10

 The  growing  proliferation  of  DERs  is  among  the  key  trends  driving  dynamic  change  in  the  operating 

 environment  of  electricity  distributors  in  Ontario,  including  Hydro  Ottawa.  The  utility  has  witnessed  a 

 sustained  rise  in  the  popularity  of  DERs  across  its  customer  base,  with  different  customer  segments 

 pursuing  DER  solutions  for  different  reasons:  offsetting  electricity  costs,  ensuring  back-up  supply, 

 sourcing  power  from  cleaner  forms  of  generation,  and/or  selling  electricity  back  into  the  grid.  Over 

 the  last  five  years,  as  shown  in  Figure  7  below,  there  was  a  30%  increase  in  the  total  capacity  of 

 DERs connected to the utility’s grid, with growth largely attributable to new renewable generation. 

 As  part  of  its  system  forecasting  and  planning  activities  for  the  2026-2030  period,  Hydro  Ottawa  has 

 prepared a forecast of the expected increase in DER capacity for the upcoming rate term. As 

 Figure  7  below  illustrates,  the  utility  is  anticipating  another  30%  increase  in  installed  DER  capacity, 

 with renewable generation once again comprising the bulk of the expansion. 

 10  IESO Transmission-Distribution Coordination Working Group (TDWG), Glossary of Working Terms and Definitions, 
 Revised Draft (May 2024). 
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 Figure 7  - Historical and Forecasted DER Capacity 

 For  more  information  on  how  DERs  are  integrated  into  Hydro  Ottawa’s  assessment  of  system 

 capacity, please see Section 9 of Schedule 2-5-4 - Asset Management Process. 

 Hydro  Ottawa  is  a  strong  proponent  of  the  value  that  DERs  can  provide  to  distributors  and 

 customers  alike.  Through  its  corporate  strategy,  the  utility  has  adopted  a  favourable  outlook  on 

 DERs,  viewing  them  as  a  valuable  resource  for  helping  utilities  to  fulfill  their  essential 

 responsibilities  of  maintaining  and  optimizing  grid  infrastructure.  The  utility  is  committed  to  enabling 

 the  widespread  adoption  and  utilization  of  DERs,  through  such  actions  as  connecting  customers  to 

 available  financial  incentives,  fostering  collaborative  partnerships  and  implementing  strategic 
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 programs.  Additional  details  regarding  the  specific  programs  and  activities  pursued  by  Hydro 

 Ottawa  to  support  customer  adoption  of  DERs,  as  well  as  the  positioning  of  DERs  within  the  utility’s 

 Grid  Modernization  Strategy,  are  available  in  Section  2.4  of  Schedule  1-4-1  -  Customer 

 Engagement  Ongoing;  Section  5.3  of  Attachment  1-4-1(B)  -  Customer  Strategy;  Sections  3  and  9  of 

 Schedule  2-5-4  -  Asset  Management  Process;  and  Section  3  of  Schedule  2-5-8  -  System  Service 

 Investments. 

 In  light  of  the  recent  and  projected  growth  of  DERs  across  Hydro  Ottawa’s  service  territory,  their 

 heightened  importance  and  relevance  in  the  context  of  an  evolving  operational  landscape,  and  the 

 utility’s  goals  for  enabling  greater  DER  penetration  and  deployment,  it  is  appropriate  to  include  a 

 metric  in  the  Custom  Performance  Scorecard  tracking  the  capacity  of  DER  connections.  This 

 number  will  be  monitored  throughout  the  duration  of  the  next  five-year  rate  term,  with  a  view 

 towards  ensuring  Hydro  Ottawa  is  proactive  in  providing  support  for  customers  who  are  interested 

 in  DER  adoption.  Ultimately,  customer  choice  fuels  the  demand  for  DERs  and  this  demand  is  highly 

 sensitive  to  policy  influences,  particularly  the  availability  of  funding  and  incentive  programs. 

 Predicting  the  precise  timing,  magnitude  and  likelihood  of  customer  adoption  is  challenging  due  to 

 the  numerous  policy,  economic  and  technological  variables  at  play.  Actual  growth  may  deviate  from 

 projections if programs, incentives or technologies are introduced or curtailed. 

 2.1.13.   Cyber Security Program Health 
 This  metric  assesses  the  overall  maturity,  effectiveness  and  resilience  of  Hydro  Ottawa’s  cyber 

 security  program.  It  is  intended  to  provide  a  holistic,  high-level  view  of  how  well  the  utility’s  cyber 

 security policies, controls and practices are implemented, maintained and improved over time. 

 As  the  electricity  distributor  to  the  capital  city  of  a  G7  country  and  the  service  provider  to  a  multitude 

 of  customers  (including  governmental  and  institutional)  with  unique  service  quality  and  data 
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 confidentiality  needs,  Hydro  Ottawa  understands  the  responsibility  to  mitigate  cyber  security  risks 

 and ensure continuous fortification of its cyber security protections. 

 Hydro  Ottawa  maintains  a  formal,  highly  active  cyber  security  program  aimed  at  safeguarding  the 

 integrity,  confidentiality  and  availability  of  the  utility’s  assets,  systems  and  information.  This  program 

 is  comprised  of  an  evolving  set  of  tools,  risk  management  approaches,  technologies,  training  and 

 best  practices  designed  to  protect  networks,  devices,  programs  and  data  from  attacks  or 

 unauthorized  access.  Areas  of  focus  within  the  program  include  patch  management,  risk 

 management,  asset  management,  network  architecture  and  security,  information  and  data  security, 

 governance,  program  assessment  and  audits,  awareness  and  training,  incident  and  crisis 

 management,  threat  and  vulnerability  management,  insider  risk,  and  third-party  and  supply  chain 

 security. 

 Among  Ontario  electricity  distributors,  Hydro  Ottawa  was  an  early  implementer  of  the  U.S.  National 

 Institute  of  Standards  and  Technology  cyber  security  framework,  which  is  widely  regarded  as  a 

 best-in-class  standard  and  which  informs  much  of  the  Ontario  Cyber  Security  Framework 

 administered  by  the  OEB.  Other  major  cyber  security  initiatives  at  the  utility  in  recent  years  have 

 included the following: 

 ●  Assessments of program maturity, gaps and privacy protections; 

 ●  Establishment  of  incident  response  and  managed  security  services  from  external  third-party 

 experts; 

 ●  Regular  penetration  testing  of  corporate  and  operational  networks  and  network 

 segmentation; 

 ●  Administration of tabletop exercises for executive management and the Board of Directors; 

 ●  Expanded cyber visibility to substations; 

 ●  Implementation of formal policies and procedures to address insider threats; 
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 ●  Sustained  engagement  and  leadership  in  industry  and  government  partnerships  for 

 intelligence  sharing  and  security  exercises,  including  the  OEB’s  Cyber  Security  Advisory 

 Committee,  IESO  Cyber  Security  Forum,  Electricity  Canada’s  Security  and  Infrastructure 

 Protection  Committee,  Canadian  Centre  for  Cyber  Security  and  North  American  Electric 

 Reliability Corporation; and 

 ●  Creation of new positions and additional resourcing for the program. 

 Hydro  Ottawa  recognizes  that  any  measurement  of  an  electricity  distributor’s  cyber  security  health 

 ought  to  encompass  a  combination  of  qualitative  and  quantitative  indicators,  such  as  compliance 

 and  maturity  scores,  incident  response  times,  percentage  of  service  levels  achieved,  risk 

 assessment  results  and  security  audit  findings.  For  purposes  of  this  metric,  the  utility  is  proposing  a 

 “Green-Yellow-Red”  scoring  system  (with  “Green”  as  the  corresponding  target),  providing  a 

 high-level representation of its cyber security performance, as follows: 

 ●  Green  (Healthy)  ‒  program  is  effective,  mature,  and  meeting  or  exceeding  targeted 

 outcomes and service levels. 

 ●  Yellow  (Needs  Improvement)  ‒  some  program  gaps  or  weaknesses  exist,  but  risks  are 

 manageable with corrective actions. 

 ●  Red  (Critical  Deficiencies)  ‒  program  suffers  from  major  weaknesses,  exposing  the  utility  to 

 unacceptable levels of risk. 

 Annual  reporting  of  its  Cyber  Security  Program  Health  will  serve  as  an  effective  and  innovative 

 complement  to  the  information  provided  by  Hydro  Ottawa  to  the  OEB  pursuant  to  Reporting  and 

 Record Keeping Requirements (RRRs) regarding cyber security readiness. 

 For  more  information  on  the  investments  planned  by  Hydro  Ottawa  to  strengthen  its  cyber  security 

 protections  during  the  2026-2030  rate  term,  please  see  Schedule  2-5-9  -  General  Plant 

 Investments. 
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 2.1.14.   Productive Time 
 Controlling  costs  is  a  fundamental  imperative  and  expectation  for  electricity  distributors  under  the 

 OEB’s  RRF.  Among  other  considerations,  minimizing  price  increases  and  rate  impacts  consistently 

 ranks  as  an  outcome  prioritized  by  customers.  Hydro  Ottawa  takes  seriously  its  responsibility  to 

 maintain  downward  pressure  on  costs  and  recognizes  that  there  are  mechanisms  which  must  be 

 incorporated into a Custom IR application to ensure cost control and continuous improvement. 

 With  the  purpose  of  the  Custom  Performance  Scorecard  being  to  align  performance  metrics  with 

 outcomes  that  are  valued  by  customers,  the  utility  sees  merit  in  including  a  pair  of  measures  which 

 are  explicitly  linked  to  cost  control  ‒  namely,  Productive  Time  and  Labour  Allocation.  (Labour 

 Allocation is described below in section 2.1.15). 

 Productive Time measures the total regular hours charged to a work order as a ratio of total 

 regular hours. Five-year historical data for this metric is presented in Figure 8 below. 

 Rate Framework and Performance Outcomes  Proposed Annual Reporting 

 28 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

 11 

 12 

 13 

 14 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 

 Tab 3 

 Schedule 2 

 ORIGINAL 

 Page  29  of  46 

 Figure 8 - 2019-2023 Productive Time 

 For  additional  detail,  including  information  on  the  formula  used  to  calculate  Productive  Time  as  well 

 as  an  interpretation  of  historical  results,  please  see  Section  3  in  Schedule  2-5-3  -  Performance 

 Measurement  for  Continuous  Improvement.  Based  on  the  information  set  forth  therein,  Hydro 

 Ottawa  is  aiming  to  maintain  Productive  Time  at  historical  average  levels  during  the  2026-2030  rate 

 period. 

 2.1.15.   Labour Allocation 
 Together,  Labour  Allocation  and  Productive  Time  (see  section  2.1.14  above)  serve  as  the 

 foundation  for  the  utility’s  evaluation  of  its  labour  utilization  performance.  This  data-driven  approach 

 facilitates ongoing optimization of workforce deployment and operational efficiency. 
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 Labour  Allocation  is  the  amount  of  labour  spent  on  maintenance  and  administrative  work  as  a  ratio 

 of total productive time. Historical data is provided in Figure 9 below. 

 Figure 9 - 2019-2023 Labour Allocation 

 For  additional  detail  on  this  metric,  including  the  formula  for  its  calculation  and  an  interpretation  of 

 historical  results,  please  see  Section  3  in  Schedule  2-5-3  -  Performance  Measurement  for 

 Continuous  Improvement.  Based  on  the  information  set  forth  therein,  Hydro  Ottawa  is  aiming  to 

 maintain Labour Allocation at historical average levels during the 2026-2030 rate period. 

 Rate Framework and Performance Outcomes  Proposed Annual Reporting 

 30 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 

 Tab 3 

 Schedule 2 

 ORIGINAL 

 Page  31  of  46 

 2.1.16.   OM&A per Customer 
 This  metric  is  defined  as  the  total  amount  of  operations,  maintenance  and  administration  (OM&A) 

 expenditures  incurred  by  Hydro  Ottawa  (on  an  annual  basis)  divided  by  the  total  number  of 

 customers that the utility serves. 

 Figure 10 below outlines five-year historical data for OM&A per Customer. 

 Figure 10 - 2019-2023 OM&A per Customer 

 The  reason  for  including  two  different  data  sets  in  Figure  10  is  that  there  have  been  different 

 formulas  available  for  calculating  OM&A  per  customer.  In  its  2021-2025  Custom  Performance 

 Scorecard,  Hydro  Ottawa  adopted  the  definition  of  “Total  O&M  per  Customer”  that  was  previously 
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 utilized  in  OEB  Appendix  5-A,  which  was  appended  to  DSPs  in  distributor  rate  applications.  The 

 Appendix  5-A  formula  is  what  the  utility  has  employed  (and  will  continue  to  employ)  for  its  annual 

 reporting  to  the  OEB,  as  part  of  its  current  rate  plan.  However,  with  Appendix  5-A  no  longer  being  a 

 component  of  the  Chapter  5  Filing  Requirements,  the  utility  has  also  included  OM&A  per  customer 

 values  which  are  calculated  using  the  methodology  under  the  OEB’s  RRR  requirements.  This  latter 

 methodology  is  what  Hydro  Ottawa  will  adopt  for  the  2026-2030  rate  term  (and  is  also  aligned  with 

 the  definition  of  OM&A  per  customer  that  is  presented  in  Attachment  1-3-3(D)  -  Supplemental 

 Industry Benchmarking Analysis). 

 The  measurement  of  a  utility’s  costs,  or  a  subset  of  its  costs,  relative  to  the  overall  size  of  its 

 customer  base  is  a  well-established  practice  and  principle  for  cost  control  purposes.  OM&A  per 

 Customer  is  a  metric  that  will  complement  the  assessment  of  Hydro  Ottawa’s  total  costs  per 

 customer, which is included in the OEB’s annual Electricity Utility Scorecard. 

 The  utility’s  proposed  OM&A  costs  for  the  2026-2030  rate  period  are  summarized  in  Schedule  4-1-1 

 -  Operations,  Maintenance  and  Administration  Summary.  As  described  therein,  these  costs  are 

 necessary  to  safely  and  reliably  operate  and  maintain  the  distribution  grid,  provide  service  levels 

 that  are  satisfactory  to  customers,  and  ensure  continued  compliance  with  legislative  and  regulatory 

 requirements.  The  annual  adjustment  of  OM&A  expenditure  levels  using  a  Custom  Revenue  OM&A 

 Factor  (CROF)  will  serve  as  an  effective  mechanism  over  the  upcoming  rate  term  for  balancing  the 

 needs  of  the  utility  (i.e.  to  recover  costs  that  are  prudently  incurred)  with  those  of  the  customer  (i.e. 

 to  have  the  assurance  of  value  for  money),  consistent  with  the  principles  of  incentive  regulation  set 

 forth in the RRF. 

 Hydro  Ottawa  believes  that  the  inclusion  of  OM&A  per  Customer  in  its  annual  reporting  obligations 

 will  serve  as  an  additional  means  for  demonstrating  accountability  to,  and  instilling  confidence  in, 

 customers  when  it  comes  to  controlling  costs,  limiting  upward  pressure  on  OM&A  and  minimizing 
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 impacts  on  rates.  The  utility  will  monitor  its  cost  control  performance  over  the  course  of  the  next 

 five-year  rate  term  and  ensure  that  it  is  supported  through  the  successful  achievement  of  planned 

 productivity improvements and operational efficiencies. 

 2.1.17.   Scope 1 Greenhouse Gas Emissions 
 This  metric  measures  the  greenhouse  gas  (GHG)  emissions  that  are  generated  by  Hydro  Ottawa  in 

 carrying  out  its  business  activity  and  operations,  and  that  are  produced  by  sources  controlled  or 

 owned  by  the  utility.  Canadian  Sustainability  Disclosure  Standard  2:  Climate-related  Disclosures 

 defines  “Scope  1”  as  follows:  “Direct  greenhouse  gas  emissions  that  occur  from  sources  that  are 

 owned  or  controlled  by  an  entity.”  In  Hydro  Ottawa’s  case,  Scope  1  encompasses  emissions  from 11

 the  utility’s  heating  of  administrative  and  operational  facilities,  its  vehicle  fleet,  and  equipment 

 containing sulfur hexafluoride (SF  6  ), which is used  as insulating material. 

 Figure 11 below provides historical data for the utility’s Scope 1 emissions. 

 11  In December 2024, the Canadian Sustainable Standards  Board issued the first Canadian Sustainability Disclosure 
 Standards. Available:  https://www.frascanada.ca/en/cssb/news-listings/csds1_csds2_launch  . 
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 Figure 11 - 2021-2023 Scope 1 GHG Emissions (Tonnes) 

 The  inclusion  of  this  metric  in  the  Custom  Performance  Scorecard  is  appropriate  for  several 

 reasons. 

 First,  it  aligns  well  with  the  RRF’s  emphasis  on  Public  Policy  Responsiveness.  Governments  at  all 

 levels  ‒  federal,  provincial  and  municipal  ‒  have  set  targets  for  the  reduction  of  economy-wide  GHG 

 emissions.  Hydro  Ottawa  is  particularly  attuned  to  the  aspirations  of  its  shareholder,  the  City  of 

 Ottawa,  which  is  seeking  100%  reduction  of  emissions  by  2050,  relative  to  2012  levels.  The  utility 12

 is  a  committed  partner  in  supporting  the  City’s  emissions-reduction  goals  and  recognizes  the  role  it 

 must play in lowering its own corporate emissions in order for municipal objectives to be achieved. 

 12  See here for additional information on the City of Ottawa’s Climate Change Master Plan: 
 https://ottawa.ca/en/planning-development-and-construction/official-plan-and-master-plans/climate-change-master-plan#s 
 ection-08062b40-74a0-4521-b619-93451ff489fe  . 
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 Secondly,  the  proposed  approach  is  consistent  with  the  broader  trajectory  of  sustainability  reporting 

 in  domestic  and  international  capital  markets,  including  the  recent  finalization  of  the  first 

 sustainability  and  climate-related  disclosures  that  are  tailored  to  Canadian  entities  and  the 

 Canadian  business  landscape.  At  the  time  of  filing,  these  standardized  disclosures  are  not  binding 

 on  electricity  distributors  in  Ontario;  however,  Hydro  Ottawa  has  aimed  to  maintain  leading 

 governance  and  reporting  practices  for  a  company  of  its  size  and  mandate.  The  utility  is  guided  by 

 standards  applicable  to  publicly-traded  companies,  and  seeks  to  meet  or  exceed  them.  Accordingly, 

 the  utility  acknowledges  that  the  public  reporting  of  its  emissions  as  part  of  its  2026-2030  rate  plan 

 would  comport  with  the  standards  that  are  being  established  for  corporations  more  widely  in 

 Canada. 

 Finally,  Hydro  Ottawa’s  parent  company,  Hydro  Ottawa  Holding  Inc.,  has  committed  to  achieving 

 net-zero  operations  by  2030.  While  this  a  holding  company-level  goal,  as  the  largest  subsidiary 

 within  the  corporate  enterprise,  Hydro  Ottawa  is  well-positioned  to  help  contribute  meaningfully  to 

 its  achievement.  The  obligation  for  the  utility  to  report  annually  to  the  OEB  against  its  own  progress 

 in reducing emissions is therefore fitting within a corporate context as well. 

 In  step  with  the  foregoing,  Hydro  Ottawa  intends  to  lower  its  Scope  1  GHG  emissions  profile  over 

 the  course  of  its  upcoming  five-year  rate  period.  Additional  information  regarding  planned  action 

 and  investments  with  respect  to  its  work  centres  and  vehicle  fleet  is  available  in  Sections  10  and  11 

 of Schedule 2-5-9 - General Plant Investments. 

 2.1.18.   Scope 2 Greenhouse Gas Emissions 
 Similar  to  the  metric  discussed  above,  this  metric  measures  GHG  emissions  that  are  produced  as 

 part  of  the  business  activity  and  operations  of  Hydro  Ottawa.  Whereas  Scope  1  emissions  are  those 

 over  which  the  utility  has  direct  control,  the  utility’s  control  over  Scope  2  emissions  is  much  more 

 limited.  Canadian  Sustainability  Disclosure  Standard  2:  Climate-related  Disclosures  defines  “Scope 
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 2”  as  follows:  “Indirect  greenhouse  gas  emissions  from  the  generation  of  purchased  or  acquired 

 electricity,  steam,  heating  or  cooling  consumed  by  an  entity.  Purchased  and  acquired  electricity  is 

 electricity  that  is  purchased  or  otherwise  brought  into  an  entity’s  boundary.  Scope  2  greenhouse  gas 

 emissions physically occur at the facility where electricity is generated.” 

 Historical data for Hydro Ottawa’s Scope 2 GHG emissions is presented in Figure 12 below. 

 Figure 12 - 2021-2023 Scope 2 GHG Emissions (Tonnes) 

 The  rationale  for  the  proposed  inclusion  of  Scope  2  GHG  emissions  mirrors  that  of  the  Scope  1 

 metric.  However,  a  key  factor  for  Scope  2  emissions  is  the  carbon-intensity  of  the  provincial 

 electricity  system.  As  the  IESO  has  noted,  from  2025-2030,  the  emissions  profile  of  Ontario’s  bulk 

 grid  is  set  to  rise,  as  natural  gas  generation  helps  to  address  supply  shortfalls  in  the  midst  of  the 
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 refurbishments  of  the  province’s  nuclear  generating  stations.  During  this  window  of  time,  the  ability 13

 of  all  electricity  distributors  in  Ontario,  including  Hydro  Ottawa,  to  manage  and  limit  their  Scope  2 

 GHG  emissions  effectively  will  be  significantly  constrained.  Accordingly,  on  account  of  the  indirect 

 nature  of  Scope  2  emissions,  Hydro  Ottawa  believes  that  a  commitment  to  monitor,  rather  than 

 reduce, their levels is appropriate. 

 2.1.19.   Annual Oil Spills & Costs of Remediation 
 These  metrics  measure  the  total  amount  of  oil  (in  litres)  from  Hydro  Ottawa  infrastructure  and 

 equipment  spilled  into  the  environment,  and  the  corresponding  costs  of  remediation  (represented  in 

 external  contractor  costs  only).  Oil  is  a  critical  component  of  certain  types  of  distribution  system 

 assets  ‒  in  particular,  transformers  (both  overhead  and  underground)  and  breakers.  Oil  is  essential 

 to  cooling,  insulation  and  longevity  of  the  assets,  and  plays  a  crucial  role  in  the  management  of 

 asset temperature, moisture in the surrounding environment, oxidation and corrosion. 

 In  step  with  its  asset  management  and  environmental  stewardship  objectives,  Hydro  Ottawa 

 administers  routine  inspection  programs  for  oil-filled  equipment  and  actively  manages  replacements 

 to  mitigate  the  environmental  impact  of  oil  spills  and  to  minimize  health  and  safety  risks  to  the  public 

 and  employees.  The  utility  endeavours  to  minimize  oil  spills  through  the  use  of  proactive  measures 

 (e.g.  infrared  scanning)  to  identify  and  address  leaking  equipment  before  the  leaks  become  larger 

 spills, and through the installation of oil containment units underneath each transformer. 

 Nevertheless,  unexpected  oil  releases  do  occur,  with  the  majority  of  these  releases  being  related  to 

 the  failure  of  transformers  due  to  age  or  damage.  Hydro  Ottawa  maintains  a  24-hour  response 

 system,  which  involves  the  mobilization  of  an  immediate  response  through  an  on-call  spill 

 remediation  contractor,  as  well  as  prompt  reporting  to  the  Ministry  of  Environment,  Conservation 

 13  IESO, Ontario’s Energy Future: Spring 2024 Update, page 4. Available: 
 https://www.ieso.ca/-/media/Files/IESO/Document-Library/Decarbonization-Hub/IESO-Ontarios-Energy-Future-Spring-202 
 4.pdf  . 
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 and  Parks.  All  of  the  utility’s  large  vehicles  carry  spill  response  kits  containing  protective  equipment 

 for employees, and absorbent materials and mats to prevent spill entry into sensitive areas. 

 The  figures  below  summarize  the  total  volume  and  remediation  costs  associated  with  oil  spills  from 

 Hydro Ottawa equipment during the 2019-2023 period. 

 Figure 13 - 2019-2023 Oil Spill Volumes (Liters) 
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 Figure 14 - 2019-2023 Costs of Oil Spill Remediation 

 While  the  amount  of  oil  spilled  yearly  has  been  trending  down  since  2019,  the  costs  of  remediation 

 have  been  trending  upwards  (with  2023  being  an  outlier  on  both  fronts).  Key  factors  at  play  include 

 the  greater  complexity  and  costs  associated  with  remediation  efforts  for  leaks  and  spills  in 

 underground  transformers,  as  well  as  an  increase  in  third-party  contractor  costs  driven  in  part  by 

 recent inflation. 

 In  keeping  with  its  commitment  to  accountability  for  environmental  protection,  and  in  light  of  the 

 significant  investments  the  utility  is  planning  in  infrastructure  renewal  and  build-out  over  the 

 2026-2030  rate  term,  Hydro  Ottawa  is  targeting  sustained  reductions  in  oil  spills  and  the 

 corresponding remediation costs. 
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 2.1.20.   Non-Hazardous Waste Diversion Rate 
 This  metric  tracks  the  rate  at  which  non-hazardous  waste  is  successfully  diverted  from  landfills, 

 measured  as  a  percentage.  Reducing  the  amount  of  non-hazardous  waste  that  is  generated  and 

 diverting  more  away  from  landfill  are  important  elements  of  minimizing  Hydro  Ottawa’s 

 environmental  footprint.  The  utility  tracks  all  solid  and  liquid  wastes,  and  has  systems  in  place  to 

 ensure  high  diversion  rates  are  maintained.  Elements  of  this  system  range  in  size  and  scope,  from 

 the  centralized  four-stream  waste  collection  program  which  is  a  pillar  of  activity,  to  more  modest 

 measures  which  yield  significant  combined  benefits  (e.g.  recycling  stations,  drinking  bottle  fill 

 stations, food waste dehydrator and environmentally-friendly default settings on office printers). 

 The  waste  diversion  rate  can  vary  slightly  from  year  to  year,  depending  on  the  type  and  volume  of 

 materials  being  removed  from  service  and  the  availability  of  recycling  options  for  the  resulting 

 waste. Figure 15 outlines the waste diversion levels achieved in recent years. 
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 Figure 15 - 2019-2023 Non-Hazardous Waste Diversion Rate 

 Additional  information  on  Hydro  Ottawa’s  waste  diversion  program  is  available  in  Attachment 

 4-1-3(E)  -  Health,  Safety  and  Environmental  Compliance,Sustainability  and  Business  Continuity 

 Management. 

 For  the  2026-2030  rate  term,  the  utility  is  aiming  to  maintain  the  high  rates  of  non-hazardous  waste 

 diversion  which  have  been  reached  in  recent  years.  First  and  foremost,  a  diligent  and  sustained 

 focus  on  minimizing  waste  will  be  required  during  a  period  of  historic  capital  investment  and 

 expansion  of  the  workforce.  Heightened  levels  of  construction  and  asset  refurbishment  and 

 replacement,  along  with  the  presence  of  more  employees  in  the  field  and  the  office,  introduces  the 

 prospect  of  generating  waste  in  higher-than-average  quantities.  Additional  attention  will  therefore  be 
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 needed  to  ensure  waste  diversion  remains  responsibly  managed.  What’s  more,  Hydro  Ottawa 

 wishes  to  ensure  that  the  Custom  Performance  Scorecard  appropriately  reflects  the  emphasis 

 placed  by  the  utility  on  environmental  protection  and  the  priority  status  afforded  to  this  objective  by 

 customers  and  stakeholders  ‒  especially  with  the  principal  landfill  sites  in  the  Ottawa  area 

 approaching  maximum  capacity  over  the  coming  years.  During  the  upcoming  five-year  period, 14

 Hydro  Ottawa  will  work  to  ensure  employees  have  all  the  tools  they  need  to  reduce  waste  and 

 minimize pressures on local landfills. 

 2.1.21.   Percentage of Green Suppliers 
 This  metric  measures  the  percentage  of  goods  and  services  that  are  procured  from  local  suppliers 

 (i.e. suppliers located within a 100 km radius of the National Capital Region [NCR]). 

 Housed  within  the  Supply  Chain  Program  at  Hydro  Ottawa,  the  procurement  function  is  essential  to 

 the  utility’s  effectiveness  and  efficiency.  The  function  is  responsible  for  procuring  all  products  and 

 services  required  across  every  facet  of  the  utility’s  business  and  operations,  with  a  rigorous  focus 

 on  achieving  value  for  money  on  behalf  of  ratepayers.  This  is  achieved  through  adherence  to  fair, 

 open,  efficient,  transparent  and  accountable  processes,  and  through  the  cultivation  of  strong 

 relationships  with  reputable,  ethical  and  high-performing  vendors.  Together,  this  enables  Hydro 

 Ottawa  to  secure  competitive  pricing  and  reliable  delivery  of  goods  and  services.  Please  see 

 Attachment 4-2-2(A) - Procurement Policy for additional details. 

 Consistent  with  its  commitment  to  sustainability,  a  hallmark  of  Hydro  Ottawa’s  approach  to 

 procurement  has  been  the  administration  of  policies  and  purchasing  decisions  with  a  view  towards 

 maximizing  environmentally-friendly  outcomes.  The  utility  uses  a  point  system  for  evaluating 

 supplier  proposals,  and  includes  environmental  designations  and  practices  in  proposal 

 14  For example, according to the City of Ottawa’s  Solid  Waste Master Plan  updated in 2024, based on then-current  waste 
 disposal rates the Trail Road Landfill in Ottawa could be full between 2034 and 2036. 
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 requirements,  as  appropriate.  Where  cost-effective  to  do  so,  Hydro  Ottawa  sources  goods  and 

 services  locally,  so  as  to  minimize  transportation  and  associated  impacts  on  the  environment, 

 reduce  its  Scope  3  emissions,  and  support  community-based  economic  development.  To  that  end, 15

 Hydro  Ottawa  tracks  the  relative  proportion  of  purchase  orders  placed  with  firms  in  and  surrounding 

 the  NCR.  Sourcing  of  goods  and  services  from  local  suppliers  within  a  100  km  radius  of  the  NCR, 

 measured  in  terms  of  dollars  spent,  has  annually  averaged  45%  over  the  past  five  years,  as  shown 

 in Figure 16 below. 

 Figure 16 - 2019-2023 Percentage of Green Suppliers 

 15  Canadian Sustainability Disclosure Standard 2: Climate-related  Disclosures  defines “Scope 3” as follows: “Indirect 
 greenhouse gas emissions (not included in Scope 2 greenhouse gas emissions) that occur in the value chain of an entity, 
 including both upstream and downstream emissions. Scope 3 greenhouse gas emissions include the Scope 3 categories 
 in the Greenhouse Gas Protocol Corporate Value Chain (Scope 3) Accounting and Reporting Standard (2011).” 
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 The  inclusion  of  this  metric  in  the  Custom  Performance  Scorecard  for  the  next  five-year  rate  term  is 

 appropriate  for  several  reasons.  First,  it  is  responsive  to  shareholder  and  stakeholder  expectations 

 for  Hydro  Ottawa  to  support  local  economic  development  opportunities  and  contribute  to  community 

 well-being.  Second,  it  is  consistent  with  the  broader  trajectory  of  sustainability  reporting  in  domestic 

 and  international  capital  markets,  including  the  recent  finalization  of  the  first  sustainability-  and 

 climate-related  disclosures  that  are  tailored  to  Canadian  entities  and  the  Canadian  business 

 landscape  (whose  scope  encompasses  Scope  3  emissions).  Finally,  it  comports  with 

 recently-enacted  requirements  from  the  Government  of  Canada  for  businesses  to  sharpen  their 

 focus  on  ensuring  forced  labour  and  child  labour  is  not  being  used  in  their  supply  chains  (i.e.  more 16

 relationships  with  locally-based  suppliers  allows  for  greater  confidence  and  risk  management  in  this 

 regard). 

 At  the  same  time,  objectives  for  locally-sourced  procurement  must  be  balanced  against  other 

 business  imperatives,  not  the  least  of  which  is  the  unprecedented  capital  investment  program  that  is 

 required  for  the  2026-2030  rate  period  and  which  will  compel  Hydro  Ottawa  to  look  beyond  its 

 immediate  geographic  confines  to  obtain  critical  distribution  equipment  and  infrastructure. 

 Accordingly,  the  utility  is  planning  to  maintain  local  procurement  at  current  levels  over  the  next  five 

 years. 

 2.1.22.   Bad Debt as a Percentage of Total Electricity Revenue 
 This  metric  measures  the  proportion  of  bad  debt  relative  to  electricity  revenue  over  a  specific  period 

 of  time.  It  is  a  useful  performance  measurement  tool  for  electricity  distributors,  as  it  enables 

 high-level  monitoring  of  financial  and  credit  risk,  while  serving  as  an  indicator  of  the  effectiveness 

 and  efficiency  of  a  distributor’s  revenue  collection  process  as  well  as  the  effectiveness  of  informing 

 customers  about  the  Ontario  Electricity  Support  Program  and  the  Low-income  Energy  Assistance 

 Program. 

 16  As per the  Fighting Against Forced Labour and Child  Labour in Supply Chains Act  , which took effect in  2023. 
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 Figure 17 below provides historical data for this metric. 

 Figure 17 - 2019-2023 Bad Debt as a Percentage of Total Electricity Revenue 

 Hydro  Ottawa  is  proposing  the  inclusion  of  this  metric  in  its  Custom  Performance  Scorecard  for 

 several  reasons.  First,  it  is  helpful  in  assessing  whether  the  utility’s  credit  and  collection  policies  and 

 practices  may  require  adjustment,  as  a  high  bad  debt  percentage  can  signal  that  a  significant 

 portion  of  revenue  is  not  being  collected.  Similarly,  in  view  of  the  strain  that  bad  debt  can  place  on 

 cash  flow,  the  metric  lends  assistance  to  the  utility’s  efforts  to  plan  for  a  stable  level  of  OM&A  and 

 capital expenditures. 
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 Finally,  the  metric  is  one  of  the  unique  barometers  available  to  Hydro  Ottawa  of  broader  conditions 

 within  the  economy.  As  illustrated  in  Figure  15  above,  this  metric  has  tracked  closely  with  major 

 economic  pressures  and  challenges  which  resulted  in  increased  instances  of  non-payment  by 

 customers.  Within  the  last  five  years,  the  crests  in  bad  debt  percentage  have  coincided  with  the 

 outbreak  of  a  global  pandemic  and  accompanying  public  health  restrictions  on  economic  and  social 

 activity  (2020),  as  well  as  a  prolonged  period  featuring  the  combined  effects  of  elevated  levels  of 

 inflation  and  interest  rates  (2023).  The  metric  is  therefore  well-suited  to  supporting  the  utility  in 

 proactively identifying segments of its customer base which may require targeted assistance. 

 Against  a  larger  backdrop  of  persistent  economic  uncertainty,  Hydro  Ottawa  sees  merit  in  publicly 

 reporting  on  its  bad  debt  percentage  throughout  its  2026-2030  rate  term.  The  utility  plans  to  monitor 

 the  status  of  this  metric  and  enhance  its  risk  mitigation  and  customer  payment  strategies  as 

 circumstances warrant. 

 3.  PROGRESS ON CAPITAL SPENDING 
 To  ensure  transparency  and  accountability  in  the  execution  of  its  capital  programs,  Hydro  Ottawa 

 proposes  to  continue  publishing  detailed  annual  updates  on  the  progress  of  capital  spending 

 progress  throughout  the  2026-2030  rate  period.  These  updates  will  maintain  the  same  form  and 

 manner  as  the  current  2021-2025  annual  Custom  IR  Annual  Reports.  They  will  provide  a  clear  and 

 comprehensive  overview  of  actual  gross  capital  expenditures,  broken  down  by  program  type, 

 specifically  System  Access,  System  Renewal  and  System  Service,  and  General  Plant.  This  data  will 

 be  presented  alongside  the  approved  capital  expenditure  plans,  enabling  stakeholders  to  effectively 

 evaluate  Hydro  Ottawa’s  ability  to  adhere  to  its  capital  spending  commitments,  assess  the  progress 

 of  critical  infrastructure  projects,  and  gain  insights  into  the  efficient  and  prudent  allocation  of 

 resources. 
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 BENCHMARKING 

 1.  INTRODUCTION 
 A  key  tool  in  the  Renewed  Regulatory  Framework  (RRF)  performance  measurement  toolkit  is 

 benchmarking.  In  its  Renewed  Regulatory  Framework  for  Electricity  Distributors:  A 

 Performance-Based  Approach  (RRFE  Report),  the  OEB  determined  that  “[e]xpanded  use  of 

 benchmarking  will  be  necessary  to  support  the  Board’s  renewed  regulatory  framework  policies.” 1

 This  finding  is  affirmed  in  the  Handbook  for  Utility  Rate  Applications,  which  conveys  the  OEB’s 

 expectation  for  utilities  “to  provide  benchmarking  analysis  which  supports  their  proposed  plans 

 and programs and demonstrates continuous improvement.” 2

 This  Schedule  contains  several  pieces  of  benchmarking  evidence,  which  are  intended  to  serve 

 multiple purposes: 

 ●  Including  benchmarking  information  will  assist  the  OEB  in  evaluating  Hydro  Ottawa’s 

 performance  patterns  and  in  assessing  the  proposals  outlined  in  the  utility’s  capital  and 

 operational plans. 

 ●  Benchmarking  conducted  or  commissioned  by  the  utility  has  helped  inform  the 

 establishment  and  incorporation  of  specific  outcomes  into  the  proposed  annual  reporting 

 for  the  2026-2030  rate  period.  It  has  also  influenced  the  development  of  the  Custom 3

 Revenue  Operations,  Maintenance  &  Administration  (OM&A)  Factor,  a  defining  feature 

 of  the  Customer  Incentive  Rate-Setting  (Custom  IR)  framework  underpinning  this 

 Application. 4

 ●  The  use  of  benchmarking  studies  and  analysis  is  directed  at  supporting  the  achievement 

 of  the  OEB’s  RRF  outcome  of  Operational  Effectiveness,  which  is  interpreted  as  the 

 4  See Schedule 1-3-1 - Rate Setting Framework for more  information. 

 3  See Schedule 1-3-2 - Proposed Annual Reporting for  more information. 
 2  Ontario Energy Board,  Handbook for Utility Rate Applications  (October 13, 2016), page 18. 

 1  Ontario Energy Board,  Report of the Board - Renewed  Regulatory Framework for Electricity Distributors: A 
 Performance Based Approach  (October 18, 2012), page  59. 
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 achievement  of  performance  excellence  through  the  cultivation  of  a  culture  of  innovation 

 and  continuous  improvement.  It  also  aligns  with  Hydro  Ottawa’s  corporate  strategic 

 objectives,  such  as  ensuring  organizational  capacity  to  deliver  on  its  core  service 

 obligations. 5

 Together,  these  functions  help  demonstrate  Hydro  Ottawa's  continued  accountability  to  the 

 OEB,  its  customers,  other  stakeholders,  and  its  shareholders  to  provide  value  for  money  and 

 cost-effective outcomes delivery. 

 Consistent  with  OEB  requirements,  the  benchmarking  evidence  appended  to  this  Application 

 takes  two  forms  -  external  and  internal.  The  external  benchmarking  consists  of  two  reports 

 commissioned  from  third  parties  to  analyze  the  utility’s  performance  in  compensation  and 

 information  technology  (IT)  relative  to  comparator  groups.  It  also  consists  of  benchmarking 

 analyses  conducted  by  Hydro  Ottawa,  in  which  the  utility’s  performance  is  juxtaposed  against 

 that  of  comparable  utilities  in  Ontario  and  the  provincial  electricity  distribution  industry  as  a 

 whole.  The  internal  benchmarking  relies  upon  metrics  in  the  annual  Electricity  Utility  Scorecard 

 (OEB  scorecard),  Activity  and  Program-Based  benchmarking  (APB),  custom  supplemental 

 benchmarking,  and  total  cost  benchmarking  to  assess  Hydro  Ottawa’s  performance  and 

 continuous improvement over time. The attachments to this Schedule are as follows: 

 ●  Attachment 1-3-3(A) - PEG Benchmarking Analysis 

 ●  Attachment 1-3-3(B) - Activity and Program-Based Benchmarking Analysis 

 ●  Attachment 1-3-3(C) - Electricity Utility Scorecard Benchmarking Analysis 

 ●  Attachment 1-3-3(D) - Supplemental Industry Benchmarking Analysis 

 ●  Attachment 1-3-3(E) - Hydro Ottawa Enterprise IT Spending & Staffing Benchmark 

 ●  Attachment 1-3-3(F) - Compensation Benchmarking Study 

 5  For more information on the utility’s strategic objectives, please see Section 2 of Schedule 1-2-3 - Business Plan. 
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 Also  appended  to  this  Schedule,  as  per  Chapter  2  Filing  Requirements,  is  Excel  Attachment 

 1-3-3(G) - OEB Benchmarking Spreadsheet Forecast Model. 

 In  the  section  below,  and  the  accompanying  Attachments  to  this  Schedule,  Hydro  Ottawa 

 explains  in  greater  detail  its  rationale  for  conducting  the  respective  benchmarking  exercises, 

 what  insights  were  yielded  into  recent  trends  in  the  utility’s  performance  and  efficiency,  how  the 

 utility is interpreting the findings, and what actions the utility is taking as a result. 

 2.  PEER GROUP SELECTION FOR ANALYSIS 
 Hydro  Ottawa,  with  the  support  of  Utilis,  has  developed  peer  groups  of  electricity  distribution 

 companies  in  Ontario  to  benchmark  against  for  the  APB,  OEB  scorecard,  and  supplemental 

 benchmarking  analyses.  Hydro  Ottawa  reviewed  its  position  relative  to  three  main  distribution 

 characteristics  published  in  the  OEB’s  open  data  inventory:  (1)  total  customers,  (2)  load 

 distribution  across  customer  classes,  and  (3)  rural  and  urban  distribution,  calculated  as  the 

 square footage of rural territory divided by the square footage of total territory. 

 Hydro  Ottawa  also  identified  peer  groups  for  each  APB  unit  cost,  scorecard,  and  supplemental 

 metric,  with  some  exceptions  where  benchmarking  did  not  add  value,  based  on  a  qualitative 

 assessment  of  the  defining  characteristic  of  each  unit  cost  or  metric.  For  example,  Hydro 

 Ottawa  selected  peer  group  4  for  unit  costs  that  used  customer  counts  as  their  denominator 

 because  customer  counts  are  the  defining  similarity  between  utilities.  To  expand  the  robustness 

 of  comparators,  it  was  assessed  that  load  distribution  characteristics  should  be  considered  as 

 well.  The  peer  groups  help  to  provide  context  and  perspective  relative  to  industry  averages 

 because they identify distributors with characteristics similar to Hydro Ottawa. 

 Hydro  Ottawa  notes,  though,  that  few  comparable  utilities,  if  any,  in  Ontario  have  similar 

 characteristics  (size,  weather  patterns,  population  distribution,  growth,  and  geography)  suitable 

 for  its  benchmarking.  Hydro  Ottawa  is  constrained  by  a  lack  of  public  data  outside  Ontario  to 

 identify  comparable  utilities  in  North  America  and  draw  meaningful  insights  from  benchmarking. 
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 Consequently,  the  utility  established  several  peer  groups  for  benchmarking  depending  on  what 

 was  being  measured.  However,  accurately  ascertaining  the  reasons  for  differences  in 

 performance  between  utilities  was  challenging  for  the  reasons  described  above,  as  well  as  not 

 having a clear understanding of how each distributor uses the Uniform System of Accounts. 

 Based on this selection process, Hydro Ottawa established the comparative peer groups of the 

 following Ontario distributors, outlined in Table 1 below. 

 Table 1 - Benchmarking Peer Groups 

 Source  Peer Group  Criteria  Distributors  Value 

 2023 
 Data 

 Inventory 
 1 

 Customer 
 Counts > 
 150,000 

 Alectra Utilities Corporation  1,082,646 

 Elexicon Energy Inc.  176,725 

 Enova Power Corporation  162,022 

 Hydro Ottawa Limited  364,334 
 London Hydro Inc.  167,081 

 Toronto Hydro-Electric System Limited  792,732 

 2023 
 Data 

 Inventory 
 2 

 Percentage of 
 Residential 

 Load 

 Enova Power Corp.  37.0% 

 ENWIN Utilities Ltd.  36.4% 

 Hydro Hawkesbury Inc.  35.6% 

 Hydro Ottawa Limited  36.6% 
 Kingston Hydro Corporation  35.8% 

 Niagara Peninsula Energy Inc.  37.2% 

 Niagara-on-the-Lake Hydro Inc.  36.4% 

 Orangeville Hydro Limited  35.6% 

 Renfrew Hydro Inc.  36.1% 

 2023 
 Data 

 Inventory 
 3 

 Rural/Urban 
 Ratio (within 

 15% of Hydro 
 Ottawa) 

 Bluewater Power Distribution Corporation  54.2% 

 Burlington Hydro Inc.  47.9% 

 Elexicon Energy Inc.  59.6% 

 Hydro Ottawa Limited  59.3% 
 InnPower Corporation  73.6% 

 London Hydro Inc.  58.0% 
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 Source  Peer Group  Criteria  Distributors  Value 

 Synergy North Corporation  67.6% 

 Welland Hydro-Electric System Corporation  44.4% 

 2023 
 Data 

 Inventory 
 4  Peer Groups 1 

 and  2 

 Alectra Utilities Corporation 

 Combined 

 Enova Power Corp. 

 ENWIN Utilities Ltd. 

 Elexicon Energy Inc. 

 Hydro Hawkesbury Inc. 

 Kingston Hydro Corporation 

 London Hydro Inc. 

 Niagara Peninsula Energy Inc. 

 Niagara-on-the-Lake Hydro Inc. 

 Orangeville Hydro Limited 

 Renfrew Hydro Inc. 

 Toronto Hydro-Electric System Limited 

 Table  2  below  summarizes  which  metrics  the  peer  groups  are  assigned  to  based  on  the  process 

 described above. 
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 Table 2 - Peer Group Assignment Summary 

 Benchmark  Attachment  Metric  Peer Group Use 

 APB  1-3-3(B)  Billing O&M  4 

 APB  1-3-3(B)  Metering O&M  4 

 APB  1-3-3(B)  Vegetation Management O&M  3 

 APB  1-3-3(B)  Lines O&M  3 

 APB  1-3-3(B)  Stations O&M  4 

 APB  1-3-3(B)  Poles, Towers, & Fixtures O&M  4 

 APB  1-3-3(B)  Stations Capital Expense (CAPEX) 6  4 

 APB  1-3-3(B)  Poles, Towers, & Fixtures CAPEX  4 

 APB  1-3-3(B)  Line Transformers CAPEX  3 

 APB  1-3-3(B)  Meters CAPEX  4 

 Scorecard  1-3-3(C)  New Residential/Business Connections  4 

 Scorecard  1-3-3(C)  Scheduled Appointments Met  4 

 Scorecard  1-3-3(C)  Telephone Calls Answered  4 

 Scorecard  1-3-3(C)  Billing Accuracy  4 

 Scorecard  1-3-3(C)  Level of Public Awareness  4 

 Scorecard  1-3-3(C) 
 Average Number of Hours that Power to a Customer is 
 Interrupted (SAIDI)  3 

 Scorecard  1-3-3(C) 
 Average Number of Times that Power to a Customer 
 is Interrupted (SAIFI)  3 

 Scorecard  1-3-3(C)  Total Cost per Customer  4 

 Scorecard  1-3-3(C)  Total Cost per KM of Line  3 

 Scorecard  1-3-3(C)  Liquidity: Current Ratio  1 

 Scorecard  1-3-3(C)  Leverage: Total Debt-to-Equity Ratio  1 

 Scorecard  1-3-3(C)  Return on Equity  1 

 Supplemental  1-3-3(D)  System Load (MWh) Per Customer  1 

 Supplemental  1-3-3(D)  Primary Circuit Kilometers Per 1,000 Customers  1 

 Supplemental  1-3-3(D)  Severe Weather Event Frequency Per Year  1 

 6  All OEB benchmarking references to CAPEX denote capital additions. 
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 Benchmark  Attachment  Metric  Peer Group Use 

 Supplemental  1-3-3(D)  Loss Factor Percentage  1 

 Supplemental  1-3-3(D)  FTE Per Primary Circuit Kilometer  1 

 Supplemental  1-3-3(D)  FTE Per 1,000 Customers  1 

 Supplemental  1-3-3(D)  FTE Per GWh  1 

 Supplemental  1-3-3(D)  FTE Per $1,000,000 Capital Additions  1 

 Supplemental  1-3-3(D)  OM&A Costs Per Customer  1 

 Supplemental  1-3-3(D)  OM&A Costs Per Primary Circuit Kilometer  1 

 Supplemental  1-3-3(D)  OM&A Costs Per FTE  1 

 Supplemental  1-3-3(D)  OM&A Costs Per MWh  1 

 Supplemental  1-3-3(D)  OM&A Cost and Capital Additions Ratio  1 

 Supplemental  1-3-3(D)  Total Cost Per FTE  1 

 Supplemental  1-3-3(D)  Weighted Average Cost of Debt  1 

 Supplemental  1-3-3(D)  Operating Ratio  1 

 Supplemental  1-3-3(D)  Monthly Loss Factor Cost Per Customer  1 

 Supplemental  1-3-3(D)  Outage Cause Codes  1 

 3.  TOTAL COST BENCHMARKING ANALYSIS 
 The  OEB  uses  total  cost  benchmarking  to  assess  and  compare  the  cost  efficiency  of  distribution 

 utilities  in  Ontario.  The  tool  used  to  perform  this  analysis  is  the  total  cost  econometric 

 benchmarking  model  (PEG  model)  developed  by  PEG.  PEG  uses  econometric  techniques  to 

 model  a  utility’s  relationship  between  total  costs  and  various  factors  that  influence  these  costs. 

 The  model  costs  are  compared  to  a  utility’s  actual  total  costs  to  determine  its  cost  performance. 

 This  performance  is  compared  to  other  utilities  in  Ontario,  and  each  utility  is  stratified  into 

 cohorts  with  corresponding  stretch  factors.  The  stretch  factor  is  an  input  in  Hydro  Ottawa’s 

 Custom  Revenue  OM&A  Factor  that  is  a  main  aspect  of  the  utility’s  Custom  Incentive 

 Rate-setting (Custom IR) framework for the 2026-2030 period. 
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 Submitting  the  model  is  a  rate  application  requirement  per  Section  2.1.6  of  the  Chapter  2  Filing 

 Requirements  for  Electricity  Distribution  Rate  Applications  -  2025  Edition  for  2026  Rate 

 Applications  ,  as  updated  on  December  9,  2024  (Filing  Requirements).  Distributors  must  provide 

 a  forecast  of  their  efficiency  assessment  to  provide  the  OEB  with  a  directional  indication  of 

 efficiency.  Each  year,  the  OEB  supplies  a  consolidated  PEG  model  with  prefilled  data  for 

 distributors.  Hydro  Ottawa  has  used  this  model  to  complete  its  total  cost  benchmarking  forecast 

 for  2024  to  2030,  which  can  be  found  in  Excel  Attachment  1-3-3(G)  -  OEB  PEG  Benchmarking 

 Forecast  Model.  The  results  of  this  forecast  are  outlined  in  Attachment  1-3-3(A)  -  PEG 

 Benchmarking Forecast Analysis. 

 It  is  important  to  note  that  Hydro  Ottawa’s  efficiency  results  use  adjusted  values,  including  total 

 circuit  kilometers  that  include  secondary  lines  (in  addition  to  its  primary  lines),  which  had  been 

 omitted  from  the  model  in  the  past.  This  inclusion  is  consistent  with  existing  practices  and  will 

 produce  a  more  accurate  estimate  of  the  utility’s  predicted  total  costs.  Further,  adjustments  are 

 made  for  the  impact  of  provincial  conservation  and  demand  management  (CDM)  programs,  and 

 other revenues. 

 3.1.  KEY FINDINGS 

 Using the OEB-supplied PEG model, Hydro Ottawa has reached the following conclusions: 

 ●  Hydro  Ottawa’s  three-year  cost  performance  average  produces  a  2026  (the  base  year  of 

 the  Custom  IR  period)  cohort  of  3,  which  equates  to  a  stretch  factor  of  0.3%.  The  test 

 period stretch factors are summarized in Table 3. 

 ●  Subsequent  cost  performance  increases  at  the  utility  are  largely  due  to  the  demands  of 

 electrification  and  modernizing  the  network.  The  PEG  model’s  regression  period 

 (2002-2012)  reflects  a  different  set  of  cost  conditions  and  therefore  underestimates  total 

 costs. 

 ●  Hydro  Ottawa  has  corrected  for  omitted  secondary  total  circuit  kilometers  and  updated 

 its PEG model, producing a more accurate model. 
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 ●  The  PEG  model  has  methodological  deficiencies  that  underestimate  predicted  costs  and 

 overreport  OM&A,  due  to  the  lack  of  consideration  of  CDM  and  removal  of  costs  related 

 to  other  revenues,  which  Hydro  Ottawa  corrected  for,  producing  a  more  accurate  model 

 as it relates to Hydro Ottawa. 

 ●  An  OEB-commissioned  study,  “Review  of  Total  Cost  Benchmarking  Methodology  for 

 Electricity  Distributors,”  confirmed  the  existence  of  PEG  model  deficiencies,  including  an 

 absence of explanatory variables and an out-of-date regression model. 7

 Table 3 - Projected Total Cost Benchmarking Results 

 Model Results  2025  2026  2027  2028  2029  2030 

 3-year Average Performance  2.3%  3.1%  5.8%  9.3%  11.4%  13.0% 

 Annual Result  3  3  3  4  4  4 

 Three-year Average  3  3  3  3  4  4 

 3.2.  RECOMMENDED STRETCH FACTOR 

 Based  on  the  findings  and  scores  produced  by  PEG’s  econometric  benchmarking  model,  Hydro 

 Ottawa calculates a stretch factor of 0.30%. 

 3.3.  INCORPORATING RESULTS INTO THE APPLICATION 

 Throughout  this  Application,  there  are  several  linkages  between  the  plans  and  proposals  set 

 forth  by  Hydro  Ottawa  and  the  results  of  the  PEG  econometric  benchmarking  model.  Foremost 

 among  these  is  the  inclusion  of  the  proposed  stretch  factor  of  0.30%  in  the  utility’s  Custom 

 Revenue  OM&A  Factor  adjusted  for  a  0.15%  stretch  Hydro  Ottawa  embedded  into  its  rebasing 

 year. 8

 Furthermore,  along  with  the  generally  positive  and  supportive  feedback  received  from 

 customers  on  Hydro  Ottawa’s  proposed  capital  and  operational  plans,  the  findings  yielded  from 

 8  See Schedule 1-3-1 - Rate Setting Framework for more information. 

 7  University of Toronto,  Review of Total Cost Benchmarking  Methodology for Electricity Distributors  (November  12, 
 2024). 
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 this  econometric  benchmarking  exercise  serve  as  critical  validation  of  the  reasonableness  of  the 

 utility’s  projected  capital  and  OM&A  expenditures  from  2026-2030.  This  affirmation  informed 

 Hydro  Ottawa’s  approach  to  finalizing  its  overall  envelope  of  capital  projects  and  OM&A 

 programs,  with  the  utility  drawing  confidence  from  the  PEG  benchmarking  model’s  results 

 around  what  would  be  considered  prudent  investment  by  customers,  its  shareholder,  other 

 stakeholders, and the OEB. 

 4.  ACTIVITY AND PROGRAM-BASED BENCHMARKING ANALYSIS 
 The  APB  framework  is  designed  to  enhance  the  OEB’s  oversight  of  electricity  distributors  in 

 Ontario  by  providing  a  more  granular  and  targeted  approach  to  performance  assessment.  APB 

 examines  specific  operational  activities  enabling  a  deeper  understanding  of  utility  cost 

 structures,  operational  efficiency,  and  value  delivered  to  customers.  By  benchmarking 

 performance  at  this  activity  level,  APB  aims  to  identify  best  practices,  facilitate  peer 

 comparisons,  encourage  continuous  improvement,  and  ensure  cost-effective  service  delivery  for 

 energy consumers. 

 Section  2.1.6  of  the  Filing  Requirements  stipulates  that  a  utility  should  include  a  variance 

 analysis  of  the  10  programs  outlined  in  the  OEB’s  Activities  and  Program  Benchmarking 

 Reports.  Hydro  Ottawa  has  adopted  this  tool  to  measure  and  monitor  the  achievement  of 

 productivity gains across the utility and in comparison with its distribution peers in Ontario. 

 Hydro  Ottawa  views  the  inclusion  of  unit  cost  analysis  as  a  valuable  complement  to 

 benchmarking  the  utility’s  total  cost  envelope  and  as  an  opportunity  to  obtain  insights  into  the 

 efficiency of its capital investments and OM&A programs at a more granular level. 
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 Hydro  Ottawa  respectfully  notes  large  volatility  in  unit  cost  results  from  year  to  year  across 

 Ontario  distributors  in  the  source  data,  with  some  reporting  negative  unit  costs.  The  volatility  of 9

 these  unit  costs  suggests  that  some  of  the  programs  are  not  pragmatically  quantified  and  that 

 variability  in  spending  is  driving  large  differences  in  unit  costs  between  years.  Unit  costs  are 

 meant  to  measure  the  cost  inputs  for  producing  a  single  output  unit.  By  expressing  costs  in 

 these  terms,  stakeholders  can  measure  the  amount  of  O&M/capital  expenditures  needed  to 

 produce  the  desired  results  in  comparison  to  other  distributors.  Hydro  Ottawa  contends  that,  in 

 some  instances,  the  APB  unit  costs  fail  to  achieve  this  outcome.  Many  of  the  unit  costs  are 

 divisible  not  by  outputs  (pole  additions  for  example),  but  by  quantifiable  utility  characteristics 

 that  may  or  may  not  have  a  direct  relationship  with  the  numerator.  This  methodological 

 approach  limits  the  benchmarking  efficacy  of  the  APB  unit  costs.  While  Hydro  Ottawa  does  not 

 agree  with  all  aspects  of  the  methodological  approach,  the  analysis  strives  to  demonstrate  this 

 tool  and  promote  discussion  of  its  outcomes,  potentially  showing  areas  of  improvement  for 

 future analysis. 

 The  utility  completed  the  APB  analysis  with  the  results  outlined  in  Attachment  1-3-3(B)  - 

 Activity-Based Performance Benchmarking Analysis. 

 4.1.  KEY FINDINGS 

 On  the  whole,  Hydro  Ottawa  compares  favourably  to  the  Ontario  distribution  industry.  The  key 10

 takeaways from the analysis are captured in Figure 1 below. 

 As  shown  in  Figure  1,  in  five  of  the  10  APB  programs,  Hydro  Ottawa’s  performance  is  below 

 five-year  industry  averages,  and  in  two,  it  is  below  25%  of  the  industry  average.  Of  the  three 11

 11  Ontario Energy Board,  Chapter 2 Filing Requirements  for Electricity Distribution Rate Applications - 2025 Edition for 
 2026 Rate Applications  (December 9, 2024), page 13.  The OEB established a  25% variance threshold versus  the 
 industry average for providing a plan to mitigate cost growth. 

 10  “Industry” refers to all 54 local distribution companies in Ontario that report to the OEB. 

 9  Ontario Energy Board, “Activity and Program-based Benchmarking Initiative - 2023 Unit Cost Report,” 
 https://www.rds.oeb.ca/CMWebDrawer/Record/868525/File/document  .  Alectra Utilities Corporation’s Power, Towers 
 and Fixtures O&M unit cost for 2022 was - $0.01 per pole. 
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 programs  in  which  performance  is  above  25%  industry  average,  two  (Poles,  Towers  &  Fixtures 

 O&M,  and  Vegetation  Management  O&M)  were  affected  by  localized  extreme  weather  events 

 outside  the  utility’s  control.  Poles,  Towers  &  Fixtures  O&M  reverted  to  industry  and  peer  group 

 averages in 2023. 

 Figure 1 - Five-Year Average Hydro Ottawa versus Industry APB Results (%) 

 4.2.  INCORPORATING RESULTS INTO THE APPLICATION 

 Together  with  the  generally  complimentary  feedback  received  from  customers  on  its  proposed 

 capital  and  operational  plans,  as  well  as  the  findings  from  the  total  cost  benchmarking 

 discussed  above,  Hydro  Ottawa  has  interpreted  the  results  of  the  APB  variance  analysis  as  an 

 attestation  of  the  overall  efficiency  and  cost-effectiveness  of  the  utility’s  capital  and  OM&A 

 programs.  Through  this  analysis,  the  rigour,  discipline,  and  transparency  that  Hydro  Ottawa 

 strives  to  apply  to  its  cost  calculation  and  reporting  have  been  affirmed,  along  with  its  focused 

 efforts to ensure alignment between the RRF and corporate strategic objectives. 
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 For  additional  details  on  Hydro  Ottawa’s  proposed  performance  measurement  framework  for  its 

 Custom IR rate plan, please see Schedule 1-3-2 - Proposed Annual Reporting - 2026-2030. 

 5.  OEB ELECTRICITY UTILITY SCORECARD 
 The  OEB  Electricity  Utility  Scorecard  (OEB  scorecard)  is  a  key  tool  within  the  RRF,  facilitating 

 both  performance  monitoring  and  benchmarking  of  LDCs.  Using  five  years  of  data,  it  assesses  a 

 distributor’s  effectiveness  and  improvement  across  the  RRF’s  four  performance  outcomes: 

 Customer  Focus,  Operational  Effectiveness,  Public  Policy  Responsiveness,  and  Financial 

 Performance.  As  a  key  part  of  the  RRF,  the  scorecard  enables  the  OEB  to  align  the  needs  of  a 

 sustainable,  financially  viable  electricity  sector  with  the  expectations  of  customers,  who  want 

 reliable service at a reasonable price. 

 Section  2.1.6  of  the  Filing  Requirements  stipulates  that  a  utility  should  provide  a  link  to  its  most 

 recent  scorecard  and  identify  distributor  performance  improvement  targets  that  would  enhance 

 scorecard  performance.  Hydro  Ottawa  has  incorporated  its  scorecard  results  into  the 

 benchmarking  function  and  provided  additional  discussion  on  past  performance  and  forecasted 

 performance  during  the  Test  period  2026-2030.  The  results  of  this  analysis  are  outlined  in 

 Attachment 1-3-3(C) - Electricity Utility Scorecard Benchmarking Analysis. 

 A link to Hydro Ottawa’s most recent scorecard is available here:  Hydro Ottawa Limited - 2023 

 OEB Scorecard  . 12

 5.1.  KEY FINDINGS 

 Hydro  Ottawa’s  OEB  scorecard  results  demonstrate  exceptional  performance  between  2019 

 and  2023.  During  that  period,  the  utility  met  87%  of  its  defined  targets  (industry  or 

 distributor-specific)  and  made  notable  progress  in  service  quality  and  customer-focused 

 12  Hydro Ottawa Limited, “OEB 2023 Scorecard” 
 https://hydroottawa.com/sites/default/files/2024-09/2023_Hydro%20Ottawa_Scorecard_EN.pdf 
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 measures.  The  OEB  scorecard  results  demonstrate  the  utility’s  strong  adoption  and  execution  of 

 the OEB RRF’s key performance values. 

 Table  4  below  summarizes  Hydro  Ottawa’s  annual  OEB  scorecard  target  results,  indicating 

 whether  a  target  was  met  or  not,  as  well  as  the  utility’s  five-year  trend  as  published  yearly  by  the 

 OEB  on  the  scorecard.  The  direction  of  the  arrow  indicates  the  rolling  five-year  trend.  A  green 

 icon  indicates  that  Hydro  Ottawa  met  or  exceeded  its  target,  and  a  red  icon  indicates  that  Hydro 

 Ottawa  missed  its  target.  Hydro  Ottawa’s  performance  improvement  as  expressed  on  the  OEB’s 

 scorecard  demonstrates  the  utility’s  commitment  to  continuous  improvement  and  to  providing 

 value for its customers and shareholder. 
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 Table  4  - Summary of Hydro Ottawa’s Scorecard Targets  Met/Not Met (2019-2023) 

 Performance 
 Categories  Measures  2019  2020  2021  2022  2023 

 Service 
 Quality 

 New Residential/Small Business Services 
 Connected on Time 

 Scheduled Appointments Met on Time 

 Telephone Calls Answered on Time 

 Customer 
 Satisfaction  Billing Accuracy 

 Safety 

 Level of Compliance with O. Reg. 22/04 

 Number of General Public Safety Incidents* 

 Rate per 1000 km of line* 

 System 
 Reliability 

 Average Number of Hours that Power to a 
 Customer is Interrupted* 

 Average Number of Times that Power to a 
 Customer is Interrupted* 

 Percentage of Flat/Improving Trends  100%  78%  100%  67%  89% 
 *Note that a downward trend indicates performance improvements. 

 5.2.  INCORPORATING RESULTS INTO THE APPLICATION 

 Hydro  Ottawa  expanded  on  the  OEB  scorecard’s  performance  categories  to  guide  its 

 development  of  its  Custom  Performance  Scorecard.  The  utility  is  proposing  an  additional  22 

 measures  to  those  included  in  the  scorecard  that  will  track  performance  and  continuous 

 improvement  across  customer  satisfaction,  safety,  system  reliability,  cyber  security  readiness, 

 cost  control,  environment,  and  financial  metrics.  The  development  of  these  metrics  is  intended 

 to  further  strengthen  the  utility’s  RRF  performance  by  allowing  for  monitoring  and  comparison  of 

 the  utility’s  performance.  The  utility’s  additional  metrics  will  also  increase  its  accountability  and 

 transparency to the OEB, customers, and other stakeholders. 
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 To  review  the  Custom  Performance  Scorecard,  please  refer  to  Schedule  1-3-2  -  Proposed 

 Annual Reporting - 2026-2030. 

 6.  CUSTOM SUPPLEMENTAL BENCHMARKING ANALYSIS 
 To  expand  on  the  OEB’s  RRF  benchmarking  approach  and  to  further  demonstrate  that  Hydro 

 Ottawa  is  well-positioned  to  execute  its  capital  and  operational  plans,  the  utility  opted  to  include 

 its  own  custom  supplemental  benchmarking.  In  contrast  to  the  OEB  scorecard  and  APB 

 analysis,  the  supplemental  benchmarking  focuses  on  company-level  metrics  and  compares  the 

 utility  to  Ontario  distributors  in  five  areas:  utility  characteristics,  labour  force,  OM&A 

 performance, financial performance, and reliability. 

 In  Hydro  Ottawa’s  view,  the  inclusion  of  additional  benchmarking  is  a  valuable  complement  to 

 the  OEB’s  RRF  and  an  opportunity  to  obtain  insights  into  the  effectiveness  of  its  investments, 

 OM&A  programs,  and  unique  operating  conditions.  The  utility  regards  the  presentation  of  such 

 analysis as being consistent with and supportive of the APB and scorecard benchmarking. 

 The  utility  completed  the  Custom  Supplemental  Benchmarking  Analysis  with  the  results  outlined 

 in Attachment 1-3-3(D) - Supplemental Industry Benchmarking Analysis. 

 6.1.  KEY FINDINGS 

 The  results  of  the  Custom  Supplemental  Benchmarking  Analysis  demonstrate  that  Hydro 

 Ottawa  outperforms  the  industry  in  OM&A  spending  efficiency,  labour  force  sizing,  and  effective 

 operational  execution  between  2019  and  2023.  These  results  are  exceptional  when  considering 

 the  difficult  operating  environment  that  the  utility  had  to  contend  with  in  that  time  (extreme 

 weather, labour disruptions, pandemic, inflation, etc). 

 As  captured  in  Figure  2,  nine  of  the  11  metrics  are  below  the  industry  average,  demonstrating 

 Hydro  Ottawa’s  adherence  to  cost  controls.  Taken  in  conjunction  with  the  APB  and  scorecard 

 Rate Framework and Performance Outcomes  Benchmarking 

 16 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

 11 

 12 

 13 

 14 

 15 

 16 

 17 

 18 

 19 

 20 

 21 

 22 

 23 

 24 

 25 

 26 

 27 

 28 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 
 Tab 3 

 Schedule 3 
 ORIGINAL 

 Page  17  of  22 

 results,  the  results  attest  to  the  success  of  the  utility  in  delivering  exceptional  customer  service, 

 reliability, cost controls, and safety across its network. 

 Concerning  the  two  metrics  that  were  above  industry  average,  Total  Cost  per  FTE  was  higher 

 due  to  Hydro  Ottawa’s  larger  capital  program,  and  FTE  per  Primary  Circuit  Kilometer  was  higher 

 due to the utility having relatively fewer primary circuit kilometers given its customer counts. 

 Figure 2 - Five-Year Average Hydro Ottawa versus Industry Supplemental Benchmarking 
 Results (%) 

 6.2.  INCORPORATING RESULTS INTO THE APPLICATION 

 The  outcomes  of  the  Custom  Supplemental  Benchmarking  Analysis  reinforce  the 

 reasonableness  of  Hydro  Ottawa’s  Application.  Combined  with  positive  customer  feedback  on 

 proposed  capital  and  operational  plans,  these  results  validate  the  projected  staffing  increases, 

 capital  investments,  and  OM&A  expenses  for  the  2026-2030  period.  This  validation  guided 

 Hydro  Ottawa  as  it  finalized  its  total  budget  for  capital  projects  and  operational  programs, 

 ensuring alignment with stakeholder expectations and regulatory prudence. 
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 7.  IT SPENDING ASSESSMENT BENCHMARKING 
 Hydro  Ottawa's  operational  effectiveness  relies  heavily  on  complex  IT  systems  that  support 

 frontline  operations  (e.g.,  geographic  information  systems,  outage  management,  and 

 supervisory  control)  and  back-office  processes  (e.g.,  customer  information,  billing,  and 

 enterprise  resource  planning  [ERP]).  The  complexity  of  these  systems  is  increasing  as  the 

 electricity  distribution  sector  experiences  a  convergence  of  operational  systems  and  enterprise 

 information systems. 

 Given  this  reality,  and  Hydro  Ottawa's  commitment  to  leveraging  innovative  technologies  to 

 enhance  the  customer  experience  and  improve  productivity,  the  utility  commissioned  a 

 benchmarking  study  focused  on  IT  spending.  This  study  aimed  to  assess  the  reasonableness  of 

 Hydro Ottawa's IT expenditures and provide valuable evidence for this application. 

 To  this  end,  Hydro  Ottawa  commissioned  Gartner  to  conduct  an  IT  Spending  Assessment 

 Benchmark.  This  comprehensive  study  assessed  the  utility's  IT  spending  allocation  and  overall 

 expenditure  against  specific  metrics,  benchmarking  it  against  a  custom  peer  group  of  nine 

 utilities  from  Canada,  the  USA,  Europe,  and  New  Zealand,  as  well  as  against  Gartner's 

 comprehensive  IT  Key  Metrics  Data  for  the  utilities  sector.  Gartner  determined  that  this  peer 

 group  was  representative  of  electricity  utility  peers  and  suitable  for  a  valid  benchmarking 

 analysis. 

 Gartner’s  report  encompassed  two  key  areas  of  analysis:  (i)  benchmarking  the  total  IT  spending 

 envelope;  and  (ii)  benchmarking  the  IT  spending  based  on  allocations.  This  analysis  leveraged 

 2023 fiscal year data provided by Hydro Ottawa and the selected peer group members. 

 Gartner’s  Enterprise  IT  Spending  and  Staffing  benchmarking  analysis  is  attached  in  Attachment 

 1-3-3(E) - Hydro Ottawa Enterprise IT Spending and Staffing Benchmark. 
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 7.1.  KEY FINDINGS 

 The  study  results  revealed  that  Hydro  Ottawa  performed  well  compared  to  Gartner’s  peer  group. 

 The  utility’s  IT  spending  was  lower  than  its  peer  group  average,  with  a  higher  spending 

 allocation  towards  growth  and  transformation  activities,  reflecting  the  utility’s  focus  on  digital 

 transformation  and  enhanced  customer  experience.  IT  staffing  levels  as  a  percentage  of  the 

 total  workforce  were  higher  than  the  peer  group’s,  but  the  utility  relied  less  on  external  services. 

 IT  spend  per  employee  was  also  higher  due  to  Hydro  Ottawa  having  a  lower  number  of 

 employees  than  the  peer  group  average.  Hydro  Ottawa’s  software  spending  was  notably  higher 

 due  to  the  transition  to  cloud-based  solutions.  Overall,  Hydro  Ottawa  spends  less,  manages  a 

 smaller  IT  workforce  (and  total  workforce),  and  allocates  more  IT  spending  towards  growth  and 

 transformation initiatives than its peers. The results are summarized in Table 5 below. 

 Table 5 - Results of Gartner’s IT Spending Assessment 

 Metric  Hydro Ottawa  Peer Average 

 IT Spending as a % of Revenue  2.50%  2.52% 

 IT Spending as a % of Operating Expenses  2.80%  3.14% 

 IT Spend per Employee  $ 42,502  $ 36,763 

 IT Staffing Levels (% of total workforce)  12.9%  11.7% 

 IT Allocation to Growth/Transformation  52%  26% 

 7.2.  INCORPORATING RESULTS INTO APPLICATION 

 Hydro  Ottawa  believes  that  Gartner’s  study  confirmed  that  the  utility’s  IT  strategy  and 

 investments  are  consistent  with  the  industry  peer  group,  establishing  that  it  is  well-positioned  to 

 execute on its 2026-2030 rate plan. 

 Looking  ahead,  the  utility  has  decided  to  defer  certain  IT  investments  and  prioritize  others 

 between  2026  and  2030  to  remain  focused  on  IT  cost  management  while  balancing  the  needs 

 of  the  business  and  customers.  Specifically,  Hydro  Ottawa  will  focus  on  transitioning  to  cloud 13

 13  For example, the ERP replacement project originally planned for the 2021-2025 rate term was deferred. See 
 Schedule 2-5-5 - Capital Expenditure Plan for details. 
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 computing,  improving  cyber  security  infrastructure,  executing  its  meter-to-cash  program, 

 advancing  enterprise  applications  and  customer  engagement  platforms.  The  core  strategy  and 

 reasoning  for  these  investments  are  centered  on  the  utility’s  digital  strategy  to  enhance:  (1) 

 customer  experience,  (2)  employee  experience,  (3)  productivity  and  operational  effectiveness, 

 (4)  grid  automation  and  modernization,  and  (5)  cyber  security  and  business  continuity.  This 

 approach  is  consistent  with  Gartner’s  findings,  in  that  the  utility  will  allocate  more  of  its  IT 

 spending  towards  growth  and  transformation  projects.  For  more  information  on  IT  programs, 

 please  refer  to  Schedule  2-5-9  -  General  Plant  Investments,  Attachment  4-1-1(A)  -  Transition  to 

 Cloud Computing, and Attachment 1-3-4(B) - Digital Strategy. 

 Hydro  Ottawa  is  reinforcing  the  importance  of  effectively  executing  its  IT  program  by  including  a 

 Cyber  Security  Program  Health  metric  in  its  Schedule  1-3-2  Proposed  Annual  Reporting  - 

 2026-2030.  The  growth  and  transformation  investments  in  IT  infrastructure  are  necessary  as  the 

 evolution  towards  digital  solutions  creates  opportunities  for  new  service  offerings,  but  also 

 exposure to cyber security risks. 

 8.  COMPENSATION BENCHMARKING 
 Several  factors  motivated  the  preparation  of  this  study.  Compensation  costs  remain  a  significant 

 portion  of  Hydro  Ottawa's  overall  OM&A  expenses,  aligning  with  historical  and  industry  trends. 

 Additionally,  the  OEB  has  expressed  interest  in  utilities  benchmarking  their  compensation  costs. 

 Specifically,  the  OEB's  Handbook  for  Utility  Rate  Applications  outlines  expectations  for  utilities  to 

 address  aspects  of  their  compensation  strategies,  including  “how  target  salaries  are  compared 

 to external benchmarks.” 14

 Accordingly,  Hydro  Ottawa  commissioned  Mercer  Canada  (Mercer)  to  conduct  a  comprehensive 

 review  of  its  employee  compensation  packages,  comparing  them  to  similar  roles  within  the  utility 

 sector  and  the  general  market  (i.e.,  other  economic  sectors).  This  assessment  included  cash 

 compensation  and  benefits  for  a  sample  of  20  positions,  spanning  various  levels  within  both 

 14  Ontario Energy Board,  Handbook for Utility Rate Applications  (October 13, 2016), page 19. 
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 unionized  and  management  categories.  The  sample  encompasses  a  range  of  positions 

 essential  to  Hydro  Ottawa's  operations,  including  core  operational  positions,  as  well  as 

 technical,  professional,  and  para-professional  roles  that  support  the  business.  Of  the  20 

 positions  selected,  6  were  management  roles  while  14  were  from  the  unionized  segments  of  the 

 utility’s workforce. 15

 Mercer’s  Market  Compensation  Review  benchmarking  analysis  is  available  as  Attachment 

 1-3-3(F) - Compensation Benchmarking Study. 

 8.1.  KEY FINDINGS 

 In  line  with  best  practices  for  statistical  integrity  and  standard  reporting,  Mercer’s  study  defined 

 “competitive”  salaries  and  total  cash  compensation  as  falling  within  +/-  10%  of  the  median  job 

 rate for each market and industry comparator. 16

 The  study  found  that  compensation  for  Hydro  Ottawa's  core  operational  roles  (e.g.,  Manager, 

 Distribution  Operations;  Supervisor,  Distribution  Operations;  Distribution  Engineer;  and  System 

 Operator)  aligned  well  with  the  utility  and  general  industry  market  benchmarks.  However,  the 

 System Designer position was found to be above market. 

 Some  roles,  primarily  unionized  support  positions,  were  compensated  above  the  general  market 

 rate but typically aligned with the market median (P50) for the utility sector. 

 Regarding  employer-paid  benefits  (i.e.,  insurance,  wellness  benefits,  and  pension 

 contributions),  Mercer  found  that  Hydro  Ottawa's  contributions  are  generally  in  line  with  market 

 standards  for  non-executive  employees.  Specifically,  when  compared  to  the  Ontario  Public 

 16  The market median job rate is also referred to as  P50. 

 15  All of the positions from the management group of employees that were within the scope of the study were 
 non-executive positions. 
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 Sector,  where  such  benefits  account  for  20%  to  25%  of  base  salary,  Hydro  Ottawa’s  benefits 

 were found to be within 19% to 24% of base salary. 

 Overall,  these  findings  indicate  that  Hydro  Ottawa’s  total  compensation  package,  including  cash 

 compensation and employer-paid benefits, is aligned with market and industry standards. 

 8.2.  INCORPORATING RESULTS INTO APPLICATION 

 Hydro  Ottawa  views  the  results  of  Mercer’s  benchmarking  analysis  as  a  general  validation  of  the 

 utility’s  approach  to  managing  compensation  costs.  The  study’s  findings  indicate  a  broad 

 alignment  between  the  average  base  salaries  for  various  Hydro  Ottawa  positions  and 

 comparable  jobs  within  the  utility  industry  and  the  general  market.  These  results  encourage  the 

 utility  to  maintain  its  prudent  approach  to  controlling  total  compensation  costs,  while  ensuring 

 that  its  compensation  packages  remain  competitive  enough  to  attract  and  retain  a  highly-skilled 

 workforce and foster a performance-driven workplace culture. 

 For  positions  whose  job  rates  exceed  the  market  median  by  more  than  10%,  Hydro  Ottawa  will 

 continue  to  monitor  future  increases  and  periodically  conduct  external  benchmarking  to  ensure 

 that average base salaries remain broadly aligned with industry standards. 

 As  acknowledged  in  the  OEB’s  Handbook  for  Utility  Rate  Applications,  comparing  target  salaries 

 to  external  benchmarks  is  just  one  aspect  of  a  comprehensive  employee  compensation  strategy. 

 Other  crucial  elements  may  include  formal  policies  for  establishing  and  regularly  reviewing 

 salary  scales,  as  well  as  performance-based  pay  structures.  Hydro  Ottawa’s  approach  to 

 employee  compensation  encompasses  these  elements  alongside  external  benchmarking.  For  a 

 more  detailed  explanation  of  the  utility’s  compensation  philosophy  and  its  associated 

 components,  including  the  framework  for  evaluating  employee  performance  and  contributions  to 

 the  utility’s  strategic  objectives,  please  refer  to  Schedule  4-1-3  -  Workforce  Staffing  and 

 Compensation  and  the  accompanying  information  in  Attachment  4-1-3(A)  -  Employee 

 Compensation Strategy, and Attachment 4-1-3(B) - Workforce Planning Strategy. 
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 PEG BENCHMARKING ANALYSIS 

 1.  INTRODUCTION 
 This  Attachment  presents  the  OEB’s  total  cost  benchmarking  analysis  results  using  the  Pacific 

 Economics  Group  benchmarking  model  (PEG  Model)  and  provides  rationale  supporting  Hydro 

 Ottawa’s recommended stretch factor. 

 2.  PEG BENCHMARKING FORECAST MODEL - BACKGROUND 
 As  part  of  the  ongoing  implementation  and  refinement  of  its  policies  governing  incentive 

 rate-making  for  electricity  distributors,  the  OEB  has  engaged  Pacific  Economics  Group  (PEG)  to 

 conduct annual benchmarking of the total cost performance of regulated distributors in Ontario. 

 The  PEG  Model  compares  each  distributor’s  “actual”  total  costs  to  their  predicted  costs.  Then, 

 each  distributor  is  assigned  to  one  of  five  cohorts,  with  the  best  cost  performers  in  Cohort  1  and 

 the  poorest  in  Cohort  5.  These  rankings  are  used  to  assign  stretch  factors,  which  are  one  of  two 

 components  comprising  the  “X  factor.”  The  X  factor  embeds  expected  productivity  gains  into  a 

 distributor's rate-setting framework. 

 Table 1 - OEB PEG Model Efficiency Performance Cohort Listing 

 Cohort  Efficiency Performance  Stretch Factor 
 1  Actual Costs are 25% or more below predicted costs  0.00% 
 2  Actual Costs are 10% to 25% below predicted costs  0.15% 
 3  Actual costs are within +/- 10% of predicted costs  0.30% 
 4  Actual costs are 10% to 25% above predicted costs  0.45% 
 5  Actual costs are 25% or more above predicted costs  0.60% 

 In  simpler  terms,  the  stretch  factor  produced  by  the  PEG  Model  encourages  distributors  to 

 become  more  efficient,  to  reward  distributors  for  cost  efficiencies,  and  in  turn,  to  lower 

 distribution rates for customers. 
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 The  PEG  Model  also  generates  two  key  metrics:  Total  Cost  per  Customer  and  Total  Cost  per 

 Kilometer  of  Line.  Together,  these  metrics  and  the  cohort  assignment  serve  as  inputs  into  the 

 Electricity  Utility  Scorecard  (Scorecard)  produced  by  the  OEB  annually  for  each  distributor  in 

 Ontario.  The  metrics  are  included  under  the  Cost  Control  category  on  the  Scorecard,  which 

 measures  distributors’  performance  relative  to  the  Operational  Effectiveness  outcome  under  the 

 Renewed Regulatory Framework. 

 PEG  populates  the  PEG  Model  using  the  operational  and  financial  data  reported  by  Hydro 

 Ottawa  as  part  of  the  OEB’s  Reporting  and  Record  Keeping  Requirements  (RRR).  To  be 

 consistent,  Hydro  Ottawa  has  populated  the  PEG  Model  with  this  Application’s  forecasted 

 operational and financial data applicable to the RRR filings and PEG Model. 

 3.  PEG BENCHMARKING FORECAST MODEL - RESULTS 
 Hydro  Ottawa  has  completed  the  PEG  forecasting  model,  which  can  be  found  in  Excel 

 Attachment 1-3-3(G) - OEB Benchmarking Spreadsheet Forecast Model. 

 The  results  predict  that  Hydro  Ottawa  will  begin  its  Custom  IR  period  (2026  to  2030)  in  Cohort  3, 

 move  into  the  lower  end  of  Cohort  4  in  2028  and  remain  in  that  position  for  the  remainder  of  the 

 rate  term.  1  Cohort  3  denotes  distributors  whose  actual  costs  are  plus  or  minus  10%  of  predicted 

 costs  within  the  PEG  Model  framework.  Under  the  model,  the  percentage  difference  between 

 actual  and  predicted  costs  for  the  utility  peak  in  2030  at  14.4%  (based  on  a  three-year  average 

 of actual costs). 

 The  results  include  three  updates  made  to  the  PEG  Model  by  Hydro  Ottawa.  The  updates, 

 rationale, and steps taken to adjust the PEG Model are discussed below. 

 1  “Lower end” in this context means closer to the boundary between Cohort 3 and Cohort 4. 
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 Table 2 - Hydro Ottawa’s Projected Cost Efficiency Results 

 Model Results 
 Historical  Bridge Years  Test Years 

 2023  2024  2025  2026  2027  2028  2029  2030 

 Actual Total Cost 
 (1,000s)  $ 332,046  $ 344,819  $ 354,942  $ 392,167  $ 424,091  $ 452,744  $ 476,713  $ 503,814 

 Predicted Total 
 Cost (1,000s)  $ 318,479  $ 339,138  $ 350,740  $ 367,541  $ 385,000  $ 402,457  $ 419,182  $ 436,310 

 Difference 
 (1,000s)  $ 13,567  $ 5,681  $ 4,201  $ 24,625  $ 39,090  $ 50,287  $ 57,531  $ 67,504 

 % Difference 
 (Cost 
 Performance) 

 4.2%  1.7%  1.2%  6.5%  9.7%  11.8%  12.9%  14.4% 

 Three-year 
 Average 
 Performance 

 -  -  2.3%  3.1%  5.8%  9.3%  11.4%  13.0% 

 Stretch Factor 

 Annual Result  3  3  3  3  3  4  4  4 

 Three-year 
 Average  -  -  3  3  3  3  4  4 

 4.  UPDATES TO THE PEG BENCHMARKING FORECAST MODEL 
 4.1.   ADDITION OF SECONDARY CIRCUIT KILOMETERS 
 4.1.1.   Rationale 
 Hydro  Ottawa  added  its  historical  secondary  line  circuit  kilometers,  previously  omitted,  to 

 produce  an  updated  total  circuit  kilometers  (primary  and  secondary)  value  in  the  PEG  Model  to 

 correct its underreporting and associated effects on the PEG Model’s forecast. 

 PEG’s  econometric  model  predicts  a  distributor's  total  costs  with  explanatory  variables.  Those 

 variables  include  outputs  such  as  customers,  kilowatt  hour  (kWh)  deliveries,  and  capacity,  prices 

 for  capital  and  operation,  maintenance,  and  administration  (OM&A),  and  other  business 

 conditions, including customer growth and average circuit kilometers. 
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 The  variables  explain  the  predicted  cost  level  incurred  by  distributors,  or  in  other  words,  define 

 the  relationship  between  business  conditions  and  total  costs  arising  from  those  conditions.  For 

 the  PEG  Model  to  accurately  predict  costs,  the  explanatory  variables  must  reflect  actual 

 business conditions as closely as possible. 

 Hydro  Ottawa’s  historical  total  circuit  kilometers  and  its  average  do  not  reflect  its  actual  business 

 conditions.  As  part  of  its  2026  rebasing  application,  the  utility  comprehensively  reviewed  its 

 historical  reporting  and  reporting  by  other  utilities,  discovering  that  it  has  incorrectly  omitted 

 secondary  circuit  kilometers  from  its  annual  RRR  submission  and  that  the  omission  had 

 produced a significant underestimation within the PEG Model’s predicted costs.  2 

 The  underestimation  occurs  because  Hydro  Ottawa’s  secondary  line  circuit  kilometer  expenses 

 are  reported  by  the  utility  and  captured  in  the  PEG  Model’s  actual  costs.  The  Uniform  System  of 

 Accounts  (USofA)  defined  by  the  Accounting  Procedures  Handbook  for  Electricity  Distributors 

 does  not  distinguish  between  primary  and  secondary  lines.  All  line  expenses  are  combined  into 

 underground  (UG)  and  overhead  (OH)  accounts.  The  PEG  Model  draws  its  actual  costs  from 

 the  RRR  filing,  including  accounts  with  secondary  line  expenses.  In  effect,  Hydro  Ottawa’s 

 actual costs include secondary line expenses, but its predicted costs do not. 

 4.1.2.   Previous Reporting 
 In  the  past,  Hydro  Ottawa  omitted  secondary  circuit  kilometers  from  its  RRR  submission  due  to 

 administrative  complexities  in  quantifying  older  records.  Before  Hydro  Ottawa’s  formation  in 

 2000,  several  predecessor  utilities  had  incomplete  data  regarding  overhead  secondary  lines, 

 and  the  remaining  information  was  stored  on  paper  maps.  Although  the  incomplete  data  was  a 

 challenge,  it  did  not  hinder  operations  because  technicians  could  locate  secondary  wires  when 

 needed.  Additionally,  surveying  -  a  process  that  involves  sending  employees  into  the  field  to 

 measure lines - was deemed burdensome and expensive. 

 2  Many Ontario utilities report secondary circuit kilometers (overhead and underground) in their total circuit kilometers, 
 e.g. Alectra Utilities Corporation, ENWIN Utilities Ltd. and Toronto Hydro Electric System Limited. 
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 In  2002,  Hydro  Ottawa  adopted  a  geographic  information  system  (GIS)  and  began  to  digitize  its 

 network.  GIS  made  mapping  and  analyzing  data  much  easier.  As  part  of  this  process,  the  utility 

 commissioned  an  external  firm  to  convert  its  legacy  network  paper  maps  into  GIS.  The  firm 

 completed  the  work  over  three  years,  from  2005  to  2008,  and  large  network  sections  were 

 added.  However,  not  all  sections  of  Hydro  Ottawa’s  secondary  lines  were  converted  into  GIS 

 because of insufficient records from predecessor utilities. 

 Following  the  conversion  of  maps,  Hydro  Ottawa  tracked  circuit  kilometer  additions  in  GIS.  This 

 task  was  completed  when  new  lines  were  added  or  work  was  done  on  existing  lines.  Further 

 surveying  was  completed  in  2022,  when  an  internal  overhead  secondary  modelling  program 

 was developed to quantify more secondary lines. 

 Hydro  Ottawa  is  now  in  a  position  where  most  of  its  secondary  lines  are  surveyed  in  GIS,  except 

 for  a  section  of  secondary  overhead  lines  (36%)  that  have  yet  to  be  completed  since  the  paper 

 map conversions. 

 Despite  past  complexities  and  unmapped  sections,  Hydro  Ottawa  has  quantified  its  total 

 secondary  circuit  kilometers  using  GIS  and  submits  these  values  as  part  of  its  PEG  Model 

 forecast.  The  utility  has  confidence  that  the  final  figures  accurately  represent  its  total  circuit 

 kilometers, the details of which are supported in more detail below. 

 4.1.3.   Correction For Circuit Kilometer Understatement 
 Hydro  Ottawa  employed  a  four-step  process  to  account  for  secondary  circuit  kilometers.  This 

 process  used  GIS  data  and  modeling  to  estimate  unsurveyed  lines.  The  steps  were:  (1)  use  GIS 

 to  export  a  database  of  all  mapped  secondary  lines,  (2)  assign  a  year  of  installation  to  each 

 secondary  line,  (3)  model  unsurveyed  secondary  overhead  lines  using  network  characteristics, 

 and (4) fill in the years before the GIS paper conversions in 2008. 

 Step 1: Exporting Mapped Secondary Lines from GIS 
 First, all known secondary circuit kilometers entries in GIS were exported into Microsoft Excel. 
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 Step 2: Assigning Installation Years 
 Second,  each  secondary  line  recording  was  assigned  a  year  of  “installation”.  In  GIS,  when  a 

 secondary  line  is  modified  or  surveyed  for  the  first  time,  an  entry  with  a  date  is  made  into  the 

 database,  updating  the  line  length.  The  date  entry  is  known  as  the  “Job  Placement  Date”. 

 Installation  dates  are  also  entered  into  the  database  when  available  and  are  updated  in  GIS 

 under  “Installation  Date”.  During  the  initial  conversion,  an  installation  date  was  entered  only  if 

 the  dates  were  available  and  clear  in  historical  records.  A  year  was  assigned  to  each  secondary 

 line  event  based  on  the  installation  date  provided  to  GIS  or  the  job  placement  date,  whichever  is 

 earlier.  Effectively,  these  are  Hydro  Ottawa’s  best  estimates  of  when  a  line  was  installed  and, 

 therefore, when the circuit kilometers should be recognized in the PEG Model. 

 For  example,  when  an  existing  secondary  line  was  surveyed  and  modeled  in  GIS  for  the  first 

 time,  Hydro  Ottawa  designated  the  job  placement  date  as  the  installation  date,  even  though  the 

 line  had  existed  previously,  due  to  the  absence  of  a  known  installation  date  for  that  line.  The 

 same  method  was  applied  to  the  replacements  of  previously  unsurveyed  secondary  lines 

 recorded  in  GIS.  The  transition  from  paper  charts  to  GIS  also  acknowledged  the  addition  of 

 secondary  lines  during  the  years  the  studies  were  conducted  (2006  to  2008)  for  the  paper 

 maps,  where  the  dating  information  was  unclear.  The  results  of  this  process  are  summarized  in 

 columns B and D of Table 3 below. 

 Step 3: Modeling Unsurveyed Overhead Lines 
 The  third  step  adjusts  the  known  secondary  overhead  line  values  to  account  for  36%  of  that 

 unmapped  network.  To  adjust,  the  known  overhead  secondary  lines  are  divided  by  a  factor  of 

 0.64  (the  inverse  of  36%)  to  produce  a  whole  estimate.  The  36%  value  is  based  on  the  number 

 of  premises  connected  to  an  overhead  transformer  in  December  2024,  but  missing  a  secondary 

 overhead  connection  in  GIS,  compared  to  the  total  number  of  premises  in  GIS.  Therefore,  it  can 

 be  extrapolated  that  these  premises  have  unsurveyed  secondary  overhead  lines.  The  36% 

 value  is  a  conservative  estimate  because  it  reflects  the  state  of  GIS  in  2024,  while  prior  years 

 were  less  surveyed,  which  would  have  larger  swaths  of  unmapped  secondary  lines.  Note  that 

 secondary underground lines are not adjusted because they are entirely mapped in GIS. 
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 The  result  of  the  first  three  steps  is  the  historical  values  of  secondary  circuit  kilometers  for  each 

 year  going  back  to  2002,  as  shown  in  Table  3  below.  However,  the  secondary  line  data  before 

 2008 is inconsistent due to unclear installation dates on the converted paper maps. 

 Table 3 - Hydro Ottawa’s Step 3 - Historical Total Circuit Km 

 Year  Total 
 Primary km 

 GIS 
 Secondary 

 OH km 

 Adjusted 
 Secondary 

 OH km 

 GIS 
 Secondary 

 UG km 

 Total 
 Secondary 

 Km 

 Total Circuit 
 Km 

 A  B  C = B / 0.64  D  E = C + D  F = A + E 
 2002  4,830  2  3  14  17  4,847 
 2003  4,830  4  6  34  40  4,870 
 2004  5,040  7  11  42  53  5,093 
 2005  5,242  8  13  53  66  5,308 
 2006  5,451  12  19  1,693  1,712  7,163 
 2007  5,739  30  47  3,205  3,252  8,991 
 2008  5,353  40  63  3,339  3,402  8,755 
 2009  5,387  50  78  3,436  3,514  8,901 
 2010  5,414  84  131  3,492  3,623  9,037 
 2011  5,606  129  202  3,564  3,766  9,372 
 2012  5,658  196  306  3,619  3,925  9,583 
 2013  5,484  259  405  3,721  4,126  9,610 
 2014  5,506  437  683  3,776  4,459  9,965 
 2015  5,572  572  894  3,834  4,728  10,300 
 2016  5,608  726  1,134  3,883  5,017  10,625 
 2017  5,712  802  1,253  3,948  5,201  10,913 
 2018  5,767  858  1,341  4,021  5,362  11,129 
 2019  5,836  929  1,452  4,141  5,593  11,429 
 2020  5,913  979  1,530  4,217  5,747  11,660 
 2021  6,000  1,020  1,594  4,296  5,890  11,890 
 2022  6,226  1,208  1,888  4,372  6,260  12,486 
 2023  6,282  1,305  2,039  4,421  6,460  12,742 
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 Step 4: Extrapolating Pre-GIS Conversion Data 
 The  fourth  part  of  the  process  filled  the  gap  in  secondary  line  data  between  2002  and  2007.  The 

 gap  in  data  must  be  reasonably  adjusted  because  it  is  clear  that  secondary  lines  existed  before 

 the  conversion  between  2006  and  2008  (or  they  would  not  have  been  converted  to  GIS),  and 

 omitting  secondary  line  data  in  those  years  would  significantly  skew  the  PEG  Model’s 

 predictions.  Hydro  Ottawa  extrapolated  the  secondary  line  length  in  those  years  using  the 

 compound  annual  growth  rate  from  secondary  line  data  between  2008  and  2023  (4.37%).  This 

 approach  estimates  the  missing  data  based  on  the  established  growth  trend.  The  restated 

 circuit  kilometer  results  are  available  in  Table  4  below.  The  historical  results  of  this  PEG  Model 

 correction can be found in Table 6 further below. 
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 Table 4 - Hydro Ottawa Step 4 - Historical Total Circuit Km 

 Year  Total Primary 
 Km 

 Total 
 Secondary Km  Total Circuit Km  Average Total 

 Circuit Km 

 A  B  C = A + B 

 2002  4,830  2,632  7,462  7,462 

 2003  4,830  2,747  7,577  7,519 

 2004  5,040  2,867  7,907  7,648 

 2005  5,242  2,992  8,234  7,795 

 2006  5,451  3,123  8,574  7,951 

 2007  5,739  3,259  8,998  8,125 

 2008  5,353  3,402  8,755  8,215 

 2009  5,387  3,514  8,901  8,301 

 2010  5,414  3,623  9,037  8,383 

 2011  5,606  3,766  9,372  8,482 

 2012  5,658  3,925  9,583  8,582 

 2013  5,484  4,126  9,610  8,667 

 2014  5,506  4,459  9,965  8,767 

 2015  5,572  4,728  10,300  8,877 

 2016  5,608  5,017  10,625  8,993 

 2017  5,712  5,201  10,913  9,113 

 2018  5,767  5,362  11,129  9,232 

 2019  5,836  5,593  11,429  9,354 

 2020  5,913  5,747  11,660  9,475 

 2021  6,000  5,890  11,890  9,596 

 2022  6,226  6,260  12,486  9,734 

 2023  6,282  6,460  12,742  9,870 

 The  average  total  circuit  kilometers  between  2002  and  2023  of  9,870  is  inserted  into  the  PEG 

 Model  for  2023.  Subsequent  annual  total  circuit  kilometers  and  averages  used  to  forecast  2024 

 to  2030  assume  growth  in  primary  and  secondary  lines.  The  firm  Utilis  Consulting  has  reviewed 
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 the  inclusion  of  secondary  circuit  kilometers  and  validated  the  accuracy  of  the  PEG  Model  in 

 Attachment 1-3-3(G) - OEB Benchmarking Spreadsheet Forecast Model. 

 4.2.   ADDITION OF LOSS KILOWATT-HOUR DEMAND DUE TO CONSERVATION AND 
 DEMAND MANAGEMENT 

 4.2.1.   Rationale 
 Further  to  the  above,  Hydro  Ottawa  concluded  that  the  PEG  Model  omits  key  explanatory 

 variables  necessary  to  predict  total  costs  accurately,  namely,  a  variable  to  measure  the  effects 

 of conservation and demand management (CDM). 

 The  Province  of  Ontario  has  undertaken  several  tranches  of  CDM  programs  to  incentivize 

 customers  to  consume  less  electricity  and  set  ambitious  targets  for  energy  savings.  3  These 

 programs  are  intended  to  encourage  cost-effective  energy  and  demand  reductions  to  support 

 affordability  and  decarbonization  efforts  in  the  long  term,  and  they  have  been  successful  in  that 

 endeavor.  A  report  released  by  the  Independent  Electricity  System  Operator  (IESO)  stated  that 

 it  projected  to  achieve  97%  of  its  2.4  terawatt-hour  energy  savings  target  as  part  of  the 

 2021-2024  CDM  Framework.  4  The  practical  effect  is  that  Hydro  Ottawa’s  kWh  deliveries  and 

 annual  peak  demand  (capacity)  have  been  offset  by  CDM  from  2010  to  the  present,  affecting 

 the  utility’s  cost  structure.  However,  an  explanatory  variable  for  CDM  is  missing  from  the  PEG 

 Model.  Consequently,  a  program  that  has  significantly  impacted  customer  demand  and  utility 

 costs is not captured in the PEG Model, resulting in underreported predicted costs. 

 Further,  despite  significant  population  growth  in  Ottawa  over  the  past  decade,  Hydro  Ottawa's 

 peak  load  and  electricity  deliveries  have  remained  relatively  stable.  The  2011  Census  recorded 

 Ottawa's  population  at  883,391,  while  the  2021  Census  showed  a  population  of  1,017,449, 

 indicating  a  substantial  percentage  increase.  5  However,  this  population  growth  did  not  lead  to  a 

 5  Statistics Canada, “Census of Population”,  https://www12.statcan.gc.ca/census-recensement/index-eng.cfm  . 

 4  Independent Electricity System Operator,  2021-2024  Conservation and Demand Management Framework Mid-Term 
 Review  (December 2022), page 32. 

 3  Independent Electricity System Operator,  2021-2024  Conservation and Demand Management Framework Mid-Term 
 Review  (December 2022), page 29. 
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 corresponding  increase  in  electricity  demand,  largely  due  to  the  success  of  conservation  efforts 

 in Hydro Ottawa's service area. 

 While  provincial  conservation  efforts  have  added  new  capacity  to  the  provincial  grid,  this 

 capacity  may  not  always  be  located  where  distribution  grid  constraints  exist  for  Local 

 Distribution  Companies.  Hydro  Ottawa  notes  that  this  is  particularly  true  for  their  numerous 

 greenfield  projects.  Although  Hydro  Ottawa's  load  has  been  relatively  flat  for  over  ten  years,  its 

 electrified  service  territory  has  expanded.  The  PEG  Model,  however,  does  not  accurately  reflect 

 the reasonable costs associated with this growth in the predicted model. 

 4.2.2.   Correction For Delivery Volume Underrereporting 
 Hydro  Ottawa  has  adjusted  its  delivery  volumes  and  capacity  proxy  totals  in  the  PEG  Model  to 

 include  CDM  program  energy  savings  delivered  in  Hydro  Ottawa’s  service  territory.  Hydro 

 Ottawa  has  used  the  same  values  as  reported  through  its  Lost  Revenue  Adjustment  Mechanism 

 Variance  (LRAM)  Account.  Although  this  is  a  conservative  approach  as  it  uses  net  versus  gross 

 conservation  savings  and  does  not  include  non-IESO  conservation,  it  uses  values  already 

 established as a reasonable measure of conservation savings. 

 Table  5  below  provides  a  summary  of  the  revised  historical  delivery  volumes,  including  CDM’s 

 impact.  This  approach  recognizes  lost  kWh  deliveries  resulting  from  the  Province  of  Ontario’s 

 CDM  programs  and  accurately  represents  the  utility’s  predicted  costs,  given  that  PEG’s 

 econometric  model  does  not  expressly  factor  in  the  effects  of  CDM  through  an  explanatory 

 variable.  The  CDM  kWh  deliveries  and  capacity  adjustments  are  extended  in  the  PEG  Model  to 

 produce  a  revised  performance  and  cohort  group  ranking  between  2024  and  2030,  the  results  of 

 which can be found in Table 2 above. 
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 Table 5 - Hydro Ottawa’s CDM Adjustment Totals 

 Year  Original Data from PEG Model  Adjusted for CDM 

 Deliveries (kWh)  Peak Load (kW)  Deliveries (kWh)  Peak Load (kW) 

 2013  7,454,176,542  1,430,303  7,574,876,951  1,477,398 

 2014  7,361,197,621  1,307,651  7,542,989,946  1,373,435 

 2015  7,348,001,357  1,374,915  7,608,267,442  1,427,189 

 2016  7,347,004,293  1,391,443  7,691,501,267  1,453,843 

 2017  7,167,732,848  1,360,318  7,642,403,563  1,437,938 

 2018  7,349,859,347  1,441,369  7,855,128,640  1,525,081 

 2019  7,227,463,251  1,348,215  7,760,514,443  1,440,228 

 2020  7,029,452,327  1,437,824  7,600,312,560  1,537,186 

 2021  7,098,952,945  1,358,319  7,679,687,180  1,462,330 

 2022  7,195,259,722  1,279,664  7,760,359,243  1,378,855 

 2023  7,227,010,710  1,438,526  7,810,185,461  1,540,267 

 4.3.   REMOVAL OF COSTS ASSOCIATED WITH OTHER REVENUES 
 4.3.1.   Rationale 

 Hydro  Ottawa,  as  with  all  LDCs,  has  Other  Revenue  (or  revenue  offsets)  incorporated  into  its 

 base  revenue  requirement  (to  calculate  distribution  rates).  The  2006  Rates  Handbook  refers  to 

 Other  Revenue  as  “other  regulated  charges  and  other  sources  of  revenue.”  6  However,  these 

 revenues also have related OM&A. 

 The  accounting  treatment  of  certain  revenue-generating  costs  for  utility  auxiliary  services  is 

 such  that  for  some,  the  full  costs  are  accrued  in  the  PEG  Model’s  “actual  costs”,  while  for  others, 

 the  costs  are  offset  against  revenues  in  the  Other  Revenue  accounts.  This  differential  treatment 

 is  directed  through  the  Accounting  Procedures  Handbook  (APH).  Hydro  Ottawa  contends  that 

 the  issue  with  leaving  some  costs  with  OM&A  is  that  all  auxiliary  revenues  and  their  associated 

 costs  are  not  factored  into  the  base  distribution  charges  and  therefore  do  not  constitute  core 

 6  Page 70. 
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 distribution  activities.  For  base  revenue  requirement,  the  geography  of  the  placement  of  costs  in 

 OM&A  or  Other  Revenue  does  not  impact  the  result,  however  it  could  have  implications  on  cost 

 allocation  and  it  does  impact  the  PEG  Model  result.  To  accurately  account  for  these 

 revenue-generating  costs,  they  should  all  be  excluded  from  the  PEG  Model’s  actual  costs.  If 

 distributors  had  similar  volumes  and  costs  of  delivery  of  these  other  revenues,  there  would  be 

 limited impact. Hydro Ottawa suggests this is not the case. 

 As  an  example,  Hydro  Ottawa  has  a  significant  volume  of  move-in  and  move-out  activities, 

 driven  in  part  by  its  serving  multiple  universities  and  colleges.  The  increased  cost  due  to 

 volumes  is  not  an  indication  of  inefficiency;  however,  as  the  total  number  of  customers  does  not 

 change,  it  can  be  perceived  as  such  in  the  model.  Two  issues  exist  with  the  PEG  Model  in  this 

 regard: 

 1.  The  costs  associated  with  Other  Revenue  are  included  in  OM&A  causing  a  misalignment 

 and overstatement the total costs that are subject to the PEG Model assessment. 

 2.  As  revenue  from  those  services  can  be  recognized  at  a  different  pace  than  the  costs, 

 potentially  leading  to  over  or  under  billing,  and  therefore  the  current  approach  does  not 

 adequately incentivize the distributors to monitor the revenue charges. 

 Taking  the  same  example  of  move-ins  and  move-outs,  through  investment  in  automation,  Hydro 

 Ottawa  is  proposing  to  reduce  the  Account  Set  Up/Change  of  Occupancy  Charge  from  $29  to 

 $10.  Details  of  this  reduction  are  available  in  Schedule  8-4-1  Specific  Service  Charges.  Direct 

 labour  costs  associated  with  these  activities  are  included  into  the  individual  charge  but  up  front 

 system  costs  (often  capital-related)  and  ongoing  system  maintenance  and  upgrade  costs  are 

 not.  Because  of  this,  this  reduction  in  the  Account  Set  Up/Change  of  Occupancy  Charge  results 

 in  a  shift  from  direct  user  pays  recovery  revenue  to  an  increase  to  all  rate  payers:  essentially  a 

 decrease  in  Revenue  Offsets  while  an  increase  in  Service  Revenue  requirement  in  Rate 

 calculations.  These  changes  provide  better  individual  customer  experiences  and  overall 

 reduced  costs,  however  the  efficiency  can  be  hidden  by  new  and  enhanced  service  offerings  as 

 a  result  of  customer  engagement  or  as  part  of  regulatory  changes  through  legislation  or  OEB 

 Rate Framework and Performance Outcomes  PEG Benchmarking Analysis 
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 codes.  The  costs  associated  with  the  services  are  included  in  OM&A  and  they  are  therefore 

 subject to PEG Model assessment. 

 A  second  example  is  related  to  Hydro  Ottawa’s  property  rentals.  Property  rentals  relate  primarily 

 to  rental  fees  paid  by  Hydro  One  for  land  and  buildings  owned  by  Hydro  Ottawa.  Hydro  Ottawa 

 and  Hydro  One  have  joint  facilities  for  transformer  stations  in  several  locations  throughout  the 

 City  of  Ottawa.  Therefore,  these  property  costs  are  shared  but  the  PEG  Model  treats  them  as 

 only  Hydro  Ottawa  costs.  Hydro  Ottawa  contends  that  the  PEG  Model  does  not  adjust  for  this 

 scenario,  such  that  Hydro  Ottawa  reports  costs  associated  with  maintaining  those  properties  in 

 the  PEG  Model,  but  does  not  account  for  the  Other  Revenue  offsets  received  from  the  utilities 

 renting  those  properties.  In  other  words,  there  is  no  offset  in  OM&A  recognizing  that  these  costs 

 support  another  utility’s  operations.  Hydro  Ottawa  believes  it  to  be  unique  in  the  number  of  joint 

 use assets it shares. 

 Hydro  Ottawa  therefore  proposes  to  remove  Other  Revenues  from  the  PEG  Model’s  OM&A. 

 Hydro  Ottawa  is  using  Other  Revenues  as  a  proxy  for  the  costs  associated  with  these  auxiliary 

 services.  Imposing  an  additional  productivity  factor  on  costs  already  offset  by  revenue,  in  Hydro 

 Ottawa’s  view,  creates  a  disincentive  for  utilities  to  share  assets  efficiently,  to  monitor  Other 

 Revenues,  and  to  charge  on  a  user  pays  model  where  appropriate.  The  remaining  costs  (after 

 deducting  Other  Revenues)  will  still  drive  the  need  for  continuous  improvements.  In  addition, 

 should  the  utility  not  be  providing  a  competitive  price,  the  utility  will  lose  this  source  of  revenue 

 as  it  becomes  more  economical  for  the  third  party  to  build  its  own  assets  (in  the  case  of  property 

 rental  as  an  example).  Removing  Other  revenue  from  OM&A  in  the  PEG  Model  will  achieve  the 

 following three things: 

 1.  Account for the offset of increased-volume-driven costs by increased revenue; 

 2.  Monitor where costs and revenues may appear to be disconnected; and 

 3.  Put more visibility to efficiencies in other revenues. 

 Rate Framework and Performance Outcomes  PEG Benchmarking Analysis 
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 4.3.2.   Correction For Other Revenues 
 Hydro  Ottawa  used  Other  Revenues  as  a  proxy  for  the  economic  costs  associated  with  these 

 auxiliary  revenue  generating  activities,  and  used  that  revenue  to  offset  its  actual  OM&A  under 

 the  PEG  Model.  The  utility  corrected  the  PEG  Model’s  predicted  costs  between  2013  and  2023, 

 the  results  of  which  are  in  Table  6  below.  In  addition,  forecasted  other  revenues  were  used  to 

 offset  forecasted  OM&A  and  produce  a  revised  cohort  and  efficiency  ranking  between  2024  and 

 2030 (as outlined in Table 2 above). 

 An  adjustment  to  the  PEG  Model  would  not  be  required  if  new  USofA  accounts  are  created  to 

 recognize all costs associated with auxiliary services categorized as Other Revenue. 

 4.4.   IMPACT OF CORRECTIONS ON FUTURE EFFICIENCY ASSESSMENT 
 Hydro  Ottawa  understands  that  the  PEG  Model’s  econometric  cost  function  relies  heavily  on 

 accurate  business  condition  data  to  generate  expected  cost  predictions.  With  the  correction  of 

 the  circuit  line,  delivery  volume,  and  OM&A  data,  Hydro  Ottawa  has  identified  the  following 

 impacts to the OEB’s Efficiency Performance outcomes: 

 ●  Predicted  Costs:  The  PEG  Model  will  produce  higher  predicted  costs  for  Hydro  Ottawa, 

 given  that  the  network  size  has  increased  by  including  additional  circuit  kilometers  and 

 higher delivery volumes. 

 ●  Efficiency  Score  :  The  ratio  of  actual  costs  to  predicted  costs  decreases  because  of 

 higher predicted costs and other revenue offsetting OM&A. 

 ●  Cohort  Assignment:  The  improved  efficiency  score  shifts  Hydro  Ottawa  into  a  lower 

 cohort group, resulting in lower stretch factors. 

 The  final  result  of  the  corrections  is  summarized  in  Table  2  above,  with  a  detailed  PEG  Model  in 

 Attachment 1-3-3(G) - OEB Benchmarking Spreadsheet Forecast Model. 

 5.  RESTATEMENT OF HISTORICAL TOTAL COST BENCHMARKING 
 Incorporating  the  corrections  into  historical  PEG  Models  improves  Hydro  Ottawa’s  cost 

 performance  and  stretch  factor  results,  as  summarized  in  Table  6.  The  utility  was  originally 

 Rate Framework and Performance Outcomes  PEG Benchmarking Analysis 
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 placed  into  Cohort  4  in  2014  and  has  remained  there  since.  However,  upon  restating  the  PEG 

 Model  with  the  above  corrections  (or  simply  the  secondary  line  correction),  Hydro  Ottawa  would 

 have  been  in  Cohort  3,  representing  a  better  cost  performance  and  demonstrating  that  the  utility 

 performed very close to PEG’s predicted cost structure. 

 Table 6 - Hydro Ottawa’s Restated Historical Stretch Factors 

 Year  Original Data from PEG Model  Adjusted for Circuit Kilometers, CDM, and 
 Rental Property 

 % Difference (Cost 
 Performance) 

 Stretch Factor (Annual 
 Result) 

 % Difference (Cost 
 Performance) 

 Stretch Factor (Annual 
 Result) 

 2013  8.5%  3  (6)%  3 

 2014  12.7%  4  (2)%  3 

 2015  15.2%  4  (5)%  3 

 2016  15.7%  4  (6)%  3 

 2017  16.5%  4  (6)%  3 

 2018  18.2%  4  (4)%  3 

 2019  20.4%  4  (1)%  3 

 2020  19.8%  4  (2)%  3 

 2021  19.5%  4  (1)%  3 

 2022  23.1%  4  2%  3 

 2023  24.4%  4  4%  3 

 6.  COMMENTS ON PEG BENCHMARKING FORECAST MODEL 
 Hydro  Ottawa  recognizes  the  value  of  total  cost  benchmarking  as  a  measure  of  productivity  and 

 efficiency  and  as  a  tool  for  cost  control.  However,  Hydro  Ottawa  respectfully  submits  that  the 

 PEG  Model  could  be  enhanced  by  addressing  methodological  limitations  that  undermine  the 

 model’s  efficacy  for  producing  accurate  assessments  of  the  utility’s  efficiency  and  cost 

 performance,  especially  for  unique  distributors  and  changes  in  industry  conditions.  The  utility 

 contends that there are several reasons to justify this view. 
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 First,  the  PEG  Model’s  actual  total  cost  calculation  includes  USofA  accounts  that  are  beyond  the 

 control  of  utilities,  some  of  which  have  experienced  accelerated  growth.  For  example,  USofA 

 5655,  Regulatory  Expenses,  is  an  account  that  includes  “payments  made  to  a  regulatory  body 

 for  fees  assessed  against  the  utility  for  pay  and  expenses  of  such  body,  its  officers,  agents,  and 

 employees.”  7  In  effect,  a  section  of  Hydro  Ottawa’s  actual  total  costs  as  determined  by  PEG  is 

 tied  to  the  efficiency  of  the  regulatory  body  and  its  cost  allocation  methodology  8  .  A  second 

 example  is  the  inclusion  of  Connection  Cost  (CCRAs)  without  consideration  that  transmitter 

 costs  are  assessed  in  their  rate  application  and  their  level  of  efficiency  should  not  be  assessed 

 as  part  of  the  LDC’s  controllable  costs.  This  approach  is  inconsistent  with  PEG’s  description  in 

 its  benchmarking  report,  where  changes  beyond  business  conditions  are  considered  to  be  a 

 result  of  the  utility’s  management  performance.  9  Consequently,  Hydro  Ottawa’s  stretch  factor  is 

 negatively  affected  by  including  such  expenses,  while  inconsistent  with  PEG’s  methodological 

 approach to total cost benchmarking. 

 Second,  the  PEG  Model  omits  emerging  costs  associated  with  the  energy  transition  toward 

 electrification  because  it  is  based  on  conditions  between  2002  and  2012.  Since  then,  the 

 electricity  supply  chain  and  demand  for  its  services  have  rapidly  evolved.  As  the  model  ages,  it 

 underrepresents  predicted  costs  because  it  does  not  factor  in  the  more  complex  and  riskier 

 operating environment at present. 

 The  causes  of  increased  complexity  are  many,  including  political,  technological,  and  social. 

 Governments  are  implementing  decarbonization  policies,  such  as  the  City  of  Ottawa’s  Climate 

 Change  Master  Plan,  as  well  as  the  Canadian  Net-Zero  Emissions  Accountability  Act  ,  which 

 incentivize  electrification.  The  growth  of  decentralized  energy  sources  (batteries  and  solar)  and 

 digital  technologies  (smart  metering)  further  complicates  distributors’  operations.  Additionally, 

 9  Pacific Economics Group Research LLC,  Spreadsheet  Model for Benchmarking Ontario Power Distributors, User 
 Guide  (May 2015), page 18. 

 8  Please see Schedule 4-2-4 Regulatory Costs for the  impact of the OEB cost allocation change to costs incurred by 
 Hydro Ottawa. 

 7  OEB,  Accounting Procedures Handbook for Electricity  Distributors (  January 1, 2012)  ,  page 190. 
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 consumer  preferences  are  shifting  towards  electrification.  10  Many  of  these  changes  are 

 happening quickly and are beyond the control of utilities. 

 In  response  to  these  demands,  Hydro  Ottawa  is  proposing  to  nearly  double  its  annual  capital 

 expenditures  during  the  2026-2030  period  compared  to  2021-2025,  as  outlined  in  Schedule 

 2-4-1  -  Capital  Expenditure  Summary  as  well  as  detailed  throughout  the  Distribution  System 

 Plan  in  Schedules  2-5-1  through  2-5-9.  This  spending  is  necessary  to  respond  to  the  increased 

 demand  for  low-carbon  electrical  projects,  including  electric  vehicles,  heat  pumps,  renewables, 

 and public transportation electrification, which are being incentivized by these conditions. 

 Layered  onto  these  necessary  investments,  the  OEB  has  tasked  distributors  with  integrating 

 increasingly  complex  programs  into  their  operations,  such  as  Distributed  Energy  Resource 

 planning,  upgrading  smart  grids,  managing  electric  vehicle  adoption,  hardening  the  electrical 

 grid,  and  bolstering  cybersecurity.  These  programs  create  new  costs  and  sometimes 

 unpredictable outcomes, which are not reflected in the PEG Model’s current design. 

 The  above  views  are  supported  by  an  OEB-commissioned  review  of  its  total  cost 

 benchmarking.  11  The  report  recommended  that  the  OEB  re-estimate  its  regression  model  using 

 data  from  2014  to  2023,  and  explore  additional  parameter  variables  that  reflect  the  current 

 industry  landscape.  12  An  updated  time  series  would  provide  a  more  robust  estimate  of  total 

 costs  by  accounting  for  recent  trends  that  affect  utilities.  As  demonstrated  by  Clearspring  in 

 Hydro  Ottawa’s  2021-2025  Custom  Incentive  Rate-setting  rate  Application,  using  additional 

 variables would improve both the explanation and prediction of total costs.  13 

 13  Hydro Ottawa.  Attachment 1-1-12(A): Econometric Benchmarking  Study of Hydro Ottawa’s Total Cost and 
 Reliability  , EB-2019-0261 (May 5, 2020). The study  included parameters for forestation, urban congestion, smart 
 metering, and weather. 

 12  University of Toronto,  Review of Total Cost Benchmarking  Methodology for Electricity Distributors  (November  12, 
 2024), pages vi and vii. 

 11  University of Toronto,  Review of Total Cost Benchmarking  Methodology for Electricity Distributors  (November  12, 
 2024). 

 10  IESO, “The Future of Electricity Demand in Ontario,” 
 https://www.ieso.ca/en/Powering-Tomorrow/2021/The-Future-of-Electricity-Demand-in-Ontario#:~:text=Preparing%20f 
 or%20Decarbonization,drive%20these%20projections%20even%20higher  . 
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 Finally,  the  PEG  Model’s  peer  group  for  benchmarking  uses  Ontario-based  distributors.  The 

 practical  effect  of  this  peer  group  composition  is  that  several  distinguishing  characteristics  of 

 Hydro  Ottawa  in  the  Ontario  context  are  overlooked  in  the  model  and  its  analysis.  For  example, 

 Hydro  Ottawa  has  a  unique  service  territory,  which  is  distinct  not  only  as  the  fifth  physically 

 largest  in  the  province  but  also  in  its  urban/rural  split,  with  approximately  60%  rural.  What’s 

 more,  Hydro  Ottawa  is  the  only  distributor  in  Ontario  that  services  twice  as  many  customers  as 

 the  utility  immediately  below  it  in  the  rankings,  while  also  serving  less  than  half  as  many 

 customers  as  the  utility  immediately  above  it.  The  uniqueness  of  several  aspects  of  the  utility’s 

 cost  efficiency  and  performance  may  not  lend  itself  to  a  benchmarking  approach  for  which  the 

 peer group is restricted to Ontario. 

 The  OEB-commissioned  review  of  its  total  cost  benchmarking  acknowledged  this  shortcoming 

 and recommended that the OEB adopt inter-jurisdictional productivity benchmarking.  14 

 7.  CONCLUSION 
 For  the  reasons  outlined  above,  Hydro  Ottawa  submits  that  the  stretch  factor  assignment  of 

 0.30%  or  Cohort  3  is  appropriate  as  incorporated  into  Hydro  Ottawa’s  proposed  rate  framework. 

 The  utility  has  demonstrated  that  the  PEG  Model’s  predicted  total  costs  have  been  consistently 

 underreported  due  to  the  omission  of  secondary  line  data  and  the  impact  of  CDM.  Furthermore, 

 the  PEG  Model  suffers  from  methodological  limitations,  such  as  the  exclusion  of  revenue  offsets 

 where  the  operational  costs  are  included  in  the  PEG  Model.  Lastly,  the  regression  analysis 

 should  be  refreshed  given  the  number  of  years  that  have  passed,  changes  in  policies,  and 

 industry. 

 Please  refer  to  Excel  Attachment  1-3-3(G)  -  OEB  Benchmarking  Spreadsheet  Forecast  Model 

 for further details and calculations. 

 14  University of Toronto,  Review of Total Cost Benchmarking  Methodology for Electricity Distributors  (November  12, 
 2024), page vii. 
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 ACTIVITY AND PROGRAM-BASED BENCHMARKING ANALYSIS 

 1.  INTRODUCTION 
 This  Attachment  provides  Hydro  Ottawa’s  Activity  and  Program-Based  (APB)  variance 

 analysis  results  and  discussion  between  2019  and  2023.  The  analysis  examines  Hydro 

 Ottawa’s  unit  cost  performance  year-over-year  and  compares  it  to  the  industry's  five-year 

 averages  and  Hydro  Ottawa’s  peer  groups.  Where  Hydro  Ottawa’s  year-over-year  variances 

 exceed  20%  or  where  its  five-year  average  unit  cost  exceeds  25%  of  the  industry’s  five-year 

 average, additional analysis is provided. 

 The  benchmarking  analysis  does  not  forecast  unit  costs  for  the  Bridge  and  Test  periods 

 because  Hydro  Ottawa  does  not  base  its  financial  forecasts  on  operational  inputs,  leaving 

 the  denominators  unknown.  As  mentioned  in  Schedule  4-1-1  -  Operations,  Maintenance  and 

 Administration  Summary,  the  utility  utilized  a  top-down  and  bottom-up  approach  to  forecast 

 its  Operations,  Maintenance  and  Administration  (OM&A)  expenses  for  the  Bridge  and  Test 

 periods.  Business  units  submitted  program-level  funding  requests,  which  were  prioritized, 

 adjusted, and aggregated to align with Hydro Ottawa’s operational needs. 

 Hydro  Ottawa  also  notes  that  it  is  seeking  approval  for  2026  Test  Year  OM&A  funding,  which 

 will  be  adjusted  using  the  Custom  Revenue  OM&A  Factor  (CROF)  thereafter.  The  utility  will 

 have  to  operate  fiscally  by  the  constraints  of  that  formula,  affecting  its  APB  benchmarking  in 

 a  way  that  may  deviate  from  any  forecast.  Further  information  on  the  CROF  is  available  in 

 Schedule 1-3-1 - Rate Setting Framework. 

 Unless  otherwise  noted,  the  analysis  in  this  Attachment  is  focused  on  2019-2023  and  will 

 use the peer groups established in Table 1 of Schedule 1-3-3 - Benchmarking. 
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 2.  UNIT COST BENCHMARKING RESULTS 
 2.1.  BILLING O&M 
 The  Billing  O&M  unit  cost  is  the  sum  of  Hydro  Ottawa’s  USofA  5315,  Customer  Billing, 

 divided by the total number of customers. 

 Customer  billing  includes  the  cost  of  labour  and  expenses  incurred  in  processing  payments, 

 such as issuing bills and processing customer payments. 

 As  displayed  in  Figure  1  and  outlined  in  Tables  1  and  2  below,  Hydro  Ottawa’s  Billing  O&M 

 unit  costs  steadily  declined  between  2019  and  2023,  demonstrating  increasing  efficiency  in 

 customer  billing  operations.  The  utility’s  five-year  average  is  well  below  the  industry  and 

 peer group averages. 

 Hydro  Ottawa  maintained  flat  customer  billing  spending  due  to  investments  in  billing 

 infrastructure  that  improved  the  efficiency  and  accuracy  of  its  processes.  In  2022,  Hydro 

 Ottawa  implemented  automated  billing  for  residential  and  small  business  net  metering 

 customers, eliminating manual processes and reducing errors. 

 Hydro  Ottawa  also  continues  to  promote  its  digital  solutions,  such  as  online  billing.  Online 

 billing  service  reduces  reliance  on  paper-based  billing,  which  creates  tangible  cost  savings 

 in printing and postage while providing greater self-service capabilities. 

 For  more  information,  please  refer  to  Schedule  1-3-4  -  Facilitating  Innovation  and 

 Continuous  Improvement,  and  Schedule  4-1-2  -  Operations,  Maintenance,  and 

 Administration Program Costs. 
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 Figure 1 -  Hydro Ottawa vs. Industry and Peer Group 2019-2023 Billing O&M Cost per 
 Customer 
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 Table 1 – Hydro Ottawa’s 2019-2023 Billing O&M Cost per Customer 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Numerator 

 USofA 5315 ($'000s)  8,224.5  7,851.5  7,708.9  7,525.1  7,607.4  7,783.5 

 USofA 5315 YoY Variance 
 ($'000s)  -  (373.0)  (142.6)  (183.8)  82.3  (154.3) 

 USofA 5315 YoY Variance (%)  -  (4.5)%  (1.8)%  (2.4)%  1.1%  (1.9)% 

 Denominator 

 Total Customers ('000s)  339.8  346.3  353.3  358.9  364.3  352.5 

 Total Customers YoY Variance 
 ('000s)  -  6.5  7.0  5.6  5.4  6.1 

 Total Customers YoY Variance 
 (%)  -  1.9%  2.0%  1.6%  1.5%  1.8% 

 Unit Cost 

 Unit Cost $/Cust.  24.21  22.67  21.82  20.97  20.88  22.11 

 Unit Cost YoY Variance 
 ($/Cust.)  -  (1.5)  (0.9)  (0.9)  (0.1)  (0.8) 

 Unit Cost YoY Variance (%)  -  (6.4)%  (3.7)%  (3.9)%  (0.4)%  (3.6)% 

 Table 2  –  Hydro Ottawa vs. Industry and Peer Group  2019-2023 Billing O&M Cost per 
 Customer 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Unit Cost 

 HOL Unit Cost $/Cust.  24.21  22.67  21.82  20.97  20.88  22.11 

 Industry $/Cust.  35.69  35.52  36.13  36.88  37.83  36.41 

 Peer Group $/Cust.  30.31  31.87  34.02  34.51  36.51  33.44 

 HOL vs. Industry Var. ($/Cust.)  (11.48)  (12.85)  (14.31)  (15.91)  (16.95)  (14.30) 

 HOL vs. Industry Var. (%)  (32.2)%  (36.2)%  (39.6)%  (43.1)%  (44.8)%  (39.2)% 

 HOL vs. Peer Grp. Var. ($/Cust.)  (6.10)  (9.20)  (12.20)  (13.54)  (15.63)  (11.33) 

 HOL vs. Peer Grp. Var. (%)  (20.1)%  (28.9)%  (35.9)%  (39.2)%  (42.8)%  (33.4)% 

 Rate Framework and Performance Outcomes  Activity and Program Based Benchmarking Analysis 
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 2.2.  METERING O&M 
 The  Metering  O&M  unit  cost  is  the  sum  of  Hydro  Ottawa’s  USofA  5065  -  Meter  Expenses, 

 USoA  5175  -  Maintenance  of  Meters,  and  USofA  5310  -  Meter  Reading  Expenses,  divided 

 by customer counts. 

 Metering  O&M  unit  costs  declined  between  2019  and  2023,  demonstrating  increased 

 efficiencies  in  meter  installation,  maintenance,  and  reading  activities.  The  unit  costs 

 increased  slightly  in  2022  due  to  a  one-time  expenditure  on  preventative  maintenance 

 performed  by  outside  services.  Hydro  Ottawa’s  five-year  unit  cost  average  is  well  below  the 

 industry and peer group. See Figure 2 and Tables 3 and 4 below for the variance analysis. 

 Hydro  Ottawa  intends  to  maintain  its  efficient,  reliable,  and  accurate  metering  operations  by 

 investing  in  Advanced  Metering  Infrastructure  (AMI)  2.0.  With  appropriate  funding,  the 

 project  aims  to  upgrade  existing  metering  equipment  and  integrate  advanced  data  analytics 

 capabilities.  The  investments  will  enable  real-time  data  collection,  improved  outage 

 detection,  and  enhanced  energy  management  tools  for  customers  to  improve  efficiency  and 

 customer  engagement.  AMI  2.0  is  expected  to  increase  meter  reading  O&M  once 

 operational. 

 Please  refer  to  Schedule  4-1-2  -  Operations,  Maintenance,  and  Administration  Program 

 Costs for more information. 

 Rate Framework and Performance Outcomes  Activity and Program Based Benchmarking Analysis 
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 Figure 2 -  Hydro Ottawa  vs.  Industry and Peer Group  2019-2023 Metering O&M Cost 
 per Customer 
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 Table 3 – 2019-2023 Metering O&M Cost per Customer 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Numerator 

 USofA 5065 + 5175 + 5310 
 ($'000s)  2,355.3  2,051.5  1,918.8  2,306.0  1,816.5  2,089.6 

 USofA 5065 + 5175 + 5310 YoY 
 Variance ($'000s)  -  (303.8)  (132.7)  387.2  (489.5)  (134.7) 

 USofA 5065 + 5175 + 5310 YoY 
 Variance (%)  -  (12.9)%  (6.5)%  20.2%  (21.2)%  (5.1)% 

 Denominator 

 Total Customers ('000s)  339.8  346.3  353.3  358.9  364.3  352.5 

 Total Customers YoY Variance 
 ('000s)  -  6.5  7.0  5.6  5.4  6.1 

 Total Customers YoY Variance 
 (%)  -  1.9%  2.0%  1.6%  1.5%  1.8% 

 Unit Cost 

 Unit Cost $/Cust.  6.93  5.92  5.43  6.43  4.99  5.94 

 Unit Cost YoY Variance ($/Cust.)  -  (1.0)  (0.5)  1.0  (1.4)  (0.5) 

 Unit Cost YoY Variance (%)  -  (14.6)%  (8.3)%  18.4%  (22.4)%  (6.7)% 

 Table 4 –  Hydro Ottawa vs. Industry and Peer Group  2019-2023 Metering O&M Cost per 
 Customer 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Unit Cost 

 HOL Unit Cost $/Cust.  6.93  5.92  5.43  6.43  4.99  5.94 

 Industry $/Cust.  19.76  19.21  19.58  18.69  19.93  19.43 

 Peer Group $/Cust.  14.23  14.97  15.27  14.97  15.24  14.93 

 HOL vs. Industry Var. ($/Cust.)  (12.83)  (13.29)  (14.15)  (12.26)  (14.94)  (13.49) 

 HOL vs. Industry Var. (%)  (64.9)%  (69.2)%  (72.3)%  (65.6)%  (75.0)%  (69.4)% 

 HOL vs. Peer Grp. Var. ($/Cust.)  (7.30)  (9.05)  (9.84)  (8.54)  (10.25)  (8.99) 

 HOL vs. Peer Grp. Var. (%)  (51.3)%  (60.4)%  (64.4)%  (57.0)%  (67.3)%  (60.1)% 

 Rate Framework and Performance Outcomes  Activity and Program Based Benchmarking Analysis 
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 2.3.  VEGETATION O&M 
 The  Vegetation  O&M  unit  cost  is  the  sum  of  Hydro  Ottawa’s  USofA  5135  -  Overhead 

 Distribution  Lines  and  Feeders  Right  of  Way,  divided  by  pole  counts.  Vegetation 

 management  O&M  includes  costs  incurred  for  tree  trimming  and  for  maintaining  the  right  of 

 way during line construction. 

 Vegetation  O&M  unit  costs  increased  between  2019  and  2023,  with  a  notable  increase  in 

 2022  and  2023.  Hydro  Ottawa’s  vegetation  O&M  is  volatile  depending  on  the  frequency  and 

 severity  of  weather  events  because  this  measure  includes  Emergency  Vegetation 

 Management,  which  makes  it  hard  to  forecast.  The  increases  in  2022  and  2023  were  due  to 

 the  Derecho  and  April  ice  storms,  respectively.  The  utility  responded  to  immediate 

 vegetation  hazards  and  undertook  ongoing  maintenance  programs  to  address  hazardous 

 trees  weakened  by  the  storms.  These  weather  events  were  regional  and,  therefore,  not 

 reflected  in  other  distributors’  Vegetation  O&M  across  the  province.  See  Figure  3  and 

 Tables 5 and 6 below for the variance analysis. 

 The  City  of  Ottawa  also  has  high  tree  coverage  compared  to  Ontario  cities  such  as  Toronto 

 or  London,  which  requires  increased  resources  from  Hydro  Ottawa  to  maintain  its  network 

 within  Distribution  Service  Code  (DSC)  standards.  1  Consequently,  Hydro  Ottawa’s  five-year 

 unit cost average is above the industry and peer group. 

 Due  to  the  weather’s  overt  influence  on  expenditures  and  ecological  differences  between 

 regions,  Hydro  Ottawa  forecasts  its  vegetation  management  expenses  to  remain  at  or  below 

 2023  levels  and  above  industry  averages.  A  higher  expenditure  is  needed  to  execute  a 

 1  Based on Statistics Canada. Table 38-10-0158-01 Urban greenness and normalized difference vegetation index 
 by 2021 population centre, https://www150.statcan.gc.ca/t1/tbl1/en/tv.action?pid=3810015801 

 Rate Framework and Performance Outcomes  Activity and Program Based Benchmarking Analysis 
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 comprehensive  tree-trimming  program  at  a  regular  cycle,  address  off-cycle  vegetation 

 hazards, and respond to municipal and customer requests for vegetation management. 

 Please  refer  to  Schedule  4-1-2  -  Operations,  Maintenance,  and  Administration  Program 

 Costs for more information. 

 Figure 3 -  Hydro Ottawa  vs.  Industry and Peer Group  2019-2023 Vegetation O&M 
 Cost per Pole 

 Rate Framework and Performance Outcomes  Activity and Program Based Benchmarking Analysis 
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 Table 5 – 2019-2023 Vegetation O&M Cost per Pole 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Numerator 

 USofA 5135 ($'000s)  2,796.1  3,509.6  3,811.2  6,666.3  6,256.8  4,608.0 

 USofA 5135 YoY Variance ($'000s)  -  713.5  301.6  2,855.1  (409.5)  865.2 

 USofA 5135 YoY Variance (%)  -  25.5%  8.6%  74.9%  (6.1)%  25.7% 

 Denominator 

 Total Poles ('000s)  48.9  48.8  49.2  49.7  49.0  49.1 

 Total Poles YoY Variance ('000s)  -  (0.1)  0.4  0.5  (0.7)  0.0 

 Total Poles YoY Variance (%)  -  (0.2)%  0.8%  1.0%  (1.4)%  0.1% 

 Unit Cost 

 Unit Cost $/Poles  57.17  71.93  77.40  134.08  127.62  93.6 

 Unit Cost YoY Variance ($/Poles)  -  14.8  5.5  56.7  (6.5)  17.6 

 Unit Cost YoY Variance (%)  -  25.8%  7.6%  73.2%  (4.8)%  25.5% 

 Table 6 –  Hydro Ottawa  vs.  Industry and Peer Group  2019-2023 Vegetation O&M Cost per 
 Pole 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Unit Cost 

 HOL Unit Cost $/Poles  57.17  71.93  77.40  134.08  127.62  93.64 

 Industry $/Poles  34.76  34.21  37.37  42.24  47.05  39.13 

 Peer Group $/Poles  29.57  32.83  33.34  44.08  51.20  38.21 

 HOL vs. Industry Var. ($/Poles)  22.41  37.72  40.03  91.84  80.57  54.51 

 HOL vs. Industry Var. (%)  64.5%  110.3%  107.1%  217.4%  171.2%  134.1% 

 HOL vs. Peer Grp. Var. ($/Poles)  27.60  39.10  44.06  90.00  76.42  55.43 

 HOL vs. Peer Grp. Var. (%)  93.3%  119.1%  132.1%  204.2%  149.3%  139.6% 

 2.4.  LINES O&M 
 The  Lines  O&M  unit  cost  is  the  sum  of  Hydro  Ottawa’s  USofA  5020  to  5025  -  Overhead 

 Distribution  Lines  and  Feeders  Labour,  and  Supplies,  USofA  5040  to  5045  -  Underground 

 Rate Framework and Performance Outcomes  Activity and Program Based Benchmarking Analysis 
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 Distribution  Lines  and  Feeders  Labour,  and  Supplies,  USofA  5125  to  5130  -  Maintenance  of 

 Overhead  Conductor  and  Devices,  and  Service,  and  USofA  5145  to  5155  -  Maintenance  of 

 Underground  Conduit,  Conductors  and  Devices,  and  Services,  divided  by  circuit  kilometers 

 of  primary  line.  Lines  O&M  includes  the  cost  of  labour  and  expenses  incurred  in  operating 

 and maintaining distribution lines. 

 Lines  O&M  unit  costs  increased  between  2019  and  2023.  While  many  factors  influence 

 costs,  the  2022  increase  was  primarily  a  result  of  the  Derecho  storm,  and  the  2023  increase 

 was  due  to  the  increased  use  of  outside  services  for  line  maintenance  during  the  84-day 

 labour  strike.  Hydro  Ottawa’s  five-year  unit  cost  average  is  below  the  industry  and  peer 

 group.  See Figure 4 and Tables 7 and 8 below for the variance analysis. 

 Hydro  Ottawa  will  prioritize  adopting  advanced  inspection  technologies,  such  as  drones  and 

 predictive  analytics  to  identify  and  respond  to  maintenance  needs  more  efficiently. 

 Maintenance  expenses  will  also  include  improving  network  resilience  to  environmental 

 impacts  by  incorporating  climate  adaptation  measures,  which  can  reduce  reactive 

 maintenance expenditures during extreme weather events. 

 For  more  information,  please  refer  to  Section  3.1  of  Schedule  4-1-2  -  Operations, 

 Maintenance, and Administration Program Cost 

 Hydro  Ottawa  notes  that  its  Lines  O&M  numerator  includes  primary  and  secondary  line 

 maintenance  costs,  while  the  denominator  only  includes  primary  circuit  kilometers.  This 

 inclusion  is  due  to  the  definition  of  the  uniform  system  of  accounts  within  the  Accounting 

 Procedures  Handbook  for  Electricity  Distributors  ,  which  does  not  provide  separate 

 Rate Framework and Performance Outcomes  Activity and Program Based Benchmarking Analysis 
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 classifications  for  primary  and  secondary  line  maintenance.  2  The  inconsistency  between  the 

 numerator  and  denominator  may  cause  the  unit  costs  to  inaccurately  summarize  the 

 relationship  between  primary  line  expenses  and  primary  circuit  kilometers.  Therefore,  Hydro 

 Ottawa  respectfully  suggests  that  the  Lines  O&M  unit  cost,  as  designed,  may  not  be  the 

 most effective metric for benchmarking purposes  . 

 Figure 4 -  Hydro Ottawa  vs.  Industry and Peer Group  2019-2023 Lines O&M Cost per 
 Circuit km of Primary Line 

 2  OEB,  Accounting Procedures Handbook for Electricity  Distributors  (January 1, 2012). 

 Rate Framework and Performance Outcomes  Activity and Program Based Benchmarking Analysis 
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 Table 7 – 2019-2023 Lines O&M Cost per Circuit km of Primary Line 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Numerator 

 USofA 5020:5030 + 5040:5050 + 
 5090:5095 + 5125:5130 + 5145:5155 
 ($'000s) 

 6,311.9  6,243.8  5,515.3  8,324.0  14,146.7  8,108.3 

 USofA 5020:5030 + 5040:5050 + 
 5090:5095 + 5125:5130 + 5145:5155 
 YoY Variance ($'000s) 

 -  (68.1)  (728.5)  2,808.7  5,822.7  1,958.7 

 USofA 5020:5030 + 5040:5050 + 
 5090:5095 + 5125:5130 + 5145:5155 
 YoY Variance (%) 

 -  (1.1)%  (11.7)%  50.9%  70.0%  27.0% 

 Denominator 

 Total Circuit km of Primary Line  5,836.0  5,913.0  6,000.0  6,226.0  6,282.0  6,051.4 

 Total Circuit km of Primary Line YoY 
 Variance  -  77  87  226  56  112 

 Total Circuit km of Primary Line YoY 
 Variance (%)  -  1.3%  1.5%  3.8%  0.9%  1.9% 

 Unit Cost 

 Unit Cost $/Circuit km of Primary 
 Line  1,081.54  1,055.94  919.21  1,336.97  2,251.95  1,329.1 

 Unit Cost YoY Variance ($/Circuit km 
 of Primary Line)  -  (25.6)  (136.7)  417.8  915.0  292.6 

 Unit Cost YoY Variance (%)  -  (2.4)%  (12.9)%  45.4%  68.4%  24.6% 

 Rate Framework and Performance Outcomes  Activity and Program Based Benchmarking Analysis 
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 Table 8 –  Hydro Ottawa  vs.  Industry and Peer Group  2019-2023 Lines O&M Cost per 
 Circuit km of Primary Line 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Unit Cost 

 HOL Unit Cost $/Circuit km of 
 Primary Line  1,081.54  1,055.94  919.21  1,336.97  2,251.95  1,329.12 

 Industry $/Circuit km of 
 Primary Line  1,799.89  1,811.75  1,779.70  1,926.40  1,927.92  1,849.13 

 Peer Group $/Circuit km of 
 Primary Line  2,064.84  1,954.71  2,047.70  2,317.82  2,207.19  2,118.45 

 HOL vs. Industry Var. 
 ($/Circuit km of Primary Line)  (718.35)  (755.81)  (860.49)  (589.43)  324.03  (520.01) 

 HOL vs. Industry Var. (%)  (39.9)%  (41.7)%  (48.4)%  (30.6)%  16.8%  (28.8)% 

 HOL vs. Peer Grp. Var. 
 ($/Circuit km of Primary Line)  (983.30)  (898.77)  (1,128.49)  (980.85)  44.76  (789.33) 

 HOL vs. Peer Grp. Var. (%)  (47.6)%  (46.0)%  (55.1)%  (42.3)%  2.0%  (37.8)% 

 2.5.  STATION O&M 
 The  Station  O&M  unit  cost  is  the  sum  of  Hydro  Ottawa’s  USofA  5016  -  Distribution  Station 

 Equipment  Operation  Labour,  USofA  5017  -  Distribution  Station  Equipment  Operations 

 Supplies  and  Expenses,  and  USofA  5114  -  Maintenance  of  Distribution  Station  Equipment, 

 divided  by  megavolt-amperes  (MVA).  Station  O&M  includes  the  cost  of  labour  and  expenses 

 incurred in operating and maintaining distribution station equipment. 

 Station  O&M  unit  costs  decreased  between  2019  and  2023,  in  part  due  to  increased  MVA 

 but  also  stable  spending.  Hydro  Ottawa’s  five-year  unit  cost  average  is  well  below  the 

 industry and peer group. See Figure 5 and Tables 9 and 10 below for the variance analysis. 

 Rate Framework and Performance Outcomes  Activity and Program Based Benchmarking Analysis 
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 Hydro  Ottawa  has  adopted  a  value-for-money  approach  to  station  O&M  activities,  which 

 aims  to  reduce  capital  spending  by  increasing  maintenance  to  extend  asset  life  and  sustain 

 performance.  This  approach  is  expected  to  increase  station  O&M  because  the  utility  will 

 prioritize  maintenance  on  deteriorating  stations  going  forward.  However,  by  extending  the 

 useful  life  of  its  station  assets,  the  utility  will  create  savings  for  its  customers  while  delivering 

 reliable service. 

 For  more  information,  please  refer  to  Section  3.4  of  Schedule  4-1-2  -  Operations, 

 Maintenance, and Administration Program Costs. 

 Figure 5 - Hydro Ottawa  vs.  Industry and Peer Group  2019-2023 Station O&M Cost per 
 MVA 

 Rate Framework and Performance Outcomes  Activity and Program Based Benchmarking Analysis 
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 Table 9 – 2019-2023 Station O&M Cost per MVA 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Numerator 

 USofA 5016 + 5017 + 5114 ($'000s)  918.2  1,849.7  1,596.3  1,800.8  1,466.8  1,526.4 

 USofA 5016 + 5017 + 5114 YoY 
 Variance ($'000s)  -  931.5  (253.4)  204.5  (334.0)  137.2 

 USofA 5016 + 5017 + 5114 YoY 
 Variance (%)  -  101.4%  (13.7)%  12.8%  (18.5)%  20.5% 

 Denominator 

 Total MVA  1,201  2,298  2,273  2,506  2,723  2,200.2 

 Total MVA YoY Variance  -  1,097.0  (25.0)  233.0  217.0  380.5 

 Total MVA YoY Variance (%)  -  91.3%  (1.1)%  10.3%  8.7%  27.3% 

 Unit Cost 

 Unit Cost $/MVA  764.51  804.90  702.30  718.60  538.65  705.79 

 Unit Cost YoY Variance ($/MVA)  -  40  (103)  16  (180)  (56) 

 Unit Cost YoY Variance (%)  -  5.3%  (12.7)%  2.3%  (25.0)%  (7.5)% 

 Table 10 –  Hydro Ottawa  vs.  Industry and Peer Group  2019-2023 Station O&M Cost per 
 MVA 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Unit Cost 

 HOL $/MVA  764.51  804.90  702.30  718.60  538.65  705.79 

 Industry $/MVA  1,503.01  1,477.08  1,789.96  1,679.70  1,817.54  1,653.46 

 Peer Group $/MVA  1,902.20  1,635.96  2,281.22  2,192.84  2,095.98  2,021.64 

 HOL vs. Industry Var. ($/MVA)  (738.50)  (672.18)  (1,087.66)  (961.10)  (1,278.89)  (947.67) 

 HOL vs. Industry Var. (%)  (49.1)%  (45.5)%  (60.8)%  (57.2)%  (70.4)%  (56.6)% 

 HOL vs. Peer Grp. Var. ($/MVA)  (1,137.69)  (831.06)  (1,578.92)  (1,474.24)  (1,557.33)  (1,316) 

 HOL vs. Peer Grp. Var. (%)  (59.8)%  (50.8)%  (69.2)%  (67.2)%  (74.3)%  (64.3)% 

 Rate Framework and Performance Outcomes  Activity and Program Based Benchmarking Analysis 
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 2.6.  POLES, TOWERS, AND FIXTURES O&M 
 The  Poles,  Towers,  and  Fixtures  O&M  unit  cost  is  the  sum  of  Hydro  Ottawa’s  USofA 

 5120—Maintenance  of  Poles,  Towers,  and  Fixtures  divided  by  pole  counts.  Poles,  Towers, 

 and  Fixtures  O&M  includes  the  cost  of  labour,  materials,  and  expenses  incurred  in 

 maintaining overhead line facilities. 

 Hydro  Ottawa’s  poles,  towers,  and  fixtures  O&M  unit  cost  remained  flat  between  2019  and 

 2023,  except  for  an  increase  in  2022  due  to  increased  emergency  maintenance  expenses 

 resulting  from  the  Derecho  storm.  Hydro  Ottawa’s  five-year  unit  cost  average  is  above  the 

 industry  and  peer  group  averages.  However,  when  the  outlier  2022  is  removed,  Hydro 

 Ottawa’s  Poles,  Towers,  and  Fixtures  unit  cost  aligns  with  the  industry  average.  See  Figure 

 6 and Tables 11 and 12 below for the variance analysis. 

 The  utility  will  continue  to  focus  on  testing,  inspection,  and  maintenance  of  poles  and 

 identifying  poles  for  replacement.  Additionally,  maintenance  will  include  incorporating  climate 

 adaptation measures, such as reinforcing poles to improve system reliability. 

 For  more  information,  please  refer  to  Sections  3.1  and  3.5  of  Schedule  4-1-2  -  Operations, 

 Maintenance, and Administration Program Costs. 

 Rate Framework and Performance Outcomes  Activity and Program Based Benchmarking Analysis 
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 Figure 6 - Hydro Ottawa  vs.  Industry and Peer Group  2019-2023 Poles, Towers, and 
 Fixtures O&M Cost per Pole 
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 Table 11 – 2019-2023 Poles, Towers, and Fixtures O&M Cost per Pole 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Numerator 

 USofA 5120 ($'000s)  600.6  415.7  500.9  3,104.0  635.6  1,051.4 

 USofA 5120 YoY Variance 
 ($'000s)  -  (184.9)  85.2  2,603.1  (2,468.4)  8.7 

 USofA 5120 YoY Variance 
 (%)  -  (30.8)%  20.5%  519.7%  (79.5)%  107.5% 

 Denominator 

 Total Poles ('000s)  48.9  48.8  49.2  49.7  49.0  49.1 

 Total Poles YoY Variance 
 ('000s)  -  (0.1)  0.4  0.5  (0.7)  0.0 

 Total Poles YoY Variance (%)  -  (0.2)%  0.8%  1.0%  (1.4)%  0.1% 

 Unit Cost 

 Unit Cost $/Pole  12.28  8.52  10.17  62.43  12.96  21.3 

 YoY Variance ($/Pole)  -  (4)  2  52  (49)  0.2 

 YoY Variance (%)  -  (30.6)%  19.4%  513.9%  (79.2)%  105.8% 

 Table 12 –  Hydro Ottawa  vs.  Industry and Peer Group  2019-2023 Poles, Towers, and 
 Fixtures O&M Cost per Pole 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Unit Cost 

 HOL $/Pole  12.28  8.52  10.17  62.43  12.96  21.27 

 Industry $/Pole  11.05  10.53  11.00  13.65  10.88  11.42 

 Peer Group $/Pole  9.71  10.81  14.15  13.75  10.08  11.70 

 HOL vs. Industry Var. ($/Pole)  1.23  (2.01)  (0.83)  48.78  2.08  9.85 

 HOL vs. Industry Var. (%)  11.1%  (19.1)%  (7.5)%  357.3%  19.2%  72.2% 

 HOL vs. Peer Grp. Var. ($/Pole)  2.57  (2.29)  (3.98)  48.68  2.88  9.57 

 HOL vs. Peer Grp. Var. (%)  26.4%  (21.1)%  (28.1)%  354.1%  28.6%  72.0% 

 Rate Framework and Performance Outcomes  Activity and Program Based Benchmarking Analysis 
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 2.7.  STATIONS CAPEX 
 The  Stations  Capital  Expenditures  (CAPEX)  unit  cost  is  the  sum  of  Hydro  Ottawa’s  USofA 

 1820  -  Distribution  Station  Equipment  Normally  Primary  Below  50  kV  divided  by  MVA.  3 

 Station  additions  include  the  installation  cost  of  transforming  and  switching  equipment  used 

 for stepping down to distribution voltages. 

 Hydro  Ottawa’s  Station  CAPEX  unit  cost  dropped  relative  to  2019  due  to  expansion 

 investments  that  increased  MVA  capacity,  much  of  which  became  operational  in  2020. 

 Spending  between  2019  and  2023  was  largely  driven  by  Overbook  (2019),  Moulton  (2019), 

 Bayswater  (2021/22),  and  Bell  Corners  (2022/23)  station  additions.  Hydro  Ottawa’s  five-year 

 unit  cost  average  is  below  the  industry  average  but  above  its  peer  group  average.  See 

 Figure 7 and Tables 13 and 14 below for the variance analysis. 

 Hydro  Ottawa’s  capital  additions  for  stations  are  driven  by  the  demand  for  system  expansion 

 and  the  replacement  of  aging  assets.  Unit  cost  variance  is  due  to  the  timing  of  replacements 

 and  new  installations  of  stations.  Project  complexity  will  also  affect  unit  costs  (projects 

 spanning multiple years, etc). 

 As  noted  in  this  Application,  Hydro  Ottawa  is  expected  to  significantly  invest  in  station 

 growth  during  the  Test  Years  due  to  capacity  constraints  (e.g.  new  stations  serving  Ottawa’s 

 Zero  Emission  Bus  project  and  the  Department  of  National  Defence)  and  infrastructure 

 development  for  The  Ottawa  Hospital’s  new  campus.  These  investments  will  result  in 

 increased  capital  expenditures  but  also  increased  MVA.  Consequently,  the  unit  costs  are 

 expected  to  reflect  material  and  labour  inflation  because  the  increased  costs  will  be  offset  by 

 3  All APB references to “CAPEX” denote capital additions. 

 Rate Framework and Performance Outcomes  Activity and Program Based Benchmarking Analysis 
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 increased  MVA.  Please  refer  to  Section  5.1.3  of  Schedule  2-5-5  -  Capital  Expenditure  Plan 

 for more information. 

 Hydro  Ottawa  also  notes  that  in  the  OEB’s  2023  APB  unit  cost  calculations,  worksheet  “7. 

 Stations  CAPEX”,  poor  data  is  reported  across  distributors  with  many  null  values  in  years  or 

 no  reported  values  at  all  from  some  distributors.  4  The  poor  data  has  produced  incomplete 

 industry  and  peer  group  averages  that  reduce  the  efficacy  of  those  values  for  benchmarking 

 purposes. 

 Figure 7 - Industry and Peer Group vs. Hydro Ottawa  2019-2023 Stations CAPEX 
 Cost per MVA 

 4  Ontario Energy Board, “Activity and Program-based  Benchmarking Initiative - 2023 Unit Cost Report,” 
 https://www.rds.oeb.ca/CMWebDrawer/Record/868525/File/document  . 
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 Table 13 – 2019-2023 Stations CAPEX Cost per MVA 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Numerator 

 USofA 1820 ($'000s)  13,434.8  1,116.0  2,043.0  6,002.4  9,851.9  6,489.6 

 USofA 1820 YoY Variance 
 ($'000s)  -  (12,318.8)  927.0  3,959.4  3,849.5  (895.7) 

 USofA 1820 YoY Variance (%)  -  (91.7)%  83.1%  193.8%  64.1%  62.3% 

 Denominator 

 Total MVA  1,201  2,298  2,273  2,506  2,723  2,200.2 

 Total MVA YoY Variance ('000s)  -  1,097.0  (25.0)  233.0  217.0  380.5 

 Total MVA YoY Variance (%)  -  91.3%  (1.1)%  10.3%  8.7%  27.3% 

 Unit Cost 

 Unit Cost $/MVA  11,186.34  485.64  898.81  2,395.21  3,618.03  3,716.81 

 Unit Cost YoY Variance ($/MVA)  -  (10,701)  413  1,496  1,223  (1,892.1) 

 Unit Cost YoY Variance (%)  -  (95.7)%  85.1%  166.5%  51.1%  51.7% 

 Table 14 –  Hydro Ottawa  vs.  Industry and Peer Group  2019-2023 Stations CAPEX Cost 
 per MVA 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Unit Cost 

 HOL $/MVA  11,186.34  485.64  898.81  2,395.21  3,618.03  3,716.81 

 Industry $/MVA  4,444.39  4,012.52  3,001.87  7,412.84  7,819.97  5,338.32 

 Peer Group $/MVA  4,246.80  1,945.11  2,582.75  2,273.75  1,407.29  2,491.14 

 HOL vs. Industry Var. ($/MVA)  6,741.95  (3,526.88)  (2,103.06)  (5,017.63)  (4,201.94)  (1,621.51) 

 HOL vs. Industry Var. (%)  151.7%  (87.9)%  (70.1)%  (67.7)%  (53.7)%  (25.5)% 

 HOL vs. Peer Grp. Var. ($/MVA)  6,939.54  (1,459.47)  (1,683.94)  121.46  2,210.75  1,225.67 

 HOL vs. Peer Grp. Var. (%)  163.4%  (75.0)%  (65.2)%  5.3%  157.1%  37.1% 
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 2.8.  POLES, TOWERS, AND FIXTURES CAPEX 
 The  Poles,  Towers,  and  Fixtures  CAPEX  unit  cost  is  the  sum  of  USofA  1830  -  Poles, 

 Towers,  and  Fixtures  divided  by  pole  installations  in  the  same  year.  The  Poles,  Towers,  and 

 Fixtures  additions  include  the  installation  cost  of  poles,  towers,  and  appurtenant  fixtures 

 used to support overhead distribution conductors and wires. 

 Poles,  Towers,  and  Fixtures  CAPEX  unit  cost  increased  between  2019  and  2023  due  to  the 

 ongoing  replacement  of  aging  poles,  Light  Rail  Transit  Phase  II  relocation  work,  and 

 emergency  pole  replacements  resulting  from  the  2022  Derecho  storm.  Unit  cost  increases 

 were  driven  by  material  inflation  and  increasingly  complex  replacements  (poles  carrying 

 multiple  circuits,  located  near  major  roadways,  etc).  The  company’s  five-year  unit  cost 

 average  is  above  the  industry  and  peer  group  averages.  See  Figure  8  and  Tables  15  and  16 

 below for the variance analysis. 

 As  part  of  this  Application,  Hydro  Ottawa  is  proposing  to  invest  in  pole  renewals  at  a  higher 

 rate  when  compared  to  historical  periods.  These  investments  are  necessary  to  address 

 assets  at  the  end  of  their  life  and  to  enhance  system  reliability,  safety,  and  operational 

 efficiency.  Hydro  Ottawa  expects  unit  costs  to  increase  in  line  with  material  and  labour 

 inflation during the test period. 

 For  more  information,  please  refer  to  Section  5.2  of  Schedule  2-5-5  -  Capital  Expenditure 

 Plan. 
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 Figure 8 -  Industry and Peer Group vs. Hydro Ottawa  2019-2023 Poles, Towers and 
 Fixtures CAPEX Cost per Customer 
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 Table 15 – 2019-2023 Poles, Towers and Fixtures CAPEX Cost per Pole 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Numerator 

 USofA 1830 ($'000s)  9,347.4  8,113.8  8,793.1  16,600.6  11,267.4  10,824.5 

 USofA 1830 YoY Variance 
 ($'000s)  -  (1,233.6)  679.3  7,807.5  (5,333.2)  480.0 

 USofA 1830 YoY Variance 
 (%)  -  (13.2)%  8.4%  88.8%  (32.1)%  13.0% 

 Denominator 

 Total Poles Additions  814  772  764  1,262  828  888 

 Total Poles Additions YoY 
 Variance  -  (42.0)  (8.0)  498.0  (434.0)  3.5 

 Total Poles Additions YoY 
 Variance (%)  -  (5.2)%  (1.0)%  65.2%  (34.4)%  6.1% 

 Unit Cost 

 Unit Cost $/Pole  11,483.29  10,510.10  11,509.29  13,154.20  13,607.97  12,052.97 

 Unit Cost YoY Variance 
 ($/Pole)  -  (973)  999  1,645  454  531 

 Unit Cost YoY Variance (%)  -  (8.5)%  9.5%  14.3%  3.4%  4.7% 

 Table 16 –  Hydro Ottawa  vs.  Industry and Peer Group  2019-2023 Poles, Towers and 
 Fixtures CAPEX Cost per Pole 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Unit Cost 

 HOL $/Pole  11,483.29  10,510.10  11,509.29  13,154.20  13,607.97  12,052.97 

 Industry $/Pole  8,141.33  8,799.96  10,621.93  11,202.39  12,824.65  10,318.05 

 Peer Group $/Pole  9,934.58  10,377.00  9,698.50  11,477.33  12,264.83  10,750.45 

 HOL vs. Industry Var. ($/Pole)  3,341.96  1,710.14  887.36  1,951.81  783.32  1,734.92 

 HOL vs. Industry Var. (%)  41.0%  19.4%  8.4%  17.4%  6.1%  18.5% 

 HOL vs. Peer Grp. Var. ($/Pole)  1,548.71  133.10  1,810.79  1,676.87  1,343.14  1,302.52 

 HOL vs. Peer Grp. Var. (%)  15.6%  1.3%  18.7%  14.6%  11.0%  12.2% 
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 2.9.  LINE TRANSFORMERS CAPEX 
 The  Lines  Transformers  CAPEX  unit  cost  is  the  sum  of  USofA  1850  -  Line  Transformers 

 divided  by  new  line  transformer  installations  in  the  same  year.  The  Lines  Transformers 

 additions  include  the  installation  cost  of  overhead  and  underground  distribution  line 

 transformers for use in transforming electricity to the voltage used by customers. 

 Line  Transformers  CAPEX  unit  cost  grew  from  2019  to  2023,  largely  due  to  material  cost 

 increases  coming  out  of  the  pandemic  and  the  Corrective  Renewal  Program  discovering  a 

 higher  volume  of  complex  distribution  transformer  oil  spills  that  required  replacement.  The 

 company’s  five-year  unit  cost  is  above  the  industry  and  peer  group  averages.  See  Figure  9 

 and Tables 17 and 18 below for the variance analysis. 

 Inflation  has  been  acute  for  transformers.  In  particular,  grain-oriented  electrical  steel,  used  in 

 the  fabrication  of  transformers,  experienced  sharp  price  increases  between  2020  and  2024 

 due  to  imbalances  in  supply  and  demand  for  these  products.  For  more  information  on 

 inflation, please refer to Schedule 1-2-5 - Impacts of Inflationary Pressures. 

 Hydro  Ottawa  also  realized  a  higher  volume  of  distribution  transformer  oil  spills  related  to  a 

 specific  manufacturer.  The  defective  equipment  was  phased  out  and  replaced,  with  new 

 transformers  requiring  bigger  foundations,  resulting  in  increased  spending.  For  more 

 information  on  transformer  additions,  please  refer  to  Section  5.2  of  Schedule  2-5-5  -  Capital 

 Expenditure Plan. 

 Hydro  Ottawa  plans  to  continue  to  invest  in  its  Corrective  Renewal  Program  to  replace  aging 

 or  defective  transformers  and  invest  in  expansion  projects.  Hydro  Ottawa  expects  the  Line 

 Rate Framework and Performance Outcomes  Activity and Program Based Benchmarking Analysis 

 26 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

 11 

 12 

 13 

 14 

 15 

 16 

 17 

 18 

 19 

 20 

 21 

 22 

 23 

 24 

 25 

 26 

 27 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 
 Tab 3 

 Schedule 3 
 Attachment B 

 ORIGINAL 
 Page  27  of  33 

 Transformers  CAPEX  unit  cost  to  correlate  with  prices  for  transformers  since  the  inflationary 

 conditions described above continue to persist. 

 Figure 9 - Hydro Ottawa  vs.  Industry and Peer Group  2019-2023 Line Transformers 
 CAPEX Cost per  Line Transformer Addition 

 Rate Framework and Performance Outcomes  Activity and Program Based Benchmarking Analysis 

 27 

 1 

 2 

 3 

 4 

 5 

 6 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 
 Tab 3 

 Schedule 3 
 Attachment B 

 ORIGINAL 
 Page  28  of  33 

 Table 17 – 2019-2023 Line Transformers CAPEX Cost per  Line Transformer Addition 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Numerator 

 USofA 1850 ($'000s)  9,114.2  9,332.0  11,197.6  11,227.8  12,095.9  10,593.5 

 USofA 1850 YoY Variance 
 ($'000s)  -  217.8  1,865.6  30.2  868.1  745.4 

 USofA 1850 YoY Variance (%)  -  2.4%  20.0%  0.3%  7.7%  7.6% 

 Denominator 

 Total Line Transformer Additions  976  723  756  585  513  710.6 

 Total Line Transformer Additions 
 YoY Variance  -  (253.0)  33.0  (171.0)  (72.0)  (115.8) 

 Total Line Transformer Additions 
 YoY Variance (%)  -  (25.9)%  4.6%  (22.6)%  (12.3)%  (14.1)% 

 Unit Cost 

 Unit Cost $/Line Transformer 
 Addition  9,338.32  12,907.33  14,811.64  19,192.82  23,578.75  15,965.77 

 Unit Cost YoY Variance ($/Line 
 Transformer Addition)  -  3,569  1,904  4,381  4,386  3,560.1 

 Unit Cost YoY Variance (%)  -  38.2%  14.8%  29.6%  22.9%  26.4% 
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 Table 18 –  Hydro Ottawa  vs.  Industry and Peer Group  2019-2023 Line Transformers 
 CAPEX Cost per  Line Transformer Addition 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Unit Cost 

 HOL $/Line Transformer 
 Addition  9,338.32  12,907.33  14,811.64  19,192.82  23,578.75  15,965.77 

 Industry $/Line Transformer 
 Addition  9,184.85  10,179.87  10,723.09  13,771.45  17,942.11  12,360.28 

 Peer Group $/Line Transformer 
 Addition  10,028.43  10,346.86  10,924.86  14,267.14  17,459.86  12,605.43 

 HOL vs. Industry Var. ($/Line 
 Transformer Addition)  153.47  2,727.46  4,088.55  5,421.37  5,636.64  3,605 

 HOL vs. Industry Var. (%)  1.7%  26.8%  38.1%  39.4%  31.4%  27.5% 

 HOL vs. Peer Grp. Var. ($/Line 
 Transformer Addition)  (690.11)  2,560.47  3,886.78  4,925.68  6,118.90  3,360 

 HOL vs. Peer Grp. Var. (%)  (6.9)%  24.7%  35.6%  34.5%  35.0%  24.6% 

 2.10.  METERS CAPEX 
 The  Meters  CAPEX  unit  cost  is  the  sum  of  USofA  1860  -  Meters  divided  by  the  total 

 customer  count.  The  Meters  CAPEX  includes  installation  costs  for  meters  or  devices  used  in 

 measuring electricity delivery to customers. 

 The  Meters  CAPEX  unit  cost  decreased  from  2019  to  2023  with  some  volatility  from  year  to 

 year,  depending  on  capital  additions.  Customer  demand  for  connections  or  replacing  failed 

 meters  is  driving  spending  in  this  category.  The  company’s  five-year  unit  cost  average  is 

 slightly above the industry and peer group averages. 
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 Hydro  Ottawa  plans  to  upgrade  its  outdated  metering  system  (AMI  2.0)  in  phases.  This 

 upgrade  will  replace  current  infrastructure  with  advanced  metering  technology  to  enhance 

 operational  efficiency  through  remote  meter  management,  grid  feedback,  and  data 

 collection.  Improved  data  analytics  will  increase  grid  visibility,  allowing  for  quicker  issue 

 identification  and  resolution.  AMI  2.0's  advanced  technology  will  also  improve  outage 

 detection,  resulting  in  shorter  outages  and  faster  restoration  times.  These  necessary 

 investments  will  increase  the  unit  cost  during  the  test  period  because  spending  will  exceed 

 customer growth. See Figure 10 and Tables 19 and 20 below for the variance analysis. 

 Hydro  Ottawa  notes  that  this  unit  cost  does  not  use  meter  additions  as  a  denominator,  which 

 results  in  misrepresented  unit  costs  because  meter  capital  expenditures  are  not  strongly 

 correlated  with  customer  growth.  As  described  above,  Hydro  Ottawa  plans  to  make  a  large 

 capital  investment  in  metering  equipment,  including  replacing  existing  customers’  aging 

 equipment.  This  investment  is  unrelated  to  customer  growth.  Therefore,  an  increase  in 

 spending  will  not  correspondingly  be  represented  in  the  denominator,  which  negatively 

 affects the unit cost. 

 For  more  information,  please  refer  to  Section  5.2  of  Schedule  2-5-5  -  Capital  Expenditure 

 Plan. 
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 Figure 10 - Industry and Peer Group vs. Hydro Ottawa  2019-2023 Meters CAPEX Cost 
 per Customer 
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 Table 19 – 2019-2023 Meters CAPEX Cost per Customer 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Numerator 

 USofA 1860 ($'000s)  5,261.2  3,560.9  4,909.9  2,942.4  5,131.7  4,361.2 

 USofA 1860 YoY Variance 
 ($'000s)  -  (1,700.3)  1,349.0  (1,967.5)  2,189.3  (32.4) 

 USofA 1860 YoY Variance 
 (%)  -  (32.3)%  37.9%  (40.1)%  74.4%  10.0% 

 Denominator 

 Total Customers ('000s)  339.8  346.3  353.3  358.9  364.3  352.5 

 Total Customers YoY 
 Variance ('000s)  -  6.5  7.0  5.6  5.4  6.1 

 Total Customers YoY 
 Variance (%)  -  1.9%  2.0%  1.6%  1.5%  1.8% 

 Unit Cost 

 Unit Cost $/Cust.  15.48  10.28  13.90  8.20  14.09  12.39 

 Unit Cost YoY Variance 
 ($/Cust.)  -  (5)  4  (6)  6  (0.3) 

 Unit Cost YoY Variance (%)  -  (33.6)%  35.2%  (41.0)%  71.8%  8.1% 
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 Table 20 –  Industry and Peer Group vs. Hydro Ottawa  2019-2023 Meters CAPEX Cost per 
 Customer 

 2019  2020  2021  2022  2023  5 yr Avg. 

 Unit Cost 

 HOL Unit Cost $/Cust.  15.48  10.28  13.90  8.20  14.09  12.39 

 Industry $/Cust.  12.82  11.98  10.82  10.38  14.02  12.00 

 Peer Group $/Cust.  10.81  12.41  10.91  9.10  12.35  11.12 

 HOL vs. Industry Var. 
 ($/Cust.)  2.66  (1.70)  3.08  (2.18)  0.07  0.39 

 HOL vs. Industry Var. (%)  20.7%  (14.2)%  28.5%  (21.0)%  0.5%  2.9% 

 HOL vs. Peer Grp. Var. 
 ($/Cust.)  4.67  (2.13)  2.99  (0.90)  1.74  1.27 

 HOL vs. Peer Grp. Var. (%)  43.2%  (17.2)%  27.4%  (9.9)%  14.1%  11.5% 
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 ELECTRICITY UTILITY SCORECARD BENCHMARKING ANALYSIS 

 1.  INTRODUCTION 
 This  Attachment  summarizes  Hydro  Ottawa’s  performance  on  the  OEB’s  Electricity  Utility 

 Scorecard  (OEB  Scorecard)  from  2019  to  2023.  It  compares  the  utility’s  historical  performance 

 against  itself  and  other  utilities  in  Ontario.  Per  the  OEB’s  Renewed  Regulatory  Framework 

 (RRF),  the  metrics  measure  outcomes  in  service  quality,  customer  satisfaction,  safety,  system 

 reliability,  asset  management,  cost  control,  and  financial  performance.  The  RRF’s  objective  is 

 for  regulated  utilities  to  deliver  customer-focused  services,  improve  operational  effectiveness, 

 respond  to  public  policy  actions,  and  produce  sustainable  financial  performance.  Where 

 applicable,  the  analysis  discusses  key  targets  for  improvement.  The  results  summarize  Hydro 

 Ottawa’s  operational  and  financial  performance,  highlighting  achievements,  areas  for 

 improvement, and the utility’s commitment to building customer value. 

 Unless  otherwise  noted,  the  analysis  in  this  section  is  focused  on  2019-2023  and  will  use  the 

 peer groups established in Table 1 of Schedule 1-3-3 - Benchmarking. 

 2.  CUSTOMER FOCUS 
 2.1.  SERVICE QUALITY 
 2.1.1.  New Residential and Small Business Services Connected on Time 
 Section  7.2  of  the  OEB’s  Distribution  System  Code  (DSC)  requires  that  new  service  connection 

 requests  for  low-voltage  customers  (less  than  750  volts)  must  be  completed  within  five  business 

 days  after  all  applicable  service  conditions  are  satisfied,  or  at  a  later  date  agreed  upon  by  the 

 customer and distributor. 

 As  displayed  in  Figure  1  and  Table  1  below,  Hydro  Ottawa  exceeded  its  90%  target  between 

 2019  and  2023.  The  utility  connected  an  average  of  4,807  low-voltage  customers  per  year,  8.9% 

 more  than  the  2014  to  2018  average  of  4,414.  These  connections  were  completed  100%  of  the 

 time  within  a  five-day  timeframe  or  as  scheduled  with  the  customer.  Hydro  Ottawa’s  procedure 
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 is  to  schedule  a  new  connection  within  five  days,  or  at  a  later  date  as  agreed  to  by  the  customer 

 and distributor. 

 Hydro  Ottawa  expects  that  requests  for  new  connections  will  increase  between  2026  and  2030 

 as  the  City  of  Ottawa  grows.  1  This  expectation  is  consistent  with  Ottawa’s  municipal  housing 

 targets,  which  pledged  151,000  new  homes  by  2031.  2  Hydro  Ottawa  aims  to  meet  its  target  of 

 connecting new low-voltage customers within DSC standards during the test period. 

 Figure 1 - Industry and Peer Group vs. Hydro Ottawa New Residential and Small Business 
 Services Connected on Time 

 2  CBC, “City of Ottawa to Pledge to Help Build 151,000  Homes in Next Decade,” 
 https://www.cbc.ca/news/canada/ottawa/city-ottawa-municipal-housing-pledge-151000-units-1.6784756 

 1  City of Ottawa, “Official Plan - Section 3. Growth  Management Framework,” 
 https://documents.ottawa.ca/sites/default/files/section3_op_en.pdf  .  According to the City of Ottawa’s Official 
 Plan, its population is expected to increase by 15% from 2021 to 2031. 
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 Table 1 - Industry and Peer Group vs. Hydro Ottawa New Residential and Small 
 Business Services Connected on Time 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Hydro Ottawa  100.00%  100.00%  100.00%  100.00%  100.00%  100.00% 

 Industry Average  98.55%  98.11%  98.26%  97.85%  98.24%  98.20% 

 Peer Group Average  97.54%  97.07%  97.82%  97.30%  97.70%  97.49% 

 2.1.2.  Scheduled Appointments Met On Time 
 Section  7.4  of  the  OEB’s  DSC  states  that  when  a  customer  must  be  present  for  an 

 appointment,  the  distributor  must  offer  to  schedule  the  appointment  during  regular  business 

 hours, within a four-hour window, and arrive during that time frame. 

 Hydro  Ottawa  met  its  90%  target  between  2019  and  2023,  completing  an  average  of  98.55% 

 of  scheduled  appointments  within  the  allotted  time  frame.  Between  2019  and  2023,  the  utility 

 scheduled  an  average  of  8,668  appointments,  double  the  previous  five-year  average  of 

 approximately  4,000.  Customer  counts  have  continued  to  grow,  increasing  demand  for 

 appointments. See Figure 2 and Table 2 below for details. 

 In  2023,  Hydro  Ottawa’s  percentage  of  scheduled  appointments  completed  on  time  dropped 

 due  to  the  84-day  strike  and  the  utility’s  reallocation  of  resources  to  essential  services.  In 

 other  years,  the  utility  scored  high  and  was  consistent  with  historical  trends,  even  as 

 scheduled  appointments  grew  from  6,883  in  2019  to  9,376  in  2023.  Apart  from  the  strike, 

 missed  appointments  were  predominantly  a  result  of  significant  emergencies  or  inclement 

 weather events that redirected resources to power restoration efforts. 

 In  2024,  Hydro  Ottawa  expects  that  its  scheduled  appointments  completed  on  time  will 

 improve  in  line  with  historical  results.  The  utility’s  investment  in  its  service  desk  tool  and 

 further  planned  enhancements  over  the  test  period  will  continue  to  deliver  exceptional 

 performance in service request responses. 
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 Figure 2 - Industry and Peer Group vs. Hydro Ottawa Scheduled Appointments 
 Met On Time 

 Table 2 - Industry and Peer Group vs. Hydro Ottawa Scheduled Appointments Met On 
 Time 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Hydro Ottawa  99.59%  99.56%  98.86%  99.43%  95.32%  98.55% 

 Industry Average  99.30%  99.49%  99.45%  99.49%  99.28%  99.40% 

 Peer Group Average  99.60%  99.47%  99.82%  99.56%  99.65%  99.62% 

 2.1.3.  Telephone Calls Answered on Time 
 Section  7.6  of  the  DSC  requires  that  qualified  incoming  calls  to  the  distributor’s  contact 

 centre must be answered within 30 seconds. 

 Between  2019  and  2023,  Hydro  Ottawa  answered  an  annual  average  of  193,000  calls. 

 Customer  care  calls  were  responded  to  within  30  seconds  81.54%  of  the  time.  This  result 

 exceeds the industry target of 65%. 
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 Hydro  Ottawa’s  call  volume  decreased  from  an  average  of  276,000  calls  annually  between 

 2014  and  2018  to  193,000  between  2019  and  2023.  Call  volumes  were  stable  during  the 

 later  period,  even  though  customer  counts  increased.  Details  can  be  seen  in  Figure  3  and 

 Table 3 below. 

 The  reduction  in  average  call  volumes  is  due  to  the  utility’s  investment  in  improved 

 self-serve  options,  streamlined  online  experience,  and  web  chat  options.  Hydro  Ottawa  has 

 improved  its  MyAccount  service,  a  digital  customer  portal,  that  will  continue  to  drive 

 operational  efficiency  through  enhanced  self-service  options,  automation,  and 

 personalization.  In  2023,  the  utility  initiated  a  multi-year  redesign  that  will  improve  and 

 update  the  user  interface.  Upon  completion  of  the  redesign,  MyAccount  will  offer  a  user 

 experience  tailored  to  customer  needs.  Customers  will  be  better  able  to  personalize  their 

 communication  preferences,  and  the  portal  will  offer  expanded  outage  reporting  capabilities, 

 which  are  expected  to  streamline  communications.  Hydro  Ottawa  is  also  working  towards 

 releasing  MyAccount  full  mobile  application  functionality,  eliminating  the  need  to  navigate  to 

 the website for some services and providing another resource for customer inquiries. 

 As  a  result  of  these  improvements  in  self-serve  options,  Hydro  Ottawa  expects  to  continue 

 to exceed the industry target during the test period. 
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 Figure 3 - Industry and Peer Group vs. Hydro Ottawa Telephone Calls Answered 
 on Time 

 Table 3 - Industry and Peer Group vs. Hydro Ottawa Telephone Calls Answered on Time 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Hydro Ottawa  86.15%  74.60%  83.14%  76.81%  86.99%  81.54% 

 Industry Average  87.16%  84.57%  85.24%  85.76%  87.69%  86.08% 

 Peer Group Average  83.21%  79.75%  82.73%  82.94%  82.60%  82.25% 

 2.2.  CUSTOMER SATISFACTION 
 2.2.1.  First Contact Resolution 
 The  OEB  allows  distributors  discretion  in  reporting  the  First  Contact  Resolution  metric. 

 Hydro  Ottawa  conducts  a  random  survey  throughout  the  year  of  customers  who  contact  the 

 utility  by  phone.  Customer  responses  are  tallied  to  derive  the  metric.  Customers  who 

 indicate  that  their  issues  were  resolved  on  first  contact  are  included  under  First  Contact 

 Resolution. 
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 According  to  its  survey,  Hydro  Ottawa  resolved  an  average  of  88%  of  its  customers'  issues 

 upon  first  contact  between  2019  and  2023.  The  2022  Derecho  storm  produced  a  lower  score 

 in  that  year  due  to  increased  customer  call  volume  that  could  not  be  resolved  on  first 

 contact.  However,  the  utility  improved  its  five-year  average  compared  to  its  2014  to  2018 

 average of 84.7%. 

 As  discussed  in  Section  2.2.1  and  throughout  this  Application,  Hydro  Ottawa  continues  to 

 invest  in  digital  solutions  and  its  Customer  Relationship  Management  (CRM)  platform  to 

 enhance customer experience and overall satisfaction. 

 Table 4 - Hydro Ottawa Customer First Contact Resolution 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Hydro Ottawa  89.32%  89.88%  89.04%  86.03%  85.65%  87.98% 

 2.2.2.  Billing Accuracy 
 Section  7.1  of  the  DSC  defines  an  accurate  bill  as  one  that  contains  correct  customer 

 information, meter readings, and rate information. 

 Hydro  Ottawa  issued  an  average  of  99.9%  accurate  bills  between  2019  and  2023.  The  utility 

 exceeded  its  98%  target  in  each  of  those  years.  Inaccurate  bills  can  generally  be  attributed 

 to  circumstances  beyond  Hydro  Ottawa’s  control,  where  customers  were  rebilled  due  to 

 meter  communication  issues  and  out-of-date  customer  information.  See  Figure  5  and  Table 

 5 below for details on Hydro Ottawa’s Billing Accuracy results over the 2019-2023 period. 

 Hydro  Ottawa  is  investing  in  its  customer  interface  and  digital  billing  to  ensure  that 

 customers  have  the  most  accurate  and  up-to-date  information  when  making  billing 

 decisions.  In  2023,  interface  design  enhancements  to  the  mobile  app  empowered  customers 

 to  access  electricity  usage  data,  billing  information,  data  downloads,  and  new  payment 

 functionality.  Hydro  Ottawa  plans  to  build  upon  its  existing  MyAccount  and  mobile  app 

 platforms  to  ensure  that  billing  accuracy  remains  high  and  exceeds  industry  targets.  Hydro 
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 Ottawa  is  also  investing  in  Advanced  Metering  Infrastructure  (AMI)  2.0,  which  aims  to 

 upgrade  existing  metering  equipment  and  integrate  advanced  data  analytics  to  support 

 customer billing accuracy and reduce meter communication issues. 

 Figure 4 - Industry and Peer Group vs. Hydro Ottawa Billing Accuracy 

 Table 5 - Industry and Peer Group vs. Hydro Ottawa Billing Accuracy 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Hydro Ottawa  99.90%  99.88%  99.88%  99.84%  99.88%  99.88% 

 Industry Average  99.31%  99.72%  99.51%  99.71%  99.60%  99.57% 

 Peer Group Average  99.00%  99.62%  99.22%  99.66%  99.83%  99.47% 

 2.2.3.  Customer Satisfaction Survey Results 
 The  OEB  allows  distributors  discretion  in  measuring  customer  satisfaction.  Hydro  Ottawa 

 contracts  a  third  party  to  conduct  its  customer  satisfaction  survey  on  topics  ranging  from 

 reliability,  customer  service,  power  outages,  billing,  cost  of  electricity,  and  corporate  image. 

 Feedback  from  these  surveys  is  incorporated  into  Hydro  Ottawa’s  planning  process  and 
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 distribution  rate  applications.  Further  details  on  Hydro  Ottawa’s  Customer  Satisfaction 

 surveys are available in Schedule 1-4-1 - Customer Engagement Ongoing. 

 Hydro  Ottawa  scored  above  90%  in  customer  satisfaction  between  2019  and  2023.  This 

 result  demonstrates  Hydro  Ottawa’s  core  commitment  to  driving  customer  value.  It  also 

 represents  an  improvement  over  the  2014  to  2018  period,  when  customer  satisfaction 

 survey results reached a low of 81% in 2016. 

 Hydro  Ottawa  continues  to  refine  its  customer  value  by  investing  in  tools  to  improve 

 efficiency,  expand  automation,  and  leverage  evolving  customer  preferences.  Some  of  these 

 tools  include  online  billing  enhancements,  encouraging  online  billing  adoption,  and  ongoing 

 investments  into  the  MyAccount  customer  portal  and  mobile  application.  The  utility  also 

 engaged  its  customers  in  the  preparation  of  this  Application  to  identify  customer  needs  and 

 preferences,  which  were  incorporated  into  decisions  on  system  investments.  For  more 

 information  on  Hydro  Ottawa’s  customer  engagement,  please  see  Schedule  1-4-2  - 

 Customer Engagement on the 2026-2030 Application. 

 Table  6 - Hydro Ottawa Customer Satisfaction Survey 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Hydro Ottawa  94.00%  95.00%  95.00%  93.00%  91.00%  93.60% 

 3.  OPERATIONAL EFFECTIVENESS 
 3.1.  SAFETY 
 3.1.1.  Level of Public Awareness 
 The  OEB  requires  distributors  to  conduct  a  safety  survey  every  two  years.  In  collaboration 

 with  distributors,  the  Electrical  Safety  Authority  (ESA)  developed  a  standardized  survey  to 

 measure  public  awareness  of  electrical  safety.  Hydro  Ottawa  completed  its  biennial  safety 

 survey  in  March  2024  and  scored  72%  for  public  safety  awareness.  The  survey  included  917 

 respondents.  This  score  is  consistent  with  results  from  the  previous  years.  See  Figure  7  and 

 Table 7 below for details. 
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 Helping  customers  understand  the  importance  of  staying  safe  and  using  electricity  wisely  is 

 a  priority  for  Hydro  Ottawa.  The  utility  works  to  continuously  enhance  public  awareness  of 

 electrical  safety  through  three  primary  vehicles:  (a)  its  corporate  website  and  social  media 

 platforms;  (b)  a  well-established  student  education  program;  and  (c)  active  participation  in 

 hazard-specific  education  campaigns,  such  as  the  utility’s  annual  promotion  of  the  Ontario 

 Regional  Common  Group  Alliance’s  (ORCGA)  Dig  Safe  Month,  the  Electrical  Safety 

 Authority’s  (ESA)  Powerline  Safety  Month,  Smart-as-a-Fox  videos  and  the  ESA’s  Holiday 

 Safety Campaign. 

 Hydro  Ottawa  aims  to  position  itself  as  a  reliable  and  trusted  source  of  safety  information  for 

 Ottawa’s  residents,  communities,  and  businesses  while  ensuring  a  reliable  electricity  supply 

 throughout its service territory  . 

 The  utility  has  leveraged  the  power  of  social  media  and  its  website  to  expand  customer 

 safety  awareness.  The  Internet  is  a  vital  tool  for  interacting  and  informing  customers.  Hydro 

 Ottawa  uses  multiple  social  media  platforms  to  engage  with  customers  daily.  The  channels 

 post  various  types  of  content  covering  topics  such  as  emergency  preparedness  and  public 

 safety tips. 

 Hydro  Ottawa  is  also  refining  its  website  using  tools  like  Google  Analytics  and  customer 

 feedback  to  streamline  the  experience  and  produce  more  effective  messaging.  As  part  of 

 this  process,  the  Electrical  Safety  and  Emergency  Preparedness  content  has  been  compiled 

 into an easily accessible portal for customers. 

 For  more  information  on  the  survey  results  and  Hydro  Ottawa’s  safety  programs,  please 

 refer to Schedule 1-4-1 - Customer Engagement Ongoing. 
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 Figure 5 - Industry and Peer Group vs. Hydro Ottawa Level of Public Awareness 

 Table 7 - Industry and Peer Group vs. Hydro Ottawa Level of Public Awareness 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Hydro Ottawa  72.00%  72.00%  72.00%  72.00%  72.00%  72.00% 

 Industry Average  82.03%  81.91%  82.71%  82.56%  83.09%  82.46% 

 Peer Group Average  80.91%  81.18%  82.58%  82.62%  82.91%  82.04% 

 3.1.2.  Compliance with Ontario Regulation 22/04 
 The  Electrical  Distribution  Safety  Regulation,  Ontario  Regulation  22/04,  establishes 

 objective-based  electrical  safety  requirements  of  distributors  for  the  design,  construction, 

 and  maintenance  of  their  networks.  Hydro  Ottawa  was  deemed  compliant  with  Electrical 

 Distribution  Safety,  O.  Reg  22/04  for  each  year  between  2019  and  2023,  which  meets  the 

 target  . 

 Hydro  Ottawa  intends  to  remain  compliant  with  Electrical  Distribution  Safety,  O.  Reg  22/04 

 during the test period. 
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 3.1.3.  Serious Electrical Incident Index 
 The  Electrical  Distribution  Safety  Regulation,  Ontario  Regulation  22/04,  requires  that 

 distributors report all serious electrical incidents to the ESA. 

 The  number  of  serious  electrical  incidents  involving  the  general  public  in  Hydro  Ottawa’s 

 service  territory  remained  low.  Hydro  Ottawa  set  the  target  at  zero  which  it  strives  to  achieve 

 each  year.  However,  if  a  serious  electrical  incident  occurs,  as  defined  by  Section  12  of  O. 

 Reg 22/04, Hydro Ottawa will miss its target. 

 A  serious  electrical  incident  occurs  when  the  ESA  determines  that  a  member  of  the  public 

 was  involved  in  an  incident  that  caused  death  or  critical  injury  or  had  the  potential  to  cause 

 death  or  critical  injury.  The  OEB  scorecard  displays  the  actual  number  and  normalized  rate 

 of serious electrical incidents. 

 In  2020  and  2022,  Hydro  Ottawa  missed  its  target  of  zero.  In  2020,  a  serious  electrical 

 incident  occurred  when  a  conductor  sleeve  failed,  allowing  a  medium  voltage  overhead  wire 

 to  fall  on  the  metal  roof  of  a  homeowner's  garage.  The  incident  did  not  result  in  any  injuries. 

 In  2022,  a  serious  electrical  incident  occurred  when  a  piece  of  electrical  equipment  was  left 

 in a public right-of-way. Again, no injuries were caused by the incident. 

 Given  Hydro  Ottawa’s  performance,  it  has  set  a  target  of  zero  serious  electrical  incidents 

 during  the  test  period.  Thus,  any  incident  deemed  serious  by  the  ESA  within  Hydro  Ottawa’s 

 territory will result in the target not being met. 

 3.2.  SYSTEM RELIABILITY 
 3.2.1.  Average Number of Hours that Power to a Customer is Interrupted 
 The  OEB  scorecard  includes  a  System  Average  Interruption  Duration  Index  (SAIDI).  SAIDI 

 is  an  industry  standard  that  measures  the  average  number  of  hours  power  to  a  customer  is 

 interrupted  annually.  This  scorecard  metric  is  adjusted  for  Loss  of  Supply  and  Major  Event 
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 Days.  This  scorecard  metric  uses  a  distributor-specific  target,  which  is  based  on  the  utility’s 

 historical performance. 

 See  Figure  8  and  Table  8  below  for  Hydro  Ottawa’s  SAIDI  performance  relative  to  its  peer 

 group and the industry over the 2019-2023 period. 

 In  2023,  the  utility  completed  a  Climate  Risk  Reaffirmation  and  Resilience  Investment 

 Business  Case  assessment.  3  The  study  results  were  incorporated  into  system  planning  to 

 account  for  increasingly  frequent  severe  weather  events.  The  data-driven  approach 

 identifies  and  prioritizes  vulnerable  infrastructure  for  undergrounding  and  system-hardening 

 to  improve  grid  resilience  and  service  reliability.  Hydro  Ottawa  expects  that  with  appropriate 

 funding  and  the  use  of  these  studies  in  system  planning,  the  average  number  of  interrupted 

 hours to customers will continue to decrease. 

 3  See Attachment 2-5-4(B) - Addendum Report to Distribution  System Climate Vulnerability Risk Assessment and 
 Climate Change Adaptation Plan and Attachment 2-5-4(E) - Resilience Investment Business Case Report. 
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 Figure 6 - Industry and Peer Group vs. Hydro Ottawa Average Number of Hours that 
 Power to a Customer is Interrupted  4 

 Table 8 - Industry and Peer Group vs. Hydro Ottawa Average Number of Hours that Power 
 to a Customer is Interrupted  5 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Hydro Ottawa  0.77  0.83  0.83  1.02  1.03  0.90 

 Industry Average  1.68  1.90  1.63  1.90  1.83  1.79 

 Peer Group Average  1.39  1.44  1.39  1.25  1.27  1.35 

 3.2.2.  Average Number of Times that Power to a Customer is Interrupted 
 The  OEB  scorecard  includes  a  System  Average  Interruption  Frequency  Index  (SAIFI),  which 

 is  an  industry-wide  standard  measurement  of  the  average  number  of  times  that  power  to  a 

 customer  is  interrupted  annually.  This  scorecard  metric  is  adjusted  for  Loss  of  Supply  and 

 5  Excluding Loss of Supply and Major Event Days. 
 4  Excluding Loss of Supply and Major Event Days. 
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 Major  Event  Days.  This  scorecard  metric  uses  a  distributor-specific  target,  which  is  based  on 

 the utility’s historical performance. 

 Hydro  Ottawa’s  five-year  average  SAIFI  of  0.68  met  its  distributor-specific  target  of  0.74. 

 The  lower  SAIFI  score  demonstrates  that  the  frequency  of  power  interruptions  decreased 

 while  the  duration  of  outages  (SAIDI)  increased  due  to  the  severity  of  damage  and 

 increased  restoration  times  during  weather  events.  Overall,  the  utility’s  network  provided 

 more  consistent  and  reliable  service.  This  SAIFI  result  is  an  improvement  over  its  previous 

 five-year  average  between  2014  and  2018  of  1.02.  Refer  to  Figure  9  and  Table  9  below  for 

 details. 

 As  discussed,  Hydro  Ottawa  is  proactively  adopting  climate  risk  mitigation  strategies  into  its 

 system  planning  by  identifying  high-risk  assets  for  failure  and  investing  in  system  hardening 

 initiatives.  With  appropriate  funding,  the  utility  expects  its  SAIFI  to  continue  to  improve 

 between 2026 and 2030. 
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 Figure 7 - Industry and Peer Group vs. Hydro Ottawa Average Number of Times that 
 Power to a Customer is Interrupted  6 

 Table 9 - Industry and Peer Group vs. Hydro Ottawa Average Number of Times that 
 Power to a Customer is Interrupted  7 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Hydro Ottawa  0.75  0.72  0.62  0.69  0.63  0.68 

 Industry Average  1.18  1.19  1.07  1.13  1.06  1.13 

 Peer Group Average  1.44  1.39  1.21  1.25  1.15  1.29 

 3.3.  ASSET MANAGEMENT 
 3.3.1.  Distribution System Plan Implementation Progress 
 The  OEB  Scorecard  includes  an  Asset  Management  measure.  Distributors  are  required  to 

 measure  and  report  the  Distribution  System  Plans  (DSP)  implementation  progress  annually. 

 Distributors  are  given  discretion  regarding  how  this  measure  is  implemented  and  must 

 7  Excluding Loss of Supply and Major Event Days. 
 6  Excluding Loss of Supply and Major Event Days. 
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 describe  their  methodology  annually  in  the  scorecard’s  Management  Discussion  and 

 Analysis. Targets are not set for this measure. 

 Hydro  Ottawa’s  DSP  forecasts  capital  expenditures  required  to  maintain  and  expand  its 

 system  to  serve  current  and  future  customers.  The  DSP  details  the  utility’s  prioritization 

 process, tools, and methods that direct the capital expenditure planning process. 

 Hydro  Ottawa  measures  the  progress  of  its  DSP  implementation  as  a  ratio  of  actual  total 

 capital  expenditures  made  in  a  calendar  year  over  the  total  amount  of  planned  capital 

 expenditures  for  that  calendar  year  in  the  System  Renewal  and  System  Service  categories. 

 The  measure  excludes  unplanned  asset  failures  (plant  failures),  System  Access,  and 

 General  Plant  investments.  Hydro  Ottawa’s  2019-2023  results  are  outlined  in  Table  10 

 below. 

 Hydro  Ottawa  faced  challenges  in  achieving  its  100%  implementation  progress  target 

 between  2019  and  2023.  Extreme  weather  events,  COVID-19,  and  an  84-day  labour  strike 

 primarily  contributed  to  the  lower  DSP  implementation  progress.  The  utility  had  to  divert 

 resources  to  emergency  repairs  following  severe  weather  events  in  2019  and  2022.  The 

 effects  of  COVID-19  created  labour  constraints  in  2020,  which  required  the  deferral  of 

 planned  work  to  2021.  Material  and  labour  shortages  continued  into  2021.  In  2023,  the 

 labour  strike  created  obstacles  across  planned  programs  that  necessitated  the  deferral  of 

 projects to 2024. 

 Hydro  Ottawa  targets  its  DSP  implementation  progress  measure  to  be  as  close  to  100%  as 

 possible  between  2026  and  2030.  With  appropriate  funding,  the  utility  can  execute  its 

 data-driven  and  customer-focused  DSP  to  support  its  customers’  growth  and  electrification 

 needs. 

 For  more  information,  please  refer  to  Hydro  Ottawa’s  DSP  schedules  in  Exhibit  2,  Tab  5  of 

 the Application. 
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 Table 10 - Hydro Ottawa’s Distribution System Plan Implementation Progress 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Hydro Ottawa  84.69%  89.00%  92.00%  90.00%  75.00%  86.14% 

 3.4.  COST CONTROL 
 3.4.1.  Efficiency Assessment 
 The  Pacific  Economics  Group  (PEG)  assessed  Hydro  Ottawa  as  being  in  Cohort  4  between 

 2019  and  2023.  Cohort  4  is  defined  as  actual  costs  being  between  10%  and  25%  above 

 predicted  costs.  This  result  began  in  2015  when  PEG  assessed  Hydro  Ottawa’s  actual  costs 

 to  be  12.1%  above  predicted  costs  when  averaging  the  trailing  three  years,  pushing  the 

 utility into Cohort 4. 

 PEG  evaluates  distributors’  total  costs  on  behalf  of  the  OEB.  A  distributor’s  total  actual  costs 

 are  compared  to  its  total  predicted  costs.  The  total  cost  performance  is  expressed  as  the 

 percentage  difference  between  the  two  costs  (actual  and  predicted)  and  stratified  into  one  of 

 five  cohort  groups.  As  of  2023,  the  number  of  Ontario  distributors  in  each  cohort  is  as 

 follows: 

 ●  Cohort 1 (actual costs are more than 25% below predicted costs): 17 

 ●  Cohort 2 (actual costs are between 10% and 25% below predicted costs): 15 

 ●  Cohort 3 (actual costs are within 10% of predicted costs): 17 

 ●  Cohort 4 (actual costs are between 10% and 25% above predicted costs): 3 

 ●  Cohort 5 (actual costs are more than 25% above predicted costs): 2 

 In  2024,  Hydro  Ottawa  conducted  a  comprehensive  analysis  to  understand  and  compare  its 

 PEG  model  results  with  other  Ontario  utilities.  This  analysis  concluded  that  Hydro  Ottawa 

 had  omitted  secondary  circuit  line  kilometers  from  the  OEB’s  Reporting  and  Record  Keeping 

 Requirement  (RRR)  filings  and  that  doing  so  had  a  substantial  negative  impact  on  the 

 utility’s  total  predicted  costs.  PEG  uses  the  RRR  filings  as  inputs  in  its  econometric  model; 
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 thus,  not  submitting  secondary  kilometers  placed  the  utility  in  a  higher  cohort  than  it  would 

 otherwise have been if it had. 

 In  response,  Hydro  Ottawa  updated  its  total  circuit  kilometers  to  include  secondary  lines  in 

 its  PEG  model  forecast  submission  for  this  Application.  As  a  result,  the  utility’s  efficiency 

 score was lowered to Cohort 3 from 2019 to 2023. 

 The  PEG  model  predicts  Hydro  Ottawa  will  stay  in  Cohort  3  into  2028.  A  thorough 

 explanation  and  analysis  of  these  results  can  be  found  in  Attachment  1-3-3(A)  -  PEG 

 Benchmarking Forecast Analysis. 

 3.4.2.  Total Cost per Customer 
 PEG  evaluates  the  Total  Cost  per  Customer  on  behalf  of  the  OEB.  This  metric  is  calculated 

 as  the  sum  of  a  distributor’s  capital  and  operating  costs  according  to  the  PEG  model  divided 

 by the total number of customers the distributor serves. 

 Hydro  Ottawa’s  total  cost  per  customer  increased  from  $733  in  2019  to  $935  in  2023,  as 

 shown  in  Figure  8  and  Table  9  below.  The  metric  remained  stable  between  2019  and  2021, 

 even  registering  a  slight  decrease.  In  2022  and  2023,  however,  it  increased  due  to  inflation, 

 severe  weather  events,  and  the  84-day  labour  strike  (the  latter  of  which  resulted  in  additional 

 contractors, security, and legal costs). 

 The  utility  maintains  that  its  unique  operational  conditions  produced  a  higher-than-average 

 unit  cost  when  compared  to  the  industry  and  will  continue  to  do  so.  Hydro  Ottawa  is  the  only 

 utility  of  its  size  that  serves  a  large  population  across  urban  and  rural  territory.  For  example, 

 Hydro  Ottawa’s  service  territory  has  326  customers  per  square  kilometer,  while  Toronto 

 Hydro  has  1,258  customers  per  square  kilometer.  8  Hydro  Ottawa’s  dispersed  customer  base 

 also  spans  the  National  Capital  Greenbelt.  Further,  significant  portions  of  the  network  were 

 8  Hydro Ottawa’s  364,334 customers  / 1,116km2  =  326 customers per square kilometer and Toronto Hydro’s 
 792,734 customers  / 630 km2 = 1, 258 customers per square kilometer. 
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 constructed  between  1960  and  1980,  requiring  increased  OM&A  to  maintain  aging  assets. 

 Ottawa  is  also  an  expanding  city  with  one  of  the  highest  growth  rates  (8.5%)  among  large 

 municipalities  between  2016  and  2021,  according  to  Statistics  Canada's  national  censuses.  9 

 This  growth  puts  more  demand  on  the  utility’s  services  from  housing,  commercial,  public, 

 and  industrial  customers,  and  requires  corresponding  investments  by  the  utility  to  meet  that 

 demand. 

 Figure 8 - Industry and Peer Group vs. Hydro Ottawa Total Cost per Customer 

 Table 11 - Industry and Peer Group vs. Hydro Ottawa Total Cost per Customer 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Hydro Ottawa  733.00  714.00  719.00  811.00  935.00  782.40 

 Industry Average  706.86  691.31  700.44  760.54  857.50  743.33 

 Peer Group Average  671.55  658.45  666.82  718.75  814.75  706.06 

 9  Statistics Canada, “Focus on Geography Series, 2021 Census of Population: Ottawa -  Gatineau Census 
 Metropolitan Area,” 
 https://www12.statcan.gc.ca/census-recensement/2021/as-sa/fogs-spg/page.cfm?lang=E&topic=1&dguid=2021S 
 0503505 
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 3.4.3.  Total Cost per Kilometer of Line 
 Total  Cost  per  Kilometer  of  Line  is  also  evaluated  by  PEG  on  behalf  of  the  OEB.  This  metric 

 is  calculated  as  the  sum  of  a  distributor’s  capital  and  operating  costs  according  to  the  PEG 

 model,  and  divided  by  the  total  circuit  kilometers  of  distribution  line  within  the  distributor’s 

 service territory. 

 Hydro  Ottawa’s  Total  Cost  per  Kilometer  of  Line  increased  between  2019  and  2023,  with 

 much  of  the  cost  increase  occurring  in  2022  and  2023.  Again,  a  large  portion  of  these 

 increases  can  be  explained  by  extreme  weather  events  and  the  84-day  labour  strike.  See 

 Figure 9 and Table 10 below for Hydro Ottawa’s 2019-2023 results. 

 However,  as  discussed  above  in  Section  3.4.1,  Hydro  Ottawa  had  omitted  reporting  its 

 secondary  line  circuit  kilometers,  which  negatively  affects  this  unit  cost.  Once  the  missing 

 secondary  lines  are  accounted  for,  the  unit  cost  drops  below  industry  averages, 

 demonstrating  the  utility’s  efficiency.  That  adjusted  Total  Cost  per  Kilometer  of  Line,  which 

 includes secondary lines in the denominator, has been added to Table 9.  10 

 Hydro  Ottawa  emphasizes  that  it  only  reported  primary  lines  to  the  OEB.  Thus,  the  PEG 

 model  excludes  any  secondary  lines  within  Hydro  Ottawa’s  service  territory.  Legacy 

 information  from  the  utility’s  predecessors  presented  complexities  in  reporting  full  secondary 

 line  information.  These  complexities  have  been  largely  addressed,  but  there  remain  sections 

 of  the  secondary  overhead  network  unsurveyed  in  the  utility’s  geographic  information 

 system  (GIS).  Hydro  Ottawa  is  continually  surveying  and  updating  its  secondary  line  lengths 

 when  lines  are  replaced  or  work  is  performed.  As  a  result,  Hydro  Ottawa  intends  for  its 

 secondary  line  data  to  be  fully  integrated  into  GIS  in  the  coming  years.  Refer  to  Attachment 

 1-3-3(A) - PEG Benchmarking Analysis for further details. 

 10  Secondary lines are quantified in Attachment 1-3-3(A): PEG Benchmarking Forecast Analysis. 
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 Figure 9 - Industry and Peer Group vs. Hydro Ottawa Total Cost per km of Line 

 Table 12 - Industry and Peer Group vs. Hydro Ottawa Total Cost per km of Line  11 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Hydro Ottawa  42,694  41,819  42,365  46,747  54,210  45,567 

 Hydro Ottawa Adjusted  21,802  21,208  21,379  23,311  26,726  22,885 

 Industry Average  25,422  25,180  24,906  25,492  28,719  25,944 

 Peer Group Average  26,195  25,789  26,423  29,434  33,464  28,261 
 * 

 11  Adjusted total circuit kilometers used in this calculation can be found in Attachment 1-3-3(A) - PEG 
 Benchmarking Forecast Analysis. 
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 4.  PUBLIC POLICY RESPONSIVENESS 
 4.1.  CONNECTION OF RENEWABLE GENERATION 
 4.1.1.  New Micro-embedded Generation Facilities Connected on Time 
 Per  the  DSC,  the  connection  of  new  micro-embedded  generation  facilities  must  be 

 completed  within  five  business  days,  or  at  such  a  later  date  as  agreed  to  by  the  customer 

 and  the  distributor.  This  service  condition  must  be  met  at  least  90%  of  the  time.  Between 

 2019  and  2023,  Hydro  Ottawa  connected  280  micro-embedded  generation  facilities  (less 

 than  10  kW),  all  of  which  were  connected  within  the  prescribed  time  frame  or  at  an 

 agreed-upon  date  with  the  customer  (i.e.  100%  timely  completion  rate).  Hydro  Ottawa 

 anticipates  that  it  will  continue  to  connect  any  micro-embedded  generation  facilities  per  the 

 OEB timelines. 

 Table 13 - Hydro Ottawa New Micro-embedded Generation Facilities 
 Connected on Time 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Hydro Ottawa  100.00%  100.00%  100.00%  100.00%  100.00%  100.00% 

 5.  FINANCIAL PERFORMANCE 
 5.1.  FINANCIAL RATIOS 
 5.1.1.  Liquidity: Current Ratio 
 The  Current  Ratio  is  a  liquidity  ratio  that  measures  a  company’s  ability  to  pay  short-term 

 obligations,  or  those  due  within  one  year.  Liquidity  ratios  indicate  what  a  company  has  in 

 current assets to cover current liabilities. 

 In  2023,  Hydro  Ottawa’s  liquidity  current  ratio  was  0.94  and  fluctuated  between  0.81  and 

 1.14  between  2019  and  2023.  Reduced  liquidity  can  be  attributed  to  a  reduction  in  accounts 

 receivable and an increase in accrued liabilities. 
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 Figure 10 - Industry and Peer Group vs. Hydro Ottawa Current Ratio 

 Table 14 - Industry and Peer Group vs. Hydro Ottawa Current Ratio 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Hydro Ottawa  1.14  0.81  1.00  0.90  0.94  0.96 

 Industry Average  1.38  1.34  1.29  1.30  1.28  1.32 

 Peer Group Average  1.04  1.14  0.90  0.91  1.02  1.00 

 5.1.2.  Leverage: Total Debt-to-Equity Ratio 
 The  OEB  uses  a  deemed  capital  structure  of  60%  debt  and  40%  equity  for  electricity 

 distributors  when  establishing  rates.  A  debt-to-equity  ratio  of  more  than  1.5  indicates  that  a 

 distributor  is  more  leveraged  than  the  deemed  capital  structure.  Hydro  Ottawa  seeks  to 

 maintain  its  financial  health  and  the  viability  of  its  assets  for  the  ultimate  benefit  of  its 

 customers. 

 Since  2019,  Hydro  Ottawa  has  carried  a  higher  debt-to-equity  ratio  due  to  its  significant 

 capital  expenditures  required  to  replace  aging  infrastructure.  In  2023,  the  debt-to-equity  ratio 
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 was  1.94.  Although  Hydro  Ottawa  is  more  leveraged  than  the  generic  capital  structure,  it  has 

 managed its cost of borrowing through the issuance of long-term debt. 

 Hydro Ottawa targets a 60:40 debt-to-equity range. 

 Figure 11 - Industry and Peer Group vs. Hydro Ottawa Debt-to-Equity Ratio 

 Table 15 - Industry and Peer Group vs. Hydro Ottawa Debt-to-Equity Ratio 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Hydro Ottawa  1.90  1.98  1.92  1.99  1.94  1.95 

 Industry Average  1.04  1.03  0.99  0.96  0.99  1.00 

 Peer Group Average  1.03  1.15  1.12  1.03  1.09  1.08 

 Rate Framework and Performance Outcomes  Electricity Utility Scorecard Benchmarking Analysis 

 25 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

  



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 
 Tab 3 

 Schedule 3 
 Attachment C 

 ORIGINAL 
 Page  26  of  27 

 5.1.3.  Profitability: Regulatory Return on Equity 
 The  regulatory  model  allows  distributors  to  earn  a  deemed  Return  on  Equity  (ROE).  The 

 OEB  may  trigger  a  regulatory  review  when  a  distributor  performs  +/-  3%  outside  of  its 

 deemed range (whether under-earning or over-earning). 

 Between  2019  and  2023,  Hydro  Ottawa’s  Achieved  ROE  remained  within  the  +/-  3% 

 allowable  range.  Hydro  Ottawa’s  Achieved  ROE  in  2023  was  6.15%,  which  was  below  the 

 deemed  return  of  8.34%  set  for  that  year.  Cost  increases  due  to  the  84-day  labour  strike  and 

 severe  weather  events  lowered  the  achieved  ROE  in  recent  years.  See  Figure  14  and  Table 

 15 below for details. 
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 Figure 12 - Industry and Peer Group  12  vs. Hydro Ottawa  Profitability: 
 Achieved Regulatory Return on Equity 

 Table 16 - Industry and Peer Group vs. Hydro Ottawa Profitability: 
 Achieved Regulatory Return on Equity 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Hydro Ottawa  8.82%  7.24%  8.49%  6.94%  6.15%  7.53% 

 Industry Average  8.12%  6.50%  8.65%  7.72%  6.95%  7.59% 

 Peer Group Average  7.20%  6.35%  6.77%  6.69%  6.77%  6.76% 

 12  Note that a utility’s deemed ROE is set in its rate application, resulting in variations depending on the year and 
 the OEB’s specific determination for each application. 
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 SUPPLEMENTAL INDUSTRY BENCHMARKING ANALYSIS 

 1.  INTRODUCTION 
 This  Attachment  provides  supplemental  benchmarking  metrics  not  supplied  in  the 

 Activity-Based  Program  Benchmarking  (APB)  or  the  OEB’s  Electricity  Utility  Scorecard.  It 

 intends  to  supplement  the  existing  APB  results,  which  focus  on  program-level  benchmarking,  by 

 adopting  metrics  that  measure  performance  at  a  company  level.  The  benchmarking  is  divided 

 into  five  sections:  Utility  Characteristics,  Labour  Force,  Operations,  Maintenance,  and 

 Administrative  (OM&A)  costs,  Financial,  and  System  Reliability.  Each  section  contains  metrics 

 derived  from  data  reported  to  the  OEB  through  the  Reporting  and  Record  Keeping 

 Requirements  (RRRs).  1  The  metrics  are  presented  in  figures  and  tables  to  illustrate  Hydro 

 Ottawa’s  performance  and  characteristics  alongside  the  industry  and  peer  groups  between  2019 

 and 2023. 

 Unless  otherwise  noted,  the  analysis  in  this  section  is  focused  on  2019-2023  and  will  use  the 

 peer groups established in Table 1 of Schedule 1-3-3 - Benchmarking. 

 2.  SUPPLEMENTAL BENCHMARKING RESULTS 
 2.1.  UTILITY CHARACTERISTICS BENCHMARKING 
 2.1.1.  System Load Megawatt-Hour Per Customer 
 The  system  load  megawatt-hour  (MWh)  per  customer  is  the  sum  of  Hydro  Ottawa’s  annual 

 metered  consumption  (RRR  s.2.1.5.4)  divided  by  its  customer  counts  (RRR  s.2.1.2),  as  reported 

 in  OEB  open  source  data.  This  metric  provides  operational  insights  into  customers’  consumption 

 behaviours. 

 Hydro  Ottawa’s  load  per  customer  has  decreased  between  2019  and  2023  and  is  consistently 

 lower  than  its  peer  group.  Many  factors  influence  consumption  behaviours,  such  as  customer 

 mix,  weather,  and  government  policies  (conservation  and  demand  management,  tiered  pricing, 

 1  Data inventory. 
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 distributed  energy  resources,  etc).  Overall,  the  utility’s  customers  have  trended  downward  in 

 consumption,  and  consumption  per  customer  is  lower  than  that  of  its  peer  group,  as  can  be 

 seen in Figure 1 and Table 1 below. 

 Figure 1 - Hydro Ottawa vs. Industry and Peer Group System Load (MWh) Per Customer 

 Table 1 - Hydro Ottawa vs. Industry and Peer Group System Load (MWh) Per Customer 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Industry Average  20.68  20.10  20.10  20.36  19.81  20.21 

 Peer Group Average  22.94  22.50  22.38  22.69  22.27  22.56 

 Hydro Ottawa  21.39  20.40  20.20  20.15  19.93  20.42 

 2.1.2.  Primary Circuit Kilometers Per 1,000 Customers 
 The  primary  circuit  kilometers  per  1,000  customers  is  the  sum  of  primary  circuit  kilometers  (RRR 

 s.2.1.5.5)  divided  by  total  customer  counts  (RRR  s.2.1.2)  converted  into  one  thousand,  as 

 Rate Framework and Performance Outcomes  Supplemental Industry Benchmarking Analysis 
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 reported  in  the  OEB’s  open  source  data.  This  metric  provides  operational  insights  into  the 

 quantity of primary circuit kilometers needed to serve customers. 

 Hydro  Ottawa’s  primary  circuit  kilometers  per  1,000  customers  remained  flat  between  2019  and 

 2023,  suggesting  that  a  proportionate  amount  of  primary  line  was  added  as  customers  were 

 added.  These  results  are  consistent  with  industry  and  peer  group  trends,  as  displayed  in  Figure 

 2 and Table 2 below. 

 Figure 2 - Hydro Ottawa vs. Industry and Peer Group Primary Circuit Kilometers per 1,000 
 Customers 
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 Table 2 - Hydro Ottawa vs. Industry and Peer Group Primary Circuit Kilometers per 1,000 
 Customers 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Industry Average  30.42  30.10  29.82  29.59  29.51  29.89 

 Peer Group Average  19.75  19.69  19.66  19.58  19.58  19.65 

 Hydro Ottawa  17.18  17.07  16.98  17.35  17.24  17.16 

 2.1.3.  Severe Weather Event Frequency Per Year 
 The  severe  weather  event  frequency  per  year  is  the  sum  of  the  annual  reported  severe  weather 

 events  (RRR  s.2.1.4.2.10)  as  reported  in  OEB  open  source  data.  This  metric  provides  insights 

 into the frequency of severe weather events for Ontario distributors. 

 Hydro  Ottawa  experienced  a  high  frequency  of  severe  weather  events  between  2019  and  2023, 

 exceeding  the  industry  and  its  peer  group,  as  can  be  seen  in  Figure  3  and  Table  3  below.  These 

 events  included  the  2022  Derecho  and  the  April  2023  ice  storm.  More  details  on  major  weather 

 events  can  be  found  in  Schedule  2-5-3  -  Performance  Measurement  for  Continuous 

 Improvement. 

 An  increase  in  the  frequency  of  severe  weather  strains  the  network  and  increases  costs 

 because  the  utility  must  reallocate  resources  to  restore  power.  For  example,  the  Derecho  storm 

 caused  over  1,000  individual  outages,  disrupted  power  for  over  half  of  Hydro  Ottawa’s  customer 

 base,  and  resulted  in  costs  equivalent  to  four  years  of  emergency  repairs.  It  also  impacted  the 

 utility’s  capital  program.  The  cost  increases  resulting  from  these  storms  are  captured  in  the 

 OM&A metrics. 
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 Figure 3 - Hydro Ottawa vs. Industry and Peer Group Severe Weather Event Frequency Per 
 Year 

 Table 3 - Hydro Ottawa vs. Industry and Peer Group Severe Weather Event Frequency Per 
 Year 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Industry Average  0.64  0.95  0.98  1.24  0.67  0.90 

 Peer Group Average  1.00  2.00  1.00  2.50  1.00  1.50 

 Hydro Ottawa  3.00  2.00  1.00  3.00  3.00  2.40 

 2.1.4.  Loss Factor Percentage 
 The  loss  factor  percentage  is  the  annual  total  distribution  losses  divided  by  total  purchases.  This 

 metric  is  the  proportion  of  energy  lost  in  the  distribution  and  transmission  of  electricity  before  it 

 reaches the final customer. 
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 Hydro  Ottawa’s  line  loss  factor  percentage  remained  stable  between  2019  and  2023.  The 

 utility’s  score  was  lower  than  its  peer  group  and  the  industry  average,  demonstrating  its  network 

 efficiencies.  As  shown  in  Figure  4  and  Table  4  below,  Hydro  Ottawa  has  lower  line  losses  than 

 its  peer  group  average  and  the  industry  average,  and  thus  produces  a  lower  monthly  line  loss 

 cost per customer, providing tangible savings. 

 Figure 4 - Hydro Ottawa vs. Industry and Peer Group  Loss Factor Percentage 

 Table 4 - Hydro Ottawa vs. Industry and Peer Group  Loss Factor Percentage 

 2019  2020  2021  2022  2023  5 Yr Avg. 
 Industry Average  3.95%  4.03%  3.87%  4.13%  4.60%  4.12% 
 Peer Group Average  4.48%  4.29%  4.34%  4.14%  3.88%  4.23% 
 Hydro Ottawa  3.01%  3.14%  2.87%  3.02%  3.10%  3.03% 
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 2.2.  LABOUR FORCE BENCHMARKING 
 2.2.1.  Full-Time Equivalent Per Primary Circuit Kilometer 
 The  full-time  equivalent  (FTE)  per  primary  circuit  kilometer  is  the  annual  FTEs  (RRR  s.  2.1.5.1) 

 divided  by  the  total  primary  circuit  kilometers  (RRR  s.2.1.5.5).  This  metric  provides  insight  into 

 the FTEs required to maintain and operate a utility’s network of lines. 

 Hydro  Ottawa’s  FTEs  per  primary  circuit  kilometer  decreased  between  2019  and  2023,  as 

 shown  in  Figure  5  and  Table  5  below.  The  steeper  reduction  in  2023  resulted  from  the  84-day 

 strike, which reduced FTEs in that year. 

 Hydro  Ottawa’s  FTEs  per  primary  circuit  kilometer  metric  is  higher  than  its  peer  group  and 

 industry  average,  which  demonstrates  Hydro  Ottawa’s  lower  FTE  per  1,000  customers.  Please 

 see  Attachment  4-1-3(C)  Workforce  Growth  for  Hydro  Ottawa’s  2026-2030  for  more  details 

 regarding 2026-2030. 

 Figure 5 - Hydro Ottawa vs. Industry and Peer Group FTE per Primary Circuit Kilometer 
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 Table 5 - Hydro Ottawa vs. Industry and Peer Group FTE per Primary Circuit Kilometer 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Industry Average  0.09  0.09  0.09  0.09  0.09  0.09 

 Peer Group Average  0.09  0.09  0.09  0.09  0.09  0.09 

 Hydro Ottawa  0.11  0.10  0.10  0.10  0.08  0.10 

 2.2.2.  Full-Time Equivalent Per 1,000 Customers 
 The  FTE  per  1,000  customers  is  the  annual  FTEs  (RRR  s.2.1.5.1)  divided  by  the  total  customer 

 counts  (RRR  s.2.1.2)  converted  into  thousands,  as  reported  in  OEB  open  source  data.  This 

 metric  provides  operational  insight  into  how  effectively  a  utility  can  allocate  its  human  resources 

 to serve its customers. 

 Hydro  Ottawa’s  FTE  per  1,000  customers  decreased  between  2019  and  2023,  which  can  largely 

 be  attributed  to  the  utility’s  stabilized  headcount  over  the  same  period.  The  dip  in  2023  was  due 

 to  the  84-day  strike,  which  decreased  FTEs  among  unionized  employees.  Hydro  Ottawa’s 

 five-year  average  is  closely  aligned  with  its  peer  group  and  well  below  the  industry  average, 

 demonstrating  that  staffing  is  appropriately  sized.  See  Figure  6  and  Table  6  below  for  details. 

 Please  see  Attachment  4-1-3(C)  Workforce  Growth  for  Hydro  Ottawa’s  2026-2030  for  more 

 details regarding 2026-2030. 
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 Figure 6 - Hydro Ottawa vs. Industry and Peer Group FTE per 1,000 Customers 

 Table 6 - Hydro Ottawa vs. Industry and Peer Group FTE per 1,000 Customers 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Industry Average  2.10  2.00  1.95  1.98  2.03  2.01 

 Peer Group Average  1.78  1.69  1.63  1.65  1.67  1.68 

 Hydro Ottawa  1.84  1.68  1.65  1.72  1.40  1.66 

 2.2.3.  Full-Time Equivalent Per Gigawatt Hour 
 FTEs  per  gigawatt  hour  (GWh)  are  the  annual  FTEs  (RRR  s.2.1.5.1)  divided  by  the  total 

 metered  consumption  in  GWh  (RRR  s.2.1.5.4),  as  reported  in  the  OEB’s  open  source  data.  This 

 metric  is  an  operational  measure  of  how  effectively  a  utility  can  allocate  its  human  resources  to 

 meet its customers’ electricity demands. 
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 Hydro  Ottawa’s  FTEs  per  GWh  decreased  from  2019  to  2023,  as  displayed  in  Figure  7  and 

 Table  7  below.  Again,  the  2023  dip  was  due  to  the  84-day  strike.  Since  2019,  customer 

 electricity  demand  has  stayed  flat,  which  means  that  the  variations  in  Hydro  Ottawa’s  results  are 

 largely due to changes in FTEs. 

 Hydro  Ottawa  performed  better  than  the  industry  but  worse  than  the  peer  group  because,  as 

 demonstrated  by  the  system  load  MWh  per  customer  metric,  its  customers  consume  less 

 electricity  on  average  than  the  peer  group.  Overall,  the  utility  is  consistent  with  the  industry  and 

 the peer group, demonstrating appropriate staffing levels. 

 Figure 7 - Hydro Ottawa vs. Industry and Peer Group FTE Per Gigawatt Hour (GWh) 
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 Table 7 - Hydro Ottawa vs. Industry and Peer Group FTE Per Gigawatt Hour (GWh) 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Industry Average  0.11  0.10  0.10  0.10  0.11  0.10 

 Peer Group Average  0.08  0.08  0.08  0.08  0.08  0.08 

 Hydro Ottawa  0.09  0.08  0.08  0.09  0.07  0.08 

 2.2.4.  Full-Time Equivalent Per $1,000,000 Capital Additions 
 FTEs  per  $1,000,000  capital  additions  are  the  annual  FTEs  (RRR  s.2.1.5.1)  divided  by  the  total 

 gross  capital  additions  less  high  voltage  capital  additions  (RRR  s.2.1.5.2),  as  reported  in  the 

 OEB’s  open  source  data.  This  labour  metric  measures  the  size  of  a  utility’s  workforce  relative  to 

 its capital spending. 

 Hydro  Ottawa  has  a  low  FTE  per  $1,000,000  capital  additions  compared  to  the  peer  group  and 

 industry,  as  shown  in  Figure  8  and  Table  8  below.  This  result  demonstrates  that  the  utility’s 

 staffing levels can effectively manage larger capital programs than its peers and the industry. 
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 Figure 8 - Hydro Ottawa vs. Industry and Peer Group FTE Per $1,000,000 Capital 
 Additions 

 Table 8 - Hydro Ottawa vs. Industry and Peer Group FTE Per $1,000,000 Capital Additions 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Industry Average  11.23  11.14  9.44  9.81  8.87  10.10 

 Peer Group Average  5.39  5.42  4.75  4.92  4.75  5.05 

 Hydro Ottawa  2.97  4.76  3.88  4.03  4.14  3.96 

 2.3.  OPERATIONS, MAINTENANCE, AND ADMINISTRATIVE BENCHMARKING 
 2.3.1.  Operations, Maintenance, And Administrative Costs Per Customer 
 The  operations,  maintenance,  and  administrative  (OM&A)  costs  per  customer  are  the  sum  of 

 OM&A  expenses  (RRR  s.2.1.7)  divided  by  the  total  customer  count  (RRR  s.2.1.2)  as  reported  in 

 the  OEB’s  open  source  data.  This  metric  measures  the  utility's  cost  efficiency  in  operating  its 

 network to serve its customers. 
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 Hydro  Ottawa’s  OM&A  per  customer  increased  between  2019  and  2023.  The  increase  matched 

 similar  industry  and  peer  group  increases,  indicating  that  macro  conditions  raised  utility  costs. 

 Generally,  the  economies  of  scale  allowed  larger  utilities  in  Ontario  to  supply  electricity  to  their 

 customers  at  lower  costs  when  compared  to  the  industry  average,  as  demonstrated  by  the  peer 

 group and Hydro Ottawa’s results, as detailed in Figure 9 and Table 9 below. 

 Hydro  Ottawa’s  OM&A  rose  in  2022  due  to  the  Derecho  storm  increasing  expenses  for 

 emergency  maintenance.  Some  of  those  maintenance  costs  persisted  into  2023.  Additionally, 

 the  84-day  strike  in  2023  further  increased  OM&A  as  more  resources  were  spent  on 

 contractors,  security,  and  legal  fees  to  ensure  the  safe  operation  of  the  network.  Hydro  Ottawa’s 

 five-year  average  remained  below  its  industry  and  peer  group,  demonstrating  the  value  Hydro 

 Ottawa delivered to its customers. 
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 Figure 9 - Hydro Ottawa vs. Industry and Peer Group OM&A Costs Per Customer 

 Table 9 - Hydro Ottawa vs. Industry and Peer Group OM&A Costs Per Customer 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Industry Average  340.16  342.81  342.95  362.40  380.24  353.71 

 Peer Group Average  251.76  273.74  275.71  284.72  290.48  275.28 

 Hydro Ottawa  254.69  241.99  240.64  282.53  313.07  266.59 

 2.3.2.  Operations, Maintenance, and Administrative Cost Per Primary Circuit Kilometer 
 OM&A  costs  per  primary  circuit  kilometer  are  the  sum  of  OM&A  expenses  (RRR  s.2.1.7)  divided 

 by  the  total  primary  circuit  kilometers  (RRR  s.  2.1.5.5)  as  reported  in  the  OEB’s  open  source 

 data.  This  metric  measures  a  utility’s  OM&A  spending  in  the  operation  and  maintenance  of  its 

 primary lines. 
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 Hydro  Ottawa’s  spending  per  primary  circuit  kilometer  increased  between  2019  and  2023.  Hydro 

 Ottawa’s  results  aligned  with  the  industry  and  peer  group,  except  for  2022  and  2023.  The  latter 

 years  had  extreme  weather  events,  which  increased  emergency  restoration  spending,  and  a 

 labour  strike,  which  increased  third-party  contractor  expenses.  Apart  from  the  overt  impact  of 

 external  events,  the  utility’s  benchmarking  demonstrates  that  OM&A  spending  has  been 

 efficiently executed. See Figure 10 and Table 10 below for details. 

 Figure 10 - Hydro Ottawa vs. Industry and Peer Group OM&A Costs Per Primary Circuit 
 Kilometer 
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 Table 10 - Hydro Ottawa vs. Industry and Peer Group OM&A Costs Per Primary Circuit 
 Kilometer 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Industry Average  14,537.37  15,070.87  15,043.03  15,985.27  16,817.13  15,490.73 

 Peer Group Average  13,807.53  14,945.79  14,991.33  15,478.05  15,809.67  15,006.48 

 Hydro Ottawa  14,828.07  14,174.25  14,170.53  16,286.87  18,156.87  15,523.32 

 2.3.3.  Operations, Maintenance, and Administrative Cost Per Full-Time Equivalent 
 The  OM&A  cost  per  FTE  is  the  sum  of  OM&A  expenses  (RRR  s.2.1.7)  divided  by  the  annual 

 FTE  (RRR  s.2.1.5.1)  as  reported  in  the  OEB’s  open  source  data.  This  metric  indicates  how 

 efficiently OM&A is allocated over the utility’s workforce to serve its customers. 

 Hydro  Ottawa’s  OM&A  per  FTE  increased  between  2019  and  2023.  The  metric  is  expected  to 

 increase  over  time  due  to  inflation,  which  is  demonstrated  by  the  industry  and  peer  group 

 trending  upwards.  However,  Hydro  Ottawa’s  severe  weather  events  in  2022  and  the  labour 

 disruption  in  2023  produced  growth  in  OM&A  per  FTE  that  exceeded  the  peer  group  and 

 industry  in  those  years.  The  utility  reported  fewer  FTEs  in  2023  due  to  the  strike,  which 

 increased  the  metric  in  that  year.  Nevertheless,  the  utility’s  OM&A  spending  efficiency 

 outperformed  the  industry  and  peer  group  when  averaged  over  five  years.  See  Figure  11  and 

 Table 11 below for details. 
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 Figure 11 - Hydro Ottawa vs. Industry and Peer Group OM&A Costs Per FTE 

 Table 11 - Hydro Ottawa vs. Industry and Peer Group OM&A Costs Per FTE 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Industry Average  176,270  184,266  186,292  197,476  202,974  189,456 

 Peer Group Average  142,269  164,267  171,476  175,192  175,772  165,795 

 Hydro Ottawa  138,583  144,355  145,912  164,694  224,085  163,526 

 2.3.4.  Operations, Maintenance, and Administrative Cost Per Megawatt Hour 
 The  OM&A  cost  per  MWh  is  the  sum  of  OM&A  expenses  (RRR  s.2.1.7)  divided  by  the  total 

 system  load  metered  consumption  in  MWh  (RRR  s.2.1.5.4)  as  reported  in  the  OEB’s  open 

 source  data.  This  metric  indicates  how  efficiently  OM&A  is  allocated  to  deliver  electricity  to  the 

 utility’s customers. 
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 Hydro  Ottawa’s  OM&A  per  MWh  grew  in  line  with  the  industry  and  peer  group,  except  in  2022 

 and  2023.  The  utility’s  metered  electricity  demand  was  relatively  stable  between  2019  and  2023. 

 As  a  result,  the  metric  increases  correspond  to  increased  OM&A  driven  by  extreme  weather,  the 

 84-day  strike,  and  macro  inflationary  conditions.  Hydro  Ottawa’s  five-year  average  remains 

 below the industry average, as shown in Figure 12 and Table 12 below. 

 Figure 12 - Hydro Ottawa vs. Industry and Peer Group OM&A Costs Per MWh 

 Table 12 - Hydro Ottawa vs. Industry and Peer Group OM&A Costs Per MWh 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Industry Average  17.08  17.68  17.58  18.40  19.86  18.12 

 Peer Group Average  11.04  12.24  12.48  12.76  13.28  12.36 

 Hydro Ottawa  11.91  11.86  11.91  14.02  15.70  13.08 
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 2.3.5.  Operations, Maintenance, and Administrative Cost, and Capital Additions Ratio 
 The  OM&A  cost  per  capital  additions  is  a  ratio  between  the  sum  of  OM&A  (RRR  s.2.1.7)  and 

 annual  capital  additions  less  high  voltage  additions  (RRR  s.2.1.5.2)  as  reported  in  the  OEB’s 

 open  source  data.  This  metric  illustrates  the  relationship  between  a  utility’s  expenditure  on 

 OM&A versus capital. 

 Hydro  Ottawa’s  ratio  between  OM&A  and  capital  additions  has  been  variable  between  2019  and 

 2023  due  to  external  events  ranging  from  the  COVID-19  pandemic  to  increased  extreme 

 weather. 

 Figure 13 - Hydro Ottawa vs. Industry and Peer Group OM&A Cost and Capital Additions 
 Ratio 

 Rate Framework and Performance Outcomes  Supplemental Industry Benchmarking Analysis 
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 Table 13 - Hydro Ottawa vs. Industry and Peer Group OM&A Cost and Capital Additions 
 Ratio 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Industry Average  1.90  2.05  1.79  1.87  1.83  1.89 

 Peer Group Average  0.72  0.83  0.77  0.82  0.79  0.79 

 Hydro Ottawa  0.41  0.69  0.57  0.66  0.93  0.65 

 2.3.6.  Total Cost Per Full-Time Equivalent 
 The  total  cost  per  FTE  is  the  sum  of  OM&A  (RRR  s.2.1.7),  as  reported  in  OEB  source  data,  and 

 the  Pacific  Economics  Group  (PEG)  capital  costs,  as  reported  in  the  OEB’s  2024  PEG  total  cost 

 benchmarking model, divided by FTEs (RRR s.2.1.5.1).  2 

 Hydro  Ottawa’s  total  cost  per  FTE  grew  between  2019  and  2023,  as  shown  in  Figure  14  and 

 Table  14  below.  Again,  extreme  weather  events  increased  OM&A  in  2022  and  2023.  Lower  FTE 

 counts also caused the metric to increase in 2023 due to the labour disruption. 

 Larger  utilities  typically  exhibit  higher  total  costs  per  FTE  due  to  their  capacity  to  efficiently 

 manage  and  execute  larger  capital  programs,  which  are  necessary  to  serve  rapidly  expanding 

 and  densely  populated  urban  areas.  Hydro  Ottawa’s  results  demonstrate  that  its  total  costs  and 

 FTEs are comparable to similarly sized utilities within its peer group. 

 2  OEB, “Performance Assessment: Total Cost Benchmarking - Benchmarking Update Calculations,” 
 https://www.oeb.ca/sites/default/files/Benchmarking%20Update%20Calculation%202024.xlsx 
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 Figure 14 - Hydro Ottawa vs. Industry and Peer Group Total Cost per FTE 

 Table 14 - Hydro Ottawa vs. Industry and Peer Group Total Cost per FTE 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Industry Average  374,647.28  388,351.60  392,480.88  413,979.63  462,691.10  406,430.10 

 Peer Group Average  446,612.00  482,335.91  510,608.09  516,106.45  576,978.94  506,528.28 

 Hydro Ottawa  412,151.96  432,154.84  442,732.10  483,576.86  683,136.36  490,750.42 

 2.4.  FINANCIAL BENCHMARKING 
 2.4.1.  Weighted Average Cost Of Debt (%) 
 The  weighted  average  cost  of  debt  is  the  total  income  statement  financing  cost  (RRR  section 

 2.1.7)  divided  by  the  short  and  long-term  debt  and  intercompany  long-term  debt  advances  found 

 on  the  balance  sheet  (RRR  section  2.1.7).  This  metric  illustrates  the  effective  interest  rate  a 

 utility pays on its borrowed funds. 
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 Hydro  Ottawa’s  weighted  average  cost  of  debt  has  remained  stable  between  2019  and  2023,  as 

 shown  in  Figure  15  and  Table  15  below.  Financing  is  received  via  intercompany  loans  from  its 

 parent  company,  Hydro  Ottawa  Capital  Corporation,  on  a  pass-through  basis.  The  utility  has 

 prudently  managed  its  cost  of  debt  through  an  arrangement  with  Hydro  Ottawa  Capital 

 Corporation,  which  provides  financing  to  Hydro  Ottawa  in  tranches  to  meet  its  capital  structure 

 requirements.  For  more  information,  please  refer  to  Schedule  5-1-1  -  Cost  of  Capital  and  Capital 

 Structure. 
 n 

 Figure 15 - Hydro Ottawa vs. Industry and Peer Group Weighted Average Cost Of Debt 

 Table 15 - Hydro Ottawa vs. Industry and Peer Group Weighted Average Cost Of Debt 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Industry Average  4.74%  4.16%  3.34%  3.58%  6.13%  4.39% 

 Peer Group Average  3.50%  3.09%  2.97%  3.02%  3.84%  3.28% 

 Hydro Ottawa  3.11%  2.95%  2.96%  3.13%  3.41%  3.11% 

 Rate Framework and Performance Outcomes  Supplemental Industry Benchmarking Analysis 

 22 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

 11 

 12 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 
 Tab 3 

 Schedule 3 
 Attachment D 

 ORIGINAL 
 Page  23  of  29 

 2.4.2.  Operating Ratio 
 The  operations  ratio  is  the  sum  of  total  operating  expenses  (RRR  s.2.1.7)  divided  by  total 

 distribution  revenue  (RRR  s.2.1.7).  This  is  a  financial  measure  of  how  efficiently  a  company 

 uses its assets to generate revenues. 

 Hydro  Ottawa’s  operating  ratio  outperformed  the  industry  and  its  peer  group  between  2019  and 

 2023.  The  utility’s  ratio  fluctuated  between  a  low  of  70%  and  a  high  of  77%  in  that  period,  with 

 2023  recording  an  increase  due  to  extreme  weather  and  labour  disruptions.  See  Figure  16  and 

 Table 16 below for details. 

 Figure 16 - Hydro Ottawa vs. Industry and Peer Group  Operating Ratio 
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 Table 16 - Hydro Ottawa vs. Industry and Peer Group  Operating Ratio 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Industry Average  82.08%  83.17%  81.65%  83.94%  84.47%  83.06% 

 Peer Group Average  75.97%  78.19%  78.02%  79.05%  76.72%  77.59% 

 Hydro Ottawa  71.94%  72.74%  70.17%  74.60%  76.98%  73.28% 

 2.4.3.  Total Monthly Cost to Customer for Loss Factor 
 The  line  loss  factor  percentage  was  transformed  into  a  monthly  cost  to  the  customer  using  the 

 OEB’s  distribution  rate  database.  3  This  metric  measures  the  cost  to  the  customer  due  to  utility 

 line losses. 

 Hydro  Ottawa’s  total  monthly  cost  to  customers  for  the  loss  factor  is  lower  than  the  industry  and 

 peer  group.  The  lower  line  loss  percentage  translates  into  lower  charges  to  its  customers 

 compared to other Ontario utilities. See Figure 17 and Table 17 below. 

 3  Ontario Energy Board,  Electricity Distribution Rates  Database 
 https://www.oeb.ca/applications/applications-oeb/electricity-distribution-rates  . 
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 Figure 17 - Hydro Ottawa vs. Industry and Peer Group Monthly Loss Factor Cost Per 
 Customer 

 Table 17 - Hydro Ottawa vs. Industry and Peer Group Monthly Loss Factor Cost Per 
 Customer 

 2019  2020  2021  2022  2023  5 Yr Avg. 

 Industry Average  $ 4.85  $ 5.03  $ 3.85  $ 3.43  $ 4.06  $ 4.25 

 Peer Group Average  $ 3.72  $ 3.55  $ 2.75  $ 2.45  $ 2.91  $ 3.08 

 Hydro Ottawa  $ 3.21  $ 3.35  $ 2.63  $ 2.38  $ 2.83  $  2.88 

 2.5.  SYSTEM RELIABILITY BENCHMARKING 
 2.5.1.  Outage Cause Codes 
 The  System  Average  Interruption  Frequency  Index  (SAIFI)  and  the  System  Average  Interruption 

 Duration  Index  (SAIDI)  are  industry-wide  standard  measurements  of  interruption  frequency  and 

 duration.  SAIFI  and  SAIDI  interruptions  are  classified  into  cause  codes,  with  each  cause 

 Rate Framework and Performance Outcomes  Supplemental Industry Benchmarking Analysis 
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 contributing  to  an  overall  value  reported  on  the  Electricity  Utility  Scorecard.  In  Figures  18 

 through  23  below,  SAIFI  and  SAIDI  are  broken  out  by  outage  cause  codes  to  illustrate  which 

 factors  contributed  to  Hydro  Ottawa’s  reliability  results,  as  compared  to  the  peer  group  and 

 industry averages. 

 For  more  information  on  system  reliability,  please  refer  to  Schedule  2-5-3  -  Performance 

 Measurement for Continuous Improvement. 

 Figure 18 - Hydro Ottawa SAIFI by Outage Cause Codes 
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 Figure 19 - Industry Average SAIFI by Outage Cause Codes 

 Figure 20 - Peer Group Average SAIFI by Outage Cause Codes 
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 Figure 21 - Hydro Ottawa SAIDI by Outage Cause Codes 

 Figure 22 - Industry Average SAIDI by Outage Cause Codes 
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 Figure 23 - Peer Group Average SAIDI by Outage Cause Codes 
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IT Spend as a % of Operating Exp.

Hydro Ottawa’s 2023 IT Spend was slightly lower to similar electric 
utility organizations, and much more spend was allocated to Growth 
& Transformation (“change the business”)

▪ For benchmarking purposes, Hydro Ottawa was compared to a custom peer 

group of 9 electric utility organizations and Gartner’s IT Key Metrics Data for 

the broader Utilities industry.  Hydro Ottawa’s total IT spend for 2023 was 

$27.2 million. 

▪ IT Spending was 11% less than the custom peer group average; IT 

Spend as a % of Operating Expense was 2.80% compared to an average of 

3.14% for the peer group. The slightly lower level of spend can be attributed 

to lower levels of Run spend.  Real dollar spending on IT Run costs were 

significantly less than peers ($1.34 for Hydro Ottawa vs. $2.32 for peers per 

$100 in total operating expenses).

▪ Hydro Ottawa allocated double the spend to “change the business” 

activities than the peer group average (52% of IT Spending vs. 26%). 

These investments were aligned to Hydro Ottawa’s strategic priorities, 

specifically to “accelerate digital transformation to enable sustainable 

business practices” and “continue to provide best-in-class customer service”. 

▪ Hydro Ottawa’s IT staffing levels were slightly higher than the peer 

group average (12.9% IT FTEs as a % of Total Employees vs. 11.7%).  In 

addition to internal IT FTEs, Hydro Ottawa relies on an ecosystem of vendor 

partners for specialized skills, largely for Applications Development work.

Peer Avg.

2.80%

Hydro 

Ottawa

3.14%

IT Spend Distribution – Run/Change

Peer Avg.

Run

48%

Hydro 

Ottawa

Run

74%

Change

52%

Change

26%

IT FTEs as a % of Total Employees

Peer Avg.

12.9%
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11.7%
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Hydro Ottawa has aggressively moved Applications to the cloud, yet 
allocation to Application spending remains in-line with peers; 
allocation to software is materially higher than peers 
▪ Hydro Ottawa allocated a similar amount of spend to Applications than the 

peer group average (50% of IT spend vs. 46%). Over the last several years, 

Hydro Ottawa has taken a cloud-first approach by replacing legacy on-prem 

solutions with cloud-based solutions with vendors such as Workday and 

Salesforce.  During these periods of transition, Applications costs can trend higher, 

however Hydro Ottawa has managed the transition in a cost-effective manner.

▪ Allocation to Governance & Business Management is higher than the peer 

group (10% of IT spending vs. 7%).  This category of spend includes Enterprise 

Architecture and Business Relationship Management which are important in 

managing relations with the business.  Hydro Ottawa reported that the relationship 

with the business has been improving towards “partnership” over the last several 

years.

▪ Allocation to Infrastructure (Data Center & Network) is lower than the peer 

group (23% of IT spending vs. 27%).  

▪ Overall allocation to Software spending is materially higher than the peer 

group (38% of IT spend vs. 26%). This is likely the result of the period of 

transition from moving from an on-premises to a Software-as-a-Service licensing 

model in support of the cloud-first strategy.

▪ Overall allocation to Personnel spending is significantly less than the peer 

group average (26% vs. 35%), even though the allocation to External Services is 

also lower (28% versus 31%).  This suggests that Hydro Ottawa is receiving good 

“value for money” from its ecosystem of partners. Personnel spending was lower 

than planned in 2023 due to a 3-month labour disruption.

Software Spend 

as a % of Total

Peer Avg.

38%

Hydro 

Ottawa

26%

Personnel Spend 

as a % of Total

Peer Avg.

26%

Hydro 
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35%

Applications Spend 

as a % of Total

Peer Avg.

50%

Hydro 
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Hydro Ottawa should leverage key findings from this assessment to 
optimize technology spend to support investments in digital

Hydro Ottawa

Vendors and Contracts

Renegotiate contracts, optimize service 

models and consolidate vendors

74% of IT Spend

Infrastructure and IT Management

Consolidate data centres, shift to the cloud, 

and align service models to business needs

40% of IT Spend

Applications*

Rationalize the portfolio, prioritize demand 

and investments and optimize development 

and support delivery

60% of IT Spend

IT Staffing and Maturity

Shift labor to lower-cost scenarios, right-size 

teams and automate manual processes

26% of IT Spend

100% 100%

Peers

Sourcing View of IT Spend

65% 

35% 

100% 

Hydro Ottawa Peers

Technology View of IT Spend

53% 

47% 

100% 

*Includes Application Support, Applications Development 

and Governance & Business Management
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Business context and engagement objectives 

Engagement Objectives

Gartner combined several unique and proprietary assets and 

capabilities that will give Hydro Ottawa a fact-based, objective 

starting point for its ongoing strategic direction.  These 

capabilities include Gartner’s world-leading IT Benchmark 

database to build a custom peer group for Hydro Ottawa, to 

understand the current state in key IT enterprise-level spending 

and staffing measures.

Outcomes of the engagement include:

• A current state summary of Hydro Ottawa’s IT spend and 

staffing levels relative to peers with a comparable 

environment that will identify optimization opportunities to 

focus future strategic efforts.

• A set of recommendations based on the comparative analysis 

that will advance Hydro Ottawa in areas directly impactful to 

the to IT and business objectives.

• Guidance on appropriate re-measurement periods and the 

foundation to measure progress objectively.

Business Context

• Hydro Ottawa is seeking an independent and objective expert 

benchmark of its overall IT spend and staffing position 

relative to comparable peer organizations.

• In the short-term, this spending and staffing benchmark will 

provide data driven insights for the organization’s regulatory 

filing and provide inputs for developing a roadmap of 

initiatives for Hydro Ottawa’s IT Leaders to drive 

improvements.

• Longer term, these spending and staffing benchmarking 

insights can inform the IT strategy and future direction.
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Spending & Staffing Benchmark Methodology Overview

Gartner used its industry-leading benchmarking consensus 

models to evaluate total IT Spending and Staffing relative to a 

hand selected group of industry peers and IT Key Metrics Data 

for the Utilities industry. 

The Enterprise View: IT Spending and Staffing Assessment 

analysis will provide and compare the following metrics:

Spending Measures

▪ IT Spending as a % of Revenue

▪ IT Spending as a % of Operating Expense

▪ IT Spending Per Employee

▪ Capital vs. Operational Spending

▪ Run vs. Grow vs. Transform Spending

▪ Distribution of IT Spend—Hardware, Software, Personnel, 

Outsourcing, Other

▪ Distribution of IT Spend—by IT Function

Staffing Measures

▪ IT Staff as a % of Company Employees

▪ IT Contractor Usage

▪ Distribution of IT Support—by IT Function
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Enterprise IT Spending & Staffing Benchmark
Approach Overview

Project 

Preparation

Objectives

▪ Mutual objectives

▪ Engagement plan

▪ Confirmed scope

▪ Stakeholder alignment

▪ Gather Hydro Ottawa data 

required for analysis

▪ Confirm Hydro Ottawa data ▪ Consolidate analysis and 

develop recommendations

▪ Finalize report

▪ Conduct briefings

Key Activities

▪ Pre-Kickoff planning 

call.

▪ Preview all relevant 

client information 

requirements and 

stakeholders.

▪ Discuss high-level 

approach and key 

steps to prepare for a 

formal kickoff.

▪ Hold kickoff meeting to ensure 

a common understanding of 

objectives, scope, schedule, 

roles and responsibilities.

▪ Participate in any broader 

socialization efforts agreed to 

during project preparation.

▪ Distribute and review any data 

collection materials.

▪ Conduct data collection kick off 

workshop, distribute IT spending 

and staffing data collection 

template and explain text 

documents 

▪ Support Hydro Ottawa’s data 

collection activities

▪ Conduct up to 6 IT Leadership 

interviews to discuss current 

state, opportunities, etc.

▪ Develop peer group based on 

industry, scale, scope and nature 

of operations.

▪ Verify information gathered and 

compare verify for accuracy / 

completeness. 

▪ Complete a comparative analysis 

and develop a materials for data 

validation workshop.

▪ Review summary of preliminary 

analysis (key observations and 

strategic implications) with 

project team

▪ Leverage Gartner IP 

(research and benchmark 

data) to conduct analysis 

and develop 

recommendations based on 

findings

▪ Conduct workshop with core 

Hydro Ottawa team to get 

feedback on analysis and 

recommendations.

▪ Develop a re-measurement 

plan to assess progress over 

time

▪ Finalize major work 

products including the 

Final report.

▪ Develop executive 

summary briefing 

version.

▪ Brief executives.

Deliverables

▪  N/A ▪ Project Kick Off Materials ▪ Data collection templates

▪ Interview guides

▪ Benchmark data validation 

workshop materials

▪ Summary of Key Findings 

and Implications (IT 

spending and staffing and 

maturity) 

▪ Preliminary Report

▪ Final report, including 

Executive Summary

▪ Briefing(s)

0

Data CollectionProject Kickoff

21

Data Validation & 

Analysis

3

Preliminary Report

4

Final Report and 

Executive 

Briefings

5
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Analysis Notes

▪ Hydro Ottawa’s data submission for this benchmarking engagement includes:

o 2023 actuals for Revenue, Operating Expenses (including power recovery and cost of power) 

and Total Employees

o 2023 actuals for IT Spending & Staffing

o Operational Technology spending and staffing is not included

▪ Peer Group data is from 2022-2023

▪ Gartner’s IT Key Metrics Data (ITKMD) is from 2023
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Peer Group Profiles

Selection Criteria

Primary Criteria Utilities Industry

Secondary Criteria
Electrical Utilities, Total Revenue, Total Operating Expenses, # of 

Employees and Geography

Custom Peer Group Profile

Number of Organizations 9

Geographical Location Canada, USA, Europe, New Zealand

Hydro Ottawa* Peer Group Average

Total Revenue $1.1 Billion $1.5 Billion

Total Operating Expense $0.97 Billion $1.2 Billion

Total Employees 641 1,096

* Hydro Ottawa data is for fiscal year ending December 31, 2023 (12 months actuals)

** All analysis is in Canadian dollars, using the exchange rate of 1 USD = 1.35 CAD

2023 IT Key Metrics Data 

(ITKMD) Utilities

140

Global

$4.9 Billion

4,000

2023 ITKMD

Primary peer group for comparative analysis

Secondary peer group 

for additional context
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Benchmark Analysis Methodology
Peer Comparisons

Hydro Ottawa’s results are displayed in comparison with the following reference points:

Peer Middle quartile 

range between the 25th 

and 75th percentiles for 

the Custom Peer Group

Peer Range: the 10th 

percentile to 90th 

percentile range of 

results for the 

Custom Peer Group

There are not necessarily “good” or “bad” results for any individual metric. 

Differences in spending and staffing metrics derived from this analysis provide insight into current strategic IT 

investment levels versus your competitive landscape.  

These measures should also be considered within the context of your future state organizational objectives. 

ITKMD

Peer Group  Avg.

Hydro Ottawa
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3.1

IT Spending
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Hydro Ottawa’s overall 2023 IT Spend was slightly lower than 
industry peers

Observations / Implications

• Hydro Ottawa’s 2023 IT Spending was $27.2 million.  IT Spend as a % 

of Revenue was 2.50% compared to an average of 2.52% for the peer 

group average. IT Spending as a % of Operating Expenses was 2.80% 

compared to an average of 3.14% for the peer group. Both these 

metrics indicate that Hydro Ottawa’s overall IT spend level was slightly 

lower than the peer group average and Gartner’s IT Key Metrics Data 

for the Utilities industry.

• The “right” level of IT spend is the level that will deliver the necessary 

IT solutions that will enable Hydro Ottawa to deliver on its business 

objectives, in a cost-effective manner. Investing an additional dollar in 

IT makes sense if it can reduce operational costs elsewhere in the 

business.    

• To ensue value for money from all IT investments, it will be important 

for Hydro Ottawa focus on continuing to develop Strategic Cost 

Optimization capabilities. 

IT Spend as a % of Revenue

Peer Average

2.50%

Peer 25thHydro Ottawa ITKMD UtilitiesPeer 75th

1.3%

2.52%

3.2%
2.9%

IT Spend as a % of Operating Expense

Peer AveragePeer 25thHydro Ottawa ITKMD UtilitiesPeer 75th

2.80%

1.7%

3.14%

3.9%
3.6%
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IT Spend as a Percentage of Revenue 

Description • IT spending as a percentage of revenue provides a view of 

the role IT plays in the spending patterns of the 

organization. The greater the amount of the operational 

expenses that is dedicated to IT, typically the greater need 

for visibility into the IT investments the organization will 

require.

Definition IT Spending includes capital and operations spending for 

technology during the study period, including labour, 

software, hardware, telecommunications expenses; includes 

project spending

Calculation IT Spend / Revenue Hydro Ottawa:  

$27,225,895 / $1,089,452,264

Hydro Ottawa 2.50%

Peer Group Avg. 2.52%

1.2%

3.7%

3.2%

1.3%

ITKMD 2.9%

= Peer Range

= Hydro Ottawa

= Peer Middle Quartiles

= ITKMD

= Peer Average
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IT Spend as a Percentage of Operational Expense 

Description • IT spending as a percentage of operational expenses 

provides a view of the role IT plays in the spending 

patterns of the organization. The greater the amount of 

the operational expenses that is dedicated to IT, typically 

the greater need for visibility into the IT investments the 

organization will require.

Definition IT Spending includes capital and operations spending for 

technology during the study period, including labour, 

software, hardware, telecommunications expenses; 

includes project spending

Calculation IT Spend / Operational 

Expense

Hydro Ottawa:  

$27,225,895 / $973,530,264

Hydro Ottawa 2.80%

Peer Group Avg. 3.14%

1.3%

5.5%

3.9%

1.7%

ITKMD 3.6%

= Peer Range

= Hydro Ottawa

= Peer Middle Quartiles

= ITKMD

= Peer Average
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IT Spend per Employee

Description • IT spending per employee provides insight into the amount of 

technology support an organization’s workforce receives. 

• High spending can imply higher levels of automation and/or higher 

investment in IT in general.  Low spending levels can be related to 

higher overall staffing levels and or lower IT investment than peers.

• Large variations within industry groups can represent different business 

models for service or product delivery.

Definition IT Spending includes capital and operations spending for technology during the 

study period, including labour, software, hardware, telecommunications 

expenses and includes project spending.  Organization Employees includes 

staff, exclusive of Contractors.

Calculation IT Spending / Organization Employees Hydro Ottawa:  

$27,225,895 / 641

Hydro Ottawa $42,502

Peer Group Avg. $36,763

$26,512

$51,566

$37,903

$31,070

ITKMD $33,200

= Peer Range

= Hydro Ottawa

= Peer Middle Quartiles

= ITKMD

= Peer Average

Observations / Implications

• IT Spend per Employee for Hydro Ottawa ($42,502) is higher than the 

peer group average of $36,763, this is largely the result of Hydro 

Ottawa’s lower number of employees than the peer group average 

(641 versus 1,096)

• This metric is calculated using Hydro Ottawa’s 641 organizational 

employees, and does not consider any contractor workforce

• Hydro Ottawa should continue to evaluate IT investments that will 

enable all staff and business functions to improve productivity and 

modernize their operations.  This could lead to reduced costs in other 

parts of the organization (i.e., Finance, HR)
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IT Spend Distribution by Run, Grow and Transform

Description • The distribution of IT spending provides a view of the investment 

profile in business terms (how IT will enable the business to grow or 

transform revenue, operating income and/or profit margins)

Definition Allocation of IT Spending by Run, Grow and Transform, where:

• Run: Essential (and generally non-differentiated) business 

processes. 

• Grow: Improvements in operations and performance, within current 

business models

• Transform: new services and new operating models

Hydro Ottawa Peer Avg. ITKMD

Transform 8% 6% 12%

Grow 44% 20% 18%

Run 48% 74% 70%

0%
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30%

40%
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70%

80%

90%

100% Observations / Implications

• In 2023, Hydro Ottawa allocated 52% of IT Spending to Growth 

/ Transformation (i.e., “change the business” activities), two 

times more than the peer group average of 26%.

• This is the result of significant investments made in “change the 

business” activities. These investments are aligned to Hydro 

Ottawa’s strategic priorities, specifically to “accelerate digital 

transformation to enable sustainable business practices” and 

“continue to provide best-in-class customer service”. 

• Grow / Transform spending does not include investments in 

updating aging infrastructure, this is included in Run spending 

(i.e., OMS upgrade, Windows upgrade).
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IT Spend Distribution by Funding Source

Hydro Ottawa Peer Avg. ITKMD

Shadow IT 6% 1%

Business Unit IT 20% 12%

Formal IT Budget 100% 74% 87%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

Description • IT spending can come from various sources within an organization 

and is not restricted to the formal IT budget. Additional spending can 

occur within business unit budgets and be what is known as 

"shadow IT."

Definition Allocation of IT Spending by:

• IT Organization 

• Business Unit (formally outside IT) 

• Shadow IT (informally outside IT)

Observations / Implications

• Hydro Ottawa’s IT spend is more centralized than the peer group 

average with IT controlling 100% of the spend, compared to an 

average of 74% for centralized IT within the peer group.

• In organizations with highly centralized IT spend, it is important 

that there is a high level of transparency with the business, so 

they understand the allocation of IT resources and the impact of 

their decisions on IT spending.

Note: some Shadow IT exists at Hydro Ottawa, however it is relatively small and difficult 

to identify for inclusion in IT spend
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IT Spend Distribution – Operations vs. Capital

Description • IT capital expenses vs. operational expenses helps to portray the 

investment profile for an organization in a given year.

• Organizations with a higher capital spending may…

o Be investing heavily in strategic IT infrastructure

o Have reached a planned point of investment in their infrastructure 

lifecycle

o Not have been managing asset investments well (i.e., “catching up”)

o Simply have a more aggressive capitalization policy

• The break out of Run, Grow, Transform spending that follows may provide 

more insight

Definition Distribution of IT Operational spending versus Capital spending

Hydro Ottawa Peer Avg. ITKMD

Operational 71% 70% 66%

Capital 29% 30% 34%
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100% Observations / Implications

• Hydro Ottawa allocated a similar amount of its IT spending to capital 

(29%) than the peer group average of 30%.

• Applications and Infrastructure are increasingly cloud-based, creating 

an escalating shift away from more traditional capital-based models to 

operational funding. Hydro Ottawa has seen a 6-7% increase in OpEx 

over the last several years.

• There can be unanticipated or overlooked operating budget increases 

as a result of SaaS and IaaS contracts. The resultant shift from capital 

expenditure (CapEx) to operating expenditure (OpEx) can cause 

budgetary and cost management pressures.

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 3

Schedule 3
Attachment E

ORIGINAL
Page 22 of 68 



23 © 2024 Gartner, Inc. and/or its affiliates. All rights reserved.

RESTRICTED DISTRIBUTION 

IT Spend Distribution by Cost Category

Hydro Ottawa Peer Avg. ITKMD

External Services 28% 31% 31%

Software (SaaS) 14% 8% 9%

Software (On-Prem) 24% 18% 19%

Hardware 8% 8% 11%

Personnel 26% 35% 30%

0%

10%

20%

30%

40%

50%

60%

70%

80%

90%

100%

Description • This measure can be helpful in adding context to the IT investment strategy 

from a sourcing perspective, in terms of accounting-based resources that may 

be insourced versus services delivered by a third party.

• As an organization increases or decreases the level of outsourced services, it 

may find an inverse effect in its associated personnel, hardware and/or 

software expenditures, depending on the scope of services retained and on 

requirements. 

Definition Allocated IT Spending among the different cost categories

Observations / Implications

• Hydro Ottawa relies less on Personnel (26% of IT spend) than the peer 

group (35%).  Typically, a lower allocation to Personnel results in a higher 

allocation to External Services, however this is not the case for Hydro 

Ottawa (28% versus an average of 31% for the peer group). Personnel 

spending was lower than planned in 2023 due to a 3-month labour 

disruption. 

• Leveraging External Services is an important element of Hydro Ottawa’s 

delivery model. A strong ecosystem of vendor partners is used to access 

highly skilled resources. 

• Hydro Ottawa’s overall allocation to software is materially higher than the 

peer group (38% versus 26%) and has appeared to have adopted the 

SaaS licensing model much more quickly, while consolidating / 

transitioning on-prem systems.

• Allocation to hardware is same as the peer group average.
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IT Spend Distribution by IT Functional Area

Hydro
Ottawa

Peer Avg. ITKMD

Data Center 11% 15% 12%

Network 12% 12% 10%

Workplace Services 5% 6% 8%

IT Service Desk 4% 3% 3%

Application
Development

19% 25% 25%

Application Support 31% 21% 22%

Governance & Business
Management

10% 7% 8%

IT Security* 4% 6% 6%

IT Ops. Mgmt 3% 4% 5%

Ser. Con't / DR 1% 1% 1%
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Observations / Implications

• Hydro Ottawa allocated a similar amount of spend to Applications than the peer 

group average (50% of IT spend vs. 46%). Over the last several years, Hydro 

Ottawa has taken a cloud-first approach by replacing legacy on-prem solutions 

with cloud-based solutions with vendors such as Workday and Salesforce.  

During these periods of transition, Applications costs can trend higher, however 

Hydro Ottawa has managed the transition in a cost-effective manner.

• Hydro Ottawa allocated 43% more IT spending to Governance & Business 

Management than the peer group average (10% vs. 7%). This spend includes 

Enterprise Architecture & Business Relationship Management which are 

important in managing relations with the business.  Hydro Ottawa reported that it 

has transitioned from a “Service” model to a business-centric “Partnership” 

model.

• IT domains with materially lower spend allocation than the peer group average 

include IT Security (-33%) and Data Center (-27%)

• Network, Workplace Services, IT Service Desk, IT Operations Management and 

Service Continuity / Disaster Recovery spend allocations are comparable to the 

peer group.

Description • This information is often leveraged in tandem with IT resource planning exercises, 

wherein resource allocations can be viewed in terms of IT infrastructure versus 

applications versus IT overhead. 

• While this measure is helpful in identifying relative volumes of IT resource 

consumption by IT functional area, as compared to Peers, it does not aid in 

identifying whether resources are being leveraged in a cost-effective or productive 

manner.

Definition Allocated IT Spending among the different functional areas

*Some IT Security costs are embedded in Data Center & Network which could not be isolated.

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 3

Schedule 3
Attachment E

ORIGINAL
Page 24 of 68 



25 © 2024 Gartner, Inc. and/or its affiliates. All rights reserved.

RESTRICTED DISTRIBUTION 

From a real dollar perspective, Hydro Ottawa’s “Run” spend is 
materially lower than Peers, which is offset by a higher level of 
investment in Growth / Transformation

IT Spend per $100 of Operating Expense

Application Support and 

Governance & Business 

Management and IT Service Desk  

have higher real dollar spending 

that the peer group average.   

From a real dollar perspective 

“Run” spending is materially 

lower than peer group levels

Enterprise View

Hydro Ottawa Peer Avg Hydro Ottawa Peer Avg Variance

2.80% 3.14% 2.80$                      3.14$                      ($0.34)

Investment View

Hydro Ottawa Peer Avg Hydro Ottawa Peer Avg Variance

Run 48% 74% 1.34$                      2.32$                      ($0.98)

Grow / Transform 52% 26% 1.46$                      0.82$                      $0.64

Total 100% 100% 2.80$                     3.14$                     ($0.34)

Technical View

Hydro Ottawa Peer Avg Hydro Ottawa Peer Avg Variance

Data Center 11% 15% 0.31$                      0.47$                      ($0.16)

Voice and Data Network 12% 12% 0.34$                      0.38$                      ($0.04)

Workplace Services 5% 6% 0.14$                      0.19$                      ($0.05)

IT Service Desk 4% 3% 0.11$                      0.09$                      $0.02

Application Development 19% 25% 0.53$                      0.79$                      ($0.25)

Application Support 31% 21% 0.87$                      0.66$                      $0.21

Governance & Business Mgmt. 10% 7% 0.28$                      0.22$                      $0.06

IT Security 4% 6% 0.11$                      0.19$                      ($0.08)

IT Ops Mgmt. 3% 4% 0.08$                      0.13$                      ($0.04)

Service Con't. / DR 1% 1% 0.03$                      0.03$                      ($0.00)

Total 100% 100% 2.80$                     3.14$                     ($0.34)

Run / Change per $100 of Operating Expense

IT Functional Area Distribution IT Functional Area Spend per $100 of Operating Expense

IT Spend per $100 of Operating ExpenseIT Spend as % of Operating Expense

Run / Change Distribution
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3.1

IT Staffing
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IT FTEs as a Percentage of Total Employees

Description • The percentage of IT FTEs in the organization compared to the total 

number of employees is a key measure of how critical IT support is to the 

business. This measure can be heavily influenced, however, by the level 

of outsourcing an organization may have.

• Organizations with high levels of manageability and automation should 

require fewer operations staff.  Manual processes and lack of standards 

will increase the number of IT FTEs needed.

Definition IT FTEs includes in-house and contractor FTEs, does not include managed 

services adjusted FTEs. Organization Employees includes employees, 

exclusive on Contractors.

Calculation IT FTEs / Organization Employees Hydro Ottawa:  

83 / 641

Hydro Ottawa 12.9%

Peer Group Avg. 11.7%

5.9%

18.3%

16.6%

6.9%

ITKMD 7.5%

= Peer Range

= Hydro Ottawa

= Peer Middle Quartiles

= ITKMD

= Peer Average

Observations / Implications

• Hydro Ottawa’s level of IT staffing is slightly higher than the peer 

group average, with IT FTEs as a % of Total Employees at 12.9% 

compared with 11.7%, this is largely the result of Hydro Ottawa’s 

lower number of employees than the peer group average (641 versus 

1,096).

• Given Hydro Ottawa’s use of External Services is slightly lower than 

the peer group’s, this would suggest the overall IT workforce has 

higher levels of productivity / efficiency.
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IT FTEs Distribution by Area

Description • By viewing human resources (IT FTEs) within the context of the total 

portfolio, organizations are able to identify which environment is the 

most labour- intensive as a % of the IT labour pool. Typically, 

application activities (development and support) demand the most 

resources from both cost and staffing perspectives. The degree to 

which an organization outsources should be considered alongside 

such staffing metrics.

Definition Distributes In House and Contractor IT FTEs among the different 

functional areas

Hydro Ottawa Peer Avg. ITKMD

Data Center 8% 10% 8%

Network 5% 8% 7%

Workplace Services 3% 5% 6%

IT Service Desk 4% 6% 7%

Application Development 13% 29% 26%

Application Support 37% 15% 18%

Governance & Business
Management

21% 15% 17%

IT Security 6% 5% 5%

IT Ops. Mgmt 2% 6% 5%

Ser. Con't / DR 1% 1% 1%
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Observations / Implications

• Hydro Ottawa’s IT FTE allocations are materially higher than the 

peer group average for Application Support (+146%) and 

Governance & Business Management (+40%)

• Hydro Ottawa’s IT FTE allocation to Application Development is 

significantly less than the peer group average (-55%), largely 

because most development activities are outsourced.

• Infrastructure functions (i.e., Data Center, Network, IT Operations 

Management) have lower IT FTE allocations than the peer group 

average.
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Overall IT staffing levels are comparable to peers, however, 
allocation to Applications Support and Applications Development 
vary greatly 

IT FTEs per 100 Total Employees 

The real number of Application 

Support & Governance and 

Business Management FTEs are 

materially higher than the peer 

group

Enterprise View

Hydro Ottawa Peer Avg Hydro Ottawa Peer Avg Variance

12.9% 11.7% 12.90                      11.70                      1.20                          

Technical View

Hydro Ottawa Peer Avg Hydro Ottawa Peer Avg Variance

Data Center 8% 10% 1.03 1.17 (0.14)

Voice and Data Network 5% 8% 0.65 0.94 (0.29)

Workplace Services 3% 5% 0.39 0.59 (0.20)

IT Service Desk 4% 6% 0.52 0.70 (0.19)

Application Development 13% 29% 1.68 3.39 (1.72)

Application Support 37% 15% 4.77 1.76 3.02

Governance & Business Mgmt. 21% 15% 2.71 1.76 0.95

IT Security 6% 5% 0.77 0.59 0.19

IT Ops Mgmt. 2% 6% 0.26 0.70 (0.44)

Service Con't. / DR 1% 1% 0.13 0.12 0.01

Total 100% 100% 12.90 11.70 1.20

IT FTEs as % of Total Ees. (incl. Partners) IT FTEs Per 100 Employees (incl. Partners)

IT FTEs Per 100 Employees (incl. Partners)IT Functional Area Distribution
The real number of Application 

Development FTEs is 

significantly lower than peers, 

as most of this activity is 

outsourced
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IT FTEs Distribution by Inhouse and Contractor

Hydro Ottawa Peer Avg. ITKMD

Inhouse 71% 69% 69%

Contractors 29% 31% 31%
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Description • The distribution of IT FTEs (insourced versus contractor) provides a 

view of the IT staffing strategy.

• IT Contract labour or Contractor usage can be an effective approach 

to maintaining flexibility and agility when business conditions are 

changing. However, keeping Contractors for extended periods can be 

costly and limit process standardization.

Definition Distribution of Contractor FTEs and In House FTEs

Observations / Implications

• The mix of Inhouse and Contract IT FTEs at Hydro Ottawa is 

comparable to the peer group average (29% of IT FTEs versus 

31%)

• Leveraging contractors for specialized skills and/or staff 

augmentation can be an alternative to hiring full-time 

employees, but it generally costs more and comes with some 

risk (i.e. sense of team, commitment to organization, 

knowledge retention, etc.)
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4.0

IT Spending & Staffing 

Benchmarking 

Definitions
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IT Budget Benchmark Methodology — Key Definitions

▪ The IT Budget Assessment follows the Gartner Benchmarking chart of accounts. In order to match the Gartner Benchmark 

chart of accounts, the data presented in the benchmark will not completely align with the official Information Technology 

budget or organization.  For example, the Gartner Benchmark chart of accounts has historically excluded operational 

technology.

▪ IT Budget Definition

– The total spend for a twelve month budget period for information technology to support the enterprise. IT spend can 

come from anywhere in the enterprise that incurs IT costs, and it is not limited to the IT organization. It is calculated on 

an annualized “cash out” basis and therefore contains capital budget, and operational expenses. Gartner definitions for 

IT spend include all IT services, for example:

▪ Hardware, software, personnel (including travel and benefits and training), contractors and consultants, outsourcing, disaster recovery, 

occupancy, data and voice communications/transmission, associated with supporting information technology within the enterprise.

▪ Costs for the facilities being used by the staff supporting the enterprise. Some examples include office space, furniture, electricity, 

maintenance, property taxes, security, and office supplies. Occupancy costs for space dedicated to IT functions such as the data center 

and IT service desk are also included.

▪ The data center (servers, storage etc), Hydro Ottawa devices (desktops, laptops, tablets, thin Hydro Ottawas, handhelds), voice and 

data networks (including but not limited to voice and data transmission, fixed and mobile telephony, Internet access services), IT 

service desk, application development and maintenance. IT Support functions such as the office of the CIO, supervisory management, 

finance and administrative costs, such as purchasing, asset management, process management, and marketing of IT services. 
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IT Domain Definitions (1 of 3)

Enterprise Computing (Data Center)

▪ Compute:  includes the provisioning of the full life cycle management of processing/hosting services on both mainframe and midrange (UNIX, Windows, Linux, 

iSeries etc.) platforms including acquisition, deployment, maintenance, change management and disposal.

▪ Storage:  includes the provisioning of the full life cycle management of storage services utilizing online, near-line and offline technologies including acquisition, 

deployment, maintenance, change management and disposal.

▪ Facilities/Hosting: includes the full life cycle management of the physical data center premises, and other facilities and services associated with the premises 

such as furniture, power supply, heat management, climatization services, access security, floor space, office space, design and consulting. 

▪ Database: includes the full life cycle management of relational, non-relational and pre-relational databases including the tools for monitoring and diagnosing 

problems with databases, analyzing and improving the performance of databases, and routine administration of databases, including configuration changes.

▪ Middleware:  is the software “glue” that helps programs and databases (which may be on different computers) work together. Its most basic function is to enable 

communication between different pieces of software.  Integration middleware is software that enables independently designed applications, software components 

or services to work together, by supporting data consistency, composite application and multistep process styles of integration. It includes multi-enterprise (B2B) 

integration capabilities and internal integration, as well as those products that enable existing applications to become part of a new multistep process.  Platform 

middleware is system software that provides the runtime hosting environment (a container) for application program logic. It uses embedded or external 

communications middleware to help programs interact with other programs. It also provides resource management services for hosting application program logic 

at runtime.

Network

▪ Network (data and voice) is comprised of: Local-Area Network Service (this subservice provides network access within the office premises), Wide-Area Network 

Service (this subservice helps in the management and supply of inter-site connections and network infrastructure), Remote Access Service (this subservice 

helps to connect the internal network from a remote location with broadband or phone line access using a security token), Internet Connectivity Service (this 

subservice provides access to the internet) and Intranet Connectivity Service (this subservice helps in the provision of the global network provided by third 

parties. This also includes management of network optimization devices).
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IT Domain Definitions (2 of 3)

End-User Computing

▪ End-User Computing includes provisioning of the full life cycle management of desktop, laptop, tablet, thin Hydro Ottawa, handheld and peripheral assets 

including acquisition, deployment, maintenance, change management and disposal. 

IT Service Desk   

▪ An IT Service Desk is defined as any single location that evenly distributes the receipt and/or placement of technical support calls or contacts to a predetermined 

group of support staff. The IT service desk assessment examines IT efficiency and effectiveness with respect to the provisioning of remote Tier 0/Tier 1 support 

provided to end users by the technical support centers (e.g., network, data center, PC and consolidated).

▪ Because IT service desks may be organized differently across enterprises, you may be required to capture some information that is beyond your specific budget 

lines to ensure consistent comparisons. Examples include telecommunications equipment used specifically by the IT service desk, transmission expenses 

attributable to the inbound support calls and remote user support resources that may physically reside in other support groups (e.g. network operations or 

applications support).

Applications

▪ Development

– New code for a new application

– Functional enhancements to current code that take more than two person-weeks or typically add greater than eight function points (see notes below)

▪ Support 

– Programming maintenance of currently operational computer applications.  This will include some enhancements to these applications as well.

– Bug fixes of any size or duration

– Maintenance of hard-coded data or tables (including field size changes) embedded within the programs (any size or duration)

– Functional enhancements to current code that take less than two person-weeks and typically add fewer than eight function points

– Any project that produces no new business functionality for the user
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IT Domain Definitions (3 of 3)

Governance & Service Management 

▪ Identifies service-optimized IT organizations which are growth enablers and a source of both operational and strategic differentiation. Here, the IT organizations 

constructively and proactively engage with the business to improve business operations to enrich enterprise performance.

▪ In order to drive business value, these IT organizations themselves run like a business, bringing out front-office capabilities. IT demonstrates financial discipline, transparency, and delivery of 

business value by managing an integrated view of technology cost and performance against defined business outcomes, which are formally captured in a strategic service portfolio. These IT 

organizations exhibit the following key characteristics of an implicit business-oriented consumer/provider relationship:

▪ Understand customer's needs

▪ Manage service and solution life cycle

▪ Deliver solutions and services to customers

▪ Governs internal IT operations and architecture to ensure strategic success

IT Operations Management 

▪ Provides on-site and/or remote IT Operations monitoring to gain insight into the historical, current and future availability and performance of IT systems, networks 

and applications, while also performing root cause analysis. Monitoring typically is performed in four categories: IT Infrastructure Monitoring (ITIM), Applications 

Performance Monitoring (APM), Artificial Intelligence for IT Operations (AIOps) and Network Performance Monitoring and Diagnostics (NPMD).

IT Security 

▪ The discipline of designing, implementing and maturing security practices to protect critical business processes and IT assets across the enterprise. It covers:
▪ Developing and maintaining effective program governance

▪ Communicating and engaging successfully with all stakeholders

▪ Defining a vision promoting desired security, risk management and business outcomes

▪ Defining, communicating and enforcing security policies across the organization

▪ Planning budgets and resourcing, including talent management and professional services

▪ Assessing and improving program maturity and performance

IT Service Continuity/Disaster Recovery 

▪ The use of alternative network circuits to re-establish communications channels if the primary channels are disconnected or malfunctioning. 

▪ The methods and procedures for returning a data center to full operation after a catastrophic interruption (e.g., including recovery of lost data).
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Consensus Model 

Overview
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Total IT Spending: Asset-Based Cost Management View

IT Spending includes (From a resource or accounting perspective): Hardware, software, personnel for IT 

FTEs including IT contractors, network transmission, outsourced IT services e.g., consulting, system 

integration, infrastructure etc.), public cloud services, occupancy and utilities spending associated data centers, 

taxes other than value added taxes where it is recovered and refunded to the organization.

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 3

Schedule 3
Attachment E

ORIGINAL
Page 37 of 68 



38 © 2024 Gartner, Inc. and/or its affiliates. All rights reserved.

RESTRICTED DISTRIBUTION 

IT Total IT Spending: IT Functional Cost Management View
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Run, Grow, Transform Describes IT’s role

Transform

Grow

Run

Grow the 

Business

Does it Make Money?

The situation is about enhancing, 

extending or differentiating existing 

business capabilities related to 

products, services, or markets.

YES

Run the 

Business

Does it Keep the Lights on?

The situation is about 

supporting or improving 

essential, non-differentiated 

business functions that do not 

directly produce revenue.

YES

Is it Revolutionary?

For Everyone?

There is potential for new 

markets or industries, or 

displacement or 

elimination of existing 

industries.

For the Hydro 

Ottawa?

There is potential to 

move the Hydro 

Ottawa’s business into 

entirely new markets or 

industries

Transform the 

BusinessYES

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 3

Schedule 3
Attachment E

ORIGINAL
Page 39 of 68 



40 © 2024 Gartner, Inc. and/or its affiliates. All rights reserved.

RESTRICTED DISTRIBUTION 

Data Center
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Compute

▪ Compute includes the provisioning of the full life cycle 

management of processing/hosting services on both 

mainframe and midrange (UNIX, Windows, Linux, iSeries 

etc.) platforms and racks including acquisition, deployment, 

maintenance, change management and disposal. 

▪ Expenses, staffing and workload related to data center 

facilities management are included in the Facilities/Hosting 

service.

▪ Annual Compute costs include the annual capital and 

operational expense, maintenance, installation and taxes, 

as appropriate, for all of hardware, software and 

outsourcing, in addition to personnel costs. 
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Storage

▪ Storage includes the provisioning of the full life cycle 

management of storage services utilizing online, near-line 

and offline technologies including acquisition, deployment, 

maintenance, change management and disposal.

▪ Annual Storage costs include the annual capital and 

operational expense, maintenance, installation and taxes, 

as appropriate, for all of hardware, software and 

outsourcing, in addition to personnel costs. 
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Facilities/Hosting

▪ Facilities/Hosting includes the full life cycle 

management of the physical data center 

premises, and other facilities and services 

associated with the premises such as 

furniture, power supply, heat management, 

climatization services, access security, floor 

space, office space, design and consulting.

▪ Annual Facilities costs include the annual 

capital and operational expense, 

maintenance, installation and taxes, as 

appropriate, for all of hardware, software, 

utilities and outsourcing, in addition to 

personnel costs.
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Database

▪ Database includes the full life cycle management of 

relational, non-relational and pre-relational databases 

including the tools for monitoring and diagnosing problems 

with databases, analyzing and improving the performance 

of databases, and routine administration of databases, 

including configuration changes.

▪ Annual Database costs include the annual capital and 

operational expense, maintenance, installation and taxes, 

as appropriate, for all of software and outsourcing, in 

addition to personnel costs.
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▪ Middleware is the software “glue” that helps programs and databases (which 

may be on different computers) work together. Its most basic function is to 

enable communication between different pieces of software. This includes 

Integration middleware and Platform middleware.

▪ Integration middleware is software that enables independently designed 

applications, software components or services to work together, by 

supporting data consistency, composite application and multistep process 

styles of integration. It includes multi-enterprise (B2B) integration capabilities 

and internal integration, as well as those products that enable existing 

applications to become part of a new multistep process.

▪ Platform middleware is system software that provides the runtime hosting 

environment (a container) for application program logic. It uses embedded 

or external communications middleware to help programs interact with other 

programs. It also provides resource management services for hosting 

application program logic at runtime.

▪ Annual Middleware costs include the annual capital and operational 

expense, maintenance, installation and taxes, as appropriate, for all of 

software and outsourcing, in addition to personnel costs.

Middleware
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End-User Support
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End-User Device and Print Management

▪ End-User Device & Print Management includes 

provisioning of the full life cycle management of personal 

computing devices, peripheral assets and fixed telephones 

including acquisition, deployment, maintenance, change 

management and disposal.

▪ Annual End-User Device & Print Management costs 

include the annual capital and operational expense, 

installation and taxes, as appropriate, for all of hardware, 

software and outsourcing, in addition to personnel costs.
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End-User Applications

This includes the annual license and maintenance costs, as well as capital costs associated with new purchases and 

upgrades, for all software specified below:

▪ Personal Productivity

▪ Email/Messaging

▪ Unified Communications & Collaboration

▪ Mobility Management

▪ Content Services

▪ Softphones

▪ Software as a service (SaaS)

▪ Other Personal Applications
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IT Service Desk

▪ An IT Service Desk is defined as any single location that 

evenly distributes the receipt and/or placement of technical 

support calls or contacts to a predetermined group of 

support staff. The IT Service Desk consensus model 

examines IT efficiency and effectiveness with respect to the 

provisioning of remote Tier 0/Tier 1 support provided to 

end-users of IT services.

▪ Web-based self-help / self-healing intranet knowledgebase 

(T0) enables users to resolve their own problems, submit 

request for service, reset passwords etc. Fixed IT Service 

Desk (T1/T2) functions include call-taking agents and 

supervisors, with potentially tiered structure for passing 

contacts to more technical root cause investigators within 

the IT Service Desk team. Function handles all contacts 

from authorized end-users including calls, emails, web-

based queries and requests and chat support for Tier 0 

users.

▪ Annual IT Service Desk costs include the annual capital 

and operational expense, maintenance, installation and 

taxes, as appropriate, for all of hardware, software and 

outsourcing, in addition to personnel costs. 
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Network
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Wide-Area Network (Data & Voice)

▪ Wide-Area Network Service: This subservice 

helps in the management and supply of inter-

site connections and network infrastructure.

▪ Remote Access Service: This subservice 

helps to connect the internal network from a 

remote location with broadband or phone line 

access using a security token.

▪ Internet Connectivity Service: This 

subservice provides access to the internet.

▪ Intranet Connectivity Service: This 

subservice helps in the provision of the 

global network provided by third parties. This 

also includes management of network 

optimization devices.

▪ Annual Network cost includes the annual 

capital and operational expense, 

maintenance, installation and taxes, as 

appropriate, for all of hardware, software, 

transmission and outsourcing, in addition to 

personnel costs.
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Transport

Includes TO:

▪ Connectivity Bandwidth

▪ Voice Circuits

▪ DIDs

▪ Inbound 0800/0300

▪ Outbound

▪ Mobility Plans

▪ Private Network Connectivity
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Local-Area Data Network

▪ Local-Area Network Service: This subservice provides 

network access within the office premises.
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Applications
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Application Development & Support

Application Development and Support is comprised of:

▪ Software

– Business Functionality Software Traditional Licenses, embedded 

maintenance and SaaS for software including but not limited to enterprise 

resource planning (ERP), customer relationship management (CRM), 

supply chain management (SCM), data management and analytics, and 

digital and externally focused applications.

– Development and Support Software Traditional Licenses, embedded 

maintenance and SaaS for software including but not limited to 

languages/compilers/databases, development/testing tools and IT 

management software

▪ Personnel

– Personnel includes developers, quality assurance and testing, and 

management and administration.

▪ Outsourcing

– Application Development Outsourcing: Any situation in which the full 

operational responsibility for IT services is completely handed over to an 

external service provider.

– Application Support Outsourcing — Stand-alone maintenance 

agreements, application management services)
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Application Development & Support

▪ Application Development and Support examines the efficiency of the IS programming groups that are creating or 

implementing new applications, adding new functionality to existing applications and providing programming support for 

these applications after they are installed and running in the production environment.

▪ Application Development

– New code for a new application

– Functional enhancements to current code that take more than two person-weeks

▪ Application Support

– Support refers to the programming maintenance of currently operational computer applications. 

– Bug fixes of any size or duration

– Maintenance of hard-coded data or tables (including field size changes) embedded within the programs (any size or 

duration)

– Functional enhancements to current code that take less than two person-weeks

– Any project that produces no new business functionality for the user.
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Governance & 

Service Management
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Governance & Service Management 

▪ Governance & Service Management identifies service-optimized IT 

organizations which are growth enablers and a source of both operational 

and strategic differentiation. Here, the IT organizations constructively and 

proactively engage with the business to improve business operations to 

enrich enterprise performance.

▪ In order to drive business value, these IT organizations themselves run 

like a business, bringing out front-office capabilities. IT demonstrates 

financial discipline, transparency, and delivery of business value by 

managing an integrated view of technology cost and performance against 

defined business outcomes, which are formally captured in a strategic 

service portfolio. These IT organizations exhibit the following key 

characteristics of an implicit business-oriented consumer/provider 

relationship:

– Understand customer's needs

– Manage service and solution life cycle

– Deliver solutions and services to customers

– Governs internal IT operations and architecture to ensure strategic 

success
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Governance & Service Management (1 of 3)

Governance and service management includes planning and governance, architecture and solution strategy, and IT service and delivery management.

▪ Planning and Governance

– Executive Office & Administration: Office of the CIO, other cross-functional IT executives and their administrative support.

– However, this excludes those IT managers that fit logically within the other Gartner service areas such as the CISO in IT Security, Data Center Managers, 

Network Managers, End-User Support Managers or Application Development and Support Managers.

– Program Management: Orchestrates an active process of managing multiple workstreams or projects that need to meet business expectations according to a 

consistent methodology and standards, by focusing on tighter integration, proactive communication, control over resources and priorities.

– Sourcing: Establishes practices and coordinates multiple suppliers of services (business services as well as IT services) and integrates them to provide a single 

business-facing IT organization. This function acts as the general contractor, and will assume strategic sourcing and vendor management responsibilities, 

including contract management, procurement policy and procedure administration, negotiation and performance management, including reporting.

– Financial Management: Establishes the transparency of the relationship among cost, quality and business value so that it can be consistently measured and 

managed. This function is key to running IT like a business ensuring an understanding of IT delivery cost and competitiveness to external market offerings, 

competitive pricing of offerings, visibility to process and labor costs to price products and services, and communicates the value of IT.
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Governance & Service Management (2 of 3)

Governance and service management includes planning and governance, architecture and solution strategy, and IT service and delivery management.

▪ Architecture and Solution Strategy

– Enterprise Architecture & Design: This function develops an overall vision for technology capabilities and requirements that is consistent with business needs and 

constraints while advancing the agenda of innovation.

– Business Analysis: A key function to the IT business value proposition of the IT organization because of their ability to translate business ideas to implementable 

requirements. To optimize the effectiveness of this group, it is important to align them into a centralized structure with established standards, processes, and 

tools that fosters cross-unit knowledge and ideas.

– This function participates in strategic activities such as conducting research, assessing viable innovation opportunities, collecting necessary information for 

prioritization decisions, managing business expectations during execution, and measuring business benefit after deployment.

– Research and Development: This team performs activities in connection with technology innovation that align with business needs. Working very closely with 

business teams, other members of the Architecture and Solution Strategy function, as well as the Program Management function, the R&D function is tasked to 

focus on applied research and development of working prototypes for targeted priorities.

– R&D is not often intended to yield immediate profit, and generally carries greater risk and an uncertain return on investment but aligned to enterprise strategy.
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Governance & Service Management (3 of 3)
Governance and service management includes planning and governance, architecture and solution strategy, and IT service and delivery management.

▪ IT Service and Delivery Management

– Business Relationship Management: This is a senior team within the IT organization that has extensive business and industry experience. The business 

relationship managers are embedded in the business, typically aligned to specific business units or geographical regions and locations and expected to be the 

business optimization and innovation champions for their particular responsibilities, whether BU or location.  They maintain a close, trusted relationship with the 

business to understand and provide input into strategy, plans and needs. They advise on innovation and technology enablement opportunities. In addition, they 

facilitate matching of business needs to product/service offerings and are catalysts in helping IT evolve its offerings. They work closely with the Planning & 

Governance office and the Architecture office on direction and planning.  They engage the customers throughout the life cycle — from marketing of 

services/products, through demand and planning process, to delivery and support of product/service. In traditional business terms, they are analogous to an 

account executive function.

– Product/Service Management: While Governance and Architecture functions set the overall direction, the execution of plans, products and services is part of the 

IT Service and Delivery Management function.  This role must ensure that products and services are what the customers actually want and are willing to pay for. 

This group is responsible for determining the portfolio of products and services that IT will offer and at what price and quality levels to meet the needs of its 

market (for example, the enterprise).  It owns the service portfolio, pricing (for chargebacks), establishes service-level agreements (SLAs), creates and manages 

the transactional catalog and generally conducts any benchmarking around IT organizational competitive-ness, efficiency and performance that might drive 

continuous improvement or outsourcing decisions.

– Performance/Process Management: As a service broker and a business, IT needs to manage both its own performance and that of its suppliers in delivering 

needed services/products.  This cross-organizational function is key to helping IT optimize change adoption, realize planned for benefits, and help the enterprise 

get the best possible return on its IT investment.  Key responsibilities include improving visibility into service performance and more accurately measuring 

progress toward defined objectives and ensure compliance to SLAs through continuous assessment, evaluation, and refinement of core IT service processes.

– Delivery Management: Delivery management in this context is the high level, executive function which operates cross-functionally to provide functional, technical 

and process leadership. This group is charged with leading the delivery effort to ensure solutions meet customer time frame, quality and outcome expectations.  

They collaborate with the Enterprise Architecture office to mitigate cross-platform technical and delivery risks before they become issues while preventing errors, 

omissions, defects and costly rework.
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IT Security, IT SC/DR, 

IT Operations 

Management
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IT Security

▪ IT Security is the discipline of designing, implementing and 

maturing security practices to protect critical business 

processes and IT assets across the enterprise. It covers:

– Developing and maintaining effective program 

governance

– Communicating and engaging successfully with all 

stakeholders

– Defining a vision promoting desired security, risk 

management and business outcomes

– Defining, communicating and enforcing security policies 

across the organization

– Planning budgets and resourcing, including talent 

management and professional services

– Assessing and improving program maturity and 

performance
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IT Service Continuity & Disaster Recovery (IT SC/DR)

IT Service Continuity/Disaster Recovery is defined as:

▪ The use of alternative network circuits to re-establish 

communications channels if the primary channels are 

disconnected or malfunctioning.

▪ The methods and procedures for returning a data center to 

full operation after a catastrophic interruption (e.g., 

including recovery of lost data).

▪ Note: For assets to be considered as in-scope for IT 

Service Continuity/Disaster Recovery (IT SC/DR), they are 

required to be in an active/passive state whereby 

production failover occurs to idle standby systems/location.
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IT Service Continuity & Disaster Recovery (IT SC/DR)

IT Service Continuity/Disaster Recovery includes:

▪ Engineering

– Functions include producing recovery plans for data center, workplace and network services designed to ensure that, 

following any major incident or sudden, unplanned calamitous event causing or potentially causing disruption of the 

service, IT services are provided to an agreed level within an agreed schedule.

– It should be recognized also that IT SC/DR is only one component of Business Continuity Planning (BCP). The objective 

is to assist the business and BCP to minimize the disruption of essential business processes during and following a 

major incident. The process includes such activities as business impact analysis, risk analysis and risk management 

exercises, maintaining disaster recovery documentation, conducting periodic tests and audits, and negotiating 

contingency site arrangements. However, only include costs/FTEs related to IT personnel.

– While there are other functions around disaster recovery/business continuity such as developing manual processes, and 

ensuring business unit personnel are able to function, they are not within the scope of this definition.
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▪ IT Operations Management provides on-site and/or remote IT 

Operations monitoring to gain insight into the historical, current and 

future availability and performance of IT systems, networks and 

applications, while also performing root cause analysis. Monitoring 

typically is performed in four categories: IT Infrastructure Monitoring 

(ITIM), Applications Performance Monitoring (APM), Artificial 

Intelligence for IT Operations (AIOps) and Network Performance 

Monitoring and Diagnostics (NPMD).

IT Operations Management 
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IT Operations Management 

Service Monitoring

▪ On-site operations monitoring and management including such tasks as system start/stops, monitoring system jobs, 

responding to console messages, detecting and recording of data center and network incidents and correction of 

production failures.

▪ Production control duties which maintain the integrity of the production environment, including turnover of applications 

from test into production after the systems have been developed and tested, ensuring that systems to be placed in the 

production environment meet certain standards, providing job procedural documentation such as scheduling requirements 

and rerun procedures, establishing and adjusting the batch job schedule, providing ongoing job monitoring and reviewing 

the service level of production jobs to improve quality and/or efficiency.

▪ Capacity management duties which ensure that adequate data center and network capacity is available at all times to 

meet the requirements of the business by balancing business demand with IT supply.

Remote Monitoring

▪ This is the same job description as Service Monitoring above but performed by staff in a remote location.
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• As part of the Total Compensation Program Review, Hydro Ottawa has asked Mercer Canada (“Mercer”) to conduct a 

market benchmarking review to assess the competitiveness of Hydro Ottawa’s average salaries and target total cash 

compensation for its unionized and management group roles against relevant market comparators.

• This review has been conducted as a part of Hydro Ottawa’s rate application process (every five years) which was last 

done in 2019.

• Mercer utilized the following data sources for the review:

o 2024 Canadian Mercer benchmark databases

o MEARIE data from 2022 (provided by Hydro Ottawa) for management positions

o MEARIE unionized positions data from 2018, 2019, 2020, 2021, 2022, 2023 and 2024

• In addition, Mercer conducted a comprehensive review of the employer-paid portion of insurance and wellness benefits, 
as well as pension, paid to all positions within the organization. This information was used to calculate the cost of benefits 
as a percentage of payroll and compared to typical market norms.

2

Introduction
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Methodology

4

Data Sources and Reference Market
• Data Source: Mercer Benchmarking Database (MBD) and MEARIE Survey Data (“MEARIE”)

• Reference Market: Compensation peer groups should be representative of the company’s market for talent (i.e., where the talent could be 

recruited from and/or lost to)

– In determining the market for talent for Hydro Ottawa, Mercer gave consideration to the following:

Factors Mercer's comment
Selection criteria retained for Hydro 

Ottawa

Geography

• Regions where Hydro Ottawa could source qualified talent when recruiting and where 

talent could potentially leave to join other organizations, as well as the location of 

company operations

• MBD – National (Canada)
• MEARIE – Ontario

Industry

• A primary consideration in selecting appropriate peers; organizations operating in the 

same or similar industries likely have jobs that require similar skills and capabilities

• Remain consistent with the 2019 compensation review

• All data excluding Mining and Retail

• MEARIE - All Organizations

*Note: Since the last review, Mercer has integrated

OSPE survey data into MBD All Data survey

Size
• Drives span of control, scope of accountability, and magnitude of decision-making, which 

directly correlate to pay levels
• All sizes

• Mercer Benchmark Databases are effective as of April 1, 2024. 
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Methodology

• Mercer Benchmark Databases are effective as of April 1, 2024.

• MEARIE survey data has been aged to reflect the annual median salary increases since 2018 (as reported in Mercer’s Compensation Planning Surveys) 

• Throughout this report, data is incumbent-weighted and reported in thousands of dollars 

• Mercer generally considers compensation to be competitive if it falls within +/-10% of the market median (P50)

Hydro Ottawa Data

• The average salary for each position at Hydro Ottawa has been used to compare positions to the market median job rate (P50)

Definition of Statistics

• 25th Percentile (%ile) (P25): Twenty-five percent of observations are less than this amount

• 50th Percentile (%ile) or Median (P50): Fifty percent of observations are less than this amount

• 75th Percentile (%ile) (P75): Seventy-five percent of observations are less than this amount

Data Confidentiality

• To preserve confidentiality and ensure data reliability, Mercer requires a certain minimum number of data points to report the following statistics:

• In cases where insufficient data is available, a “--” is shown

5

Data Confidentiality

Statistics Number of data points needed

Average (“Avg”) • 4 data points

50th percentile/median (“P50”) • 4 data points

25th/75th percentile (“P25”/”P75”) • 5 data points

YEAR 2018 2019 2020 2021 2022 2023 2024

Aging Factor 20.09% 16.82% 13.75% 10.87% 7.64% 3.5% Point of Comparison
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Executive Summary

• Twenty (20) jobs were reviewed including those core to the business, as well as technical, professional and para-

professional roles that support the business. The jobs included in the study are representative of both management and 

non-management with seven (7) management jobs and thirteen (13) non-management jobs at different levels of each 

category reviewed.

• The jobs that are core to the operational business – Manager, Distribution Operations, Supervisor, Distribution 

Operations, Distribution Engineer and the trades jobs like System Operator were all found to be very well aligned with the 

utility market comparators as well as with the general industry market comparators, however, in the case of the Systems 

Designer, it is above market when compared to both general industry market comparators and utility market comparators.

• Some jobs, generally unionized support roles, were found to be higher than the general industry market comparators but 

in most cases were still at market (+/-10%) of P50 of the utility market comparators. 

• Employer-paid benefits (i.e. insurance and wellness benefits and pension contributions) are generally aligned with what is 

typically seen in the market for non-executive employees. Specifically, when compared to the Ontario Public Sector 

where such benefits account for 20% to 25% of base salary, Hydro Ottawa’s benefits were found to be within 19% to 24% 

of base salary.

6
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Benchmarking Results (1/4)

8

• The table below present the positioning for Hydro Ottawa’s roles on Base Salary and Target Total Cash (base salary + short-term incentives) 

basis:

Notes:

• Generally, compensation benchmarking is well aligned to comparative market. 

Incumbent(s) 

below market 

(< 10%)

Incumbent(s) 

within +/- 10% 

of the market

Incumbent(s) 

above market 

(> 10%)

All compensation data in $CAD 

000s
HOL Base Salary

As % of 

P50
HOL Target Total Cash Compensation

As % of 

P50

Job # HOL Position Title Benchmark Title Survey Market Scope Actual Orgs # Obs # P25 P50 P75 Avg Actual
X

Target TCC Orgs # Obs # P25 P50 P75 Avg Target TCC

1
Manager, Distribution 

Operations
-- MBD National $134 -- -- -- -- -- -- -- $147 -- -- -- -- -- -- --

1
Manager, Distribution 

Operations
Manager Operations MEARIE Provincial (Ont) $134 20 35 $131 $135 $151 $140 99% $147 20 35 $131 $146 $166 $149 101%

2
Supervisor, Distribution 

Operations
-- MBD National $123 -- -- -- -- -- -- -- $123 -- -- -- -- -- -- --

2
Supervisor, Distribution 

Operations
Line Supervisor MEARIE Provincial (Ont) $123 24 113 $115 $117 $124 $119 105% $123 24 113 $116 $121 $134 $125 102%

3 Distribution Engineer
Electrical Engineering - Senior 

Professional (P3)
MBD

National ex 

Mining
$113 97 578 $106 $116 $127 $117 98% $113 81 495 $109 $122 $132 $121 93%

3 Distribution Engineer Project Engineer MEARIE Provincial (Ont) $113 16 34 $104 $110 $122 $111 103% $113 16 34 $105 $111 $132 $115 102%

4 System Operator -- MBD National $112 -- -- -- -- -- -- -- $112 -- -- -- -- -- -- --

4 System Operator System Control Operator MEARIE Provincial (Ont) $112 12 12 $100 $104 $108 $106 108% $112 -- -- -- -- -- -- --

5 Network Administrator

IT Data/Voice Network 

Administration - Senior Professional 

(P3)

MBD
National ex 

Mining
$108 86 689 $89 $100 $110 $101 108% $108 78 632 $93 $103 $117 $105 105%

5 Network Administrator

Systems/Program Administrator or 

Applications/Systems Support 

Professional

MEARIE Provincial (Ont) $108 15 21 $94 $99 $110 $100 109% $108 15 21 $98 $103 $116 $105 105%
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Benchmarking Results (2/4)

9

• The table below present the positioning for Hydro Ottawa’s roles on Base Salary and Target Total Cash (base salary + short-term incentives) 

basis:

Notes:

1. Blend of Design Technician / Engineering Technician / Engineering Technologist

Incumbent(s) 

below market 

(< 10%)

Incumbent(s) 

within +/- 10% 

of the market

Incumbent(s) 

above market 

(> 10%)

All compensation data in $CAD 

000s
HOL Base Salary

As % of 

P50
HOL Target Total Cash Compensation

As % of 

P50

Job # HOL Position Title Benchmark Title Survey Market Scope Actual Orgs # Obs # P25 P50 P75 Avg Actual
X

Target TCC Orgs # Obs # P25 P50 P75 Avg Target TCC

6 Powerline Technician -- MBD
National ex 

Mining
$104 -- -- -- -- -- -- -- $104 -- -- -- -- -- -- --

6 Powerline Technician Lineperson MEARIE Provincial (Ont) $104 30 30 $97 $101 $104 $100 103% $104 -- -- -- -- -- -- --

7 Management Accountant Accounting - Senior Professional (P3) MBD
National ex 

Mining
$95 433 2128 $89 $100 $115 $102 96% $95 383 1914 $96 $109 $126 $109 87%

7 Management Accountant Accountant MEARIE Provincial (Ont) $95 3 3 $90 $107 $111 $103 89% $95 -- -- -- -- -- -- --

8 System Designer

Electrical Engineering 

Technologist/Technician - Specialist 

Para-Professional (S4)

MBD
National ex 

Mining
$113 12 65 -- $85 -- $87 132% $113 10 63 -- $86 -- $87 131%

8 System Designer

(1) Design Technician / Engineering 

Technician / Engineering 

Technologist

MEARIE Provincial (Ont) $113 27 27 $96 $101 $106 $101 112% $113 -- -- -- -- -- -- --

9 Communications Officer

General Communications & 

Corporate Affairs - Experienced 

Professional (P2)

MBD
National ex 

Mining
$85 144 386 $75 $83 $92 $84 102% $85 133 351 $78 $88 $97 $89 97%

9 Communications Officer Communications Specialist MEARIE Provincial (Ont) $85 14 18 $81 $87 $94 $88 98% $85 14 18 $82 $89 $97 $91 95%

10 Supervisor, Billing
Billing & Invoicing - Team Leader 

(Para-Professionals) (M1)
MBD

National ex 

Mining
$92 32 54 $74 $84 $93 $83 110% $92 23 36 $76 $91 $98 $91 102%

10 Supervisor, Billing
Supervisor Customer Service and/or 

Billing and/or Collections
MEARIE Provincial (Ont) $92 20 40 $92 $103 $116 $104 89% $92 20 40 $96 $109 $124 $110 85%
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Benchmarking Results (3/4)

10

• The table below present the positioning for Hydro Ottawa’s roles on Base Salary and Target Total Cash (base salary + short-term incentives) 

basis:

Notes:

2. Blend of Stockkeeper/ Material Handler/ Stockperson

3. Blend of Technical DraftsPerson / Draftsperson

4. Blend of Customer Service Rep. / Customer Service Clerk

Incumbent(s) 

below market 

(< 10%)

Incumbent(s) 

within +/- 10% 

of the market

Incumbent(s) 

above market 

(> 10%)

All compensation data in $CAD 000s HOL Base Salary
As % of 

P50
HOL Target Total Cash Compensation

As % of 

P50

Job # HOL Position Title Benchmark Title Survey Market Scope Actual Orgs # Obs # P25 P50 P75 Avg Actual
X

Target TCC Orgs # Obs # P25 P50 P75 Avg Target TCC

11 Senior Procurement Agent
Procurement - Experienced 

Professional (P2)
MBD

National ex 

Mining
$92 332 1862 $70 $79 $89 $80 116% $92 303 1721 $72 $82 $94 $84 112%

12 Warehouse Attendant

Warehouse Shipping & 

Receiving - Senior Para-

Professional (S3)

MBD
National ex 

Mining
$89 128 1322 $54 $60 $67 $61 150% $89 120 1305 $55 $60 $68 $62 148%

12 Warehouse Attendant

(2) Stockkeeper

Material Handler

Stockperson

MEARIE Provincial (Ont) $89 38 38 $51 $78 $59 $79 114% $89 -- -- -- -- -- -- --

13 IT Service Desk Technician
General IT User Support - 

Entry Professional (P1)
MBD

National ex 

Mining
$85 124 796 $56 $61 $70 $64 139% $85 113 692 $59 $65 $72 $67 131%

13 IT Service Desk Technician -- MEARIE Provincial (Ont) $85 -- -- -- -- -- -- -- $85 -- -- -- -- -- -- --

14 GIS/CAD Technician

Geographic Information 

Systems (GIS) - Entry 

Professional (P1)

MBD
National ex 

Mining
$75 16 56 $62 $70 $78 $70 107% $75 14 44 $61 $67 $78 $70 112%

14 GIS/CAD Technician
(3) Technical DraftsPerson

Draftsperson
MEARIE Provincial (Ont) $75 4 4 -- -- -- -- -- $75 -- -- -- -- -- -- --

15 Customer Contact Agent

General Customer Service - 

Experienced Para-Professional 

(S2)

MBD
National ex 

Mining
$78 114 1785 $46 $51 $57 $51 152% $78 105 1691 $46 $53 $58 $53 147%

15 Customer Contact Agent
(4) Customer Service Rep. / 

Customer Service Clerk
MEARIE Provincial (Ont) $78 29 29 $64 $70 $75 $70 111% $78 -- -- -- -- -- -- --
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Benchmarking Results (4/4)

11

• The table below present the positioning for Hydro Ottawa’s roles on Base Salary and Target Total Cash (base salary + short-term incentives) 

basis:

Notes:

5. Blend of Engineering Operations Management - Manager (M3) and Physical Asset Management - Manager (M3)

6. Blend of Computer Programmer IT/Analyst / System Analyst / Technical Support Analyst

Incumbent(s) 

below market 

(< 10%)

Incumbent(s) 

within +/- 10% 

of the market

Incumbent(s) 

above market 

(> 10%)

All compensation data in $CAD 

000s
HOL Base Salary

As % of 

P50
HOL Target Total Cash Compensation

As % of 

P50

Job # HOL Position Title Benchmark Title Survey Market Scope Actual Orgs # Obs # P25 P50 P75 Avg Actual
X

Target TCC Orgs # Obs # P25 P50 P75 Avg Target TCC

16 Billing Service Associate
Billing & Invoicing - Experienced 

Para-Professional (S2)
MBD

National ex 

Mining
$75 67 553 $53 $59 $65 $59 129% $75 61 477 $54 $60 $66 $60 125%

16 Billing Service Associate Billing Clerk/ Cust Accts Rep MEARIE Provincial (Ont) $75 21 21 $68 $72 $77 $72 105% $75 -- -- -- -- -- -- --

17 Collection Agent

Credit & Collections - 

Experienced Para-Professional 

(S2)

MBD
National ex 

Mining
$75 67 295 $51 $55 $62 $56 138% $75 63 265 $52 $57 $64 $58 133%

17 Collection Agent Collection Clerk MEARIE Provincial (Ont) $75 14 14 $67 $73 $77 $72 103% $75 -- -- -- -- -- -- --

18
Director, Distribution 

Operations

(5) Engineering Operations 

Management - Manager (M3) 

and Physical Asset Management 

- Manager (M3)

MBD
National ex 

Mining
$157 28 61 $134 $152 $174 $155 103% $189 23 50.5 $155 $178 $209 $182 106%

18
Director, Distribution 

Operations
Director Operations MEARIE Provincial (Ont) $157 11 15 $143 $154 $184 $164 102% $189 11 15 $146 $183 $220 $187 103%

19 IT Systems Support
Enterprise Data Architecture - 

Experienced Professional (P2)
MBD

National ex 

Mining
$94 4 8 -- $100 -- $97 95% -- 4 8 -- $100 -- $98 --

19 IT Systems Support

(6) Computer Programmer 

IT/Analyst / System Analyst / 

Technical Support Analyst

MEARIE Provincial (Ont) $94 11 11 -- $102 -- $104 93% -- -- -- -- -- -- -- --

20
Vehicle and Utility 

Equipment Technician

Heavy Equipment Mechanic -

Experienced Para-Professional 

(S2)

MBD
National ex 

Mining
$100 29 436 $75 $89 $103 $91 112% $97 26 412 $75 $89 $101 $90 109%

20
Vehicle and Utility 

Equipment Technician
Trans. / Work Equip Mechanic MEARIE Provincial (Ont) $100 15 15 $92 $96 $103 $97 103% $97 -- -- -- -- -- -- --
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Benefits Costing

13

• Hydro Ottawa provided Mercer with the employer-paid portion of insurance and wellness benefits, as well as pension, paid to all positions 

within the organization. As seen below, the positions have been grouped by their level and as a result, benefit costs and base salaries have 

been averaged accordingly.

Normative Comparative Reference Point (as a % of base 

salary) 

Ontario Public Sector:

• Non-executive employees ~ 20-25%

Observations:

Hydro Ottawa benefits offerings are 

generally aligned with what we typically 

see in the market.

Benefit

Employee Group

Upper 
Management -  
Levels 5 and 6

Middle 
Management -  
Levels 3 and 4

Individual 
Contributors - Union 

Levels 5, 6, and 7

Individual 
Contributors - Union 

levels 2, 3, and 4

Average Insurance (Health, 
Dental, Vision, etc.)

$9,101 $8,504 $8,527 $8,177

Average Wellness Spending $123 $108 $73 $49

Average Contribution to 
Pension Plan

$17,395 $11,280 $11,464 $8,067

Average Total Cost of 
Benefits

$26,619 $19,891 $20,064 $16,292

As a Percentage (%) of 
Median Base Salary

19% 22% 23% 24%

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 3

Schedule 3
Attachment F

ORIGINAL
Page 13 of 21 



Appendix
2026-2030 Custom IR

EB-2024-0115
Exhibit 1

Tab 3
Schedule 3

Attachment F
ORIGINAL

Page 14 of 21 



15

HOL Position Title MBD Match Code Match Title Match Description

Distribution Engineer ENS.03.015.P30
Electrical Engineering - Senior Professional 

(P3)

Electrical Engineering researches, develops, designs, and tests electrical components, equipment, systems, and networks. Designs electrical equipment, 

facilities, components, products, and systems for commercial, industrial, and domestic purposes.

Level: A Senior Professional (P3) applies advanced knowledge of job area typically obtained through advanced education and work experience. 

Responsibilities typically include: • Managing projects / processes, working independently with limited supervision. • Coaching and reviewing the work of 

lower level professionals. • Problems faced are difficult and sometimes complex.

Typical Title: Electrical Engineer

Network Administrator ITC.08.031.P30
IT Data/Voice Network Administration - 

Senior Professional (P3)

IT Data/Voice Network Administration work focuses on planning the network implementation, determining physical and logical layouts, installing, 

configuring, and maintaining ICT data and voice networks including: •Meeting end user needs by ensuring the uptime, performance, resource availability, 

and security of the networks managed within established budgets and operational guidelines •Determining and diagramming the physical layout which 

illustrates the physical location of and the connections between devices participating on the network •Determining and diagramming the logical layout which 

documents the communication protocols (e.g., IP, TCP, POP3, etc.) and type of service/application (email, file transfer, web browsing, etc.) for each 

segment of the network •Automating routine tasks using scripting and writing basic computer programs to address more complex systems software 

configuration and enhancement

Level: A Senior Professional (P3) applies advanced knowledge of job area typically obtained through advanced education and work experience. 

Responsibilities typically include: • Managing projects / processes, working independently with limited supervision. • Coaching and reviewing the work of 

lower level professionals. • Problems faced are difficult and sometimes complex.

Typical Title: IT Network Administrator, Network Administrator

MBD Benchmark Matches
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16

MBD Benchmark Matches
HOL Position Title MBD Match Code Match Title Match Description

Management 

Accountant
FIN.06.001.P30 Accounting - Senior Professional (P3)

Accounting includes work across multiple areas of Accounting including: •Ensuring compliance with financial transaction recording standards (e.g., general 

ledger, cash payments/collections, tax transactions, etc.) •Control/reconciliation of accounts and records (balance sheet, P&L, bank accounts, etc.) 

•Accounting reports/schedules for internal audiences (management reporting) and/or for external audiences (compliance reporting) including consolidation 

of financial statements, cash flow reporting, budget reporting, etc.) In some organizations, Accounting work may also include: •Cost accounting/budgeting 

(allocation of direct/indirect costs, variance analysis, budget preparation, etc.) •Accounts Payable/Receivable and/or Credit & Collections

Level: A Senior Professional (P3) applies advanced knowledge of job area typically obtained through advanced education and work experience. 

Responsibilities typically include: • Managing projects / processes, working independently with limited supervision. • Coaching and reviewing the work of 

lower level professionals. • Problems faced are difficult and sometimes complex.

Specialization Match Note: Para-Professional incumbents are responsible for accounting transaction/data entry, data verification, and records maintenance. 

The following types of incumbents should be matched to the Accounting Specialization: •Incumbents with a primary focus on general transaction recording 

and control/reconciliation of accounts who work in organizations with separate specialists performing some or all of the budgeting, cost accounting, internal 

management and/or external financial reporting work. •Incumbents in positions that focus solely on the accounting aspects of tax, treasury, etc. (i.e., tax or 

treasury transaction recording and records maintenance). This type of highly specialized accounting work is typically found in a shared services or 

outsourcing environment.

Typical Title: Accountant, General Accountant

System Designer ENS.10.038.S40

Electrical Engineering 

Technologist/Technician - Specialist Para-

Professional (S4)

Responsible for supporting the development, design, and testing of electrical components, equipment, systems, and network that includes facilities, 

components, products, and systems for commercial, industrial, and domestic purposes.

Level: A Specialist Para-Professional (S4) requires advanced knowledge of operational procedures and tools obtained through extensive work experience 

and may require vocational or technical education. Responsibilities typically include: • Working under limited supervision for non-routine situations and may 

be responsible for leading daily operations. • Training, delegating and reviewing the work of lower level employees. • Problems are typically difficult and 

non-routine but not complex.

Specialization Match Note: Technologists apply engineering principles in the implementation of products, systems, and processes. This differs from 

Engineers who use theoretical aspects of engineering principles to research and conceptually design products, systems, processes, etc. Some countries 

may require Technologists to have a formal certification or registration and/or a formal Technologist Degree to practice as a Technologist. Professional 

Technicians have a Technical Degree and some incumbents have a combination of both education/experience. Para-Professional Technicians are 

responsible for maintenance, repair, and troubleshooting, and may not have any certifications/education but experience.

Typical Title: Electrical Engineering Technician
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MBD Benchmark Matches
HOL Position Title MBD Match Code Match Title Match Description

Communications Officer CCA.02.001.P20
General Communications & Corporate 

Affairs - Experienced Professional (P2)

General Communications & Corporate Affairs includes work managed or performed across multiple Communications & Corporate Affairs sub-families. 

Specializations in this sub-family typically perform work related to both internal and external communications, including developing the content for and 

producing written and visual communications. The internal portion of the work is focused on company-wide communications to employees related to 

organization values/strategy/performance and employee programs, policies, and tools. The external communications portion of the work includes aspects of 

one or more of the following: •Public Relations •Government Relations •Community Relations/Corporate Responsibility •Investor Relations In some 

organizations, incumbents may also develop materials for marketing/advertising communications.

Level: An Experienced Professional (P2) applies practical knowledge of job area typically obtained through advanced education and work experience. 

Responsibilities typically include: • Works independently with general supervision. • Problems faced are difficult but typically not complex. • May influence 

others within the job area through explanation of facts, policies and practices.

Typical Title: Communications & Corporate Affairs Analyst, Communications & Corporate Affairs Officer, Corporate Communications Analyst, Corporate 

Communications Officer

Supervisor, Billing FIN.09.005.M10
Billing & Invoicing - Team Leader (Para-

Professionals) (M1)

Billing & Invoicing work is focused on designing and ensuring compliance with billing and invoicing processes including: •Information verification (e.g., 

ensure accuracy of billing information, negotiated terms and compliance with current legislation) •Monitoring customer accounts (e.g., ensure payments 

made on time, report on overdue accounts, etc.) •Resolving billing discrepancies (e.g., investigate and resolve billing & invoicing errors, recommend 

process improvements to avoid future errors, etc.) •May include collections activities

Level: A Team Leader (M1) supervises para-professional employees. Responsibilities typically include: • Setting day-to-day operational objectives for team. 

• Problems faced may be difficult but typically are not complex. • Ensures policies, practices and procedures are understood and followed by direct reports, 

customers and stakeholders.

Specialization Match Note: Para-Professional incumbents verify information (e.g., ensure accuracy of billing information, negotiated terms, etc.) and 

complete invoice data entry.

Typical Title: Billing & Invoicing Manager, Billing & Invoicing Supervisor

Senior Procurement 

Agent
SCN.03.001.P20

Procurement - Experienced Professional 

(P2)

Accountable for obtaining goods/services required by the organization including: •Indirect Operations (e.g., Office Supplies, Computers, Travel, 

Maintenance, Machine Parts, etc.) •Direct Operations (e.g., Raw Materials and Services for Manufacturing, Production or Construction; Products for Retail, 

etc.) Procurement processes include: •Product/Service Sourcing •Supplier Selection •Pricing/Terms Negotiation •Order Processing •Contract Administration 

•Supplier Performance Management •May include Strategic Sourcing

Level: An Experienced Professional (P2) applies practical knowledge of job area typically obtained through advanced education and work experience. 

Responsibilities typically include: • Works independently with general supervision. • Problems faced are difficult but typically not complex. • May influence 

others within the job area through explanation of facts, policies and practices.

Specialization Match Note: Para-Professional incumbents administer the transactions associated with obtaining goods and services and do not negotiate 

pricing or terms.

Typical Title: Procurement Officer, Procurement Buyer, Procurement & Purchasing Officer
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MBD Benchmark Matches
HOL Position Title MBD Match Code Match Title Match Description

Warehouse Attendant SCN.05.029.S30
Warehouse Shipping & Receiving - Senior 

Para-Professional (S3)

Warehouse Shipping & Receiving includes: •Receiving/inspecting goods and verifying items against the shipment record •Gathering, verifying, and packing 

items for shipment according to specifications and the applicable transportation method •Recording received and shipped items

Level: A Senior Para-Professional (S3) requires broad knowledge of operational procedures and tools obtained through extensive work experience and 

may require vocational or technical education. Responsibilities typically include: • Works under limited supervision for routine situations. • Provides 

assistance and training to lower level employees. • Problems typically are not routine and require analysis to understand.

Typical Title: Warehouse Worker, Warehouseperson, Warehouse Technician, Warehouse Operator, Shipping/Receiving Clerk, Billing & Shipping Clerk, 

Shipping Coordinator

IT Service Desk 

Technician
ITC.10.001.P10

General IT User Support - Entry 

Professional (P1)

Responsible for providing day-to-day technical support to employees for a range of hardware and software related systems. Responds to and diagnoses 

problems through discussion with users, which includes trouble shooting, fault rectification and problem escalation. Provides effective and timely resolution 

of users’ problems, queries or complaints. Assists in hardware and software evaluation and recommends upgrades or improvements to IT infrastructure.

Level: An Entry Professional (P1) applies broad theoretical job knowledge typically obtained through advanced education. Responsibilities typically include: 

• Work is closely supervised. • Problems faced are not typically difficult or complex. • Explains facts, policies and practices related to job area.

Typical Title: IT Support Analyst, IT Helpdesk Analyst, IT Service Desk Analyst

GIS/CAD Technician ENS.08.001.P10
Geographic Information Systems (GIS) - 

Entry Professional (P1)

Designs, analyzes and develops geo-spatial solutions and product specifications for infrastructure, hydrographic and physiographic features for global geo-

spatial images and vector products. Develops and maintains geospatial databases. Uses GIS to perform spatial analysis, database development, extraction 

and manipulation. Converts data received from internal and external sources to make them usable in the GIS. Maintains metadata and documentation, 

performs topology checks and other data quality checks to identify and correct errors or omissions in data.

Level: An Entry Professional (P1) applies broad theoretical job knowledge typically obtained through advanced education. Responsibilities typically include: 

• Work is closely supervised. • Problems faced are not typically difficult or complex. • Explains facts, policies and practices related to job area.

Typical Title: Geographic Information Systems Analyst, GIS Analyst, Geographic Information Systems Data Administrator, GIS Engineer
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MBD Benchmark Matches
HOL Position Title MBD Match Code Match Title Match Description

Customer Contact 

Agent
CSV.02.001.S20

General Customer Service - Experienced 

Para-Professional (S2)

General Customer Service includes post-sale technical and/or non-technical customer service and support across multiple sub-families for business and/or 

end-consumer customers including: Remote Customer Service: Providing customer service and support via phone, online chat, or text including: •Call 

center-based customer support in response to a high volume of low complexity inquiries •Customer issues analysis and resolution (typically performed in an 

office environment) in response to a lower volume of higher complexity inquiries Distribution Center Customer Service: Performed in a distribution center, 

product returns/repair center, or field walk-in customer service facility including: •Acting as liaison between customers, production and distribution 

departments related to specific customer orders •Providing technical and non-technical customer support in a walk-in service center Incumbents matching 

to this specialization are not compensated based on achievement of sales targets.

Level: An Experienced Para-Professional (S2) requires basic knowledge of job procedures and tools obtained through work experience and may require 

vocational or technical education. Responsibilities typically include: •Works under moderate supervision. •Problems are typically of a routine nature, but may 

at times require interpretation or deviation from standard procedures. •Communicates information that requires some explanation or interpretation.

Typical Title: Customer Service Assistant

Billing Service 

Associate
FIN.09.005.S20

Billing & Invoicing - Experienced Para-

Professional (S2)

Billing & Invoicing work is focused on designing and ensuring compliance with billing and invoicing processes including: •Information verification (e.g., 

ensure accuracy of billing information, negotiated terms and compliance with current legislation) •Monitoring customer accounts (e.g., ensure payments 

made on time, report on overdue accounts, etc.) •Resolving billing discrepancies (e.g., investigate and resolve billing & invoicing errors, recommend 

process improvements to avoid future errors, etc.) •May include collections activities

Level: An Experienced Para-Professional (S2) requires basic knowledge of job procedures and tools obtained through work experience and may require 

vocational or technical education. Responsibilities typically include: •Works under moderate supervision. •Problems are typically of a routine nature, but may 

at times require interpretation or deviation from standard procedures. •Communicates information that requires some explanation or interpretation.

Specialization Match Note: Para-Professional incumbents verify information (e.g., ensure accuracy of billing information, negotiated terms, etc.) and 

complete invoice data entry.

Typical Title: Billing & Invoicing Clerk, Billing & Invoicing Assistant

Collection Agent FIN.10.001.S20
Credit & Collections - Experienced Para-

Professional (S2)

Credit & Collections work is focused on administering, designing, and ensuring compliance with credit and collections processes including: Credit 

•Researching credit history (e.g., collect personal/business data for analysis, run credit reports, etc.) •Applying acceptable credit lines and payment terms to 

new customer and/or supplier accounts Collections •Collection and maintenance of customer accounts (e.g., track account status, report on outstanding 

balances, prioritize collection activity) •Follow up overdue accounts (e.g., initiate demand letters, outbound phone calls to delinquent accounts, external debt 

collection, etc.)

Level: An Experienced Para-Professional (S2) requires basic knowledge of job procedures and tools obtained through work experience and may require 

vocational or technical education. Responsibilities typically include: •Works under moderate supervision. •Problems are typically of a routine nature, but may 

at times require interpretation or deviation from standard procedures. •Communicates information that requires some explanation or interpretation.

Typical Title: Credit & Collections Clerk, Credit & Collections Assistant
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MBD Benchmark Matches
HOL Position Title MBD Match Code Match Title Match Description

IT Systems Support ITC.03.002.P20
Enterprise Data Architecture - Experienced 

Professional (P2)

Enterprise Data Architecture work involves developing standards, tools, and governance for capturing, modeling, storing, and delivering data for the 

enterprise including: •Identifying data-related business requirements and service standards (e.g., transaction processing speed, data mining and reporting 

capabilities, data security, scalability, etc.) •Developing a high level enterprise data model and conceptual views of related data sub-architectures (e.g., 

database, data integration, data warehouse/business intelligence, reporting, metadata, and content management architectures) •Optimizing overall 

data/information flow by reducing redundancy and enabling accessibility within security boundaries

Level: An Experienced Professional (P2) applies practical knowledge of job area typically obtained through advanced education and work experience. 

Responsibilities typically include: • Works independently with general supervision. • Problems faced are difficult but typically not complex. • May influence 

others within the job area through explanation of facts, policies and practices.

Typical Title: Enterprise Data Architect

Vehicle and Utility 

Equipment Technician
PSK.06.040.S20

Heavy Equipment Mechanic - Experienced 

Para-Professional (S2)

Undertakes preventative maintenance inspections and repairs of heavy mobile equipment. Conducts safety inspections of maintenance tools and 

equipment. Diagnoses malfunctions using computerized and other testing equipment to determine extent of repair required. Adjusts equipment and repairs 

defective parts, components or systems, using hand and power tools. Completes service, maintenance, and repair documentation as required. Ensures all 

work is carried out according to environmental regulations and licenses.

Level: An Experienced Para-Professional (S2) requires basic knowledge of job procedures and tools obtained through work experience and may require 

vocational or technical education. Responsibilities typically include: •Works under moderate supervision. •Problems are typically of a routine nature, but may 

at times require interpretation or deviation from standard procedures. •Communicates information that requires some explanation or interpretation.

Typical Title: Heavy Duty Mechanic
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 FACILITATING INNOVATION AND CONTINUOUS IMPROVEMENT 

 1.  INTRODUCTION 
 Hydro  Ottawa  is  committed  to  fostering  a  culture  of  innovation  and  continuous  improvement 

 across  its  operations.  Over  the  course  of  successive  rate  cycles,  the  utility  has  cultivated  a 

 robust  track  record  with  respect  to  the  following:  applying  innovative  practices  and  solutions  to 

 serving  customers  and  to  planning  and  operating  the  distribution  system;  prioritizing  productivity, 

 savings,  efficiencies  and  cost  reductions  in  the  execution  of  its  programs  and  projects;  and 

 pursuing continuous improvement in all aspects of its business activity. 

 During  the  2021-2025  rate  term,  Hydro  Ottawa  enhanced  its  operational  efficiency  and 

 productivity  in  a  host  of  different  ways.  The  utility  is  likewise  planning  a  similar  suite  of  actions 

 for  the  2026-2030  period,  with  the  aim  of  maintaining  its  high  standard  of  performance 

 excellence.  This  Schedule  provides  a  comprehensive  overview  of  these  initiatives  and  the 

 accompanying  financial  benefits  (both  in  terms  of  operations,  maintenance  and  administration 

 (OM&A)  as  well  as  capital  expenditures  and  the  associated  depreciation).  Table  1  summarizes 

 the  quantifiable  productivity  benefits  associated  with  these  initiatives,  which  are  outlined  in 

 greater detail in section 3 below. 

 Table 1 - Summary of Productivity Benefits 
 of 2021-2025 and 2026-2020 Initiatives ($’000 000s) 

 2021-2025  2026-2030 

 Capital Expense  $ 23.2  $ 35.1 

 Capital Depreciation  $ 1.1  $ 3.0 

 OM&A  $ 14.5  $ 27.2 

 Services to Third Parties  $ 0.9  $ 1.9 
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 1.1.  OEB REQUIREMENTS 
 The  inclusion  of  this  Schedule  in  the  Application  is  responsive  to  several  requirements  and 

 expectations that have been established by the OEB for all electricity distributors: 

 ●  Section  2.1.7  (Facilitating  Innovation)  of  the  Chapter  2  Filing  Requirements  for  Electricity 

 Distribution Rate Applications  states the following: 
 “Distributors  are  encouraged  to  include  in  their  cost-based  applications  a  description 

 of  the  ways  that  their  approach  to  innovation  has  shaped  the  application.  This  could 

 include  explanations  of  their  approach  to  innovation  or  keeping  up  with  innovation  in 

 their  business  more  generally;  of  specific  projects  or  technologies  for  enhancing  the 

 provision  of  distribution  services  in  a  way  that  benefits  customers  or  facilitating  their 

 customer’s  ability  to  innovate  in  how  they  receive  electricity  services;  and  of  enabling 

 characteristics or constraints in their ability to undertake innovative solutions. 

 Distributors  should  include  an  explanation  of  how  innovative  alternatives  have  been 

 considered  in  place  of  traditional  investments.  Distributors  should  include  information 

 about  the  costs,  expected  benefits  and  associated  risks  of  these  innovative 

 alternatives.”  1 

 ●  In  its  description  of  the  second  core  category  of  performance  outcomes  under  the  Renewed 

 Regulatory  Framework  (RRF),  Operational  Effectiveness,  the  OEB  articulates  its  vision  that 

 “continuous  improvement  in  productivity  and  cost  performance  is  achieved;  and  utilities 

 deliver on system reliability and quality objectives.”  2 

 2  OEB,  Report of the Board - Renewed Regulatory Framework  for Electricity Distributors: A Performance-Based 
 Approach  (October 18, 2012), page 2. 

 1  OEB,  Chapter 2 Filing Requirements for Electricity  Distribution Rate Applications - 2025 Edition for 2026 Rate 
 Applications  (December 9, 2024), page 14. 
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 ●  In  its  Handbook  for  Utility  Rate  Applications  ,  the  OEB  reinforces  the  understanding  that  “a 

 key  objective  of  incentive  regulation  is  to  drive  productivity  improvements  within  the 

 utilities.”  3 

 ●  The  various  rate-setting  methods  that  are  made  available  under  the  RRF  apply  a 

 productivity  factor  to  electricity  distributors  which  is  derived  from  industry  productivity  trends 

 determined  by  the  OEB.  These  productivity  factors  are  entrenched  in  the  rate  adjustment 

 mechanisms  governing  utility  proposals  and  reflect  the  OEB’s  expectation  that  standard 

 business  practice  for  distributors  will  involve  the  achievement  of  incremental  productivity 

 gains. 

 1.2.  OTHER RELEVANT APPLICATION EVIDENCE 
 In  order  to  form  a  holistic  understanding  of  innovation,  productivity  and  continuous  improvement 

 at  Hydro  Ottawa,  this  Schedule  should  be  read  in  conjunction  with  the  following  other  key  pieces 

 of evidence: 

 ●  Schedule  1-3-1  -  Rate  Setting  Framework  -  this  Schedule  provides  details  on  Hydro 

 Ottawa’s  Custom  Incentive  Rate-setting  (Custom  IR)  framework  that  is  proposed  for  the 

 2026-2030  period.  The  productivity  initiatives  set  forth  within  this  Schedule  have  been 

 incorporated  into  Hydro  Ottawa’s  capital  expenditure  forecast  and  productivity  factor  applied 

 to OM&A costs. 

 ●  Schedule  1-3-2  -  Proposed  Annual  Reporting  ‒  2026-2030  -  this  Schedule  provides  details 

 on  the  framework  for  performance  measurement  and  reporting  that  Hydro  Ottawa  is 

 proposing  for  its  next  Custom  IR  rate  term.  A  critical  component  of  this  framework  is  a 

 Custom  Performance  Scorecard  consisting  of  22  measures  which  will  track  the  utility’s 

 performance across key RRF outcome categories. 

 ●  Schedule  1-3-3  -  Benchmarking  -  this  Schedule  includes  internal  and  external  benchmarking 

 analyses  that  assess  specific  measures  and  programs  against  industry  standards,  peer 

 3  OEB,  Handbook for Utility Rate Applications  (October  13, 2016), page 27. 
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 comparator  groups  and  Hydro  Ottawa’s  own  historical  performance,  and  serves  to  evaluate 

 the utility’s continuous improvement efforts over time. 

 ●  Schedule  2-5-3  -  Performance  Measurement  for  Continuous  Improvement  –  this  segment  of 

 Hydro  Ottawa’s  Distribution  System  Plan  (DSP)  outlines  a  specific  approach  to  tracking 

 continuous  improvement  and  driving  performance  outcomes  in  relation  to  the  execution  of 

 the  utility’s  capital  investment  program.  Section  6  of  the  Schedule  identifies  key  performance 

 indicators  (KPIs)  that  will  be  applied  to  evaluate  performance  at  the  Material  Investment 

 Plan (MIP) level and ensure alignment with RRF outcome categories. 

 1.3.  REPORTING OBLIGATION IN 2021-2025 RATE PLAN 
 This  Schedule  ensures  responsiveness  to  a  specific  directive  previously  issued  to  Hydro  Ottawa 

 by  the  OEB.  In  the  Settlement  Agreement  governing  the  utility’s  2021-2025  distribution  rate 

 plan,  provision  was  made  for  a  Capital  Stretch  Factor  that  would  apply  to  the  capital-related 

 revenue  requirement.  In  its  decision  approving  the  Settlement  Agreement,  the  OEB  directed  that 

 “Hydro  Ottawa’s  efforts  and  achievements  with  respect  to  productivity  improvements  in  its 

 capital  programs  and  projects,  undertaken  during  the  2021-2025  term,  should  be  reported  as 

 part  of  Hydro  Ottawa’s  next  rebasing  application.”  4  By  way  of  this  Schedule,  the  utility  is  fulfilling 

 this particular reporting obligation. 

 1.4.  OTHER CONTEXT 
 Finally,  with  respect  to  productivity  and  continuous  improvement  initiatives  from  the  2021-2025 

 period,  it  should  be  noted  that  these  were  achieved  notwithstanding  an  unprecedented  series  of 

 unforeseen  challenges  which  rigorously  tested  the  utility’s  resilience.  These  challenges  included 

 the  COVID-19  pandemic  and  its  associated  supply  chain  disruptions;  inflationary  pressures;  a 

 historic  storm  (the  May  2022  Derecho)  that  caused  extensive  damage  to  the  electricity  grid;  11 

 other  major  weather  events  requiring  emergency  response;  and  an  84-day  labour  strike  in  2023 

 4  Hydro Ottawa Limited,  2021-2025 Custom Incentive  Rate-Setting Approved Settlement Agreement  , EB-2019-0261 
 (September 18, 2020). 
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 (which  was  preceded  by  a  near  strike  in  2021).  Despite  these  disruptions,  Hydro  Ottawa  was 

 still  able  to  advance  innovative  projects  and  solutions,  and  achieve  efficiencies  and  cost 

 reductions in its program and service delivery. 

 1.5.  SCHEDULE ORGANIZATION 
 The remainder of this Schedule is organized as follows: 

 ●  Section  2  ‒  describes  Hydro  Ottawa’s  overall  approach  to  innovation,  productivity  and 

 continuous improvement. 

 ●  Section  3  ‒  provides  details  on  Hydro  Ottawa’s  productivity  initiatives  for  which  the  financial 

 benefits  are  quantifiable  (including  those  that  are  relevant  to  its  capital-related  reporting 

 requirement for the 2021-2025 rate term). 

 ●  Section  4  ‒  describes  other  continuous  improvement  and  innovation  initiatives  undertaken 

 by Hydro Ottawa, for which the benefits are not quantifiable or easily quantified. 

 2.  APPROACH TO INNOVATION, PRODUCTIVITY & CONTINUOUS IMPROVEMENT 
 2.1.   KEY PARAMETERS AND PRACTICES 
 Hydro  Ottawa’s  ongoing  efforts  to  enhance  productivity,  achieve  continuous  improvement  and 

 leverage  innovation  are  carried  out  within  a  broader  set  of  parameters  and  practices,  as 

 described below. 

 2.1.1.   Guidelines for Five-Year Budgets and Priorities 
 Over  the  course  of  successive  rate-setting  cycles,  Hydro  Ottawa  has  maintained  the  practice  of 

 circulating  a  set  of  formal  guidelines  from  the  Chief  Financial  Officer  which  govern  the 

 preparation  of  five-year  budgets  for  the  subsequent  distribution  rate  period.  Included  within  the 

 guidance  is  a  provision  pertaining  to  productivity,  continuous  improvement  and  cost  control.  The 

 applicable  provision  within  the  version  of  this  memorandum  prepared  for  the  2026-2030  rate 

 period reads as follows: 
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 “Productivity,  continuous  improvement  and  cost  effectiveness  remain  a  key  corporate 

 priority  across  each  area:  capital,  technology,  compensation  and  other  OM&A.  Each 

 program  area  should  consider  a  focus  on  cost  effective  delivery  of  outcomes  that 

 matter  to  customers,  with  appropriate  pacing  and  prioritization  to  control  costs  and 

 manage risks.”  5 

 The  inclusion  of  this  provision  provides  assurance  that  productivity,  cost  control  and  continuous 

 improvement  objectives  have  been  firmly  integrated  into  Hydro  Ottawa’s  business  planning 

 process, and the resultant capital and operational plans, for the upcoming rate term. 

 In  addition,  the  utility  prepares  an  annual  business  plan  and  budget,  which  identifies  priorities 

 and  allocates  resources  for  capital  and  OM&A  in  a  given  year  within  the  five-year  rate  period, 

 consistent  with  OEB-Approved  spending  levels.  The  annual  budget,  which  is  subject  to  approval 

 from  the  utility’s  Board  of  Directors,  includes  a  dedicated  section  highlighting  innovation, 

 productivity and cost control initiatives. 

 2.1.2.   Custom IR Rate-Setting 
 As  noted  above,  a  central  premise  and  requirement  in  rate-setting  under  the  RRF  is  the 

 application  of  a  productivity  or  stretch  factor,  which  is  intended  to  ensure  the  achievement  of 

 incremental  productivity  gains  by  the  utility.  Hydro  Ottawa  has  embedded  a  stretch  directly  into 

 its  five  year  capital  spending  and  OM&A  base  year  spending,  in  addition  to  including  a  stretch 

 factor  into  its  custom  annual  adjustment  for  operational  spending.  Additionally,  to  further 

 manage  capital-related  risks  associated  with  inflation,  Hydro  Ottawa  plans  to  maintain  its  capital 

 forecast  throughout  the  term  without  annual  adjustments  for  experienced  inflation  over  the  term. 

 These  mechanisms  will  help  contain  costs  and  ensure  that  efficiency  improvements  translate 

 5  Please see Attachment 1-2-3(A) - Corporate Memorandum - 2024-2030 Priorities and Budget Guidelines for more 
 information. 
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 into  tangible  benefits  for  customers.  For  more  details,  please  see  Schedule  1-3-1  -  Rate  Setting 

 Framework. 

 2.1.3.   Performance Measurement and Reporting 
 As  noted  above,  Hydro  Ottawa  is  proposing  a  customized  performance  measurement  and 

 reporting  framework  for  the  upcoming  rate  term,  comprising  two  components:  (1)  a  Custom 

 Performance  Scorecard,  consisting  of  22  measures  which  will  track  the  utility’s  performance 

 across key RRF outcome categories; and (2) updates on capital spending in key programs. 

 Alongside  these  elements,  Hydro  Ottawa  will  continue  to  administer  an  internal  mechanism  that 

 ensures  accountability  in  the  monitoring  and  reporting  of  corporate  productivity  against  a 

 defined  set  of  targets  and  metrics.  This  will  involve  the  sustained  use  of  a  customized  corporate 

 productivity  scorecard,  wherein  the  utility  establishes  relevant  KPIs  that  are  monitored  for  the 

 purpose  of  measuring  continuous  improvement  in  areas  of  focused  interest.  A  copy  of  the 

 productivity scorecard is included as Attachment 1-3-4(A). 

 2.1.4.   Digital Strategy 
 Mirroring  an  approach  taken  for  the  current  rate  term,  Hydro  Ottawa  has  formulated  a  specific 

 strategy  for  leveraging  information  and  operational  technology  in  support  of  core  business 

 objectives  over  the  coming  five-year  rate  period.  One  of  the  principal  themes  anchoring  the 

 strategy  is  increasing  productivity  and  operational  effectiveness  through  digitization,  automation 

 and  integration.  This  serves  as  a  continuation  of  the  business  process  optimization  that  the 

 utility  has  undertaken  in  recent  years,  with  manual  processes  and  legacy  platforms  being 

 replaced  by  more  advanced  digital  solutions.  For  more  information,  and  to  view  a  copy  of  the 

 Digital Strategy, please see Attachment 1-3-4(B). 
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 2.2.  INNOVATIVE ALTERNATIVES TO TRADITIONAL DISTRIBUTION INVESTMENTS 
 As  noted  above,  the  Chapter  2  Filing  Requirements  oblige  distributors  to  explain  how  innovative 

 alternatives  have  been  considered  in  the  place  of  traditional  investments  in  distribution 

 infrastructure and equipment. 

 Hydro  Ottawa  is  a  strong  proponent  of  innovative  alternatives  to  traditional  infrastructure 

 investments  and  as  part  of  the  five-year  DSP  for  the  upcoming  rate  period  includes  an 

 expanded  non-wires  solutions  (NWSs)  program.  These  NWSs  will  help  cost-effectively  mitigate 

 immediate  capacity  constraints,  provide  flexibility  during  peak  demand  periods  and  benefit 

 customers interested in adopting DERs. Foremost among these NWSs are the following: 

 ●  Non-Wires  Customer  Solutions  Programs  ‒  Hydro  Ottawa  will  collaborate  with  the 

 Independent  Electricity  System  Operator  (IESO)  to  develop  and  implement  a  portfolio  of 

 programs  in  targeted  areas  where  there  is  overlap  between  local  distribution  system  and 

 bulk  system  needs,  building  on  province-wide  incentive  offers  available  within  IESO’s 

 Electricity Demand-Side Management (eDSM) Framework, where applicable. 

 ●  Battery  Energy  Storage  Systems  (BESS)  ‒  the  utility  will  deploy  four  separate  systems  in 

 regions  which  are  expected  to  exceed  their  ratings  by  the  early  2030s  as  a  result  of 

 electrification, thereby improving reliability during contingency conditions. 

 ●  Ottawa  DER  Accelerator  (ODERA)  Project  ‒  this  project  will  utilize  predictive  analytics  and 

 advanced  integration  of  customer-owned  distributed  energy  resources  (DERs)/assets  to 

 forecast  grid  loading  and  assess  available  load  curtailment  potential.  This  information  will 

 enable  granular  scheduling  and  deployment  of  load  curtailment  to  mitigate  predicted 

 equipment overload and optimize grid capacity. 

 ●  EV  Everywhere  ‒  this  pilot  project,  which  is  being  funded  in  part  through  the  IESO’s  Grid 

 Innovation  Fund,  forecasts  the  impacts  of  electric  vehicle  (EV)  charging  on  the  distribution 

 system  at  the  transformer  level,  and  uses  artificial  intelligence  (AI)  solutions  to  optimize  EV 

 charging  during  periods  of  peak  demand.  The  project  pairs  predictive  analytics  with  local 
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 demand  response  programming  for  EVs,  as  well  as  battery  storage,  with  the  aim  of  testing 

 how the technology can help address localized system needs as EV adoption increases. 

 Additional  information  on  these  and  other  NWS-related  initiatives  are  available  in  Section  9  of 

 Schedule 2-5-4 - Asset Management Process. 

 3.  QUANTIFIABLE PRODUCTIVITY RESULTS 
 This  section  outlines  the  quantifiable  productivity  results  spanning  the  achieved  and  expected 

 results  for  Hydro  Ottawa’s  current  rate  term  (2021-2025)  as  well  as  planned  productivity  efforts 

 for  the  upcoming  rate  period  (2026-2030).  The  corresponding  initiatives  which  yielded  these 

 results  are  organized  into  three  categories:  (1)  Labour  and  Supply  Chain  Optimization;  (2) 

 Innovation and Digital Transformation; and (3) Infrastructure and Equipment Efficiencies. 

 For  each  category,  a  table  is  included  which  summarizes  the  financial  benefits  associated  with 

 the  various  initiatives.  Hydro  Ottawa  notes  the  following,  with  respect  to  interpreting  the  data 

 presented in these tables (i.e. Tables 2, 4 and 6): 

 ●  “Total”  rows  :  these  rows  represent  the  sum  of  financial  benefits  associated  with  the  capital 

 expense,  capital  depreciation,  OM&A  and  third-party  service  costs  of  corresponding 

 productivity initiatives. 

 Capital  Expenses  are  an  important  dataset,  as  their  inclusion  alongside  Capital  Depreciation 

 serves  to  fulfill  the  reporting  obligation  referenced  in  Section  1.3  above  ‒  i.e.  the  OEB 

 directive  for  Hydro  Ottawa  to  report  on  its  efforts  and  achievements  during  the  2021-2025 

 rate term with respect to productivity improvements in its capital programs and projects. 
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 3.1.  LABOUR AND SUPPLY CHAIN OPTIMIZATION 
 This  category  encompasses  initiatives  that  streamline  operations,  enhance  efficiency,  reduce 

 manual  interventions,  reduce  waste  and  automate  administrative  processes  to  minimize 

 overhead  costs.  Additionally,  this  area  includes  strategic  sourcing,  standardization  of  materials, 

 and process refinements that optimize material usage, leading to cost savings. 

 Table  2  below  provides  an  overview  of  the  financial  benefits  associated  with  2021-2025  and 

 2026-2030 initiatives, respectively, within this category. 
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 Table 2 - Labour and Supply Chain Optimization Initiatives (Quantifiable)  6  ($’000s) 

 Initiative  Description 
 Productivity Benefits 

 2021-2025  2026-2030 

 3.1.1 Distribution 
 Capital Program 
 Delivery 
 Optimization 

 Implemented operational 
 changes, including team 
 realignment, dedicated 
 construction technicians, and 
 seasonal shift adjustments, to 
 enhance collaboration, 
 efficiency, and productivity 

 Regular 
 Time 

 Capital Expense  $ 12,936  $ 20,337 

 Capital Depreciation  $ 431  $ 678 

 Overtime  Capital Expense  $ 3,982  $ 4,146 

 Capital Depreciation  $ 133  $ 138 

 3.1.2 Fleet 
 Pooling 

 Fleet pooling pilot program, allowing for 
 more effective and extensive sharing of 
 corporate vehicles by field crews, 
 supervisors and administrative 
 employees 

 Capital Expense  n/a  $ 3,901 

 Capital Depreciation  n/a  $ 1,155 

 OM&A  n/a  $ 870 

 3.1.3 Cable 
 Locates 
 Efficiency 

 Implemented automated clearing 
 processes and Alternate Locate 
 Agreements to reduce field visits 

 OM&A  $ 2,425  $ 3,694 

 3.1.4 Service 
 Layout Process 
 Improvements 

 Used Salesforce analytics and targeted 
 training to improve service layout 
 efficiency and reduce backlogs 

 Capital Expense  $ 472  $ 1,534 

 Capital Depreciation  $ 16  $ 51 

 Services to Third Parties  $ 315  $ 1,023 

 3.1.5 Major 
 Projects 
 Consulting 
 Procurement 

 Consolidated civil and electrical 
 engineering services under a single 
 consultant to streamline project 
 coordination and reduce costs 

 Capital Expense  $ 770  $ 1,500 

 Capital Depreciation  $ 61  $ 295 

 3.1.6 Vendor 
 and Supplier 
 Engagement 

 Fostered strong relationships with 
 vendors and suppliers, resulting in 
 favourable pricing for critical equipment 
 relative to industry averages 

 Capital Expense  $ 2,618  n/a 

 Capital Depreciation  $ 436  $ 436 

 Total Capital Expense  $ 20,778  $ 31,418 
 Total Capital Depreciation  $ 1,077  $ 2,754 
 Total OM&A  $ 2,425  $ 4,564 
 Total Services to Third Parties  $ 315  $ 1,023 

 6  Totals may not sum due to rounding 
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 3.1.1. Distribution Capital Program Delivery Optimization  7 

 In  the  current  rate  term,  Hydro  Ottawa  took  a  number  of  actions  to  enhance  efficiency  and 

 optimize  the  delivery  of  its  distribution  capital  programs.  There  was  a  concentrated  focus  on 

 overhead  (OH)  distribution  programs,  with  benefits  accruing  to  other  programs  following  more 

 widespread implementation of targeted reforms. 

 These  actions  in  part  help  support  the  utility’s  response  to  the  aforementioned  OEB  directive  in 

 Section  1.3,  which  required  Hydro  Ottawa  to  achieve  productivity  improvements  in  its  capital 

 programs  and  projects.  Consistent  with  that  directive,  the  utility  is  reporting  on  the  results  of  its 

 efforts in this specific section of the Schedule. 

 3.1.1.1. Strategic Operational and Project Management Enhancements 
 Beginning  in  2021,  Hydro  Ottawa  launched  a  series  of  ongoing  strategic  initiatives  focused  on 

 improving  operational  efficiency  and  project  delivery.  These  efforts  have  involved  targeted 

 restructuring,  role  refinement,  and  process  improvement,  all  designed  to  enhance  the  utility’s 

 overall performance. These initiatives include the following: 

 ●  Operational  Restructuring:  In  2022,  a  significant  operational  restructuring  was  executed 

 within  the  Distribution  Construction  and  Maintenance  groups.  This  involved  the  strategic 

 realignment  of  resources  based  on  distinct  lines  of  business:  construction  and  reliability.  The 

 objective  was  to  foster  enhanced  focus,  oversight,  and  ownership  across  execution  streams, 

 thereby  promoting  consistency  in  operational  processes.  Concurrently,  physical  relocations 

 were  implemented  to  co-locate  resources  within  unified  facilities  in  both  the  east  and  west 

 service  territory  regions.  This  centralization  facilitated  improved  collaboration,  expedited 

 problem  resolution,  and  strengthened  intra-team  communication,  mitigating  the  potential  for 

 7  This encompasses all capital programs within the System Access, System Service and System Renewal categories, 
 with the exception of stations-related programs. In addition, as per the Description for item 3.1.1 in Table 2 above, the 
 explanation in this subsection applies to both Regular Time and Overtime. 
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 misinterpretation  inherent  in  fragmented  communication  channels.  Furthermore,  the 

 consolidation of construction teams optimized resource utilization and reduced travel times. 

 ●  Construction  Technician:  In  2021,  Hydro  Ottawa  moved  away  from  utilizing  non-dedicated 

 individuals  for  construction  oversight  and  introduced  the  dedicated  Construction  Technician 

 role.  This  role  is  a  specialized  position  designed  to  provide  consistent  planning, 

 coordination,  and  site  leadership  support  for  heavy  construction  crews.  This  role  has 

 demonstrably  increased  supervisory  capacity  for  performance  management,  staff 

 development,  and  project  oversight.  Consequently,  field  personnel  have  been  able  to 

 dedicate  more  time  to  on-site  activities,  leading  to  quantifiable  improvements  in  outcome 

 metrics,  such  as  cost  per  pole,  and  a  reduction  in  responsibility  pay  expenditures.  The 

 establishment  of  this  role  has  also  yielded  qualitative  benefits,  including  enhanced 

 communication  and  stakeholder  relationships.  This  position  was  subsequently  made 

 permanent  in  early  2023,  with  a  current  complement  of  eight  full-time  personnel.  These 

 positions  are  funded  through  redistributing  vacancies  from  support  functions  as  detailed  in 

 Attachment 4-1-3(B) - Workforce Planning Strategy. 

 ●  Seasonal  Construction  Shifts:  Hydro  Ottawa  has  also  begun  employing  seasonal 

 construction  shift  adjustments  to  leverage  extended  daylight  hours  during  peak  periods, 

 thereby  maximizing  crew  productivity.  These  adjustments  are  implemented  on  a 

 project-specific basis, with considerations for site conditions and municipal regulations. 

 ●  Project  Delivery  Model:  A  pivotal  initiative,  Project  X,  was  launched  to  refine  Hydro 

 Ottawa’s  project  delivery  model  for  distribution  design  projects.  Project  X  aims  to  establish 

 standardized  project  management  practices,  enhance  reporting  mechanisms,  and  facilitate 

 data-driven  decision-making.  The  project  encompasses  a  comprehensive  review  of  existing 

 processes,  the  development  of  a  revised  project  delivery  model,  and  the  implementation  of  a 

 robust  change  management  strategy.  Key  activities  include  defining  strategic  objectives, 

 establishing  stage  gates,  standardizing  project  artifacts,  reviewing  infrastructure,  developing 

 reporting mechanisms, and creating training and change management plans. 
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 Implementation  of  improvements  began  in  2023  and  continues  through  2025.  Long-term 

 anticipated  impacts  of  Project  X  include  improved  project  management  expertise,  enhanced 

 project  delivery  efficiency,  increased  organizational  effectiveness,  and  enhanced 

 productivity.  Through  standardized  processes  and  improved  reporting,  Hydro  Ottawa  aims  to 

 optimize  resource  allocation  and  ensure  alignment  with  strategic  objectives.  The  project  is 

 being  implemented  in  a  phased  approach,  with  ongoing  evaluation  and  refinement  based  on 

 pilot project outcomes and feedback. 

 3.1.1.2. Cost Reductions and Avoided Costs 
 Through  the  foregoing  organizational  and  operational  enhancements,  Hydro  Ottawa  was  able  to 

 achieve a significant reduction in average annual labour hours during the current rate term. 

 The  planned  pole  renewal  program  serves  as  an  effective  example  of  the  labour  efficiencies 

 achieved  by  the  utility.  This  program  is  one  of  the  few  capital  programs  that  Hydro  Ottawa 

 executes  which  is  conducive  to  a  comparative  analysis  from  a  labour  efficiency  perspective,  on 

 account  of  the  repetitive  and  predictable  nature  of  pole  installations.  Project  complexity, 

 influenced  by  location,  number  of  circuits  and  devices  installed,  can  generally  be  normalized 

 utilizing a complexity factor. 

 Insights  yielded  through  an  in-depth  analysis  reveal  how  Hydro  Ottawa  has  reduced  its  capital 

 costs  in  pole  renewal  through  labour  efficiencies.  The  results  of  the  analysis  presented  in  Figure 

 1  below  demonstrate  a  23.6%  decrease  in  the  average  annual  labour  hours  per  pole  between 

 2019-2020 and 2021-2024. 
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 Figure 1 - Average Annual Labour Hours per Pole Installation 

 Hydro  Ottawa  wishes  to  emphasize  the  following,  to  help  ensure  proper  interpretation  of  the 

 data presented in Figure 1: 

 ●  Labour hours have been separated into regular hours (blue) and overtime hours (orange). 

 ●  The  downward  sloping  trend  line  (blue)  for  regular  hours  signifies  the  aforementioned  23.6% 

 decrease in average annual labour hours per pole installation. 

 ●  Labour  hours  encompass  the  full  lifecycle  of  a  pole  renewal  project  (e.g.  planning, 

 engineering, sourcing materials, construction, etc.) 

 ●  Significant year-over-year swings may be influenced by one or more factors: 
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 ○  Project  completion  dates  determine  when  the  full  costs  of  an  individual  pole  replacement 

 project  are  recognized  and  capitalized.  This  will  impact  the  accounting  for  projects  which 

 straddle two different calendar years. 

 ○  There  are  varying  levels  of  complexity  for  pole  renewal  projects.  More  complex  projects 

 may require more labour hours to complete. 

 ○  Disruptions  or  challenges  in  the  external  operating  environment  (e.g.  COVID-19 

 pandemic, 2023 labour strike) may impact timelines for certain projects. 

 Hydro  Ottawa  has  selected  the  planned  pole  renewal  program  as  a  suitable  proxy  for 

 quantifying  productivity  gains  across  its  diverse  capital  programs.  Accurately  measuring 

 percentage  improvements  for  each  project  is  complex  due  to  variations  in  scope  and  complexity. 

 The  pole  renewal  program,  however,  offers  a  repetitive  and  predictable  workflow,  providing  a 

 robust  dataset  for  analysis.  Therefore,  improvements  realized  in  this  program  serve  as  a 

 representative  model,  reflecting  the  utility’s  commitment  to  enhancing  efficiency  and  optimizing 

 resource allocation across all capital programs.  8 

 In  addition,  these  efficiency  gains  directly  translate  into  cost  savings  for  our  System  Access 

 program  customers.  Specifically,  efficiency  gains  resulted  in  $4.7  million  in  labour  cost 

 reductions  that  did  not  materialize  as  customer  contributions  during  the  2021-2025  period,  and 

 are projected to avoid an additional $5.5 million in customer contributions for 2026-2030. 

 A  summary  of  the  capital  cost  reductions  related  to  capital  efficiency  improvements,  using 

 planned  pole  renewal  as  a  proxy,  is  provided  in  Figure  2  and  Table  3  below,  both  in  terms  of 

 efficiencies  realized  during  the  2021-2025  period  and  the  2026-2030  Test  Years  as  a  result  of 

 sustained efficiency improvements. 

 8  With the exception of station-related programs, as noted in footnote 6 above. 
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 Figure 2 - Distribution Capital Program Labour Efficiency 2021-2030 
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 Table 3 - Distribution Capital Program Labour Efficiency 2021-2030 ($’000s) 

 2021-2025 
 Actual 

 2021-2025 
 Without 

 Efficiency 
 Variance  2026-2030 

 Test Years 

 2026-2030 
 Without 

 Efficiency 
 Variance 

 Internal Labour Savings 
 Regular Time  $ 59,393  $ 72,329  $ 12,936  $ 93,374  $ 113,711  $ 20,337 

 Overtime  $ 7,442  $ 11,425  $ 3,982  $ 7,748  $ 11,894  $ 4,146 

 TOTAL  $ 66,836  $ 83,754  $ 16,918  $ 101,122  $ 125,605  $ 24,483 

 Depreciation 
 Regular Time  $ 431  $ 678 
 Overtime  $ 133  $ 138 
 TOTAL  -  -  $ 564  -  -  $ 816 

 3.1.2. Fleet Pooling 
 To  enhance  efficiency  and  optimize  vehicle  utilization,  Hydro  Ottawa  will  pilot  an  expanded 

 vehicle  pooling  program  during  the  2026-2030  rate  period.  While  some  field  crews  and 

 administrative  staff  already  utilize  shared  vehicles,  the  possibility  of  implementing  an  expanded 

 vehicle  pooling  program  has  been  under  evaluation  since  the  move  to  the  utility’s  new 

 administrative  and  operational  facilities  in  2019.  However,  several  factors  prevented  its  earlier 

 implementation.  The  onset  of  the  COVID-19  pandemic  in  2020  understandably  led  to  concerns 

 about  shared  vehicle  use,  impacting  the  feasibility  of  such  a  program.  Furthermore,  the  current 

 fleet  management  software  lacked  the  necessary  tools  for  efficient  booking,  scheduling,  and 

 overall  management  of  a  shared  vehicle  pool.  These  limitations  made  it  difficult  to  effectively 

 coordinate vehicle availability and usage. 

 Hydro  Ottawa  is  scheduled  to  upgrade  its  fleet  management  software  in  2025,  which  will 

 introduce  enhanced  functionality  to  address  these  logistical  challenges.  The  expanded  pooling 

 program,  particularly  in  the  light-duty  category,  represents  an  ambitious  target  and  will 
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 necessitate  significant  change  management,  including  adjustments  to  work  processes, 

 scheduling, and tool storage. 

 The  fleet  pooling  program  will  impact  both  capital  and  operating  expenses.  By  maximizing 

 vehicle  sharing,  Hydro  Ottawa  is  minimizing  fleet  growth,  resulting  in  fuel,  maintenance,  and 

 capital  expense  savings.  Notably,  this  strategy  is  avoiding  the  purchase  of  17  new  light-duty 

 vehicles  in  2026  and  four  new  heavy-duty  vehicles  in  2028.  The  financial  impact  of  this 

 avoidance  is  shown  in  Table  2  above.  These  values  take  into  consideration  the  offset  of  the 

 annual  subscription  expenses  for  the  software’s  pooling  module.  Please  see  Section  11  of 

 Schedule 2-5-9 - General Plant Investments for more details. 

 3.1.3. Cable Locates Efficiency 
 In  2022,  the  Ontario  government  enacted  Bill  93,  the  Getting  Ontario  Connected  Act  ,  which 

 aimed  to  speed  up  construction  projects  by  requiring  faster  location  of  underground 

 infrastructure.  The  legislation  necessitates  a  five-day  turnaround  for  locates  and  imposes 

 penalties  for  non-compliance,  forcing  utilities  to  invest  heavily  in  staffing  and  resources.  The 

 result  of  this  bill  has  been  increased  costs  for  Hydro  Ottawa,  largely  as  a  result  of  increased 

 labour  costs  to  complete  work  within  the  mandated  timeline.  The  Underground  Cable  Locates 

 Program  is  discussed  in  greater  detail  in  Schedule  4-1-2  -  Operations,  Maintenance  and 

 Administration Program Costs. 

 To  proactively  address  the  escalating  volume  and  cost  of  locate  requests,  Hydro  Ottawa  has 

 implemented the following strategies: 

 ●  Clearing  House  Implementation:  Hydro  Ottawa  onboarded  a  clearing  house  in  2022  to 

 analyze  locate  requests  and  automatically  clear  those  without  electrical  infrastructure, 

 eliminating  unnecessary  field  visits.  This  approach  has  increased  Hydro  Ottawa’s  remote 

 clear rate from 10% to 24%. 
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 ●  Expansion  of  Alternate  Locate  Agreements  (ALAs):  ALAs  allow  approved  excavators  to 

 proceed  without  a  traditional  field  locate  under  specific  conditions,  such  as  digging  without 

 mechanical  methods.  ALAs  were  implemented  prior  to  the  enactment  of  Bill  93  and  have 

 proven  to  be  an  effective  tool  for  helping  to  manage  locate  requests  and  control  program 

 costs.  Hydro  Ottawa  expects  to  receive  a  sustained  level  of  ALA-eligible  locate  requests 

 during the 2026-2030 period. 

 Table 2 above identifies the productivity benefits associated with these efforts. 

 3.1.4. Service Layout Process Improvements 
 The  Engineering  and  Design  program  has  optimized  the  Electrical  Service  Request  process, 

 which  handles  requests  from  contractors  and  customers  for  residential  upgrades, 

 non-commercial  EV  connections,  and  land  rights  inquiries.  These  improvements  were  aimed  at 

 enhancing efficiency, reducing backlogs, and improving the customer experience. 

 In  particular,  the  program  focused  on  enhanced  training  for  customer-facing  employees  and 

 superior  tools  for  data-driven  decision  making.  Cross-training  Service  Layout  Agents  to  operate 

 city-wide,  rather  than  within  assigned  zones,  has  enabled  Hydro  Ottawa  to  expeditiously 

 address  fluctuations  or  spikes  in  the  number  of  service  requests  received.  By  strengthening  its 

 ability  to  strategically  reallocate  staff  to  busier  areas,  the  utility  has  significantly  improved  its 

 response  time  and  ensured  consistent  service  delivery.  This  flexible  approach,  enabled  by 

 Salesforce  tracking,  has  minimized  backlogs  and  optimized  resource  utilization,  including  during 

 periods of high demand or employee transitions. 

 These  process  enhancements,  implemented  in  2024,  have  yielded  a  19%  reduction  in  service 

 request  completion  time,  categorized  by  layout  type.  This  quantifiable  improvement  in  labour 

 efficiency  has  enabled  precise  calculation  of  overtime  hour  reductions  necessary  to  fulfill  annual 
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 request  volumes.  As  shown  in  Table  2  above,  productivity  benefits  are  expected  during  the 

 2021-2025 and 2026-2030 periods, respectively, on account of decreases in overtime costs. 

 3.1.5 Major Projects Consulting Procurement 
 Hydro  Ottawa  improved  efficiency  and  reduced  costs  by  consolidating  civil  and  electrical 

 engineering  services  under  a  single  consulting  firm  for  substation  projects.  Previously,  separate 

 firms  handled  each  discipline,  leading  to  coordination  challenges.  In  the  2021-2025  rate 

 application  period,  for  the  Piperville  Municipal  Transformer  Station  (MTS)  and  Brian  Coburn 

 MTS  projects,  one  firm  was  engaged  for  both  scopes  of  work,  streamlining  project  management 

 and reducing administrative overhead. 

 Additionally,  Hydro  Ottawa  standardized  and  reused  design  components  across  projects, 

 minimizing  re-engineering  efforts.  These  initiatives  led  to  a  reduction  in  engineering  consulting. 

 The projected benefits of these efforts are visible in Table 2 above. 

 3.1.6. Vendor and Supplier Engagement 
 As  part  of  our  commitment  to  responsible  business  practices  and  its  efforts  to  manage  an 

 extensive  inventory  of  assets  that  are  essential  to  maintaining  and  operating  the  grid,  Hydro 

 Ottawa  has  fostered  strong  relationships  over  the  years  with  vendors  and  suppliers.  These 

 partnerships  continue  to  yield  significant  benefits,  especially  in  relation  to  ensuring  the 

 availability of necessary inventory and services and securing pricing on favourable terms. 

 Comparing  Hydro  Ottawa’s  cost  increases  from  2021-2024  with  the  average  inflationary 

 increases  for  specific  classes  of  essential  equipment  such  as  wood  poles,  electric  cable, 

 switchgear  and  transformers  (as  outlined  in  Schedule  1-2-5  -  Impacts  of  Inflationary  Pressures) 

 reveals  that,  in  the  aggregate,  Hydro  Ottawa’s  increases  have  typically  been  lower.  These  cost 

 reductions  relative  to  market  inflationary  increases  for  this  period  are  outlined  in  Table  2  above. 
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 However,  due  to  the  volatile  nature  of  market  pricing  for  these  materials,  forward-looking 

 projections of this nature for the 2026-2030 rate term are not feasible. 

 3.2. INNOVATION AND DIGITAL TRANSFORMATION 
 Falling  under  the  scope  of  this  category  are  initiatives  which  involve  the  deployment  of 

 technological  solutions  to  improve  the  customer  experience,  optimize  operations,  enhance 

 efficiency  and  collaboration,  automate  business  processes,  and  drive  data-driven 

 decision-making. 

 Table  4  below  summarizes  the  productivity  benefits  associated  with  the  initiatives  within  this 

 category for the 2021-2025 and 2026-2030 rate terms. 
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 Table 4 - Innovation and Digital Transformation Initiatives (Quantifiable)  9  ($’000s) 

 Initiative  Description 
 Productivity Benefits 

 2021-2025  2026-2030 

 3.2.1 Net Metering 
 Automation 

 Streamlined net metering billing 
 processes, saving significant labor hours 
 per month. 

 OM&A  n/a  $ 6,751 

 3.2.2 Online Billing 
 Enhancements 

 Expanded online billing, reducing mailing 
 and printing costs (with ancillary savings 
 related to Account Overdue Notices) 

 OM&A  $ 6,274  $ 5,375 

 3.2.3 Remote 
 Disconnection 
 Technology 

 Expanded use of remote disconnect 
 meters, reducing labor costs for service 
 terminations and reconnections. 

 OM&A  $ 2,869  $ 4,941 

 3.2.4 Customer 
 Relationship 
 Management (CRM) 
 Platform 
 Implementation 

 Replacement of legacy service desk with a 
 comprehensive CRM system to automate 
 workflows and improve efficiency 

 Capital Expense  $ 834  $ 1,248 

 Capital Depreciation  $ 28  $ 42 

 Services to Third Parties  $ 556  $ 832 

 3.2.5 Disconnection 
 Notification 
 Automation 

 Replacement of manual delivery of 
 disconnection notices with automated 
 notifications 

 OM&A  $ 1,849  $ 2,202 

 3.2.6 Satellite 
 Imaging for 
 Vegetation 
 Management 

 Used satellite data to identify high-risk 
 vegetation areas and optimize trimming 
 schedules. 

 OM&A  n/a  $ 1,637 

 3.2.7 Blue Beam for 
 Plant Inspectors 

 Digitalized project documentation and 
 plant inspections, reducing paper use and 
 improving workflow efficiency. 

 Capital Expense  $ 1,095  $ 1,313 

 Capital Depreciation  $ 36  $ 44 

 3.2.8 Move-In 
 Move-Out 
 Automation 

 Automated customer move-in/move-out 
 requests to reduce manual processing and 
 errors. 

 OM&A  $ 502  $ 923 

 9  Totals may not sum due to rounding. 
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 Initiative  Description 
 Productivity Benefits 

 2021-2025  2026-2030 
 3.2.9 Salesforce 
 Field Service for 
 Reliability 
 Operations 

 Centralized work requests and scheduling, 
 reducing reliance on manual 
 communication and increasing 
 productivity. 

 OM&A  $ 141  $ 769 

 3.2.10 Damage to 
 Plant Process 
 Automation 

 Implemented a Google Form-based 
 system for faster and more efficient 
 reporting of infrastructure damage. 

 Capital Expense  $ 21  $ 25 

 Capital Depreciation  $ 1  $ 1 

 3.2.11 Customer 
 Information System 
 Reduced Fees 

 Reduced managed service costs  OM&A  $ 480  n/a 

 Total Capital Expense  $ 1,950  $ 2,586 
 Total Capital Depreciation  $ 65  $ 86 
 Total OM&A  $ 12,115  $ 22,597 
 Total Services to Third Parties  $ 556  $ 832 

 3.2.1. Net Metering Automation 
 Hydro  Ottawa  has  positioned  itself  for  productivity  improvements  through  the  automation  of  its 

 net  metering  billing  for  residential  and  small  commercial  customers.  Although  automation 

 started  with  Tiered  rate  customers,  as  net  metering  adoption  grew  (rising  36%  in  2023  and  75% 

 in  2024)  the  complexity  of  billing  also  increased  with  the  introduction  of  new  rate  options  (i.e. 

 Time-of-Use  and  Ultra-Low  Overnight),  leading  to  the  implementation  of  further  automation  in 

 2024. These automation efforts are set to yield the following benefits: 

 ●  Tiered  Rate  Customers:  automation  will  save  over  20  minutes  per  account  per  month  and 

 reduced  error  rates.  This  scalable  solution  will  result  in  an  estimated  8,000  hours  of  annual 

 manual  work  avoided  by  2030,  when  anticipated  growth  in  the  number  of  net  metered 

 customers is factored in. 

 ●  Non-Tiered  Customers:  approximately  60  minutes  per  account  per  month  of  manual  work 

 will  not  be  required  for  non-Tiered  customers,  ensuring  scalable  efficiency  gains  as  more 
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 customers  enroll  and  choose  their  preferred  rate  plans.  This  scalable  solution  will  result  in 

 an  estimated  16,000  hours  of  annual  manual  work  avoided  by  2030  (again,  taking  into 

 consideration anticipated growth in net metered customers). 

 Table  4  above  shows  the  impact  of  these  improvements,  which  is  calculated  based  on  the 

 reduction  in  manual  work  for  processing  net  metering  bills  less  depreciation  of  the  billing  system 

 enhancement.  Such  automation  eliminates  the  need  for  hiring  additional  staff  to  cover  the 

 estimated annual 24,000 additional hours by 2030. 

 3.2.2. Online Billing Enhancements 
 Hydro  Ottawa  is  driving  productivity  and  customer  convenience  through  digital  solutions  like 

 online  billing.  This  program  significantly  reduces  printing  and  postage  costs  by  decreasing 

 reliance  on  paper  billing,  while  also  promoting  environmental  sustainability  by  saving 

 approximately  6  million  pieces  of  paper  annually.  Online  billing  enrollment  was  55%  as  of  the 

 end  of  2020,  and  is  projected  to  reach  80%  by  the  end  of  2025,  with  that  level  being  maintained 

 through  2030  (inclusive  of  customer  growth).  Table  4  above  details  the  incremental  productivity 

 benefits  in  printing  and  postage  subsequent  to  2020,  after  deducting  targeted  communication 

 campaigns to increase enrollment. 

 What’s  more,  with  the  introduction  of  Ontario  Regulation  391/21  (Blue  Box  Regulation), 

 producers  of  blue  box  waste  (e.g.  paper  bills)  will  be  financially  responsible  as  of  January  1, 

 2026  for  lifecycle  management  of  waste  generated  from  their  products.  Hydro  Ottawa’s  online 

 billing  program  and  the  utility’s  overall  high  adoption  rates  will  therefore  likewise  help  reduce  the 

 costs associated with complying with this provincial requirement. 

 Additionally,  this  program  improves  efficiency  and  reduces  costs  in  Account  Overdue  Notice 

 (AON)  delivery.  Incremental  savings  in  printing  and  postage  associated  with  AON  letters 

 subsequent  to  2020  are  included  in  the  figures  listed  in  Table  4  above.  Table  5  offers  a  more 
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 detailed  breakdown  of  the  respective  cost  reductions  associated  with  online  billing  and  AON 

 correspondence. 

 Table 5 - Breakdown of Productivity Benefits for Online Billing and 
 Account Overdue Notices ($’000 000s) 

 Historical/ 
 Bridge Years  Test Years 

 2021-2025  2026-2030 

 Online Billing  $ 5.8  $ 4.2 

 Account Overdue Notices (AON)  $ 0.5  $ 1.2 

 TOTAL  $ 6.3  $ 5.4 

 3.2.3 Remote Disconnection Technology 
 Hydro  Ottawa  leverages  remote  disconnect/reconnect  meters  to  enhance  operational  efficiency 

 and  reduce  costs  associated  with  service  disconnections  and  reconnections.  Integrated  into  the 

 Advanced  Metering  Infrastructure  (AMI)  network,  these  meters  allow  secure  remote  control, 

 minimizing the need for manual fieldwork. This approach has led to several key benefits: 

 ●  Increased  Efficiency:  as  of  the  end  of  2023,  approximately  63,500  premises  (17%  of  all 

 customers served) were equipped with this technology, streamlining service operations. 

 ●  Targeted  Deployment:  installations  are  prioritized  in  hard-to-access  locations  and  high 

 turnover  areas,  in  addition  all  new  residential  meters  since  January  2023  include  remote 

 disconnect capabilities. 

 ●  Cost  and  Fee  Reductions:  the  benefits  outlined  in  Table  4  above  reflect  the  use  of  remote 

 disconnections,  which  has  reduced  associated  labour  and  vehicle  costs.  This  initiative  has 

 also  enabled  Hydro  Ottawa  to  propose  lower  customer  reconnection  fees  starting  in  2026. 

 For more information, please see Schedule 8-4-1 - Specific Service Charges. 
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 3.2.4. CRM Platform Implementation 
 Hydro  Ottawa  previously  replaced  its  service  desk  tool  with  a  CRM  platform,  streamlining 

 service  request  management  and  enhancing  efficiency.  The  system  automates  workflows, 

 integrates  with  core  systems,  and  centralizes  cross-functional  case  management,  reducing 

 manual  effort  and  errors  while  improving  data  accuracy.  Key  productivity  gains  include  the 

 following: 

 ●  Automated  Service  Requests:  redesigned  website  forms  integrate  directly  with  CRM, 

 improving accuracy and processing efficiency. 

 ●  System  Integration  and  Data  Accuracy:  real-time  integration  with  Enterprise  Resource 

 Planning  (ERP),  Customer  Care  and  Billing  (CC&B),  and  Geographic  Information  (GIS) 

 systems minimizes manual data entry and optimizes resource allocation. 

 ●  Workflow  Automation:  automated  notifications  and  task  assignments  reduce  processing 

 time, allowing staff to focus on higher-value activities. 

 ●  Centralized  Case  Management:  real-time  tracking  and  reporting  enable  better 

 prioritization, cross-team collaboration, and productivity monitoring. 

 ●  Proactive  Customer  Communication:  automated  updates  keep  customers  informed, 

 reducing inquiries and improving satisfaction. 

 Additional  enhancements  will  further  optimize  efficiency  by  automating  email  management, 

 deepening  ERP-CRM  integration  for  financial  reporting,  enabling  real-time  field  activity  updates, 

 and improving cross-team case transfers for faster issue resolution. 

 The  productivity  benefits  in  Table  4  above  reflect  achieved  and  anticipated  reductions  in 

 workload.  In  turn,  these  have  reduced  the  need  for  hiring  additional  staff  to  cover  the  estimated 

 5,000 hours of additional annual work by 2030. 
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 3.2.5. Disconnection Notification Automation 
 Hydro  Ottawa  optimized  its  disconnection  notification  process  in  response  to  the  OEB’s  2019 

 Customer  Service  Rules,  improving  efficiency  and  reducing  costs.  By  eliminating  hand-delivered 

 disconnection  notices,  which  previously  consumed  50%  of  Field  Collection  Representatives’ 

 time,  Hydro  Ottawa  reduced  staff  resources  within  the  Collections  program  and  reallocated  them 

 to other areas of the business where resourcing was needed. 

 Key improvements of automating disconnection notices  include the following: 

 ●  Automation  and  Accuracy:  enhanced  customer  contact  data  and  expanded  use  of  the 

 autodialer system which replaced manual notice delivery. 

 ●  Customer  Communication:  a  new  AON  provides  an  additional  touchpoint,  helping 

 customers address outstanding balances before escalation. 

 ●  Process  Optimization:  proactive  contact  verification  through  Contact  Centre  agents  and 

 the  MyAccount  Profile  Update  Campaign  ensure  accurate  customer  data  for  automated 

 notifications. 

 These  enhancements  have  streamlined  operations  and  reduced  labour  costs  for  collections 

 activity, as outlined in Table 4 above, while maintaining regulatory compliance. 

 3.2.6. Satellite Imaging for Vegetation Management 
 In  2023,  with  the  aim  of  enhancing  its  Vegetation  Management  program  and  after  the 

 devastating  impact  of  the  May  2022  Derecho  storm,  Hydro  Ottawa  implemented  Overstory,  a 

 satellite  imaging  software  that  enhances  efficiency  by  prioritizing  high-risk  areas  while  reducing 

 unnecessary trimming. The software provides the following benefits: 

 ●  Encroachment  Risk  Analysis:  identifies  vegetation  near  power  lines  for  proactive 

 trimming. 

 ●  Trimming Optimization:  uses tree species and growth  rate data to adjust trimming cycles. 

 ●  Reliability Insights:  predicts outages based on vegetation  conditions. 
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 ●  Hazard  Tree  Identification:  detects  declining  trees  near  infrastructure,  enabling  proactive 

 removal and coordination with City planners. 

 By  using  Overstory,  Hydro  Ottawa  expects  to  avoid  some  unplanned  and  emergency  vegetation 

 management  costs,  as  shown  in  Table  4  above.  The  avoided  costs  presented  reflect  the  net 

 benefit after the annual Overstory subscription cost is factored in. 

 Controlling  costs  within  the  Vegetation  Management  program  is  a  priority  for  Hydro  Ottawa  for 

 several  reasons.  First,  the  majority  of  tree  trimming  is  performed  by  third-party  contractors, 

 whose  costs  continue  to  rise  in  light  of  the  pressures  and  effects  associated  with  recent  levels  of 

 inflation.  10  Second,  as  part  of  its  broader  efforts  on  grid  resilience  and  storm  hardening,  the 

 utility  is  planning  to  shift  its  posture,  with  greater  emphasis  on  planned  trimming  as  opposed  to 

 unplanned/emergency  work.  More  details  on  the  use  of  Overstory  are  available  in  Section  3  of 

 Schedule 4-1-2 - Operations, Maintenance and Administration Program Costs. 

 3.2.7. Blue Beam for Plant Inspectors 
 Hydro  Ottawa  previously  implemented  Blue  Beam  to  streamline  design  workflows,  improve 

 collaboration  and  enhance  project  management.  Its  adoption  by  Plant  Inspectors  resulted  in 

 improvements  to  the  Plant  Inspection  Process  and  Construction  Verification  Program.  Through 

 expanded use of this tool, Hydro Ottawa has derived the following benefits: 

 ●  Reduced  Travel:  reduced  need  for  inspectors  to  drive  between  work  centers  for  project 

 packages and paper drawings. 

 ●  Centralized  Digital  Workflow:  enabled  electronic  data  collection,  markups,  reviews,  and 

 approvals in one location. 

 ●  Seamless  GIS  Updates:  ensured  accurate  field  change  documentation,  preventing  lost 

 records. 

 10  Reference Schedule 1-2-5 - Impacts of Inflationary Pressure for more information. 
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 Expanding  the  use  of  Blue  Beam  has  boosted  efficiency,  reduced  costs  and  improved 

 sustainability.  The  corresponding  figures  in  Table  4  represent  Hydro  Ottawa’s  estimated 

 productivity benefits based on 2,600 hours annually. 

 3.2.8. Move-in/Move-Out Automation 
 In  2022,  Hydro  Ottawa  introduced  an  automated  system  to  process  move-in/move-out  requests. 

 The  new  system  integrates  with  the  billing  system,  streamlining  the  workflow.  Key  benefits  of  the 

 automation are as follows: 

 ●  Increased  Automation:  as  of  the  end  of  2023,  61%  of  online  move  requests  were  fully 

 automated and 20% were semi-automated, reducing manual intervention. 

 ●  Improved  Accuracy:  automation  minimizes  human  errors,  ensuring  accurate  customer 

 information and linking of accounts. 

 ●  Enhanced  Communication:  customers  receive  timely,  automated  notifications  regarding 

 their move requests. 

 ●  Enhanced  Data  Monitoring:  the  system  allows  for  improved  data  tracking  and  reporting, 

 identifying further optimization opportunities. 

 ●  Cost  Reduction  and  Avoidance:  Table  4  above  shows  the  net  reduction  and  avoidance  in 

 Contact  Centre  costs,  which  are  the  result  of  automation-driven  time  reductions  minus  the 

 depreciation of the billing system enhancement. 

 3.2.9. Salesforce Field Service for Reliability Operations 
 In  2024,  Salesforce  Field  Service  (SFS)  was  expanded  to  the  entire  Reliability  Operations 

 group.  This  mobile  workforce  management  system  centralizes  work  requests,  standardizes 

 workflows  and  improves  scheduling  by  prioritizing  tasks  based  on  urgency.  By  reducing  reliance 

 on  informal  communication,  SFS  enhances  accountability  and  operational  performance.  Crews 

 gain  real-time  visibility  into  work  packages,  reducing  downtime  and  enabling  more  efficient  job 

 execution. 
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 The  improved  scheduling  capabilities  are  particularly  valuable  given  the  dynamic  nature  of 

 Reliability  work,  where  crews  must  quickly  pivot  between  planned  jobs  and  emergency 

 responses.  With  SFS,  smaller  filler  jobs  can  be  identified  and  assigned  seamlessly,  ensuring 

 that  crews  remain  productive  throughout  the  day.  Additionally,  enhanced  situational  awareness 

 and data-driven decision-making contribute to a safer work environment. 

 The  projected  1,100  annual  hours  of  efficiency  gains  offset  by  additional  software  licenses,  as 

 shown  in  Table  4  above,  will  improve  the  group’s  ability  to  ensure  system  reliability  and  optimize 

 resource utilization. 

 3.2.10. Damage to Plant Process Automation 
 The  introduction  of  an  automated  tool  integrating  a  Google  Form  with  AODocs  (an  online 

 document  management  platform)  in  2021  has  improved  productivity  in  assessing  and  managing 

 third-party  damage  to  Hydro  Ottawa’s  infrastructure.  By  centralizing  data  storage  and 

 streamlining  communication,  the  tool  eliminates  lost  documentation,  enhances  accountability 

 and accelerates response times. 

 Field  crews  save  time  by  using  the  Google  Form  to  submit  damage  reports,  while  supervisors 

 can  quickly  assess  repair  needs  through  readily  available  photos  and  videos,  reducing 

 unnecessary  site  visits.  Automated  notifications  ensure  all  stakeholders  are  informed,  leading  to 

 faster  repairs  and  power  restoration.  The  streamlined  billing  process  improves  contractor 

 tracking,  holds  supervisors  accountable  for  timely  documentation,  and  generates  valuable 

 analytics for continuous improvement. 

 From  a  financial  perspective,  process  automation  has  led  to  faster  invoicing,  increasing  the 

 speed  and  likelihood  of  cost  recovery  from  third  parties.  Improved  customer  communication  and 

 service further enhance efficiency. 
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 Productivity  benefits  in  Table  4  above  reflect  an  estimated  savings  of  20  minutes  per  Damage  to 

 Plant  report  from  centralizing  data  storage  and  streamlining  communication,  totaling 

 approximately 50 hours per year. 

 3.2.11. Customer Information System Reduced Fees 
 Hydro  Ottawa’s  Customer  Information  System  (CIS)  is  a  critical  component  of  the  utility’s 

 meter-to-cash  information  technology  infrastructure,  encompassing  applications  that  support 

 AMI  and  the  billing  and  settlement  system.  Hydro  Ottawa’s  support  contract  for  CIS  was 

 renegotiated  in  2019,  resulting  in  a  cost  reduction  through  strategic  contract  negotiation.  Table  4 

 above identifies the associated cost reductions for the 2021-2025 rate period. 

 3.3. INFRASTRUCTURE AND EQUIPMENT EFFICIENCIES 
 The  initiatives  in  this  category  involve  optimizing  infrastructure  and  equipment  efficiencies  to 

 reduce  costs,  improve  operational  reliability  and  resilience,  and  enhance  sustainability. 

 Examples  include  asset  lifecycle  management,  investments  in  energy-efficient  equipment  and 

 programs, and adoption of advanced monitoring technologies and networked devices. 

 The Table below outlines relevant initiatives from the 2021-2025 and 2026-2030 periods. 
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 Table 6 - Infrastructure and Equipment Efficiencies Initiatives (Quantifiable) ($’000s) 

 Productivity Benefits 

 Initiative  Description 

 Historical / 
 Bridge 
 Years  Test Years 

 2021-2025  2026-2030 

 3.3.1 Protection 
 Relays Design 
 Standard 

 Optimized the placement of 
 protection relays in substations, 
 reducing wiring costs and 
 eliminating the need for separate 
 relay buildings. 

 Capital Expense  $500  $1,073 

 Capital Depreciation  $0  $186 

 3.3.1. Protection Relays Design Standard 
 Hydro  Ottawa  has  updated  its  construction  standards  for  the  placement  of  protection  relays  in 

 substations.  Previously,  these  relays  were  housed  in  separate  buildings  from  switchgear  due  to 

 arc rating limitations, requiring extensive wiring for reliable communication and control. 

 By  working  with  vendors,  Hydro  Ottawa  identified  a  solution  where  the  upper  cabinets  of 

 switchgear  meet  arc  rating  requirements,  allowing  relays  to  be  installed  directly  within.  The  end 

 result  of  this  innovation  is  the  elimination  of  two  separate  needs:  first,  for  long  wiring  runs  in 

 switchgear,  replacing  them  with  a  single  fiber  optic  cable;  and  two,  for  a  dedicated  Protection  & 

 Control (E-House) structure at the substation site. 

 This  new  design  standard  is  being  initially  deployed  in  the  Riverdale  Transformer  Station 

 upgrade  project,  resulting  in  an  estimated  $0.5M  cost  reduction  within  the  2021-2025  rate 

 period.  Subsequent  application  of  this  design  to  eight  future  substation  projects  d  uring  the 

 2026-2030  rate  period  is  anticipated  to  avoid  $134,000  in  costs  per  station  through  decreased 

 wiring and termination expenses.  These figures are  reflected in Table 6 above. 
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 4.  OTHER INNOVATION, PRODUCTIVITY AND CONTINUOUS IMPROVEMENT 
 INITIATIVES 

 This  section  includes  initiatives  undertaken  by  Hydro  Ottawa  over  the  2021-2025  rate  period 

 and  which  are  (1)  planned  for  continuation  during  the  2026-2030  rate  period  and  (2)  are  not 

 quantifiable  or  cannot  be  easily  quantified.  While  the  cost  impact  is  not  directly  measurable, 

 these  efforts  nevertheless  help  to  strengthen  Hydro  Ottawa’s  operational  performance  and 

 enhance  the  customer  experience.  For  ease  of  reference,  these  initiatives  are  organized  into 

 separate  tables,  employing  the  same  categorization  scheme  in  the  preceding  section  (i.e. 

 Labour  and  Supply  Chain  Optimization;  Innovation  and  Digital  Transformation;  and 

 Infrastructure and Equipment Efficiencies). 
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 Table 7 - Labour and Supply Chain Optimization Initiatives (Non-Quantifiable) 

 Initiatives  Description 

 Mentorship Programs 

 Structured mentorship for trades, system operations and engineering to 
 ensure knowledge transfer and workforce readiness. The program 
 accelerates onboarding, enhances skill development through hands-on 
 training and minimizes knowledge gaps due to retirements. By fostering 
 professional growth, Hydro Ottawa ensures a skilled and adaptable 
 workforce. 

 Streamlining Project Intake 
 with CRM Integration 

 Integrated Salesforce CRM into a centralized project intake to improve 
 workflow, case tracking, and regulatory compliance. This transition 
 streamlined commercial project requests, residential subdivisions and 
 EV connections by automating workflows. Enhanced tracking and 
 centralized communication reduced administrative workload and 
 improved project turnaround times. 

 Outage Database 
 Replacement 

 Transitioned from Access to APEX database, enhancing data accuracy, 
 retrieval speed, and collaboration. The new system reduces 
 inefficiencies by automating data validation and improving reporting 
 capabilities. This upgrade ensures faster outage response times and 
 better internal coordination. 

 Inspection Improvements 

 Expanded data collection using visual inspections and infrared scanning 
 for better asset condition assessments. By introducing advanced testing 
 methods, Hydro Ottawa improved its ability to detect potential failures 
 before they occur. These enhancements contribute to more informed 
 maintenance planning and reduced infrastructure downtime. 

 Dedicated Inspector Model 
 Hydro Ottawa has assigned single inspectors to large projects to 
 increase productivity and efficiency in project execution. This initiative 
 will reduce miscommunication, improve coordination, lead to faster issue 
 resolution, and enhance project oversight. 
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 Table 8 - Innovation and Digital Transformation Initiatives (Non-Quantifiable) 

 Initiatives  Description 

 Data Visualization & 
 Analytics 

 Automated dashboards and real-time data insights improved decision-making, 
 customer service, and fraud detection. These tools help to analyze customer 
 behavior, uncover customer service improvement opportunities, optimize resource 
 allocation, and detect potential scams in real-time. By leveraging data strategically, 
 Hydro Ottawa enhances both operational and customer-facing efficiencies. 

 Customer Contact Centre 
 Enhancements 

 Routine customer service inquiries have decreased through process improvements 
 and digital self-serve options, despite rising call volumes. A streamlining effort 
 centralized routine requests and automating email distribution based on agent skills 
 further reduced manual workload and improved response times. By optimizing the 
 telephone system for outages, providing clear wait-time expectations and self-serve 
 options, agents handled 16,000 outage calls in 2023, while 31,000 outage reports 
 were managed through self-service. 

 Cloud-Based Contact 
 Centre & AI Interactive 
 Voice Response 

 Integrating AI-driven tools within a cloud-based Contact Centre will enable Hydro 
 Ottawa to leverage its CRM integrations to provide an omnichannel, personalized 
 customer experience. Planned for 2025, this migration will optimize service 
 delivery,  improve responsiveness to call volume fluctuations and meet evolving 
 customer needs. 

 Outage Communication 
 Enhancements 

 Hydro Ottawa launched a new outage map, automated SMS/email notifications and 
 improved social media communication related to outages. These tools provide 
 real-time updates on restoration times and outage causes, even over poor cell 
 phone data signal strength, reducing customer uncertainty and the number of 
 inquiry calls to the Contact Centre. 

 Expanded Outage 
 Reporting 

 Enabled non-account holders to report outages online and via text, improving 
 service accessibility. The streamlined process allows tenants, landlords and 
 business managers to report disruptions without account authentication. This 
 enhancement results in faster issue resolution and improved outage response 
 accuracy. 

 Battery Loan Program 

 Provides portable battery packs for planned outages, ensuring uninterrupted power 
 for critical needs. Customers can keep essential devices like medical equipment 
 and communication devices operational, mitigating the impact of planned work. 
 This initiative has received positive customer feedback and is under evaluation for 
 long-term implementation. 

 EV Initiatives 
 EV charging behavior studies, expanded charging infrastructure, and predictive 
 analytic pilots aim to mitigate grid impacts. Data from pilot programs informs 
 demand management strategies and supports infrastructure expansion.  With 
 growing EV adoption, Hydro Ottawa is proactively preparing for increased grid load. 

 Drone Inspection Pilot  AI-powered drone inspections improve efficiency and reduce inspection costs for 
 overhead assets. By capturing high-resolution images and infrared data, drones 
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 Initiatives  Description 

 Program  can detect equipment issues more accurately. The automated analysis allows for 
 proactive maintenance, reducing labour costs and service disruptions. 

 Accounts Payable 
 Automation 

 The software solution Esker uses AI-driven technology to speed up accounts 
 payable (AP) processing.  The first-time recognition,  machine learning and teaching 
 allows Hydro Ottawa to eliminate the pain of manual AP invoice processing. And 
 automated workflows, dashboards and integration with Hydro Ottawa’s ERP 
 system streamline tasks, provide a full audit trail, and maintain electronic records of 
 AP documents. 

 eLearning 

 Hydro Ottawa modernized its learning and development programs to meet the 
 needs of today’s digital learner and adapt to industry changes. Leveraging its 
 human capital management system, a variety of mobile-friendly, on-demand 
 learning resources have resulted in better eLearning engagement and a wider 
 range of training topics. 

 Virtual Reality Training 

 Hydro Ottawa uses virtual reality (VR) to train tradespeople, particularly 
 apprentices and students in the Power Line Technician program. These VR 
 programs allow simulations of real-world scenarios in a safe environment before 
 working with live electricity. This method enables multiple learners to train 
 simultaneously with one instructor, rather than on a one-to-one basis as is required 
 in the field. 

 Rate Optionality Estimator 
 & Automation 

 Developed an online tool allowing customers to compare electricity rate plans using 
 their personalized consumption data, supporting informed choices and simplifying 
 rate selection. This tool streamlined, integrated and automated rate selection 
 workflows and enhanced customer experience across multiple touchpoints. 

 Google Workspace 

 By enabling simultaneous editing and real-time collaboration, this cloud-based 
 office productivity platform streamlines administrative work regardless of location. 
 This results in reduced meeting times, simplified information technology 
 management and increased organizational efficiency. The addition of generative AI 
 capabilities further optimizes research and document creation. 

 Copperleaf Predictive 
 Analytics Initiative 

 The Predictive Analytics (PA) module within Hydro Ottawa’s asset management 
 solution (Copperleaf) was implemented to improve asset management and 
 optimize system renewal investment planning. By integrating asset condition data, 
 failure probability curves and risk assessments, the PA module streamlines 
 decision-making and enables proactive risk management, minimizing downtime 
 and extending asset lifecycles. The initiative has reduced service disruptions, 
 enhancing system reliability, and prioritized projects based on value and risk 
 exposure. 

 Energy and Water 
 Reporting and 
 Benchmarking Data 
 Requests 

 Semi-automated reporting reduced processing times for energy and 
 water benchmarking requests. This system transition allowed Key Accounts to 
 process standard requests independently, reducing dependency on manual 
 interventions and shortening customer wait times. 
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 Table 9 - Infrastructure and Equipment Efficiencies Initiatives (Non-Quantifiable) 

 Initiatives  Description 

 Maple Grove Work Centre 

 Centralized resources, tools and equipment that support field operations 
 in the west region of our service territory at the Maple Grove facility. In 
 the process, all emergency and reliability inventory was relocated to the 
 main warehouse at the Dibblee facility. This resulted in streamlined 
 inventory control, enhanced visibility into inventory levels, and improved 
 forecasting and replenishment. Construction crews are also able to 
 access materials more efficiently, leading to faster project execution. 

 Meter Inventory 
 Reorganization 

 Streamlined material kitting and automated tracking to optimize meter 
 installations. Technicians receive pre-packed kits, reducing time spent 
 gathering materials and bolstering on-site productivity. This improvement 
 also minimized inventory holding costs and enhanced workflow 
 efficiency. 

 Major Equipment 
 Purchasing 

 Required vendors to provide spare parts lists, reducing downtime and 
 improving maintenance response times. By ensuring critical spare parts 
 are readily available, Hydro Ottawa mitigates risks associated with 
 supply chain delays. This proactive approach enhances equipment 
 reliability and reduces long lead times for replacements. 

 Metering Enhanced 
 Tooling 

 Equipped technicians with specialized tools to enhance efficiency, 
 accuracy, and safety. Investments in advanced power tools reduced 
 physical strain, improved installation speed and minimized errors. 
 Vehicle modifications, such as custom shelving, have further optimized 
 workflow and job-site organization. 

 Asset Health Indexing 

 Integrated advanced testing and data analysis to improve asset 
 condition assessments and risk-based planning. By refining its health 
 index scoring, Hydro Ottawa prioritizes infrastructure investments more 
 effectively. This approach ensures long-term reliability while optimizing 
 maintenance and capital expenditures. 

 Streamlined EV Charger 
 Connection Process 

 Implemented standardized procedures for faster EV charger 
 installations. Customers benefit from clearer requirements and faster 
 approvals, accelerating the deployment of charging infrastructure. 
 Compliance with provincial regulations ensures a smooth and efficient 
 connection process. 
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Summary

The 2026-2030 Digital Strategy is built on the overarching Strategic Direction of Hydro
Ottawa. The Strategic Direction represents both a continuation and an expansion of the
robust foundation that Hydro Ottawa has built in its strategic planning framework.

Hydro Ottawa’s mission is “to create long-term value for our shareholders, benefiting
customers and the communities we serve and its vision is to be a “leading partner in a smart
energy future”.

Hydro Ottawa uses four performance categories to guide its activity and monitor results.
These have been referred to as the Four Key Areas of Focus:

1. Customer Value
2. Financial Strength
3. Organizational Effectiveness
4. Corporate Citizenship

These four areas of performance help emphasize how delivering
value for customers is a central driver of the business strategy
and how sustainability is integrated across its business
practices.
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Strategic Context

Hydro Ottawa’s business, operating and political environment has shifted significantly.
There are five key change drivers called the “5 Ds” that define its strategic context:
decarbonization; digitization; decentralization; diversification; and demographics.
Collectively, and in varying measures these drivers are shaping the landscape within
which it will seek out opportunity and measure its performance, while mitigating risk
and executing on transformation.
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Decarbonization

“The removal or reduction of carbon dioxide
emissions; the switch to usage of low-carbon
energy sources”.
As a prominent Canadian electricity provider, Hydro Ottawa has unveiled a
comprehensive five-year strategy focused on climate change mitigation and the
transition to a net-zero economy. The company aims to achieve net-zero operations by
2030, emphasizing environmental sustainability and aligning with global decarbonization
efforts. Hydro Ottawa acknowledges the urgency of addressing climate change and
emphasizes adaptation measures, such as infrastructure resilience and community
preparedness. The company is committed to transparent ESG reporting, demonstrating
its dedication to sustainability and responsible business practices.
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Digitization

“The conversion of information and processes
from analog to digital form”.
The 21st century is experiencing the Fourth Industrial Revolution, marked by the
exponential growth and connectivity of electronics and information technology. This
revolution is transforming industries and production systems with technological
breakthroughs like the Internet of Things and artificial intelligence. Utilities' operational
and IT systems are evolving toward digital, mobile-friendly, and cloud-based solutions,
leading to opportunities such as new service offerings and accelerated energy
integration. However, the digitization of modern life also introduces cyber security risks,
making utilities high-value targets. Public sector agencies are increasing their
expectations regarding cyber security measures, and government and industry
partnerships are increasingly important in addressing these risks.
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Decentralization

“The transition from large, centralized
production and networks to smaller,
more distributed production and networks”.
The Smart Grid and distributed energy resources (DERs) have transformed the electricity
sector from a one-way flow of power to a decentralized paradigm. DERs, such as solar
panels and electric vehicles, are gaining popularity due to their cost-saving and
environmental benefits. Smart Grid technology enables greater penetration of DERs on
distribution networks, and advanced AI and IoT capabilities are expected to drive future
adoption. The transition to a more decentralized power system also overlaps with aging
infrastructure renewal, presenting opportunities to leverage DERs to defer or reduce
certain capital investments, which in turn helps to control costs for consumers.
Decentralization thus represents a valuable expansion of the utilities' toolbox to
maintain and optimize grid infrastructure.
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Diversification

“The process of enlarging a business or varying
its range of assets, products, services, business
lines and operational fields”.
The rising tides of decarbonization, digitization, and decentralization present intriguing
challenges and opportunities for planners and operators of the electricity system. These
change drivers have raised questions around fundamental aspects of the utility revenue
model. The assumption of customer growth equating to electricity consumption growth
no longer holds true. Innovative tools and technologies have enhanced customer control
over energy use and introduced options around self-supply. Advances in efficiency and
conservation have enabled increased use of devices and appliances to coincide with
declines in overall consumption. These trends have injected risk into utilities' revenue
profiles. Conversely, the push to decarbonize, digitize, and decentralize presents a host
of opportunities. Customer demand for leading-edge solutions and analytics is growing
rapidly. Utilities, with their direct, long-standing, and trusted relationships with
customers are uniquely positioned to meet the evolving needs for value-added services.
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Demographics

“The ‘people’ side of the electricity business –
customers, community, employees”.
The changing role of customers is fueling transformation in the electricity sector, with
customers expecting customized service, control, and convenience. Customer needs
and expectations vary across different segments, such as residential and commercial
customers. Shifting customer behaviour mirrors broader shifts in demographics and
attitudes, with a growing preference for digital services and support for green energy
investments. The economic outlook for the community has both positive and negative
factors. Steady growth is expected, with an anticipated 22% increase in population by
2026, but challenges such as unemployment and affordability concerns persist. The
workforce and workplace have experienced historic shifts, including the rise of remote
work, digitization, and increased focus on collaboration and diversity. These shifts,
compounded by pre-existing workforce challenges, present challenges for attracting,
retaining, and nurturing talent. Hydro Ottawa's ability to proactively prepare for
and mitigate these impacts will be crucial for meeting business objectives and
customer needs.
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Strategic Plan

Given the Strategic Context, Hydro Ottawa has crafted
an eight point strategy

1. Achieving net zero operations by 2030;
2. Becoming the partner of first choice for signature
green energy and carbon reduction projects in our community

3. Accelerating digital transformation to enable sustainable
business practices;

4. Leveraging and promoting distributed energy resources;
5. Continuing to grow and diversify our revenue sources;
6. Growing our social license to operate;
7. Ensuring organizational capacity, culture, and leadership
to deliver in a post-pandemic environment; and

8. Continuing to provide best-in-class customer service.
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Digital Strategy

The 2026-2030 Digital strategy is built on the strategic context and the strategic plan that
has been outlined by Hydro Ottawa. It will build on the foundation and technology
investments that Hydro Ottawa made in 2021-2025.

It has also been informed by an environmental scan of technology and its evolution over
the next few years.

The Digital Strategy is centered around five themes.

1. Customer Experience
2. Employee Experience
3. Productivity & Operational Effectiveness
4. Grid Automation and Modernization
5. Cybersecurity and Business Continuity
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Customer Experience

There will be a continued journey to build on the award winning customer centric offerings that Hydro
Ottawa has delivered to its customers. Enhancing the customer experience will ensure that Hydro Ottawa
continues to deliver choice, convenience and control through the tools and technologies that it deploys.
These are consistent with the expectations of its customers which are simplicity, ease of convenience and
cost effectiveness. They also align with the strategic plan which is to provide “best in class Customer
Service”.

Hydro Ottawa will continue to invest in the multiple channels it serves its residential customers in thereby
meeting them on their terms. This includes enhancing its customer engagement platforms through
self-serving opportunities on line and through the “Hydro Ottawa App”. Generative AI will drive a number
of innovations around customer experience especially with the enhancements of chatbots and the ability
to serve customers quicker, around the clock and more efficiently. Hydro Ottawa will invest in a next
generation contact center platform to facilitate this experience.
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Customer Experience (Cont’d)

As a part of the energy evolution and with increasing concerns about affordability, customers have
indicated a larger appetite to better understand their consumption patterns as well as the ability to tailor
plans to their needs. Hydro Ottawa will continue to build on its Customer Relationship Management
Platform (CRM) journey with a view to get a 360 degree of its customer. It will also simplify and enhance
its bills and provide energy management tools to the customer to better understand usage and costs.
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Employee Experience

Hydro Ottawa’s employee demographics continue to change. By 2026 more than 50% of its employees
could have less than five years of tenure at Hydro Ottawa. In addition there continues to be a larger
workforce who are younger and technically savvy. It will be imperative to continue to evolve the employee
experience to provide easy and secure access to information and tools anytime, anywhere and on any
device.

Hydro Ottawa will continue to invest in the digital employee experience so as to provide information and
tools anytime and anywhere in a secure manner. Improved access to touch screen devices will enable
employees to select multiple form factors that will facilitate their work areas in a secure manner. The
introduction of more web and mobile applications to manage workflows will enable employees to better
serve customers, resolve outages, assess damage during storms, complete job planning and tailboards,
submit and approve requisitions and expenses, and access their HR related information.

Generative AI is expected to change the ways employees work and have the capabilities to increase
productivity. Hydro Ottawa will complement its existing productivity tools with Generative AI capabilities to
facilitate this journey. Hydro Ottawa has already invested significantly in its HR and Safety platforms. It will
continue to build on its award winning platforms with the use of AI and data related
investments to attract talent, close skills gaps, train employees and ensure a safer and
more secure workplace.
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Productivity & Operational
Effectiveness

“Affordability”, “Price” and the “Increasing cost of electricity” remains a concern for our customers. It is
therefore important that Hydro Ottawa continues to digitize and automate its business operations to
realize efficiencies through transformative projects.

Hydro Ottawa executes on a number of capital programs to build and operate its assets meant for energy
distribution. It is important that it ensures its assets are operated efficiently, have a long lifespan and
provide maximum value to the organization while minimizing costs. The organization will implement an
Enterprise Asset Management Platform that will improve Asset Lifecycle management, streamline Work
Management, and Materials Management, optimize resource planning and utilization and provide better
data and analytics that will support better decision making about assets. This will lead to reduced
downtime, improved asset lifespan, lower costs and better decision making capabilities.

13

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 3

Schedule 4
Attachment B

ORIGINAL
Page 13 of 22 



Productivity & Operational
Effectiveness (cont’d)

Hydro Ottawa will continue to evolve and transform its business process automation through the enhancement of
its Enterprise Resource Planning Platform (ERP). This will enable Hydro Ottawa to create operational efficiency by
streamlining workflows through automation and providing real time data access for decision making. It will also
reduce costs through better resource management and optimized inventory. Specific areas of focus will be
Financial Management, Supply Chain Management, Asset Management and Fleet Management. Hydro Ottawa
collects and processes large volumes of data from its billing, metering, customer, ERP and Asset management
systems. It will continue to invest in processing, consolidating and warehousing this data into data lakes to
facilitate analytics and predictive reporting models.

Generative AI has the ability to enable process automation, streamline workflows and optimize data analysis.
Hydro Ottawa will build a framework to flush out use cases that will enable it to utilize its data to enhance
productivity and automation.

There will be a continued evolution of the business systems within the company with the view to consolidating
and integrating systems so as to reduce data silos and facilitate efficiency. The ServiceNow
platform will be enhanced for workflow automation, service delivery, IT asset and
configuration management and security operations.
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Grid Automation and Modernization

As the Energy landscape evolves over the next few years, there will be an increasing demand for
sustainable greener energy sources such as electrification. In addition, the evolution of “Behind the
Meter” technologies will demand engagement with both customers and the market place in the form of
proof of concept projects. Hydro Ottawa has also set out a net zero goal which will require evolution of its
technology, data and systems to manage and measure sustainability.

Climate change and the increased unpredictability of weather patterns combined with frequent storms
highlight the need for a reliable, resilient and responsive grid that is automated. In addition, the advent of
modern technology such as DER’s (Distributed Energy Resources) have the potential to change the
business model for the utility. Grid Technology will need to evolve to respond to these needs.

Hydro Ottawa’s Grid Modernization key objectives are aligned with the company's eight point strategy.
Grid Modernization will provide Enhanced Reliability, Adaptive Flexibility, Improved Resilience and Robust
Security, Strengthened Customer Engagement and Empowerment, and Sustainable Decarbonization and
Renewable Integration.
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Grid Automation and Modernization (cont’d)

Enhanced Reliabilitymeans improving the grid's reliability through advanced monitoring, proactive
failure detection, fast fault detection, automated power quality control, automated system restoration,
and reduced outage times.

Adaptive flexibility will enable the grid to adapt to the changing energy demand and incorporate
different energy generation sources. Improved Resilience and Robust Security will improve the grid's
ability to withstand service disruptions due to system faults or climate events and safeguarding the grid’s
assets against cyber threats. Engaging and Empowering Customers through real-time data, efficient
billing, and tools to manage their energy use will be important for its customers through the energy
evolution.

And finally Sustainable Decarbonization and Renewable Integration will mean enabling carbon
emissions reduction by optimizing planning and operations to support the integration of renewable
energy sources into the grid and promote sustainability.

Hydro Ottawa will continue to make investments in Grid Modernization with key projects to enhance its
Physical Infrastructure (DER, EV & VDA), Sensing and Measurement capabilities (AMI), Communication
Infrastructure (Field Area Network), Data Management and Analytics, Control & Optimization (ADMS,
FLISR, DERMS) and finally its Operational Structure and processes.
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Cybersecurity and Business
Continuity

In an increasingly interconnected world, cyber intrusions and data breaches can have a major impact on Hydro
Ottawa’s brand, calling into question the trust of its customers, investors, suppliers, and employees. Today, threat
prevention alone is no longer sufficient to protect Hydro Ottawa – equal focus must be placed on detection and
response. Investment decisions in cybersecurity technology, processes, and people will be predicated on
understanding organizational needs, risk profile, and the cyber threat landscape. Hydro Ottawa has continued to
mature its landscape. As a critical infrastructure company, Cybersecurity plays a key role in protecting Hydro
Ottawa’s customers and its grid assets from cyber attacks.

Hydro Ottawa will continue to invest in the areas of Security Governance, Data Protection, Security Risk
Management, Identity and Access Management, Incident Response, Third Party Vendor Management, Security
Awareness and Training and Operational Technology Architecture. A comprehensive, prioritized roadmap has
been developed to continually mature the Security Program.

Hydro Ottawa will also continue to focus on its Information Technology Business Continuity program that is tied
to the overall business continuity program of the company. Focus will be continuing to create fully redundant data
centers, backup and recovery processes and redundant connectivity.
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Planning the Strategy & Roadmap
(Inputs)

The Digital Strategy has been informed by a number of planning and regulatory
processes as well as IT planning sub-committees and programs within the organization
to ensure stakeholder alignment and input.

The following are the inputs into the Digital Strategy:

1. Hydro Ottawa Strategic Direction
2. Customer Experience Strategy & Roadmap
3. Grid Modernization Strategy & Roadmap
4. Meter to Cash Steering Committee
5. ERP Steering Committee
6. Information Management Program
7. Cybersecurity Program
8. Business Continuity Program
9. Workforce & Talent Management Program
10. Rate Application Program
11. IT Planning and Programs
12. Roadmaps from the Strategic Plan

of the organization

The Strategy is also influenced by the continued evolution of the
technology and the environment that we operate in. A number
emerging technologies will be mature technologies tomorrow.
Likewise a number of relevant technologies today will plateau and
be unsupported or need to be retired tomorrow. Hydro Ottawa
will track and implement a number of technologies outlined
in the “Hydro Ottawa Hype Cycle”.
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Hydro Ottawa Hype Cycle

Technologies moving from the Peak of Inflated Expectations to the Trough of
Disillusionment are emerging technologies that digitize processes and increase
organizations’ capability to manage assets and support interactions with business
partners and customer engagement during energy transition. These technologies
(e.g., virtual assistants in utilities, energy efficiency gamification, DERMS) are used to
deliver specialist and utility expert capabilities.

Technologies nearing or at the peak show promise in providing new and potential
breakthrough capability, enabling intelligent utility, but they are not proven nor
standardized to yield breakthrough efficiencies. They can, for example, assist
field workers to improve productivity and effectiveness, such as AR/VR/MR for
remote assistance.
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Key Guidelines

Hydro Ottawa’s Digital Strategy will follow certain principles to ensure best practice and
ease of deployment to market.

Buy vs Build
The business will seek out solutions that best fit our business needs preferably
using commercially available cloud or on premise platforms that are available in
the market.

Cloud vs On Premise
All purchase decisions will consider cloud options primarily so as to simplify
internal infrastructure and avail of the more turnkey, secure options that cloud
solutions offer

Configure vs Customize
The company will adopt best practices where possible transforming existing
business processes to conform to best practices available in the system.

Business Case Development
Technology decisions will need to be supported by a business case and need to be
aligned with the corporate strategic plan.

Security by Design
Cybersecurity to be incorporated very early into design
and implementation considerations of all software.
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Planning

As a regulated electricity distributor, Hydro Ottawa files for rates every 5 years. As
a part of the rate filing all major capital and operational investments are
submitted to the regulator. The digital strategy aligns with the rate planning cycle
and contemplates investments to be made over a five year planning cycle. Below
is a reference roadmap of the projects and major initiatives that are being
planned from 2026-2030.
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 DISTRIBUTOR CONSOLIDATION AND COLLABORATION 

 1.  INTRODUCTION 
 As  detailed  in  the  Chapter  2  Filing  Requirements  for  Electricity  Distribution  Rate  Applications  -  2025 

 Edition  for  2026  Rate  Applications  ,  dated  December  9,  2024,  this  Schedule  includes  information  on 

 the  extent  to  which  Hydro  Ottawa  has  investigated  potential  opportunities  for  consolidation,  as  well 

 as the utility’s collaboration and partnerships with other distributors. 

 2.  MERGER, AMALGAMATION, ACQUISITIONS 
 Hydro  Ottawa  has  pursued  Merger,  Amalgamation,  Acquisition  (MAA)  with  contiguous  or  nearby 

 Local  Distribution  Companies  (LDCs)  at  various  times  over  the  past  several  years.  No  MAA  has 

 been  completed  for  various  reasons,  most  prominently  due  to  an  inability  to  agree  on  commercial 

 terms. 

 Hydro  Ottawa  acquired  the  Casselman  service  territory  from  the  Municipality  of  Casselman  in  2002. 

 However,  as  part  of  a  new  customer  connection  Hydro  Ottawa  was  required  to  amend  its  service 

 territory  in  Casselman  by  approximately  10%.  The  customer  connection  was  more  than  revenue 1

 neutral,  meaning  Hydro  Ottawa’s  customers  would  have  benefited  from  this  customer  connection.  In 

 addition,  it  was  estimated  that  the  new  customer  would  have  benefited  from  lower  Hydro  Ottawa 

 rates.  Hydro  Ottawa  could  not  have  foreseen  this  service  territory  amendment  when  it  acquired  the 

 Casselman  service  territory  in  2002.  This  unexpected  situation  arose  due  to  two  subsequent 

 factors:  the  implementation  of  the  elimination  of  Load  Transfer  Arrangements,  and  Hydro  Ottawa’s 2

 use  of  existing  Hydro  One  poles  in  the  Casselman  region.  Serving  this  new  customer  was  estimated 

 to  represent  approximately  15%  of  Hydro  Ottawa’s  total  demand  within  the  Casselman  service  area. 

 As  such,  Hydro  Ottawa  notes  that  this  example  demonstrates  how  policy  changes  can  create 

 unintended or unforeseen consequences for both Hydro Ottawa’s customers and shareholder. 

 2  Ontario Energy Board -  Elimination of Load Transfer  Arrangements,  EB-2015-0006 (March 30, 2016). 

 1  Ontario Energy Board,  Decision and Order - Hydro  One Networks Inc. Application to amend licensed service area in 
 Schedule 1 of electricity distribution license ED-2003-0043  ,  EB-2022-0234 (February 9, 2023), page 10. 
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 3.  ALLIANCES AND COLLABORATION 
 3.1.   SERVICE ALLIANCES 

 In  the  absence  of  any  MAA,  Hydro  Ottawa  Limited  has  entered  agreements  and  alliances  to  provide 

 services  to  certain  LDCs  on  a  cost  recovery  basis.  In  addition,  the  utility  actively  collaborates  with 

 other  LDCs  to  share  information,  strategies  and  best  practices.  This  collaborative  approach  includes 

 participation  in  various  working  committees  and  industry  forums,  such  as  Electricity  Canada  (EC), 

 Ontario  Energy  Association  (OEA),  Electricity  Distributors  Association  (EDA),  and  Utilities 

 Standards  Forum  (USF).  These  associations  allow  professionals  across  the  organization  to  benefit 

 from other utility employees related to a wide range of activities and share costs of experts. 

 3.2.   MUTUAL AID 

 Hydro  Ottawa  is  a  volunteer  member/signatory  to  three  different  Mutual  Aid  agreements,  and 

 participates in the following mutual aid groups: 

 ●  North Atlantic Mutual Assistance Group (NAMAG) - includes both American and Canadian 

 utilities; 

 ●  Ontario Mutual Assistance Program (OnMAG) - Ontario based utilities; and 

 ●  Canadian Mutual Assistance Group (CanMAG) - Canadian utilities from across the country. 

 These  groups  deliver  not-for-profit  assistance  to  each  other  during  times  of  crisis  or  emergencies 

 when  an  act,  such  as  a  severe  weather  event,  exceeds  the  capabilities  of  a  utility  to  reasonably 

 restore  or  maintain  electrical  service  to  customers.  Hydro  Ottawa  is  an  active  member  of  all  three 

 and  participates  in  quarterly  calls  and  in-person  conferences  to  stay  connected  and  network  with 

 colleagues  and  counterparts  from  other  member  utilities.  This  collaboration  involves  reviewing  past 

 activations,  sharing  best  practices,  and  working  towards  driving  consistency  in  process  and 

 templates  for  use  in  future  events.  Hydro  Ottawa  hosted  the  Fall  2024  OnMAG  conference  at  its 

 facilities in Ottawa. 
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 Hydro  Ottawa  has  provided  mutual  aid  five  times  and  received  mutual  aid  three  times  since  2021. 

 This  reciprocal  arrangement  allows  Hydro  Ottawa  to  both  contribute  and  benefit  from  a  network  of 

 support,  optimizing  resource  allocation  and  enhancing  the  collective  ability  to  manage  the  electrical 

 system during significant events when necessary. 

 3.3.   LOCATE COLLABORATION 

 Hydro  Ottawa  is  a  member  of  the  Locate  Alliance  Consortium  (LAC),  a  collaborative  group  of 

 Ontario-based  facility  owners  committed  to  safe  and  efficient  underground  infrastructure  practices. 

 Representing  sectors  like  electricity  distribution,  water,  sewer,  gas,  telecommunications,  and 

 streetlighting,  LAC  members  adhere  to  the  Ontario  Underground  Notification  System  Act,  providing 

 standardized  locate  services  with  a  focus  on  safety  and  infrastructure  protection.  The  LAC  aims  to 

 optimize  underground  infrastructure  location  practices  through  a  multi-utility  approach.  By  utilizing  a 

 single  service  provider  to  complete  locates  for  all  LAC  members  within  a  geographic  area,  the 

 alliance  achieves  greater  efficiency  and  cost  savings.  LAC  members  benefit  from  reduced  locate 

 unit  rates  based  on  the  number  of  utilities  within  a  specific  locate  area,  lowering  overall  costs. 

 Additionally,  LAC  members  benefit  from  knowledge  sharing  on  regulatory  changes  and  quality 

 management practices. 

 Hydro  Ottawa  also  works  with  both  Ontario  One  Call  and  excavators  to  deploy  Alternate  Locate 

 Agreements  and  Dedicated  Locate  Agreements.  Alternate  Locate  Agreements  are  an  agreement 

 between  Hydro  Ottawa  and  specific  excavating  contractors  who  are  performing  specific  types  of 

 excavation  work  that  are  considered  to  be  low  risk  to  Hydro  Ottawa  assets.  The  agreement  allows 

 for  the  elimination  of  physical  locates  for  these  particular  types  of  excavation,  therefore  reducing  the 

 number of physical locates that Hydro Ottawa must complete annually. 

 Dedicated  Locate  Agreements  are  an  agreement  administered  by  Ontario  One  Call  to  allow  Project 

 Owners  to  hire  their  own  Dedicated  Locators  to  complete  the  locates  for  specific  infrastructure 

 projects.  Hydro  Ottawa  must  agree  to  allow  the  Dedicated  Locator  to  complete  their  own  locates 
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 and  grants  access  to  Hydro  Ottawa  mapping  and  records  to  facilitate  the  completion  of  their  own 

 locates.  The  cost  of  these  locates  is  paid  for  by  the  Project  Owner,  however  Hydro  Ottawa  provides 

 technical requirements for locating as well as performs quality audits for safety and accuracy. 

 3.4.   UTILITY SERVICES 

 Hydro  Ottawa  works  with  other  LDCs  to  find  efficiencies  through  services  agreements.  Through 

 2021-2024  Hydro  Ottawa  has  provided  other  distributors  station,  occupational  health,  safety  and 

 environmental  assessment,  and  rate  application  services.  The  associated  revenues  and  costs  are 

 recorded in Schedule - 6-3-5 Other Income & Deductions. 

 3.5.   POLICY COLLABORATION 

 Hydro  Ottawa  regularly  and  actively  collaborates  with  other  industry  members  to  enhance  efficiency 

 and  minimize  costs.  Recognizing  the  value  of  a  unified  approach  to  shared  challenges,  the  utility 

 actively  shares  resources  and  expertise  wherever  possible.  This  extends  to  regular  meetings  with 

 EC,  OEA,  EDA  and  Coalition  of  Large  Distributors  (CLD)  to  exchange  knowledge,  collaborate  on 3

 joint submissions and/or share legal costs for policy consultations. 

 A  prime  example  of  this  collaborative  approach  is  Hydro  Ottawa’s  participation  in  the  OEB’s  Generic 

 Proceeding  on  Cost  of  Capital.  By  partnering  with  fellow  CLD  Plus  (CLD+)  members  through  the 4 5

 OEA  and  sharing  the  cost  of  a  single  expert  witness  and  legal  council,  Hydro  Ottawa  realized 

 several  key  benefits,  including  reduced  expenses,  access  to  leading  expertise,  and  increased 

 efficiency  throughout  the  proceeding.  This  collaborative  strategy  underscores  Hydro  Ottawa’s 

 dedication  to  responsible  resource  management  and  to  achieving  optimal  outcomes  for  customers 

 and stakeholders. 

 5  The CLD+ comprises the CLD plus Enbridge Gas Inc.,  Ontario Power Generation and Upper Canada Transmission 2, 
 Inc. 

 4  Ontario Energy Board,  Generic Proceeding - Cost of  Capital and Other Matters  , EB-2024-0063. 

 3  The CLD comprises Alectra Utilities Corporation, Elexicon Energy Inc., Hydro One Networks Inc., Hydro Ottawa Limited, 
 and Toronto Hydro-Electric System Limited. 
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 3.6.   OTHER INFORMATION SHARING 

 Hydro  Ottawa  participates  in  numerous  industry  and  association  working  groups  in  order  to  stay  up 

 to  date  on  the  industry.  Including  new  efficiencies,  lessons  learned  from  pilot  projects,  industry  and 

 customers trends, supply chain strategies and approaches to address new OEB requirements. 

 4.  JOINT USE ASSETS 
 Hydro  Ottawa  enhances  cost  efficiency  and  productivity  through  the  strategic  sharing  of  assets  and 

 costs  with  third  parties,  including  other  distributors,  transmitters,  municipalities,  and 

 telecommunications  companies.  This  collaborative  approach  reduces  the  financial  burden  on 

 customers  by  distributing  costs  among  multiple  users.  For  further  detail,  please  see  Schedule  - 

 1-3-1 Rate Setting Framework and Schedule - 6-3-4 Other Operating Revenue. 

 While  joint  asset  operation  with  other  utilities  generates  cost  savings,  it  also  necessitates  some 

 additional  expenses  to  support  multi-utility  use.  These  additional  costs  are  recorded  in  Hydro 

 Ottawa’s  operations,  maintenance  and  administration  expenses,  as  detailed  in  Schedule  -  4-1-2 

 Operations, Maintenance and Administration Program Costs. 
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 CUSTOMER ENGAGEMENT ONGOING 

 1.  INTRODUCTION 
 Hydro  Ottawa’s  strategy  puts  the  customer  at  the  centre  of  everything  it  does  and  to  that  end, 

 customer  engagement  is  one  of  the  primary  tools  that  Hydro  Ottawa  uses  to  inform  business 

 strategy,  planning  and  decision  making.  Engaging  with  customers  on  an  ongoing  basis  through 

 the  means  described  within  this  Schedule,  helps  the  utility  identify,  gather,  and  understand 

 critical  insights  relating  to  its  customers’  existing  and  evolving  needs  and  preferences,  including 

 with  respect  to  the  energy  transition  and  electrification.  These  insights  inform  Hydro  Ottawa’s 

 investment  strategies,  program  delivery  and  communication-platform  improvements,  and  enable 

 the  utility  to  better  serve  its  diverse  customer  base.  In  short,  customer  engagement  enhances 

 Hydro  Ottawa’s  ability  to  understand  the  energy  needs  and  preferences  of  the  communities  and 

 customers it serves and to make decisions that are aligned with those needs and preferences. 

 The  key  groups  within  Hydro  Ottawa  that  are  responsible  for  customer  engagement  include 

 Customer  Service,  Communications  and  Public  Affairs,  Key  Accounts,  Conservation  &  Demand 

 Management  (CDM),  Service  Desk,  and  Distribution  Engineering  and  Asset  Management. 

 Additionally,  in  2024  Hydro  Ottawa  created  a  Government  Relations  team  to  engage  with 

 municipal,  provincial,  and  federal  governments  and  advance  the  interests  of  Hydro  Ottawa  and 

 its customers in policy-making. 

 The  engagement  activities  undertaken  by  these  groups,  and  the  benefits  thereof,  are  presented 

 below. 

 2.  ONGOING CUSTOMER ENGAGEMENT 
 2.1.   CUSTOMER SERVICE 

 Hydro  Ottawa  continuously  monitors  and  assesses  service  satisfaction  levels  of  its  customers, 

 and  benchmarks  key  results  against  its  peers  at  both  the  national  and  provincial  levels. 
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 Customer  views  are  also  regularly  sought  out  with  respect  to  more  specific  performance 

 expectations  and  preferred  outcomes,  which  in  turn  serve  to  inform  Hydro  Ottawa’s  operational 

 and investment decisions. These activities are described in more detail below. 

 Hydro  Ottawa  also  leverages  a  combination  of  ongoing  feedback  from  its  customer  interaction 

 platforms  (the  “Voice  of  the  Customer”  (VOC)  initiative)  and  comprehensive  surveys  conducted 

 by external research experts. 

 Several  teams  within  Hydro  Ottawa’s  Customer  Service  department  play  key  roles  in  handling 

 most  incoming  customer  inquiries,  addressing  issues  and  escalations  as  may  be  required,  and 

 managing  customer-related  surveys  and  research.  Other  unique  engagement  efforts  are 

 handled  by  a  variety  of  teams  within  Hydro  Ottawa,  and  those  are  described  in  their  respective 

 sections within this schedule. 

 The  Customer  Care  team  provides  comprehensive  support  to  customers  across  various 

 communication  channels,  including  phone  calls,  emails,  and  online  chats.  They  address  a  wide 

 range  of  inquiries  related  to  billing  and  payment  options,  energy  consumption,  collections,  and 

 account  management.  This  team  also  manages  and  resolves  escalations  from  its  customers 

 and stakeholders, including the OEB, on a variety of topics across Hydro Ottawa's operations. 

 The  Customer  Experience  team  focuses  on  understanding  customer  perspectives  and  driving 

 continuous  improvement.  They  analyze  customer  feedback  to  gain  insights  into  their  views  on 

 services,  processes,  and  communications.  This  information  is  used  to  identify  opportunities  to 

 enhance  the  customer  experience.  Additionally,  the  team  handles  complex  customer  escalations 

 requiring technical analysis and resolution. 
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 2.1.1.   Customer Surveys 
 Hydro  Ottawa  gathers  customer  feedback  through  a  variety  of  surveys  to  understand  customer 

 perception,  needs  and  preferences  including  benchmarking  against  Ontario  and  Canadian 

 utilities. 

 The specific surveys addressed in subsequent sections include: 

 ●  Annual  Electric  Utility  Customer  Satisfaction  Survey,  delivered  by  UtilityPulse.  This 

 survey  consists  of  a  residential  and  small  commercial  customers  focused  report,  and  a 

 large  commercial  customer  focused  report.  Copies  have  been  appended  to  this 

 Schedule  as  Attachment  1-4-1(C)  -  2024  Customer  Satisfaction  Survey  -  Residential 

 and  Small  Commercial  and  Attachment  1-4-1(D)  -  2024  Customer  Satisfaction  Survey  - 

 Large Commercial 

 ●  National  Electricity  Customer  Satisfaction  Survey,  commissioned  by  Electricity  Canada, 

 and  delivered  by  Innovative  Research  Group.  A  copy  has  been  appended  to  this 

 Schedule  as  Attachment  1-4-1(E)  -  2023  National  Electricity  Customer  Satisfaction 

 Report 

 ●  Behind  the  Meter  Survey,  commissioned  by  Canadian  Electricity  Association  (now 

 Electricity  Canada),  and  delivered  by  Innovative  Research  Group.  A  copy  has  been 

 appended to this Schedule as Attachment 1-4-1 (F) - Behind the Meter Survey 

 The  sections  below  summarize  key  findings  around  customer  sentiment  and  perceptions  about 

 Hydro  Ottawa,  its  services,  and  the  changing  energy  landscape,  obtained  through  these 

 surveys. 

 2.1.1.1. Annual Electric Utility Customer Satisfaction Survey 

 Hydro  Ottawa  maintains  an  ongoing  commitment  to  understanding  and  exceeding  customer 

 expectations.  The  utility  commissions  UtilityPULSE,  an  independent,  third-party  research  firm  to 
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 conduct  customer  satisfaction  surveys  annually,  providing  valuable  insights  into  customer 

 perceptions  of  its  services.  This  feedback  allows  Hydro  Ottawa  to  identify  areas  of  strength, 

 opportunities  for  improvement,  and  benchmark  its  performance  against  its  peers  provincially 

 and nationally. 

 The  surveys  engage  a  representative  sample  of  Hydro  Ottawa’s  customer  base,  including 

 residential,  small  commercial,  and  large  commercial  customers.  Residential  and  small 

 commercial  customers  are  surveyed  annually,  while  large  commercial  customers  are  typically 

 surveyed  every  two  years.  The  surveys  are  delivered  both  by  telephone  and  online.  Hydro 

 Ottawa  gathers  feedback  on  a  wide  range  of  topics,  including  service  reliability,  customer 

 service,  billing,  outage  response,  and  communications.  This  data  provides  valuable  guidance  in 

 Hydro  Ottawa's  ongoing  efforts  to  support  strategic  planning,  operations  and  customer  service 

 programs. 

 Hydro  Ottawa  continues  to  achieve  high  levels  of  customer  satisfaction  across  all  customer 

 segments,  exceeding  its  internal  target  of  90%  on  overall  satisfaction.  In  the  2024  survey,  92% 

 of  residential  and  small  commercial  customers  expressed  general  satisfaction  with  the  overall 

 services  provided,  continuing  a  trend  of  high  satisfaction  observed  over  the  past  five  years. 

 These  results,  on  average,  have  exceeded  provincial  and  national  benchmarks,  as  shown  in 

 Table  1  below.  Similarly,  in  the  2024  survey  of  large  commercial  customers,  satisfaction 

 remained  strong  at  97%,  as  shown  in  Table  2  below.  Hydro  Ottawa  maintained  favourable 

 scores  in  core  operational  areas  such  as  providing  reliable  electricity  service,  handling  outages, 

 and  ensuring  accurate  billing.  These  consistent  results  demonstrate  that  Hydro  Ottawa's  focus 

 on operational excellence and customer-centricity is resonating with its customer base. 
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 Table 1 - 2020-2024 Customer Satisfaction - Residential and Small Commercial 

 Hydro Ottawa  Ontario  National 

 2020  96%  95%  96% 

 2021  94%  93%  94% 

 2022  93%  90%  92% 

 2023  91%  92%  91% 

 2024  92%  88%  87% 

 Table 2 - 2022-2024 Customer Satisfaction - Large Commercial 

 Hydro Ottawa  Cohort Average 1

 2022  94%  95% 

 2024  97%  98% 
 * 

 In  2024,  Hydro  Ottawa  received  an  overall  score  of  ‘A’,  compared  to  a  provincial  score  of  ‘B+’ 

 and  national  score  of  ‘B+’.  Specifically,  for  core  operational  attributes,  Hydro  Ottawa  exceeded 

 the benchmarks, as outlined in Table 3 below. 

 Table 3 - 2024 Customer Satisfaction - Core Operational Attributes - Residential and Small 
 Commercial 

 Hydro Ottawa  Ontario  National 

 Provides consistent, reliable energy  89%  82%  82% 

 Quickly handles outages and restores power  85%  80%  80% 

 Has accurate billing  87%  80%  81% 

 Has a standard of reliability that meets 
 expectations  87%  81%  81% 

 Makes electricity safety a top priority  88%  81%  81% 

 1  Cohort average of all large commercial surveys conducted by UtilityPULSE. 
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 Similarly,  for  core  customer  service  quality  attributes,  Hydro  Ottawa  also  exceeded  the 

 provincial and national benchmarks in the areas shown in Table 4 below. 

 Table 4 - 2024 Customer Satisfaction - Core Customer Service Quality Attributes - 
 Residential and Small Commercial 

 Hydro Ottawa  Ontario  National 

 Customer-focused and treats customers as 
 if they’re valued  80%  74%  75% 

 Is pro-active in communicating changes 
 and issues  84%  76%  77% 

 Delivers on its service commitments to 
 customers  86%  80%  80% 

 The  large  commercial  customer  survey  also  showed  that  Hydro  Ottawa  continues  to  achieve 

 high  scores  from  this  customer  group,  with  an  overall  satisfaction  score  of  97%  in  the  2024 

 survey,  an  increase  over  the  score  of  94%  in  the  2022  survey.  When  asked  where  Hydro  Ottawa 

 could  improve,  some  of  the  top  responses  included  ways  to  minimize  cost  impacts,  improve 

 reliability and reduce outages, and increased involvement in “green energy”. 

 In  addition  to  gauging  overall  satisfaction,  Hydro  Ottawa  utilizes  its  annual  surveys  to  gain 

 deeper  insights  into  customer  preferences,  concerns,  and  emerging  trends.  This  valuable 

 information  informs  service  improvements  and  helps  the  utility  better  meet  evolving  customer 

 needs.  For  example,  in  2022,  supplemental  survey  questions  explored  customer  preferences  for 

 receiving  outage  communications.  Survey  results  showed  that  customers  increasingly  prefer 

 digital  channels  for  receiving  important  updates,  with  text  messages  (47%)  and  email  (20%) 

 emerging  as  the  most  popular  choices  for  unplanned  power  interruption  alerts.  Based  on  this 

 feedback,  when  launching  its  new  outage  alert  notification  system  in  2023,  Hydro  Ottawa 

 ensured that customers could readily receive alerts via their preferred channels: text and email. 
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 2.1.1.2. National Electricity Customer Satisfaction Survey 

 To  gain  a  comprehensive  understanding  of  customer  satisfaction  and  gain  insights  into  its 

 performance  relative  to  other  utilities  in  Ontario  and  across  Canada,  Hydro  Ottawa  periodically 

 chooses  to  participate  in  the  annual  National  Electricity  Customer  Satisfaction  Survey 

 commissioned  by  Electricity  Canada,  conducted  by  an  independent  research  firm  across  all 

 provinces. 

 In  2023,  73%  of  customers  indicated  that  they  are  satisfied  with  Hydro  Ottawa.  The  portion  of 

 customers  saying  they  are  "very  satisfied"  (42%)  has  trended  upwards  and  is  also  higher  as 

 compared to Provincial (29%) and National (29%) averages. 

 ●  Hydro  Ottawa  exceeded  both  the  provincial  and  national  averages  across  all  reliability 

 and  power  quality  metrics.  As  compared  with  2022  results,  satisfaction  with  most 

 reliability  measures  is  stable,  however,  there  has  been  a  slight  decline  in  the  perception 

 of reliability. 

 ●  Of  those  who  have  experienced  a  planned  outage,  most  (73%)  reported  proactive 

 communication  from  Hydro  Ottawa,  and  most  of  them  (88%)  were  satisfied  with  the 

 communication they received. 

 ●  Most  customers  (85%)  feel  customer  experience  with  Hydro  Ottawa  is  on  par  with  or 

 better  than  other  service  providers.  When  compared  to  the  Ontario  and  national 

 averages  (both  at  29%),  a  larger  portion  of  Hydro  Ottawa  customers  say  their  utility  is 

 better than other service providers (39%). 

 ●  Most  customers  (80%)  support  infrastructure  investment,  and  66%  give  social 

 permission to increase prices to support investments to do so 

 ●  The  majority  of  Hydro  Ottawa  customers  indicated  that  they  were  “Very  Satisfied”  or 

 “Somewhat  Satisfied”  with  Hydro  Ottawa  providing  online  services  (68%)  and  providing 

 information on energy conservation and efficiency programs (55%) 
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 A  copy  of  the  2023  survey  is  appended  to  this  Schedule  as  Attachment  1-4-1(E)  -  2023  National 

 Electricity Customer Satisfaction Report. 

 2.1.1.3. Behind the Meter Survey 

 The  Canadian  Electricity  Association  (now  Electricity  Canada)  engaged  Innovative  Research 

 Group  Inc.  to  conduct  a  national  Behind  the  Meter  (BTM)  Survey  from  November  8  to  December 

 20,  2021.  The  intent  was  to  explore  Canadian  attitudes  towards  new  technologies  designed  to 

 help consumers better manage their energy use and to advance the energy transition. 

 The  survey  segmented  respondents  based  on  degree  of  concern  around  climate  change  and 

 their  willingness  to  accept  trade-offs  for  addressing  it  such  as  job  losses  and  higher  energy 

 costs.  In  this  regard,  24%  of  Hydro  Ottawa  respondents  were  classified  as  strong 

 environmentalists and 9% as transition resisters. 2

 When  asked  about  specific  technologies,  customers  showed  strong  interest  in  several 

 technologies.  The  numbers  below  include  customers  who  already  had  the  technology,  were 

 actively  taking  steps  to  acquire  the  technology,  or  were  very  interested  in  learning  more. 

 Technologies  highlighted  included  remotely  controlled  thermostats  (51%)  and  lights  (43%),  solar 

 panels (45%), smart water heaters (47%) and battery storage (32%). 

 On  electric  vehicles  (EV),  43%  of  Hydro  Ottawa  respondents  are  at  least  very  likely  to  buy  a 

 plug-in  hybrid  or  all-electric  vehicle  when  they  replace  their  current  vehicle  –  or  have  already  or 

 definitely  would  purchase  one  –  with  benefits  to  the  environment  outweighing  all  other  purchase 

 motivations.  On  the  question  of  willingness  to  relinquish  some  control  over  timing  of  EV 

 charging  (in  order  to  avoid  paying  more  for  system  expansion),  46%  were  in  agreement.  Among 

 potential  utility  programs  to  manage  the  system  impacts  of  EVs,  offering  financial  incentives  for 

 2  Innovative Research Group defines  Transition Resisters  as “those who are not too concerned about climate change 
 and disagree with the sacrifices society should make to reduce GHG.” 
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 off-peak  charging  has  attracted  the  strongest  support.  Hydro  Ottawa’s  implementation  of  the 

 Ultra-Low  Overnight  (ULO)  rate,  effective  November  1,  2023,  provides  a  mechanism  for  EV 

 drivers to charge at a reduced rate during off-peak times. 

 2.1.1.4. EV Charging Pilot Survey 

 From  2018  through  2023,  Hydro  Ottawa  ran  an  EV  Charging  pilot,  where  99  customers  received 

 a  discounted  Flo  Smart  EV  Charger.  Following  the  conclusion  of  the  pilot,  in  2024  Hydro  Ottawa 

 surveyed  pilot  participants  to  both  provide  them  with  some  insights  that  were  learned  from  the 

 pilot  data  collected,  as  well  as  to  learn  more  about  their  lifestyle  and  charging  habits  as  EV 

 owners. There were 19 respondents. Some of the insights learned include: 

 ●  84%  confirmed  their  EV  is  their  primary  vehicle  and  89%  indicated  they  rarely  charge 

 away from home (only when traveling long distances). 

 ●  100% of respondents were either satisfied or very satisfied with their EV charger. 

 ●  53%  confirmed  they  “always”  charge  during  off-peak  times,  11%  confirmed  they  charge 

 when they arrive home, regardless of the time. 

 ●  When  asked  if  they  would  be  interested  in  a  charging  program  run  by  Hydro  Ottawa 

 where  it  allowed  the  utility  to  make  permission-based  adjustments  to  EV  charging,  26% 

 answered “Yes” and 53% answered “Maybe, I’d like to learn more”. 

 ●  When  asked  if  they  would  be  interested  in  a  charging  program  run  by  Hydro  Ottawa  that 

 would  ensure  their  vehicle  is  automatically  charged  during  the  lowest  cost/lowest 

 demand/lowest  greenhouse  gas  (GHG)  emission  periods  on  their  behalf,  32%  answered 

 “Yes” and 38% “Maybe, I’d like to learn more”. 

 ●  79%  listed  “Earning  rewards  or  compensation”  or  “Reducing  electricity  costs  for 

 customers”  as  their  first  choice  when  asked  what  benefits/incentives  would  encourage 

 their participation in a charging program. 
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 2.1.2.   Voice of the Customer Channels 
 Hydro  Ottawa's  VOC  initiative  actively  monitors  customer  satisfaction  and  gathers  feedback 

 across all primary communication channels to drive continuous improvement. 

 2.1.2.1. Contact Centre Satisfaction – Transactional Feedback 

 Hydro  Ottawa  actively  gathers  customer  feedback  across  multiple  channels  to  ensure 

 high-quality  service.  The  Contact  Centre  Satisfaction  Key  Performance  Indicators  (KPI)  includes 

 phone,  email,  and  chat  channels.  This  feedback  is  weighted  based  on  the  volume  of  inquiries 

 and  completed  surveys  for  each  channel.  This  weighted  approach  accounts  for  varying 

 response  rates  and  ensures  that  all  customer  voices  are  appropriately  represented.  During 

 2024,  over  6,500  Contact  Centre  experiences  were  rated,  and  overall  customer  satisfaction 

 level was 85% measured against an 85% target set by Hydro Ottawa. 

 For  phone  inquiries  (representing  approximately  85%  of  the  contact  centre  inquiries  in  2024),  a 

 random  sample  of  customers  who  called  in  the  previous  week  are  surveyed  to  capture  customer 

 experience  with  their  interaction.  These  surveys  measure  several  service  aspects,  including 

 customer  satisfaction,  first  call  resolution  (the  Contact  Centre's  ability  to  resolve  customer 

 inquiries  on  the  first  attempt),  agent  courtesy,  and  agent  knowledge.  During  2024,  outcomes  for 

 these metrics were 85%, 87%, 86%, and 87%  respectively. 

 Feedback  on  email  and  web  chat  interactions  is  also  gathered  through  post-interaction  surveys 

 focusing  on  overall  satisfaction  and  providing  an  avenue  for  additional  comments.  During  the 

 same  period,  email  interactions  achieved  an  81%  satisfaction  rate,  while  chat  interactions 

 garnered a 90% satisfaction rate. 

 Feedback  gathered  through  these  channels  has  directly  informed  enhanced  coaching 

 opportunities  for  individual  agents,  process  improvements,  and  targeted  efforts  to  address 

 customer pain points and communication gaps. 
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 2.1.2.2. MyAccount 

 Expansion  and  enhancement  of  self-serve  options  is  an  ongoing  priority  for  Hydro  Ottawa.  This 

 approach  delivers  operational  efficiencies  while  also  responding  to  customer  preferences  for 

 convenient  and  accessible  online  service.  Hydro  Ottawa  gathers  valuable  customer  input 

 through  its  MyAccount  customer  portal  on  the  Hydro  Ottawa  website,  as  well  as  through  the 

 Contact  Centre  channels  discussed  earlier.  This  holistic  feedback,  encompassing  both  online 

 and  contact  centre  interactions,  is  actively  used  to  inform  ongoing  improvements  and 

 enhancements to the online self-service experience. 

 Key improvements that have been implemented based on this feedback include: 

 ●  Personalized welcome emails to enhance the onboarding experience for new customers; 

 ●  Clearer and more transparent MyAccount messaging with respect to rate plan options; 

 ●  A  Hydro  Ottawa-specific  comparison  tool  for  rate  plans,  which  uses  actual  usage 

 information  from  customers  rather  than  assumptions  of  usage  from  the  OEB’s  rate 

 analysis tool; 

 ●  Automated  rate  plan-switch  confirmation  emails,  providing  clarity  with  respect  to  this 

 important transaction; 

 ●  Streamlined online payment processes, including pre-population of payment information; 

 ●  Simplified pre-authorized payment registration; 

 ●  Enhanced move-in/move-out forms; and 

 ●  Improved visibility of critical information on MyAccount. 

 Additional  VOC-driven  improvements  currently  in  development  include:  enhanced  online  billing 

 notifications  and  confirmations,  updated  correspondence  displays  on  MyAccount,  conversion  of 

 PDF forms to fillable online forms, and the addition of account status and alerts to MyAccount. 
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 2.1.3.   Low-Income Customer Support 
 Hydro  Ottawa  is  committed  to  supporting  its  most  vulnerable  customers.  From  2020  to  2023, 

 Hydro  Ottawa  customers  collectively  received  $42.4M  in  financial  assistance  through  the 

 Ontario  Electricity  Support  Program  (OESP),  which  provides  a  monthly  on-bill  credit  to  eligible 

 low-income  customers  to  help  them  reduce  their  electricity  costs.  Customers  also  received 

 $351K  in  emergency  relief  through  the  Low-Income  Energy  Assistance  Program  (LEAP),  and 

 $1.1M in pandemic-related relief through the COVID-19 Energy Assistance Program (CEAP). 

 Hydro  Ottawa  actively  promotes  these  programs  to  ensure  customers  are  aware  of  the  support 

 available  to  them.  This  includes  providing  information  on  its  website  and  through  on-bill  and 

 on-hold  messaging,  as  well  as  conducting  outreach  through  social  media.  In  addition, 

 information  about  OESP  and  LEAP  is  included  in  account  overdue,  arrears  payment 

 arrangement  (APA)  reminder,  and  disconnection  notices.  To  ensure  continued  support,  Hydro 

 Ottawa  sends  renewal  reminders  to  OESP  recipients.  During  any  customer  interaction  regarding 

 bill  payment  and  collection,  the  utility  makes  it  a  priority  to  inform  customers  of  available 

 low-income  support  programs  and  encourages  them  to  apply.  Hydro  Ottawa  also  collaborates 

 with  various  local  community  groups  and  social  services  to  equip  them  with  knowledge  on  these 

 financial  assistance  programs.  Hydro  Ottawa  is  dedicated  to  facilitating  customer  participation  in 

 these programs and contributing to their ongoing development. 

 2.1.3.1. Low-Income Energy Assistance Program (LEAP) 

 Applications  for  LEAP  assistance  (one-time  emergency  grants  to  customers  facing 

 disconnection)  declined  significantly  following  the  onset  of  the  COVID-19  pandemic,  likely  due 

 to  the  extended  disconnection  moratorium  mandated  by  the  OEB,  the  availability  of  alternative 

 support  mechanisms  such  as  the  COVID-19  Energy  Assistance  Program  (CEAP),  and 

 pandemic-related  limitations  on  in-person  intake  and  application  assistance.  Beginning  in  2022 

 Hydro  Ottawa  therefore  initiated  a  number  of  efforts  to  improve  awareness  of  and  ease  of 

 access to LEAP. 
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 Regular  meetings  were  initiated  with  community  organizations  serving  client  groups  likely  to 

 qualify  for  LEAP  assistance,  and  with  their  frontline  staff.  Discussions  focused  on  outreach 

 strategies  as  well  as  on  client  barriers  and  means  of  addressing  them.  Additional  training  and 

 resource  material  were  provided  to  community  organization  staff.  Presentations  were  also  made 

 to  community  groups  and  municipal  councillors  focusing  on  LEAP  and  other  low-income 

 assistance  programs.  Hydro  Ottawa  also  gave  greater  prominence  of  information  about  financial 

 assistance programs on its website and across other communications channels. 

 Hydro  Ottawa  participated  in  the  OEB’s  Financial  Assistance  Working  Group  (FAWG),  which 

 conducted  a  review  of  LEAP  in  2023.  Hydro  Ottawa  advocated  for  and  supported  updated 

 income  thresholds  and  other  eligibility  criteria  to  make  the  program  more  accessible.  Measures 

 to  ease  eligibility  restrictions  were  implemented  by  the  OEB  on  March  1,  2024  and  resulted  in  a 

 significant  increase  in  LEAP  applications.  For  further  details  on  Hydro  Ottawa’  LEAP 

 participation and results, refer to Schedule 4-2-5 - Low Income Energy Assistance Program. 

 2.1.3.2. COVID-19 Energy Assistance Program (CEAP) 

 CEAP  was  launched  in  July  and  August  of  2020,  to  alleviate  financial  impacts  of  the  pandemic 

 for  residential  and  small  business  customers  respectively.  Hydro  Ottawa  took  on  a  proactive  role 

 in  building  awareness  of  and  ensuring  ease-of-access  to  this  important  new  program,  and 

 continued to do so in response to updated eligibility requirements effective in January 2021. 

 Introduced  by  the  Government  of  Ontario  in  June  2020,  CEAP  was  a  temporary  measure 

 designed  to  alleviate  the  financial  impacts  of  the  pandemic  for  residential  and  small  business 

 customers.  While  Hydro  Ottawa  diligently  fulfilled  its  core  responsibilities  of  processing 

 applications  and  disbursing  funds,  it  also  made  it  a  priority  to  enhance  accessibility  and 

 awareness,  recognizing  the  need  to  ensure  the  program  reached  those  who  needed  it  most. 

 This led to a proactive, multifaceted approach aimed at enhancing accessibility and awareness. 
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 To  ensure  widespread  visibility,  Hydro  Ottawa  implemented  a  comprehensive  communication 

 strategy.  This  included  leveraging  multiple  channels  such  as  the  Hydro  Ottawa  e-newsletter, 

 press  releases,  bill  inserts  and  on-bill  messaging,  councilor  briefings,  targeted  email  campaigns, 

 automated  phone  calls,  website  updates,  interactive  voice  response  (IVR)  messaging,  and 

 social media platforms. 

 To  simplify  the  application  process  for  customers,  Hydro  Ottawa  developed  a  streamlined, 

 self-serve,  mobile-friendly  online  form.  Customer  service  representatives  and  collection  agents 

 were  also  equipped  to  engage  directly  with  potentially  eligible  customers,  offering 

 comprehensive assistance and support with the CEAP application. 

 By  the  time  the  program  concluded  in  July  2021  due  to  the  depletion  of  allocated  funds,  Hydro 

 Ottawa had successfully disbursed over $1.1M dollars in financial relief to eligible customers. 

 2.1.3.3. AffordAbility Fund 

 Hydro  Ottawa  also  supported  the  AffordAbility  Fund  which  was  funded  by  an  independent  trust 

 set  up  by  the  provincial  government  to  help  residential  customers  lower  electricity  use  and 

 costs.  The  AffordAbility  Fund  intake  ended  on  July  31,  2020  when  all  of  the  program  funding 

 was  allocated.  Hydro  Ottawa  continued  to  support  the  completion  of  remaining  applications 

 through the end of 2021 which marked the completion of the AffordAbility Fund. 

 2.1.3.4. Energy Affordability Program 

 The  Energy  Affordability  Program  started  on  April  1,  2021.  It  replaced  the  previous  AffordAbility 

 Fund,  ensuring  continued  support  for  eligible  residential  customers  in  managing  their  energy 

 costs.  Hydro  Ottawa  has  built  awareness  for  the  program  on  its  website  and  directs  customers 

 to  program  information  and  resources  available  on  the  IESO’s  website.  The  IESO  is  responsible 

 for  the  program  who  has  partnered  with  various  Save  on  Energy  program  delivery  partners  to 

 deliver the program services to eligible customers. 
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 2.2.   COMMUNICATIONS AND PUBLIC AFFAIRS 

 Hydro  Ottawa’s  Communications  and  Public  Affairs  team  deploys  and  manages  a  variety  of 

 communication  tools  and  strategies  aimed  at  informing,  educating,  engaging  and  soliciting 

 feedback  from  its  customers.  This  includes  communicating  across  a  variety  of  platforms,  both 

 digital and traditional, taking into account customer language preference. 

 The  team  analyzes  public  comments,  responses,  and  feedback  on  these  channels,  including 

 media  coverage  and  commentary,  for  both  content  and  sentiment.  This  analysis  shapes 

 messaging, delivery, communications priorities, operational planning, and decision-making. 

 These  channels  are  core  information  sources  and  touchpoints  for  customers  and  stakeholders. 

 Authentic  audience  interactions  across  these  platforms  are  crucial  to  promoting  and  protecting 

 the brand. Timely, relevant, and convenient content delivery is prioritized. 

 2.2.1.   Social Media 
 Hydro  Ottawa  uses  social  media  channels  (  Facebook,  X(formerly  Twitter),  Instagram,  TikTok, 

 YouTube  and  LinkedIn)  to  engage  in  ongoing  two-way  conversations  with  its  customers.  In 

 collaboration  with  subject  matter  experts  from  divisions  across  the  organization,  content  is 

 created  on  topics  ranging  from  need-to-know-now  updates  on  power  outages  and  infrastructure 

 work;  to  rate  information  and  account-management  tools  and  resources;  to  broader  subject 

 matter  such  as  conservation,  safety  and  emergency  preparedness;  and  to  potential  touchpoints 

 such as special events. 

 The  above  social  media  channels  are  monitored  by  Hydro  Ottawa  staff  from  8  a.m.  -  4  p.m.  on 

 working  days  and  during  major  power  outages.  On  weekends  and  holidays  from  8:00  am  to  8:00 

 pm,  and  from  4  p.m.  -  8  p.m.  on  working  days,  X  and  Facebook  are  monitored  by  a  third-party, 

 so  as  to  address  time-sensitive  customer  questions  and  concerns  and  in  particular  any  with 

 safety implications. 
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 Positive  and  negative  feedback  are  valued  equally,  enabling  Hydro  Ottawa  to  understand  both 

 what  is  working  and  what  improvements  need  to  be  made.  Customer  feedback  indicates  that 

 users  of  social  media  appreciate  the  real-time  replies  to  their  inquiries,  particularly  during  power 

 outages and storms or other times of crisis. 

 Between  January  1,  2021  and  December  31,  2023,  Hydro  Ottawa’s  social  media  audience  grew 

 from  56,000  followers  to  over  95,000  across  all  channels.  In  part,  this  growth  was  attributable  to 

 the  impacts  of  and  heightened  customer  engagement  during  significant  power  outages  caused 

 by extreme weather events. 

 Hydro  Ottawa’s  social  media  channels  serve  as  vital  platforms  for  Hydro  Ottawa  to  inform  and 

 interact  with  its  customers  and  key  stakeholders  in  a  timely  way.  The  content  repertoire 

 encompasses  a  variety  of  formats,  including  visual  components  such  as  photos,  creative 

 advertising,  infographics  and  videos.  Content  that  attracts  the  highest  engagement  revolves 

 around  power  restoration  efforts,  showcasing  the  diligent  work  of  crews.  Hydro  Ottawa  also 

 produces  thought-leadership  content  related  to  business  and  industry  trends,  often  discussed 

 within  the  context  of  the  energy  transition.  This  content  is  shared  as  blogs  in  corporate 

 newsletters,  advertorials  in  local  papers,  via  the  organization’s  ThinkEnergy  podcast  (discussed 

 in more detail in Section 2.2.5)  , and on social media. 

 Hydro  Ottawa’s  social  media  channels  are  also  used  to  provide  guidance  on  accessing  specific 

 services,  such  as  moving  forms  and  financial  assistance  applications,  and  as  a  point  of  access 

 to  other  utility  communication  channels  and  self-service  options,  including  the  website,  mobile 

 app,  and  the  MyAccount  customer  portal.  Conservation  and  energy-efficiency  tips,  and 

 life-saving electrical safety information, are also shared on social media. 

 In  2023,  Hydro  Ottawa  began  using  TikTok.  This  channel  is  used  to  showcase  various  types  of 

 videos,  including  emergency  preparedness  content,  public  safety  tips,  and  energy-saving 
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 strategies.  Content  produced  for  TikTok  is  in  turn  often  repurposed  across  various  other  social 

 channels in different formats, such as Facebook and Instagram reels and/or stories. 

 Hydro  Ottawa’s  LinkedIn  presence  helps  the  utility  to  stay  connected  most  particularly  to  its 

 business  customers  and  to  potential  recruits,  keeping  them  informed  of  corporate  initiatives,  its 

 suite of business programs and career opportunities. 

 Hydro  Ottawa’s  audience  is  active.  In  2022  and  2023,  there  was  an  average  of  540,000 

 engagements  annually  on  its  social  media  channels,  including  reactions,  sharing,  comments, 

 likes,  link  clicks,  and  inbound  direct  messages.  Social  media  engagement  was  higher  in  those 

 years  due  to  extreme  weather  events  and  a  change  in  the  social  media  listening  platform  (Social 

 Studio) used by Hydro Ottawa. 

 Although  social  media  has  been  a  vital  means  of  keeping  our  customers  informed  and  engaged 

 during  extreme  weather  events  -  providing  a  channel  for  customers  to  learn  about  active 

 outages,  point  out  electrical  safety  hazards,  and  obtain  information  -  Hydro  Ottawa  made 

 significant  investments  in  2023  to  enhance  outage-related  communication  channels.  These 

 enhancements,  including  a  new  outage  map  and  direct  customer  outage  notifications  via 

 SMS/text  and  email,  were  informed  by  customer  feedback  and  industry  research.  These 

 initiatives  are  noted  in  Schedule  1-3-4  Facilitating  Innovation  and  Continuous  Productivity.  As  a 

 result,  Hydro  Ottawa  expects  social  media  engagements  during  extreme  weather  events  to 

 decrease. 

 2.2.2.   Website 
 Hydro  Ottawa’s  website  is  a  key  forum  for  communicating  with  customers  and  capturing  their 

 feedback.  It  provides  an  accessible  and  user-friendly  interface  that  facilitates  efficient 

 interactions  between  the  utility  and  its  customers.  Through  the  website,  Hydro  Ottawa  aims  to 
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 create  a  seamless  and  convenient  self-serve  experience  for  its  customers,  enabling  them  to 

 access essential information, complete transactions, and provide valuable feedback. 

 2.2.2.1. Communications and Feedback Platform 

 Hydro  Ottawa’s  website  serves  to  strengthen  relationships  with  customers,  foster  trust,  and 

 continuously  enhance  the  quality  of  services  provided.  The  website  is  designed  to  be 

 informative  and  comprehensive,  offering  a  wide  range  of  resources  and  services  tailored  to  the 

 needs  of  residential  and  commercial  customers.  Visitors  to  the  website  can  easily  navigate 

 through  various  sections  to  find  information  on  topics  such  as  billing,  account  management, 

 outages,  energy  conservation,  and  safety  tips,  to  name  a  few.  Additionally,  the  website  also 

 provides  access  to  the  MyAccount  customer  portal,  which  provides  customers  with  the  ability  to 

 make secure online payments, view their account history, and report outages or emergencies. 

 One  of  the  key  features  of  Hydro  Ottawa's  website  is  its  customer  feedback  mechanisms, 

 designed  to  enable  continuous  refinement  of  this  digital  platform.  Customers  can  provide 

 feedback  through  various  channels  on  the  website  including  “usefulness  and  comment”  options 

 on each page, as seen in Figure 1. 

 Figure 1 - Hydro Ottawa Website Usefulness and Comment Options 

 The  utility  conducts  a  comprehensive  review  of  all  feedback  gathered  through  its  web  pages  on 

 a  quarterly  basis.  This  process  allows  Hydro  Ottawa  to  identify  areas  of  concern  and 

 opportunities  for  enhancement.  These  areas  typically  pertain  to  website  content,  usability  and 

 effectiveness  as  a  communication  tool,  but  may  also  encompass  broader  aspects  of  customer 

 service  and  business  operations.  Hydro  Ottawa  proactively  leverages  these  insights  to 
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 implement  improvements,  addressing  concerns  promptly  and  prioritizing  customer  satisfaction. 

 This  commitment  to  customer-centric  service  improvement  aligns  with  the  utility’s  dedication  to 

 providing safe, reliable, and affordable electricity services to its customers. 

 2.2.2.2. Audits and Optimization 

 Recognizing  that  the  Hydro  Ottawa  website  is  an  important  customer  interface,  the  organization 

 conducts  quarterly  audits  to  evaluate  the  accuracy,  security,  user-friendliness,  and  overall 

 robustness  of  the  information  presented.  One  aim  is  to  ensure  that  the  website  remains 

 accessible  and  inclusive  for  Hydro  Ottawa's  diverse  customer  base,  including  individuals  with 

 disabilities, in compliance with the  Accessibility  for Ontarians with Disabilities Act  (AODA). 

 Further optimization of site content and functionality is secured via use of three key tools: 

 ●  Siteimprove  Is  an  online  tool  that  aids  in  optimizing  content  across  various  parameters, 

 including  search  engine  optimization  (SEO),  analytics  and  accessibility.  Siteimprove 

 allows  Hydro  Ottawa  to  identify  and  address  accessibility  issues,  broken  links,  and  typos 

 or  grammatical  errors,  ensuring  that  the  website  adheres  to  relevant  standards  and 

 provides an inclusive experience for all users. 

 ●  Marketo  is  a  marketing  automation  platform  which  is  designed  to  streamline  the  website 

 experience  by  capturing  user  data  and  allowing  Hydro  Ottawa  to  gain  a  deeper 

 understanding  of  its  customers'  preferences  and  interests.  Hydro  Ottawa  is  able  to 

 identify  what  pages  of  its  website  a  user  has  visited,  enabling  the  organization  to  deliver 

 personalized  and  relevant  content,  improve  navigation,  and  foster  stronger  customer 

 engagement  and  loyalty.  Marketo  will  be  further  leveraged  as  Hydro  Ottawa  moves 

 ahead  with  a  website  redesign  in  2026,  please  refer  to  Section  2.2.2.3.  -  Recent  and 

 Future Refinements. 

 ●  Google  Analytics  provides  data  extending  beyond  mere  website  traffic  monitoring.  It 

 enables  Hydro  Ottawa  to  assess  the  effectiveness  of  its  online  presence,  measure  user 
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 engagement,  gain  insights  into  visitor  behaviour,  and  establish  priorities.  These  data  play 

 a  crucial  role  in  optimizing  the  website's  design,  content,  and  functionality,  ensuring  a 

 seamless  user  experience.  Moreover,  Google  Analytics  allows  Hydro  Ottawa  to  track 

 conversions,  such  as  form  submissions  or  requests  and  inquiries,  providing  valuable 

 insights  into  site  performance,  customer  experience,  and  effectiveness  in  driving  desired 

 actions. 

 More specifically, Google Analytics data combined with customer feedback were used to: 

 ●  Help  identify  high  traffic  and  engagement  pages  so  that  Hydro  Ottawa  can  prioritize  their 

 further  optimization  (e.g.  Homepage,  Outage  Centre,  Electrical  Safety,  etc.)  and  inform 

 the 2026 website redesign described below. 

 ●  Monitor web traffic during large-scale events and react accordingly; 

 ●  Measure  the  overall  effectiveness  of  digital  marketing  campaigns  and  identify 

 best-performing channels; 

 ●  Eliminate  or  repurpose  web  pages  or  documents  that  are  either  dated  or  have  very  low 

 engagement; 

 ●  Analyze  which  technologies  customers  are  using  to  access  the  website  and  prioritize 

 further optimization of the most widely used (e.g. screen size compatibility); 

 ●  Continuously  review  and  simplify  the  information  architecture  to  reduce  customer  effort 

 in finding information; and, 

 ●  Streamline  the  web  experience  generally  for  all  customers  and  provide  a  seamless 

 experience for users with disabilities. 

 2.2.2.3. Recent and Future Refinements 

 A  number  of  enhancements  have  been  made  to  the  website  as  a  direct  result  of  customer 

 feedback,  including  improved  navigation  and  redirects,  content  additions  and  refinements,  and 

 improvements  with  direct  organizational-effectiveness  benefits  (such  as  a  new  page  and 
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 updated  claims  form  for  damages).  Some  specific  examples  of  recently  improved  sections, 

 pages and functionality are detailed in Table 5 below. 

 Table 5 – Website Improvements 

 Section  Details of Improvements 

 Outage Centre/ 
 Reporting an 
 Outage 

 Complete overhaul to improve resiliency of outage map and ability to handle higher 
 traffic volumes during weather events, and to make it easier for customers to 
 search by address. 

 Programs and 
 Incentives 

 Redesigned for greater ease of navigation by both residential and commercial 
 customers to information on grants, funding and incentive programs. 

 Contact Us  Chat icon and new functionality added advising customers of the option to log into 
 MyAccount to chat with a customer service agent. 

 FAQs  Periodic additions in response to repeated questions from customers, which are 
 regularly monitored. 

 Planned Work 
 Section 

 Addition of search-by-street-name functionality and regularly updated page listing 
 all planned major projects in service territory. 

 Distributed Energy 
 Resources 

 Restructured in collaboration with Hydro Ottawa engineers to provide a hub of 
 customer-relevant information relating to generation and storage. 

 Electrical Safety 
 and Emergency 
 Preparedness 

 Content compiled into an easily accessible portal for customer reference. 

 Storm Centre 
 Replacement for home page during major weather events, condensing all 
 outage-related information, including timely updates on restoration efforts and ETR 
 by region. 

 Careers  Legacy content condensed and layout modernized with addition of new graphics 
 and videos. 

 Mobile App Page  Modernized concurrently with launch of new mobile app, along with greater ease of 
 app download. 

 Electricity Rates  Rate plan information consolidated for greater ease of comparison, and video 
 created to explain differences between plans. 

 New or Modified 
 Service 
 Requirements 

 Videos added to educate customers on relevant requirements and procedures. 

 Digitization and 
 Automation 

 Through introduction of dynamic forms that are connected to Salesforce for 
 processes including ZEVIP, Third Party Permit, Landlord Reversion, and Request 
 for Additional Electricity Meter Data. 
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 Customer  feedback  has  also  allowed  Hydro  Ottawa  to  improve  the  user  interface  and  user 

 experience  offered  by  its  “MyAccount”  online  customer  service  portal  which  resides  on  a 

 separate  web  server.  Forms  within  this  portal,  such  as  moving  requests  and  pre-authorized 

 payment  plan  registration,  have  been  enhanced  to  include  fillable  fields  and  connectivity  to 

 customer accounts. 

 Hydro  Ottawa’s  website  last  underwent  a  major  back-end  update  in  2019,  with  the  web  content 

 management  system  being  replaced  to  improve  flexibility  and  interactivity.  Copy  updates  were 

 also  applied  to  the  most  visited  web  pages  at  that  time,  with  a  focus  on  the  prioritization  of 

 keywords. 

 To  keep  pace  with  digital  advancements  and  evolving  customer  needs,  a  new  website  redesign 

 is  scheduled  for  2026.  Work  has  already  begun,  and  insights  for  improved  ease  of  use,  mobile 

 performance,  accessibility,  updated  copy,  and  enhanced  usability  for  different  customer  types 

 will  continue  to  be  gathered  through  user  group  sessions  and  additional  research.  The  new 

 website  will  aim  to  deliver  a  better  customer  experience  through  improved  visual  appeal,  an 

 intuitive  mobile-optimized  design,  and  enhanced  usability.  Updated  content,  additional 

 infographics  and  videos,  and  strategic  keywords  will  also  provide  various  customer  types  with 

 a  more  personalized  and  improved  user  experience.  Additional  details  on  this  project  can  be 

 found in Section 3 of Schedule 2-5-9 - General Plant Investments. 

 2.2.3.   Media Outreach and Monitoring 
 Between  January  1,  2021  and  December  2023  Hydro  Ottawa  issued  55  news  releases.  This 

 included  a  significant  number  relating  to  weather  events,  and  represented  an  active  period  of 

 media relations for the utility. 

 During  significant  events,  all  major  news  outlets  receive  Hydro  Ottawa’s  power  outage  alerts. 

 Media  can  also  turn  to  Hydro  Ottawa’s  X  (formerly  Twitter)  and  Facebook  accounts  for 
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 photography  and  drone  footage  from  the  field.  This  allows  them  to  communicate  the  extent  of 

 damage  and  the  work  of  crews  in  dynamic  ways,  and  the  media  regularly  make  use  of  such 

 footage. Media also routinely communicate estimated restoration times during major outages. 

 Using  a  media  monitoring  service,  Hydro  Ottawa  tracks  the  reach  of  its  news  releases.  In 

 addition, it monitors the sentiment reflected in traditional media coverage on a daily basis. 

 For  example,  during  the  May  2022  Derecho,  the  biggest  multi-day  outage  event  in  the  utility’s 

 history,  Hydro  Ottawa  received  4,200  mentions  in  the  media,  including  radio  stations,  online 

 news,  and  print  newspapers  –  representing  a  reach  of  approximately  851  million  individuals  and 

 a  publicity  value  of  $1.6M.  In  addition,  29  email  media  responses  were  provided  and  33 

 interviews were given. 

 2.2.4.   Keeping Ottawa Connected 
 To  foster  trust  with  customers  following  the  2022  Derecho,  Hydro  Ottawa  developed  "Keeping 

 Ottawa  Connected,"  a  community  presentation  series  facilitating  two-way  conversations  and 

 reflecting  the  utility's  evolving  role.  The  presentations  focus  on  emergency  preparedness,  power 

 outage  restoration,  vegetation  management,  generator  safety,  and  energy  efficiency.  Offered 

 in-person  and  virtually  through  community  associations  and  municipal  councillor  offices,  these 

 sessions  provide  customers  with  insights  into  Hydro  Ottawa's  storm  response  and  preparedness 

 efforts. 

 In  2023,  the  program's  first  year,  nearly  500  people  attended  15  sessions.  As  a  result, 

 participating  customers  gained  a  better  understanding  of  emergency  preparedness,  Hydro 

 Ottawa's  restoration  process,  storm  hardening  efforts,  and  relevant  communication  tools.  This 

 engagement  also  provided  valuable  insights  into  evolving  customer  needs,  informing  future 

 service offerings. 
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 Building  on  this  success,  and  to  ensure  the  presentations  remain  relevant  and  address 

 customer  concerns  and  needs,  Hydro  Ottawa  will  incorporate  feedback  received  from  these 

 past  sessions  to  expand  the  “Keeping  Ottawa  Connected”  community  outreach  strategy  in  2025. 

 This  will  include  expanding  the  content  to  cover  emerging  topics  such  as  electrification, 

 conservation,  and  climate  adaptation,  further  empowering  customers  to  actively  participate  in 

 building a sustainable energy future. 

 Hydro  Ottawa  is  also  committed  to  spreading  awareness  of  the  day-to-day  importance  of 

 electricity  safety  and  conservation,  particularly  among  youth.  It  has  been  identified  by  the  OEB 

 as  an  important  priority  for  local  distributors  and  is  a  community  engagement  focal  point  for 

 Hydro  Ottawa.  To  gauge  overall  electrical  safety  awareness  among  the  general  public,  and  as 

 per  OEB  requirements,  Hydro  Ottawa  commissions  a  research  firm  to  conduct  the  utility’s  Public 

 Awareness  of  Electrical  Safety  Scorecard  Survey  every  two  years.  Over  the  2021-2025  period, 

 these surveys were conducted in March of 2022 and 2024. 

 The  2022  online  survey  encompassed  a  representative  sample  of  432  respondents,  18  years  or 

 older,  residing  in  Hydro  Ottawa’s  service  territory.  For  2024,  the  online  survey  encompassed  a 

 sample of 971 respondents. 

 Responses  to  the  six  core  survey  questions  resulted  in  a  Public  Safety  Awareness  Index  of  72% 

 in  both  years.  The  results  of  the  survey  have  helped  to  inform  Hydro  Ottawa’s  subsequent  public 

 safety messaging and programs. 

 Prior  to  this  surveying,  in  November  2021,  Hydro  Ottawa  launched  an  electrical  safety 

 awareness  campaign  called  “Know  Safety.  No  Accident”,  which  included  newsletters  and  blogs, 

 web,  video,  social  media  and  both  radio  and  digital  advertising.  On-bill  and  on-hold  messaging 

 was  also  included.  This  bilingual  campaign’s  goal  was  to  increase  general  awareness  about 

 electrical  safety.  Between  November  1,  2021  and  March  31,  2022  the  digital  media  buy  resulted 
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 in  those  ads  being  seen  over  6  million  times  (“impressions”),  with  over  30,000  interactions 

 ("engagements”)  with  that  content  (e.g.  clicks,  likes,  shares,  comments,  etc.).  The  campaign 

 also generated more than 67,000  website visits. 

 In  2024,  Hydro  Ottawa  ran  an  awareness  campaign  from  January  8  to  March  15,  prior  to  the 

 Public  Awareness  of  Electrical  Safety  Scorecard  Survey  taking  place  the  week  of  March  18. 

 Messaging  pertaining  to  the  survey’s  six  core  questions  was  shared  through  Hydro  Ottawa’s 

 newsletters,  digital  advertising,  the  utility’s  website  and  social  media  channels.  On-bill  and 

 on-hold  messaging  was  also  included.  Over  the  course  of  the  campaign,  the  digital  media  buy 

 generated  over  2.5  million  impressions  and  437,000  engagements.  The  campaign  also 

 generated  more  than  50,000  website  visits,  with  TikTok  ads  driving  the  most  website  traffic  and 

 engagement  (a  channel  that  was  not  used  in  the  2021  campaign),  followed  by  Google  Display 

 ads.  The  most  engaged  audience  segments  were  adults  aged  18-34  on  all  platforms,  which 

 corresponded  with  the  targeted  audience  based  on  the  results  of  the  2022  survey.  All  platforms 

 delivered above-average clickthrough rates. 

 Separate  and  ongoing  safety-related  initiatives  have  focused  specifically  on  youth  audiences. 

 Relevant  programming  included  working  with  local  schools  and  school  boards  to  provide 

 educational  presentations  covering  how  electricity  works,  how  to  stay  safe  around  it,  and  how  to 

 conserve  it  at  home  and  at  school.  Since  2016,  Hydro  Ottawa  has  partnered  with  third-party 

 supplier  Electricity  Safety  and  Conservation  (ES&C)  to  deliver  age-appropriate  presentations 

 tailored to two cohorts: kindergarten to grade 4, and grades 5 through grade 8. 

 As  in-person  activities  were  paused  during  the  pandemic,  a  virtual  presentation  was  designed  to 

 ensure  continuity,  and  in  2023  in-person  classroom  presentations  resumed.  Between  January 

 2021  and  December  2023,  approximately  65,000  kindergarten  to  grade  8  students  took  part  in 

 186 ES&C school presentations. 
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 To  tie  its  community  safety  campaign  and  elementary  school  educational  programs  together, 

 Hydro  Ottawa  continues  to  deliver  and  promote  the  “Smart  as  a  Fox  Whiz  Quiz”  contest.  After 

 participating  in  one  of  Hydro  Ottawa’s  in-school  safety  presentations,  students  are  encouraged 

 to  complete  the  Whiz  Quiz  to  test  their  newly  acquired  knowledge.  Questions  relate  to  six  core 

 areas,  including  who  to  call  before  digging  to  plant  a  tree,  and  what  to  do  if  someone  is  stuck 

 inside  a  vehicle  surrounded  by  a  downed  powerline.  The  quiz  also  educates  parents  as  they 

 assist  younger  children  in  navigating  through  it  on  the  website.  More  than  4,300  students  and 

 their  parents  completed  the  online  Whiz  Quiz  between  January  2021  and  December  2023, 

 which is available in French and English. 

 2.2.5.   ThinkEnergy Podcast 
 Hydro  Ottawa  is  at  the  forefront  of  the  evolving  energy  landscape,  actively  engaging  with  its 

 customers  and  stakeholders  to  navigate  the  complexities  of  a  smart  energy  future.  Hydro 

 Ottawa’'s  popular  ThinkEnergy  podcast  series  serves  as  a  key  platform  for  this  engagement, 

 fostering  a  dynamic  conversation  about  the  energy  transition,  electrification,  and  grid  reliability 

 with leading experts in the field. 

 Originally  launched  in  May  2019,  ThinkEnergy  has  recently  experienced  a  surge  in  popularity,  in 

 part  due  to  increased  promotional  activity  and  advertising,  which  commenced  in  2024.  Total 

 podcast listens, across all platforms, over the previous three years were as follows: 

 ●  2022 - 60,267 listens; 

 ●  2023 - 97,708 listens; and, 

 ●  2024 - 586,458 (to November 2024) 

 The  podcast's  digital  presence  includes  a  dedicated  website,  various  social  media  channels, 

 and  major  podcast  apps,  further  amplifying  its  reach  and  impact.  Through  strategic  marketing 

 initiatives,  ThinkEnergy  consistently  achieves  impressive  listenership,  demonstrating  the 
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 resonance  of  its  content  and  Hydro  Ottawa's  commitment  to  thought  leadership  in  the  energy 

 sector. 

 2.3.   KEY ACCOUNTS 

 2.3.1.   Characteristics and Service Structure 
 Hydro  Ottawa  maintains  relationships  and  communication  with  Key  Accounts.  Customers  are 

 established  as  a  Key  Account  based  on  specific  criteria  such  as  load  (large  or  unique),  financial 

 impact  on  Hydro  Ottawa,  number  of  individual  accounts,  sensitivity  to  reliability  issues, 

 complexity  of  their  connections,  and  impact  within  the  community  and  on  the  electricity  grid.  Key 

 Accounts  include  but  are  not  limited  to  the  Federal  Government,  the  City  of  Ottawa,  health  and 

 educational  institutions,  essential  public  service  providers,  social  housing  providers,  developers, 

 commercial landlords and high tech organizations. 

 Key  Accounts  often  have  a  greater  sensitivity  to  outages,  including  momentary  or  voltage 

 fluctuations,  than  do  other  customers.  They  are  frequently  contemplating  major  maintenance 

 and  other  capital  projects  with  implications  for  their  electricity  use.  They  may  also  be  pursuing 

 sustainability,  decarbonization  and  electrification  goals  that  may  be  particularly  impactful  to 

 Hydro Ottawa given the size of these customers. 

 The  Key  Accounts  team  proactively  builds  relationships  with  and  supports  these  large  business 

 and  institutional  customers  on  a  range  of  matters  including  billing,  understanding  their  load 

 profile,  facilitating  and  assisting  with  scheduling  and  planning  for  major  capital  and  maintenance 

 work,  regulatory  programs  and  reporting,  incentive  programs,  and  power  quality.  The  team  also 

 supports  Key  Account  customers  in  navigating  the  complexities  of  energy  management,  energy 

 transition policy and rapidly evolving energy regulations. 
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 2.3.2.   Program Support and Engagement 
 Hydro  Ottawa  seeks  to  deliver  tailored  value  to  Key  Account  customers  by  continuously 

 advancing  its  understanding  of  their  unique  priorities  and  needs,  and  of  the  circumstances 

 within  which  Key  Account  customers  are  pursuing  their  objectives.  Throughout  this 

 relationship-building  and  engagement  with  Key  Account  customers,  both  Hydro  Ottawa  and  the 

 customer  benefit  -  Hydro  Ottawa  by  gaining  insight  and  deeper  knowledge  of  customer 

 operations  and  future  plans,  which  support  grid  planning,  and  the  customer,  by  better 

 understanding  Hydro  Ottawa  processes,  policies,  and  services.  This  provides  opportunities  to 

 work  together  to  support  the  energy-transition,  project-specific  objectives,  and  delivering 

 grid-management  benefits.  This  involves  seeking  out  the  following  insights  through  Key  Account 

 engagement: 

 ●  Future plans for expansion or electrification which might change their demand profile; 

 ●  Interest in Distributed Energy Resources (DER) or other emerging technologies; 

 ●  Interest in demand-side management programs and provincial rate programs; 

 ●  Required maintenance and required shut down or sensitive outage windows, and 

 ●  Preparedness  for  and  potential  impacts  of  extreme  weather  events  and  outages  on  their 

 operations,  and  opportunities  for  Hydro  Ottawa  to  partner  with  them  to  address  increase 

 in weather events. 

 Hydro  Ottawa’s  structured  approach  to  relationship-building  with  Key  Account  customers  is 

 based  on  assigning  a  dedicated  Key  Account  Coordinator,  with  management  involvement  and 

 support  provided  as  needed.  Key  Accounts  team  members  support  each  other,  and  leverage 

 knowledge  and  support  from  all  groups  within  Hydro  Ottawa,  so  that  customer  solutions  are 

 provided  quickly  and  by  the  appropriate  subject  matter  expert.  Key  Account  customers  can  call 

 their  assigned  coordinator  for  any  reason  knowing  that  this  provides  them  access  to  the 

 combined  support  of  Hydro  Ottawa  as  a  whole.  Key  Account  Coordinators  engage  their 
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 assigned  customers  at  all  levels,  from  operational  to  executives,  and  thereby  come  to  have  a 

 strong understanding of their customers’ plans and needs. 

 Key  Account  Coordinators  meet  regularly  with  customers  both  at  customer  sites  and  virtually, 

 based  on  customer  preference.  Enhanced  ease  and  capability  of  virtual  meeting  has  expanded 

 the  geographical  range  of  communication,  making  it  possible  to  engage  directly  with  national  or 

 global  leadership  teams  that  may  be  based  outside  Ottawa.  This  allows  Hydro  Ottawa  to  gain  a 

 more  comprehensive  and  deeper  understanding  of  customer  requirements  by  meeting  a  wider 

 range  of  customer  representatives.  The  Key  Accounts  team  also  coordinates  meetings  between 

 customers  and  other  Hydro  Ottawa  teams,  including  CDM,  distribution  design,  etc.,  to  enhance 

 the  range  of  support  provided  to  these  customers.  In  2023,  for  example,  there  were  a  combined 

 376 in-person or virtual meetings with customers held by either the Key Accounts or CDM team. 

 Hydro  Ottawa’s  Key  Accounts  team  also  helps  customers,  including  commercial  customers 

 more  broadly,  to  navigate  important  requirements  and  programs  originating  outside  Hydro 

 Ottawa.  Two  examples  of  this  are  Ontario’s  Energy  and  Water  Reporting  and  Benchmarking 

 (EWRB) regulation, and the Industrial Conservation Initiative (ICI) program. 

 The  EWRB  regulation  requires  owners  of  large  buildings  to  report  their  whole-building  energy 

 and  water  consumption  each  year.  Hydro  Ottawa’s  Key  Accounts  team  has  supported 

 customers  in  understanding  and  responding  to  these  regulatory  requirements  since  they  were 

 first  enacted  in  2018.  This  is  achieved  through  individual  customer  meetings  and  an  annual  free 

 education  session.  These  sessions  were  offered  in  person  in  2019  and  2020,  and  as  a  live 

 online  webinar  annually  from  2021  to  2024.  The  webinar  is  also  available  to  customers  on  the 

 Hydro  Ottawa  website  as  a  recording.  In  addition,  the  Key  Accounts  team  provides  aggregated, 

 anonymized  whole-building  monthly  consumption  data,  upon  request  on  an  annual  basis  for 

 customer  reporting  under  the  EWRB  program.  This  same  data  provision  method  is  also  used  for 

 other  benchmarking  programs,  such  as  the  City  of  Ottawa’s  Better  Buildings  Ottawa 

 Benchmarking  program.  Since  2018,  Hydro  Ottawa  has  responded  to  the  following  volume  of 
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 aggregated  whole-building  data  requests  (this  is  exclusive  of  requests  for  individual  account 

 data, which are also processed by the Key Accounts team): 

 Table 6 - Aggregated Data Requests Filled For Benchmarking 

 Year  Requests Completed 
 2018  19 

 2019  172 

 2020  252 

 2021  226 

 2022  261 

 2023  444 

 The  ICI  program  is  a  provincial  demand  response  program  and  is  critical  for  some  large 

 commercial  customers.  The  Key  Accounts  team  goes  beyond  the  mandated  LDC  role  of 

 providing  each  eligible  customer  with  its  customer-specific  Peak  Demand  Factor.  Through  a  free 

 annual  webinar  Hydro  Ottawa  provides  valuable  information  to  customers  to  support  their  ICI 

 understanding  and  behaviour  impact  by  educating  potentially  eligible  customers  about  the 

 program  rules,  factors  to  consider  when  deciding  on  participation,  and  ways  to  maximize 

 program  benefit.  This  live  webinar  has  been  offered  annually  from  2020  to  2024  and  is  also 

 available  to  customers  on  Hydro  Ottawa’s  website  as  a  recording.  Hydro  Ottawa  also  proactively 

 provides  a  customized  ICI  Analyzer  tool  that  is  prepared  for  each  potentially  eligible  account 

 and/or  load  facility.  This  tool  gives  customers  information  to  support  an  informed  ICI  decision, 

 and the Key Accounts team can answer additional questions. 

 Hydro  Ottawa  has  also  hosted  Key  Account  symposiums  as  a  way  to  engage  with,  obtain 

 feedback  from,  and  provide  insight  and  education  to  its  Key  Accounts.  After  a  pause  of  several 

 years  resulting  from  the  pandemic,  these  symposiums  were  re-initiated  in  November  2022.  An 

 in-person,  full-day  event  in  November  2022  attracted  89  individual  attendees  from  55  customer 

 organizations.  Hydro  Ottawa  executives  and  other  staff  discussed  the  utility’s  plans  to  support 
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 customer  electrification,  net-zero  goals,  and  increased  DER  adoption  and  EV  charging.  They 

 also  outlined  Hydro  Ottawa’s  own  net-zero  targets.  Participants  furthermore  heard  from  some 

 major  customers  about  their  partnerships  with  Hydro  Ottawa  to  advance  key  strategic  projects 

 and  priorities.  For  example,  one  customer  participated  in  a  panel  discussion  and  outlined  their 

 sustainability  goals,  and  the  role  that  Hydro  Ottawa  was  playing  to  support  these  goals. 

 Participants  had  the  opportunity  to  ask  questions  and  provide  feedback  through  interactive 

 questionnaires  answered  anonymously  on  mobile  devices.  The  day  also  featured  smaller 

 breakout  sessions  on  specific  topics  including  EV  charging  and  the  City  of  Ottawa’s  Climate 

 Change Master Plan. 

 Another  Key  Accounts  Symposium  was  held  in  October  2024,  with  a  similar  format.  Content 

 focused  on  the  ongoing  energy  transition,  highlighting  innovation  from  Hydro  Ottawa  and  its 

 customers,  and  building  on  the  conversations  and  discussion  of  the  2022  symposium.  As  with 

 the  2022  symposium,  Hydro  Ottawa  executives  and  some  operations  staff  joined  the  Key 

 Accounts,  CDM,  and  other  customer  teams  to  directly  engage  with  customers.  There  were  90 

 individuals  from  52  customer  organizations.  Given  repeated  strong  turnout  to  these  events, 

 Hydro  Ottawa  is  confident  it  remains  as  a  trusted  advisor  and  energy  partner,  while  enhancing 

 transparency  regarding  plans  to  meet  growing  electricity  demand,  and  strengthen  connections 

 with key commercial customers. 

 The  Key  Accounts  team,  in  collaboration  with  CDM,  please  see  Section  2.4  below,  extends  its 

 outreach  beyond  existing  Key  Accounts  by  actively  participating  in  local  industry  events.  These 

 events  include  Ottawa’s  Better  Buildings  Breakfast,  the  Conflux  conference,  Ottawa  Real  Estate 

 Forum,  EnviroCenter  events,  and  others,  allowing  Hydro  Ottawa  to  engage  with  a  wider 

 audience  on  various  utility  initiatives.  Presentations  have  focused  on  the  energy  transition, 

 energy  efficiency,  the  utility’s  role  in  supporting  customer  benchmarking  and  conservation,  and 

 more  recently  on  the  decarbonisation  support  Hydro  Ottawa  is  able  to  provide  through  the 

 federally funded Deep Retrofit Accelerator Initiative. 
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 Finally,  the  Key  Accounts  team,  along  with  CDM,  maintains  strong  relationships  with  a  number 

 of local stakeholder associations, including but not limited to the following: 

 ●  BOMA Ottawa; 

 ●  Association of Energy Engineers; 

 ●  Association of Energy Services Professionals; 

 ●  Eastern Ontario Landlord Organization; 

 ●  Greater Ottawa Home Builders Association; 

 ●  Ottawa Climate Action Fund; 

 ●  EnviroCentre; and 

 ●  Invest Ottawa. 

 Building  from  its  recognition  of  the  distinct  needs  of  its  Key  Account  customers,  Hydro  Ottawa 

 uses  the  structure  and  the  engagement,  support  and  educational  strategies  outlined  above  to 

 build  strong  relationships  with  and  high  satisfaction  levels  among  this  important  customer 

 segment. 

 2.3.3.   City of Ottawa 
 Interaction  with  the  City  of  Ottawa  ranges  from  planning  coordination  between  the  two 

 organisations’  Operations  and  Planning  teams,  to  general  coordination  and  support  from  Hydro 

 Ottawa’s  Key  Accounts  team,  to  interaction  at  the  political  level  from  Hydro  Ottawa’s 

 Government Relations team. 

 Hydro  Ottawa  operations  teams  interact  regularly  with  the  City’s  Planning  Group,  right-of-way 

 management  personnel,  and  the  City’s  Building  Department  to  ensure  both  organisations  are 

 coordinated,  sharing  relevant  information,  and  incorporating  the  most  up  to  date  information  into 

 their  respective  planning  processes.  Further  information  on  this  interaction  and  coordination  can 

 Customer Engagement  Customer Engagement Ongoing 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

 11 

 12 

 13 

 14 

 15 

 16 

 17 

 18 

 19 

 20 

 21 

 22 

 23 

 24 

 25 

 26 

 27 

 28 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 
 Tab 4 

 Schedule 1 
 ORIGINAL 

 Page  33  of  56 

 be  found  in  Schedule  2-5-2  -  Coordinated  Planning  with  Third  Parties,  as  well  as  Schedule  2-5-4 

 - Asset Management Process 

 The  City’s  Corporate  Energy  Management  Office  (CEMO)  coordinates  and  oversees  utility  bills 

 issued  to  the  City  of  Ottawa.  Hydro  Ottawa’s  Key  Accounts  Team  in  turn  regularly  interacts  with 

 the CEMO to support its needs. 

 Hydro  Ottawa  also  shares  important  updates  on  major  outages,  rate  changes,  or  other  relevant 

 matters  with  the  Mayor’s  office  and  City  Councillors.  Councillors  in  turn  can  help  disseminate 

 this  information  to  their  constituents,  Hydro  Ottawa’s  customers,  ensuring  important  updates  are 

 distributed  widely.  Communication  to  the  Mayor’s  office  and  City  Councillors  is  primarily  done 

 via  regular  updates,  meetings,  and  monthly  newsletters  through  Hydro  Ottawa’s  Government 

 Relations and Communications teams. 

 The  two  entities  also  routinely  engage  and  coordinate  on  various  initiatives  relating  to  the  City’s 

 energy transition and decarbonization goals. 

 2.3.3.1. Energy Transition Engagement 

 The  City  of  Ottawa  declared  a  climate  emergency  in  2019  and  adopted  an  Energy  Evolution 

 action  plan  in  2020  as  the  framework  through  which  it  seeks  to  reduce  corporate  and  community 

 GHG  emissions  to  zero  over  the  coming  20-30  years.  These  efforts  are  coordinated  by  the 

 City’s  Climate  Change  and  Resiliency  Services  team.  Hydro  Ottawa  has  been  a  key 

 stakeholder,  supporter,  and  partner  in  the  City’s  decarbonization  efforts  since  their  inception, 

 engaging in the following ways: 

 ●  Membership on the Energy Evolution steering committee; 

 ●  Membership  on  various  sub-committees  and  working  groups  that  fall  under  the  Energy 

 Evolution plan, including: 
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 ○  Better Homes Ottawa Loan Program Steering Committee 

 ○  Better Buildings Ottawa Program Steering Committee 

 ○  Climate Communications Stakeholders Working Group; 

 ●  Regular  meetings  (beginning  in  January  2023)  between  the  Hydro  Ottawa  Key  Accounts 

 team  and  City  Climate  team  to  identify  shared  priorities  and  opportunities  for 

 collaboration,  and  to  address  specific  issues.  Other  stakeholders  from  within  Hydro 

 Ottawa,  such  as  the  Distribution  System  Planning  and  Asset  Management  Operations 

 team, have also participated in these meetings as needed; and 

 ●  Review  of  relevant  documentation,  reports,  programs,  and  motions  before  council  as 

 applicable  including,  for  example,  review  of  the  City’s  draft  High  Performance 

 Development Standards and input on City Climate Resiliency Strategy. 

 2.4.   CONSERVATION AND DEMAND MANAGEMENT 

 2.4.1.   Service Structure and Recent Evolution of CDM Function 
 Working  closely  with  the  Key  Accounts  team  (as  noted  above),  and  leveraging  many  of  the 

 communication  channels  outlined  elsewhere  in  this  schedule,  Hydro  Ottawa’s  commitment  to 

 CDM  has  played  a  crucial  role  in  helping  its  customers  save  money,  improve  energy  efficiency, 

 and  contribute  to  a  cleaner  and  more  sustainable  energy  future.  Building  on  such  efforts  over 

 the  last  20  years,  the  CDM  team  continues  to  focus  on  value  as  a  trusted  advisor  and  energy 

 partner  while  taking  on  a  new  role  to  support  operational  Non-Wires  planning  needs.  The  CDM 

 team  has  been  a  go-to  resource  for  customers  looking  to  make  informed  decisions  on  energy 

 efficiency,  all  while  helping  them  adapt  to  and  navigate  the  energy  transition.  As  a  result  the 

 team  is  in  a  good  position  to  support  the  utility  through  this  transitional  time  of  evaluating  and 

 implementing  Non-Wires  Solutions  (NWS)  in  the  face  of  unprecedented  growth  and 

 electrification. 
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 When  Hydro  Ottawa’s  2021-2025  Custom  Incentive  Rate-Setting  (Custom  IR)  application  was 3

 filed,  there  was  uncertainty  with  respect  to  province-wide  CDM  programming  given  the 

 provincial  government’s  decision  to  discontinue  the  2015-2020  Conservation  First  Framework 

 (CFF)  in  March  2019.  This  was  replaced  with  a  2019-2020  Interim  Framework  (IF)  that 

 centralized  what  had  previously  been  LDC-led  CDM  program  delivery.  In  that  Application,  Hydro 

 Ottawa  stressed  that  supporting  customers  along  their  energy  journey  and  helping  them  achieve 

 their  energy  objectives  is  a  critical  component  of  its  customer  engagement  strategy,  and  the 

 utility  sought  to  maintain  a  small  core  team  of  subject  matter  experts  to  continue  to  be  able  to 

 achieve  this.  During  2021,  the  team  worked  to  complete  the  administration  of  its  program 4

 responsibilities  remaining  within  the  legacy  CFF  and  IF  and  undertook  the  necessary 

 foundational work to transition to its 2021-2025 strategy. Activities within the strategy include: 

 ●  Proactive customer engagement to support customers interested in energy efficiency 

 ●  Supporting IESO Local Initiatives 

 ●  Pursuing external funding to deliver additional  energy efficiency, electrification and 

 decarbonization programs 

 ●  Informing and supporting asset planning activities and advancing NWS that benefit 

 customers 

 ●  Industry efforts to increase LDC customer engagement on CDM 

 These activities are further described in Sections 2.4.2 through 2.4.6 below. 

 2.4.2.   Customer Engagement and Support for Energy Efficiency 
 Hydro  Ottawa  has  taken  steps  to  position  itself  as  a  trusted  advisor  and  energy  partner  to  its 

 customers  through  customer  engagement  and  education.  The  CDM  team  proactively  engages 

 with  customers  in  a  detailed  way  on  their  energy  use  and  means  of  moderating  it.  Team 

 4  Ibid 

 3  Hydro Ottawa Limited,  2021-2025 Custom Incentive  Rate-Setting Distribution Rate Application,  EB-2019-0261 
 (February 10, 2020). 
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 members  dive  deep  as  technical  subject  matter  experts  to  help  customers  identify  opportunities 

 for  further  investigation  and  analysis  and  make  informed  decisions  about  energy  efficiency  and 

 conservation.  For  the  commercial  customers  that  make  up  its  primary  target  group  for 

 engagement, these opportunities include: 

 ●  Analysis of energy load profiles and identification of usage anomalies. 

 ●  Identification  of  low  or  no-cost  facility-level  energy  savings  opportunities  (e.g. 

 temperature adjustments, setbacks, and process improvements). 

 ●  Monitoring  and  analysis  of  energy  equipment,  and  identification  of  inefficiencies  and 

 control opportunities. 

 ●  Identification  of  more  complex  energy  reduction  or  savings  opportunities  to  further 

 investigate.  A  common  example  is  adding  controls  to  fans,  pumps  or  motors  running  at 

 full capacity at times where it is not necessary. 

 ●  Directing  customers  to  energy  efficiency  programs  and  rebates  that  might  be  applicable 

 for the projects they are interested in pursuing. 

 Proactive  customer  engagement  began  in  May  2022  and  operated  alongside  provincial 

 programming  that  emerged  through  the  2021-2024  Conservation  Framework,  while  adapting  to 

 a  rapidly  changing  electricity  sector  and  evolving  customer  needs.  Through  December  2023,  the 

 team  had  identified  140  energy  efficiency  opportunities  for  customers  to  consider  investigating 

 and  implementing.  A  further  positive  outcome  of  this  work  are  the  additional  22  opportunities 

 identified  that  could  leverage  the  Save  on  Energy  Retrofit  Program  or  the  Existing  Building 

 Commissioning  Program,  following  expanded  program  eligibility  coming  out  of  the  IESO’s 

 mid-term  review  of  its  2021-2024  CDM  framework.  The  team  facilitated  the  connections  to  the 

 respective  IESO  program  delivery  partner  who  continued  the  support.  Table  7  summarizes 

 project  opportunities  and  incremental  savings  (kWh)  by  project  status  -  in-service  versus 

 estimated  -  identified  by  the  team  through  December  2023.  Incremental  Energy  Savings  (kWh  - 

 Row  1  in  Table  7)  are  savings  from  measures  that  cannot  or  will  not  be  funded  by  any  Save  On 
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 Energy  program  due  to  ineligibility  or  customer  choice.  Row  2  in  Table  7  are  opportunities 

 identified  that  were  referred  to  the  IESO  or  its  service  provider.  Table  7  displays  the  incremental 

 in-service savings and persistence. 

 Table 7 – In-Service and Estimated Savings - May 2022-December 2023 

 # of 
 Projects 

 In-Service 
 Savings 
 (kWh) 

 Estimated Savings (kWh) by Project Status 

 Inactive 5  Under 
 Evaluation 6  In Progress 7

 Incremental Energy Savings  140  994,765  537,603  728,300  1,772,901 

 Energy Savings associated 
 with expanded Save on 
 Energy Programming 

 22  1,493,630  1,497,300  780,000  4,716,200 

 TOTAL  162  2,488,395  2,034,903  1,508,300  6,489,101 

 Table 8 – Incremental In-Service Savings and Persistence 8

 Target  2022  2023 
 In-Service Savings (Annual, kWh) 9  2,000,000  1,525,895  962,500 

 Persisting Savings (Cumulative, kWh)  9  10,000,000  1,525,895  2,488,395 

 In-Service Savings (Annual, kW)  298  126  160 

 The  CDM  team,  in  collaboration  with  the  Key  Accounts  team,  also  tracks  commercial  customer 

 expressions  of  interest  and  potential  opportunities  in  DER  investments  such  as  storage, 

 photovoltaic  (PV)  generation  for  net-metering  purposes  and  EV  charging,  as  well  as  in  other 

 decarbonization opportunities. This is further described in Section 2.4.5 below. 

 9  Values shown include all rows in the “In-service Savings (kWh)” column in Table 7. 

 8  Savings assumed to persist during this timeframe with a weighted average effective useful life of 14 years: 
 Resource Innovations in partnership with NMR Group,  2021-2024 CDM Framework Retrofit PY2023 Evaluation 
 Result  (September 24, 2024), page 19. 

 7  Projects In Progress are being implemented, but are not yet In-Service (achieved). 
 6  Projects Under Evaluation are being considered for implementation by customers. 
 5  Projects identified but no longer being pursued by customers (inactive). 
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 In  addition,  the  team  holds  an  important  role  in  the  creation  of  content  provided  to  customers  of 

 all  rate  classifications  through  Hydro  Ottawa’s  various  communications  channels  as  described  in 

 Sections  2.2.1  -  Social  Media,  2.2.2  -  Website,  and  2.2.4  -  Keeping  Ottawa  Connected,  in  this 

 document. 

 2.4.3.   IESO Local Initiatives Program Collaboration 
 In  addition  to  providing  direct  customer  support  as  outlined  above,  the  CDM  team  has  also 

 supported  the  IESO  with  the  development  and  deployment  of  local  programming  for  Hydro 

 Ottawa  customers  through  the  Local  Initiatives  Program  as  part  of  the  IESO’s  2021  to  2024 

 framework. This has included: 

 ●  BizEnergy  Saver  Program  -  Launched  on  September  8,  2023,  with  incentives  and 

 administration  funded  by  the  IESO,  this  program  provides  significant  discounts  and 

 direct  installation  of  eligible  lighting  and  mechanical  measures,  with  more  than  97%  of 

 Hydro  Ottawa’s  commercial  customers  potentially  eligible  to  participate.  Hydro  Ottawa 

 has  introduced  the  IESO-procured  program  team  to  local  trade  allies  and  promoted  the 

 program  in  direct  conversations  with  customers  through  targeted  email  campaigns  and 

 at  industry  events.  In  addition,  prior  to  the  procurement  phase,  Hydro  Ottawa  worked 

 with  the  IESO  to  develop  targets  and  budgets  by  region  to  maximize  the  program’s 

 benefit  to  the  distribution  system.  The  CDM  team  was  particularly  active  in  the  early 

 stages  of  program  launch  and  as  of  December  31,  2023,  had  assisted  with  the 

 identification  of  37  opportunities.  The  team  has  continued  to  leverage  its  trusted 

 relationships  with  customers  to  revive  potential  project  assessments  that  may  have  gone 

 stale.  Originally  expected  to  end  on  December  31,  2024,  this  program  has  been 

 extended  as  part  of  the  new  Electricity  Demand-Side  Management  (eDSM)  Framework 

 announced on January  9, 2025 described below. 

 ●  CoolSaver  Program  -  Launched  on  September  14,  2023  and  funded  by  the  IESO,  the 

 program  provides  instant  discounts  on  air  conditioning  tune  ups,  as  well  as  discounts  for 
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 the  installation  of  energy  saving  devices  for  residential  homeowners  (such  as  smart 

 thermostats  and  variable  speed  pool  pumps).  Hydro  Ottawa  supported  the  IESO  with 

 developing  targets  and  budgets  by  region  to  maximize  the  benefit  to  the  distribution 

 system.  Since  launch,  Hydro  Ottawa  has  amplified  IESO  marketing  to  create  awareness 

 among  its  residential  customers,  more  than  98%  of  whom  are  potentially  eligible  to 

 participate.  Originally  expected  to  end  on  December  31,  2024,  this  program  has  been 

 extended  as  part  of  the  new  eDSM  Framework  announced  on  January  9,  2025 

 described below. 

 ●  Ottawa  DER  Large  Solar  PV  Funding  Incentive  -  Launched  on  January  8,  2024  and 

 funded  by  the  IESO,  the  program  offers  an  incentive  for  the  installation  of  large  solar  PV 

 systems  for  facility  load  displacement.  The  Hydro  Ottawa  CDM  team  provided 

 assistance  with  program  design,  including  developing  the  customer  experience  for 

 participants,  given  Hydro  Ottawa’s  role  in  guiding  customers  through  the  DER 

 connection  process.  It  also  promoted  and  endorsed  this  program  in  direct  conversation 

 with  its  commercial  customers,  through  targeted  email  campaigns  and  at  industry 

 events.  The  Large  Solar  PV  measure  has  now  been  expanded  to  customers  across  the 

 province  as  part  of  the  new  eDSM  Framework  announced  on  January  9,  2025 

 described in Section 2.4.7 below. 

 2.4.4.   Electrification and Decarbonization Customer Programming 
 As  one  of  its  key  activities  identified  in  Hydro  Ottawa’s  2021-2025  Custom  IR  application,  the 10

 CDM  team  has  been  successful  in  its  pursuit  of  acquiring  additional  funding  from  external 

 sources  to  deliver  beneficial  programs  for  Hydro  Ottawa’s  customers  and  communities  without  a 

 requirement  for  additional  financial  outlay  on  the  utility’s  part.  This  activity  further  extends 

 high-value  engagement  opportunities  with  customers.  Successful  external  funding  program 

 applications include: 

 10  Hydro Ottawa Limited,  2021-2025 Custom Incentive  Rate-Setting Distribution Rate Application,  EB-2019-0261 
 (February 10, 2020), Exhibit 4-1-6 - Conservation and Demand Management. 
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 ●  Zero  Emission  Vehicle  Infrastructure  Program  (ZEVIP)  -  Following  a  competitive 

 application  process  in  2021  facilitated  by  federal  funding,  on  November  30,  2021  Hydro 

 Ottawa  began  accepting  incentive  applications  from  eligible  customers  to  help  offset  the 

 cost  of  installing  EV  charging  stations  in  public  places,  on-street,  in  multi-unit  residential 

 buildings  (MURBs),  and  at  workplaces  (including  for  use  by  light-duty  vehicle  fleets).  As 

 a  result  of  Hydro  Ottawa’s  initial  success  with  this  program,  further  federal  funding  was 

 made  available  in  2023.  Following  program  completion  in  Q4  2024,  the  program  has 

 supported  the  installation  of  1,047  EV  charging  ports  across  Hydro  Ottawa’s  service 

 territory  and  the  greater  Ottawa  region,  with  the  associated  construction  activity  adding 

 an  indirect  economic  benefit  of  approximately  $15M.  89%  of  administrative  costs  were 

 federally funded. 

 ●  Deep  Retrofit  Accelerator  Initiative  -  Following  a  competitive  application  process  in 

 2023,  Hydro  Ottawa  -  along  with  program  partners  including  the  City  of  Ottawa,  BOMA 

 Ottawa,  and  the  Ottawa  Climate  Action  Fund  -  was  selected  as  one  of  13  entities  across 

 the  country  to  deliver  NRCan’s  Deep  Retrofit  Accelerator  Initiative.  This  program,  titled 

 the  “  Ottawa  Retrofit  Accelerator  ”,  provides  an  ecosystem  of  free  support  services  from 

 Hydro  Ottawa  decarbonization  engineers  -  to  assist  commercial  customers  with  all 

 phases  of  deep  retrofits  and  energy  efficiency  upgrades  aimed  at  facility-level 

 decarbonization.  The  program  also  provides  access  to  funding  for  carbon  pathway 

 studies.  While  the  funding  period  will  be  restricted  to  three  years,  the  program  goal  is  to 

 build  capacity  and  provide  an  enduring  model  for  deployment  throughout  the  energy 

 transition.  Appropriate  decarbonization  opportunities  identified  through  CDM 

 engagement  will  be  handed  off  to  this  program  team  for  further  assessment  and  support. 

 Administrative costs are covered by federal funding and not Hydro Ottawa customers. 

 ●  Ottawa  DER  Accelerator  (ODERA)  Project  -  Hydro  Ottawa  executed  a  contribution 

 agreement  for  federal  funding  in  March  2025  in  support  of  its  ODERA  Project,  as  further 

 described  in  Section  3.6.3  of  Schedule  2-5-8  -  System  Service  Investments.  This  project 
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 represents  the  logical  next  steps  following  the  learnings  from  the  EV  Everywhere  pilot 

 referenced  below,  and  is  intended  to  further  develop  predictive  analytics  and  granular 

 demand-response  technology  for  application  to  a  larger  ecosystem  of  customer  devices 

 (e.g.  thermostats,  EV  chargers,  battery  storage  and  electric  water  heaters),  while 

 advancing  Hydro  Ottawa’s  grid  modernization  roadmap.  The  platform  would  be  deployed 

 in  a  targeted  area  of  Hydro  Ottawa’s  service  territory  with  growing  needs.  The  intent  will 

 be  to  extend  the  lifetime  of  existing  assets,  to  reduce  outages  caused  by  overloading, 

 and  to  defer  the  need  for  future  major  capital  investments  beyond  those  already  in 

 progress  (until  the  pace  of  electrification  is  better  known  and  needs  are  better 

 understood).  Although  deployment  is  initially  expected  in  a  targeted  area,  the  technology 

 will be useful in any future area of need once proven and scalable. 

 ●  Smart  Renewable  and  Electrification  Pathways,  Utility  Support  Stream  -  Hydro 

 Ottawa  was  involved  in  the  submission  of  multiple  proposals  to  NRCan  within  its 

 expression  of  interest  phase  for  the  Utility  Support  Stream  of  this  program  in  December 

 2024.  In  February  of  2025,  NRCan  confirmed  none  of  the  proposals  will  be  advanced  to 

 the  next  phase.  Although  each  proposal  differed,  each  would  have  met  the  objectives 

 outlined  by  the  program  which  included  advancing  the  integration  of  renewable 

 resources  and  DERs  for  the  benefit  of  customers.  Hydro  Ottawa  will  continue  to  look  for 

 opportunities  for  external  funding  to  support  ongoing  customer  programming  and 

 engagement. 

 The  proactive  pursuit  of  additional  program  funding  remains  an  important  core  activity,  in 

 cooperation  with  other  divisions  across  the  organization.  Any  external  funding  secured  will 

 continue  to  be  used  to  increase  engagement  opportunities  with  and  enhance  the  experience  for 

 Hydro  Ottawa’s  customers,  while  advancing  and  enabling  electrification  and  decarbonization, 

 and expediting the transition to a more intelligent, robust, and reliable distribution grid. 
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 2.4.5.   Supporting Asset Planning and Advancing NWS that Benefit Customers 
 Advancements  in  DER  technology  and  smart  home  devices  provide  an  opportunity  to  enhance 

 and  strengthen  engagement  with  an  increasing  number  of  customers  as  adoption  of  DERs 

 including  EVs,  solar  panels  and  battery  storage,  and  other  smart  home  devices  such  as 

 thermostats  and  connected  appliances  continue  to  increase  over  time.  The  increased 

 penetration  of  customer  owned  DERs  present  opportunities  for  NWS  programs  that  can  deliver 

 cost  effective  distribution  system  benefits.  As  a  result,  Hydro  Ottawa  is  investigating 

 opportunities  to  meet  OEB  expectations  around  the  identification,  evaluation,  pursuit  and 

 delivery  of  NWS  as  part  of  its  planning  process  further  described  in  Section  9.2  of  Schedule 

 2-5-4  -  Asset  Management  Process.  Efforts  related  to  these  activities  are  supported  and 

 encouraged  within  Section  6  of  the  OEB’s  Non-Wires  Solutions  Guidelines  for  Electricity 

 Distributor  s.  A current example of this collaborative  work is: 11

 ●  EV  Everywhere  -  This  pilot  project,  led  by  BluWave-ai  in  collaboration  with  Hydro 

 Ottawa,  is  designed  to  pair  predictive  analytics  with  local  demand  response 

 programming  for  EVs  and  battery  storage.  Hydro  Ottawa  has  contributed  to  the  design  of 

 the  customer  experience  (BluWave-ai  mobile  app),  recruited  trial  participants,  and 

 facilitated  on-bill  reward  payments  for  participation.  Participant  recruitment  that  launched 

 in  June  of  2024  successfully  enrolled  more  than  150  customers,  exceeding  the  initial 

 target  of  50  customers.  Additional  details  on  this  project  can  be  found  in  Section  9.2.4.1 

 of Schedule 2-5-4 - Asset Management Process. 

 Hydro  Ottawa  will  continue  to  make  use  of  insights  provided  by  customers  within  CDM  and  Key 

 Account  team  engagement  as  important  inputs  to  inform  the  NWS  evaluation  and  development 

 process.  Once  selected,  customer  engagement  for  cost-effective  NWS  programming  for 

 customers  would  leverage  the  established  relationships  and  trust  that  Hydro  Ottawa  has 

 11  Ontario Energy Board,  Non-Wires Solution Guidelines  for Electricity Distributors  , EB-2024-0118 (March  28, 2024), 
 page 24. 
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 developed  through  CDM  and  Key  Account  team  interactions.  Similar  to  efforts  described  in 

 Section  2.4.4  above,  Hydro  Ottawa  would  hold  a  key  role  in  raising  awareness  and  driving 

 participation in any NWS program delivered and operated by Hydro Ottawa. 

 2.4.6.   Industry efforts to increase LDC Customer Engagement on CDM 
 Hydro  Ottawa  has  been  committed  to  advocating  for  enhancements  to  energy  efficiency 

 programs  and  policy  mechanisms  that  offer  customers  greater  choice  and  access  to  programs, 

 an  improved  customer  experience  through  LDC  involvement,  and  solutions  that  address  the 

 growing demands on the local distribution system. 

 This  work  has  been  informed  by  customer  feedback  gathered  through  direct  interactions  and 

 Hydro Ottawa’s industry efforts have been done through the following channels: 

 ●  The EDA’s Conservation and Sustainability Council 

 ●  The OEA’s Climate Change & Energy Efficiency Committee 

 ●  The IESO-LDC working group designing an enduring and collaborative DSM framework 

 ●  The IESO-LDC working group operationalizing the eDSM Framework post 2024 

 ●  The  IESO-LDC  regulatory  working  group  determining  the  process  for  LDCs  to  deliver 

 local eDSM programming 

 The  beneficial  outcome  of  the  efforts  within  the  above  forums  is  the  Ministry’s  support  of  the 

 next  Framework  described  below,  that  provides  greater  choice  and  access  to  programming, 

 enhanced  LDC  involvement,  and  an  improved  customer  experience.  This  important  work  will 

 continue  to  contribute  to  further  meaningful  change  that  will  benefit  Hydro  Ottawa  customers 

 and help meet the growing electricity demand on Hydro Ottawa’s system. 
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 2.4.7.  Customer  Engagement  within  the  2025-2036  IESO  Electricity  Demand  Side 
 Management (eDSM) Framework 
 In  January  2025  the  Ministry  of  Energy  announced  an  enduring  eDSM  Framework  expected  to 12

 operate  through  2036.  Within  this  new  model,  LDCs  are  expected  to  hold  a  larger  role,  and  be 

 provided  with  provincial  funding  to  raise  awareness  of  and  increase  uptake  of  eDSM 

 programming.  Activities  described  in  Section  2.4.2  through  2.4.6  above  are  beyond  the  scope  of 

 the  expected  role  Hydro  Ottawa  would  hold  within  the  eDSM  framework.  Furthermore,  the 

 eDSM  framework  includes  funding  that  LDCs  can  access  to  deliver  local  eDSM  programs  that 

 address  distribution  system  needs  while  also  increasing  opportunities  for  customer 

 engagement. Refer to Section 9.2 of Schedule 2-5-4 - Asset Management Process. 

 2.5.   DISTRIBUTION ENGINEERING AND ASSET MANAGEMENT 

 With  respect  to  distribution  engineering  and  asset  management,  Hydro  Ottawa  routinely 

 engages  with  customers  and  intermediaries  to  understand  their  priorities  on  matters  ranging 

 from  reliability  and  servicing  needs,  to  capacity  planning  and  meeting  expectations  during 

 construction activities. 

 This section speaks to customer engagement in the context of: 

 i)  grid  maintenance  and  asset  management  activities  that  may  directly  impact  sub-sets  of 

 customers, including but not limited to temporary outages; 

 ii)  relationships  with  contractors  and  other  intermediaries  who  in  turn  provide 

 electricity-related  services  to  residents  of  Hydro  Ottawa’s  service  territory  and  with  whom 

 the utility interacts extensively in relation to the conduct of their businesses; 

 iii)  the  ongoing  refinement  of  the  Conditions  of  Service  (COS)  which  set  out  how  Hydro 

 Ottawa  does  business  with  customers,  contractors,  developers  and  various  other 

 parties; and 

 12  Ministry of Energy and Electrification,  IESO Directive,  New 12-year Demand Side Management (DSM) Framework 
 (November 7, 2024); and Ministry of Energy and Electrification,  Electricity Conservation and Demand-Side 
 Management Procurement Initiative  (December 19, 2024). 
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 iv)  regular  electrical  service  requests,  large  load  requests,  and  engagement  to  understand 

 customer needs and inform system planning decisions. 

 Distribution  engineering  and  asset  management  activities  are  further  guided  by  customer 

 surveys  described  in  Section  2.1.2  above  that  provide  customer  perceptions  on  reliability, 

 outage response, maintenance, and other asset planning initiatives. 

 2.5.1.   Community Relations related to Planned Work 
 Hydro  Ottawa  recognizes  that  grid  maintenance,  modernization,  and  expansion  can  temporarily 

 impact  customers.  To  minimize  disruption,  Hydro  Ottawa  proactively  engages  with  affected 

 customers,  providing  detailed  information  about  planned  work  and  potential  impacts.  This 

 includes: 

 ●  Community  consultations:  Hydro  Ottawa  conducts  project-specific  open  houses  for 

 major  infrastructure  projects,  such  as  cable  replacements,  pole  replacements,  voltage 

 conversions,  and  substation  builds.  These  consultations  provide  opportunities  for 

 customer feedback and input on impact mitigation; and 

 ●  Planned  outage  notifications:  Hydro  Ottawa  notifies  customers  of  planned  outages, 

 regardless of whether they are related to major projects. 

 Both  engagement  methods  have  evolved  in  response  to  the  pandemic  to  ensure  continued 

 effective communication with customers. 

 Of  note,  major  project  open  houses  are  designed  to  provide  customers  in  impacted  areas  with 

 the following information: 

 ●  Project overview, scope and rationale 

 ●  Anticipated customer benefits 
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 ●  Detailed description of impacted areas 

 ●  Anticipated schedule and completion timelines 

 ●  Key guiding considerations (vegetation management, complementary aesthetics, etc.) 

 ●  Required customer cooperation to facilitate access to infrastructure 

 ●  Site restoration plans 

 Early  in  a  project's  lifecycle,  Hydro  Ottawa  conducts  open  houses  to  facilitate  informal 

 interactions  between  customers  and  project  experts.  These  sessions  encourage  questions, 

 concerns,  and  feedback  from  customers,  community  associations,  and  municipal  councillors. 

 Open  houses  often  generate  valuable  feedback  that  is  incorporated  into  the  project  design, 

 fostering  positive  customer  interactions  and  improved  project  outcomes.  Examples  of  integrated 

 customer feedback include: 

 ●  Grenfell  Glen  Pole  Replacement  Project:  Customers  noted  their  concerns  with 

 vegetation  in  and  around  utility  equipment.  In  response,  some  trees  were  removed  and 

 hedges relocated, so as to reduce the risk of contact with wires and resulting outages. 

 ●  Piperville  Municipal  Transformer  Station:  A  formal  Environmental  Assessment 

 process  involved  multiple  rounds  of  consultation  with  local  residents,  during  which  many 

 questions  were  posed  about  both  the  project  in  general  and  the  specific  function  of 

 substations.  Hydro  Ottawa  took  note  of  concerns  from  immediate  neighbours  regarding 

 the  visual  impact  of  situating  the  new  substation  on  what  had  been  a  vacant  forested  lot. 

 These  neighbours  unanimously  concluded  that  establishment  of  a  new  tree  screen  was 

 the preferred mitigation approach, and it was incorporated into the project design. 

 Positive  customer  interactions  during  open  houses  foster  constructive  relationships  throughout 

 project lifecycles, such as facilitating access to customer property for necessary work. 
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 To  ensure  the  safety  of  both  staff  and  customers  following  the  onset  of  the  COVID-19  pandemic 

 in  2020,  Hydro  Ottawa  transitioned  to  virtual  open  houses  in  2020,  offering  increased 

 accessibility  through  multiple  time  slots.  In  2023,  a  hybrid  approach  was  adopted  and  continues 

 to  be  used,  providing  both  virtual  and  in-person  options  for  customer  participation.  This  flexible 

 format ensures ongoing effective communication and engagement with customers. 

 Hydro  Ottawa  conducted  35  public  open  houses  between  January  2021  and  December  2023, 

 relating  to  14  different  major  projects,  as  well  as  participated  in  additional  Hydro  One  and  City  of 

 Ottawa  open  houses.  Hydro  Ottawa  participants  typically  included  the  project  manager,  planning 

 engineers,  a  design  supervisor,  communications  experts  and  additional  technical  experts  as 

 required. 

 Table 9 – 2021 Planned Work Virtual Open Houses 

 Project  Date  Description 
 Fallowfield  January 11  Cable replacement 

 Fallowfield  January 12  Cable replacement 

 Sunview  February 8  Cable replacement 

 Sunview  February 9  Cable replacement 

 Beaverbrook Ph1  March 22  Cable replacement 

 Beaverbrook Ph 1  March 23  Cable replacement 

 Blackburn  March 24  Cable replacement 

 Blackburn  March 25  Cable replacement 

 Britannia Bay  March 29  Pole replacement 

 Britannia Bay  March 30  Pole replacement 

 Bells Corners  April 12  Station expansion 

 Bells Corners  April 13  Station expansion 

 Cahill Drive Cable Renewal  August 30  Cable replacement project 

 Cahill Drive Cable Renewal  August 31  Cable replacement 
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 Table 10 – 2022 Planned Work Virtual Open Houses 

 Project  Date  Description 
 Sunview Ph 2  February 15  Cable replacement 

 Sunview Ph 2  February 15  Cable replacement 

 Beaverbrook Ph 3  February 17  Cable replacement 

 McCarthy  February 22  Cable replacement 

 Fisher Avenue  March 8  Pole replacement 

 Fisher Avenue  March 8  Pole replacement 

 Maryland Avenue  March 9  Pole replacement 

 Maryland Avenue  March 9  Pole replacement 

 Blackburn - Eastpark  May 3  Cable replacement 

 Blackburn - Eastpark  May 3  Cable replacement 

 Fortune Ph 2  August 4  Cable replacement 

 Fortune Ph 2  August 4  Cable replacement 

 Grenfell Glen  August 9  Pole replacement 

 Grenfell Glen  August 9  Pole replacement 
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 Table 11 – 2023 Planned Work Open Houses 

 Project  Date  Location (Virtual or 
 on-premise)  Description 

 Bilberry  May 3  Virtual  Cable replacement 

 Bilberry  May 3 
 RoyG.Hobbs Community 
 Centre, 109 Larch Crescent, 
 Orléans ON K1E 1A2 

 Cable replacement 

 Merivale Transformer 
 Station Modernization 
 Project 

 March 6 
 Tanglewood Park Community 
 Centre, 30 Woodfield Dr, 
 Nepean, ON K2G 3Y5 

 Hydro One  modernizing and 
 expanding its Merivale 
 Transformer Station. As part of the 
 Hydro One open house, Hydro 
 Ottawa overviewed the relocation 
 and reconfiguration of the existing 
 overhead and underground 
 electrical system required to 
 accommodate Hydro One’s design 

 Piperville Municipal 
 Transformer Station  April 20  Virtual 

 Introduction and overview of a 
 proposal to construct a new 
 Municipal Transformer Station in 
 Osgoode Ward 

 Piperville Municipal 
 Transformer Station  April 20  Anderson Links Golf Course, 

 4175 Anderson Road 

 Introduction and overview of a 
 proposal to construct a new 
 Municipal Transformer Station in 
 Osgoode Ward 

 Piperville Municipal 
 Transformer Station  November 30  Virtual 

 Overview of Piperville 
 Environmental Study Report 
 findings 

 Piperville Municipal 
 Transformer Station  November 30  Anderson Links Golf Course, 

 4175 Anderson Road 

 Overview of Piperville 
 Environmental Study Report 
 findings 

 As  noted  above,  Hydro  Ottawa  provides  systematic  notification  of  planned  work  that  is 

 anticipated  to  result  in  power  outages,  whether  in  connection  with  a  major  project  or  not.  This 

 form  of  customer  engagement  also  evolved  significantly  and  became  more  important  in  light  of 

 the  COVID-19  pandemic.  The  increased  reliance  on  electricity  from  more  people  working  and 

 conducting  business  from  home  led  to  greater  sensitivity  to  power  interruptions.  This  heightened 

 sensitivity  underscored  the  importance  of  proactive  communication  and  engagement  regarding 
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 planned  outages.  T  o  address  this,  Hydro  Ottawa  formed  a  cross-functional  working  group  to 

 improve  its  outage  notification  process.  Formalized  in  2021,  the  notification  process  now  tailors 

 communication methods to the scope and impact of each outage. Enhancements include: 

 ●  Reinstating printed letters; 

 ●  Creating a dedicated inbox for planned outage inquiries; and 

 ●  Expanding communication with councillors, community associations, and business 

 improvement associations. 

 Hard-copy letters delivered to impacted customers include the following information: 

 ●  Expected dates, times and duration of anticipated outages; 

 ●  Type of work being done and scope of other impacts (e.g. road, sidewalk and bike lane 

 closures, impacts to community spaces, tree trimming, etc.); 

 ●  Involvement of and coordination with the municipality or other utilities, if applicable; 

 ●  On-site contractors, if applicable; and 

 ●  Contact information for questions or feedback. 

 Additional communication channels used for planned work notifications include: 

 ●  Automated phone, text or email notifications to all impacted customers; depending on 

 the communication preferences indicated on their Hydro Ottawa account; 

 ●  Notices posted to Hydro Ottawa’s website and shared on the outage map when a power 

 interruption is active; 

 ●  Dedicated web pages for major projects; and 

 ●  Notices emailed to municipal councillor(s) in affected ward(s). 
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 Recognizing  the  importance  of  municipal  councillors  as  a  communications  conduit,  a  dedicated 

 email  address  was  also  created  that  allows  councillors  to  easily  share  feedback  from  their 

 constituents  with  Hydro  Ottawa.  Table  12  below  shows  the  number  of  communication  products 

 developed over the 2021-2023 period. 

 Table 12 - Planned Work Notifications 

 Type of Communication  2021  2022  2023 13

 Planned  Work  Packages  (customer  letter,  website 
 posting, councillor notification)  353  505  296 

 Unique Web Posts  493  431  334 

 TOTAL  846  936  630 

 Advance  engagement  with  customers  with  respect  to  impacts  arising  from  the  maintenance, 

 modernization  and  expansion  of  the  electricity  grid  is  a  crucial  means  of  building  trust  with 

 customers,  as  well  as  with  Hydro  Ottawa’s  stakeholders.  In  providing  timely  and  robust  advance 

 notification  and  engagement  opportunities,  Hydro  Ottawa  demonstrates  its  commitment  to 

 customer  service,  and  its  understanding  of  and  responsiveness  to  customer  views.  Furthermore 

 assuring  customer  and  community  acceptance  of  the  necessary  work,  strengthening  its 

 corporate  reputation,  and  enabling  feedback  that  can  serve  as  a  basis  for  continuous 

 improvement in project execution. 

 2.5.2.   Contractors and Other Intermediaries 
 Hydro  Ottawa  engages  extensively  with  electrical  contractors  who  work  in  the  City  of  Ottawa 

 and  the  Village  of  Casselman  who  provide  electricity-related  services  to  customers  in  Hydro 

 Ottawa’s  service  territory.  Key  relationships  include  electrical  and  construction  contractors,  and 

 a  range  of  real  estate  and  development  professionals.  Hydro  Ottawa  interacts  extensively  with 

 these  groups  in  relation  to  the  conduct  of  their  businesses  and  views  these  stakeholders  as 

 13  Note that in 2023, Hydro Ottawa experienced an 84-day  strike, where no planned work was completed. 
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 customers  in  their  own  right,  with  whom  it  endeavours  to  provide  responsive  service.  Through 

 engaging  with  contractors,  Hydro  Ottawa  seeks  to  better  enable  the  provision  of  safe  and 

 high-quality electricity-related services in its service territory. 

 This  engagement  is  primarily  via  the  Ontario  Electrical  League  (OEL)  and  the  Electrical 

 Contractors  Association  of  Ottawa  (ECA  Ottawa).  These  associations  are  useful  means  of 

 conveying  information  on  matters  such  as  revisions  to  Hydro  Ottawa’s  COS,  regulatory  and 

 safety  developments,  and  operational  and  procedural  updates  (relating,  for  example,  to  intake  of 

 service  requests  and  to  DER  and  EV  connections).  Through  the  timely  provision  of  information, 

 prompt  responses  to  questions,  and  the  soliciting  of  feedback,  Hydro  Ottawa  helps  to  ensure 

 that  issues  of  mutual  concern  are  addressed  and  that  these  relationships  are  continuously 

 improved. 

 Hydro  Ottawa  is  also  an  active  member  of  the  Greater  Ottawa  Home  Builders’  Association 

 (GOHBA),  which  represents  the  building,  land  development  and  professional  renovation 

 industry,  and  participates  in  its  monthly  meetings.  Similar  to  its  engagement  with  OEL  and  ECA 

 Ottawa,  this  engagement  provides  an  opportunity  to  update  GOHBA  members  on  changes  with 

 respect  to  Hydro  Ottawa’s  COS,  as  well  as  with  respect  to  technical  standards,  specifications 

 and processes. Feedback is sought on issues and improvement opportunities. 

 Beyond  its  association  involvement,  Hydro  Ottawa  has  also  purpose-designed  engagement 

 mechanisms  for  these  important  intermediaries  and  customers.  Since  2021,  Hydro  Ottawa’s 

 Distribution  Design  Team  has  interacted  as  needed  (typically  driven  by  active  projects  for 

 customers)  with  contractors,  architects  and  developers.  These  interactions  are  aimed  at 

 fostering  dialogue,  gathering  feedback,  aligning  expectations  and  enhancing  overall 

 relationships.  Discussions  also  encompass  the  status  of  ongoing  projects  and  upcoming 

 developments.  More  regular  meetings  are  sometimes  set  up  on  a  quarterly,  or  monthly  basis 
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 with  major  developers  or  developers  with  multiple  active  projects.  Improved  project 

 communication and more streamlined project intake processes have resulted from this dialogue. 

 Hydro  Ottawa  intends  to  re-initiate  regular  developer  forums  in  2025  that  paused  in  2021  as  a 

 result  of  the  pandemic.  These  forums  are  open  to  all  residential  developers  and  other  key 

 stakeholders,  and  provide  a  further  opportunity  to  inform  this  stakeholder  group  of  changes  in 

 personnel, policy, costing models, and service level agreements. 

 2.5.3.   Conditions of Service Engagement 
 Hydro  Ottawa’s  COS  represents  the  contract  between  Hydro  Ottawa  and  its  customers.  They 

 outline  how  they  do  business  together  and  address  such  matters  as  rates,  billing  and  electrical 

 service  connections,  while  referencing  associated  regulations  and  codes.  The  COS  are  revised 

 regularly  through  the  work  of  a  Conditions  of  Service  Working  Group  (COSWG).  This  internal, 

 cross-functional  team  has  representation  from  all  corporate  divisions  that  deliver  on  and/or  are 

 impacted by the services described in the COS document. 

 COSWG  representation  includes  Distribution  Design,  Standards,  Metering,  Customer  Service, 

 Key  Accounts,  Finance,  Legal,  Regulatory  Affairs,  Communications  and  Public  Affairs.  In 

 addition  to  updating  content  –  and  in  keeping  with  Hydro  Ottawa’s  strategic  priorities  –  the 

 COSWG  continually  strives  to  make  the  COS  more  customer-centric,  enhance  service  offerings 

 and  facilitate  ease-of-doing  business  with  Hydro  Ottawa.  The  utility  recognizes  the  important 

 role of the COS with respect to meeting evolving customer expectations. 

 The  COSWG  gathers  feedback  and  compiles  edits  on  an  ongoing  basis  as  a  regular  business 

 activity,  in  contrast  to  the  previous  practice  of  reviewing  and  revising  content  as  part  of  a  special 

 project  every  few  years.  Ongoing  refinements  are  informed  by  customer  feedback  received  by 

 employees while in the field and through channels that include telephone, website and email. 
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 Prior  to  the  filing  of  a  revised  COS,  Hydro  Ottawa  solicits  customer  comments  through  the 

 following channels: 

 ●  On-bill messages, all customer classes, for five consecutive weeks; 

 ●  On-hold messages - first position for four consecutive weeks; 

 ●  Hydro Ottawa website homepage banner, posted for five consecutive weeks; 

 ●  Hydro Ottawa dedicated Conditions of Service web page - Banner and feedback form 

 posted for 5 consecutive weeks; 

 ●  Article in the residential customer newsletter,  Energy Talks  ; 

 ●  Article in internal employee communication,  Employee Connect  ; 

 ●  Printed version available in Hydro Ottawa Eastern Campus Administrative Building with 

 customer feedback form 14

 ●  Social media posts, with a “countdown date to send feedback” and reminder the day 

 before the feedback period closes 

 ●  Letters for industry associations, and contractors - sent by Key Accounts; 

 ●  Notice of feedback period in an Update to Council and Memo to the Hydro Ottawa 

 Limited Board; 

 ●  Hydro Ottawa’s website online feedback form, email and mail; 

 ●  Customer Service Representatives and Call Centre Agents forward customer feedback 

 to Hydro Ottawa’s dedicated COS email address:  conditionsofservice@hydroottawa.com 

 14  Version 9 was not available in this format due to  COVID-19 restrictions. 
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 Table 13 – Conditions of Service Updates Since Version 8 in 2021 

 Version  Date 
 V8  In effect December 1, 2021 

 V9  In effect January 16, 2023 

 V9 – Update  To incorporate EV-related appendix as mandated by OEB – posted 
 and in effect as of May 27, 2024 

 V10  Anticipated to be in effect in 2025 

 A summary of changes to Hydro Ottawa’s COS since the last rebasing Application is available in 

 Schedule 1-1-4 Administration. 

 2.5.4.   Electrical Service Requests and Customer Input for System Planning 
 Hydro  Ottawa  receives  many  customer  requests  for  various  electrical  service  needs,  from  new 

 service  connections  to  major  projects.  These  requests  come  into  Hydro  Ottawa  through  a 

 variety  of  channels,  from  the  Service  Desk  to  the  Key  Accounts  team,  or  direct  to  the 

 Distribution  Design  team.  Hydro  Ottawa  uses  an  online  service  request  form  submitted  by 

 customers  via  Hydro  Ottawa’s  MyAccount  portal  to  efficiently  manage  these  requests  across  the 

 teams  that  support  them.  Smaller  requests  like  connecting  a  new  home  or  upgrading  services 

 are  handled  by  the  service  desk  and  layout  department.  Larger  projects,  including  large  load 

 requests  or  those  requiring  system  expansion  or  relocation  of  existing  equipment,  are  handled 

 by  the  distribution  design  team.  Often  supported  by  the  Key  Accounts  team,  the  distribution 

 design  team  may  engage  directly  with  the  customer  to  better  understand  the  size,  timing,  and 

 other  details  of  their  load  request,  in  order  to  ensure  accurate  information  feeds  into  the  system 

 planning  process.  These  engagements  also  provide  opportunity  for  technical  advice,  exploring 

 innovative  solutions,  and  offering  support  in  understanding  the  connection  process.  Customer 

 interactions  through  the  handling  of  these  various  requests  have  helped  inform  improvements  to 

 streamline  these  requests  and  enhance  outcomes  across  the  customer  journey.  Please  refer  to 

 Section  3.2.4  of  Schedule  1-3-4  -  Facilitating  Innovation  and  Continuous  Improvement  for  an 
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 explanation  of  the  related  cost  savings  for  the  Customer  Relationship  Management  (CRM) 

 Platform Implementation. 

 Similarly,  through  the  Integrated  Regional  Resource  Plan  (IRRP)  process,  which  is  open  to  the 

 public,  Hydro  Ottawa  is  available  to  engage  with  any  customer  looking  to  provide  input  to  this 

 process.  To  support  the  goals  of  the  IRRP,  Hydro  Ottawa  proactively  engages  with  stakeholders 

 directly  and  coordinates  direct  engagement  between  IESO,  Hydro  Ottawa  and  some  large 

 customers whose future plans might have a material impact on overall system planning. 

 Further  information  regarding  how  Hydro  Ottawa’s  distribution  and  asset  management  team 

 coordinates  planning  with  third  parties  can  be  found  in  Schedule  2-5-2  -  Coordinated  Planning 

 with Third Parties. 
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 CUSTOMER EXPERIENCE STRATEGY 

 1.  INTRODUCTION AND OVERVIEW 
 The  2026-2030  Customer  Experience  Strategy  is  built  upon  Hydro  Ottawa’s  commitment  to 

 providing  best-in-class  customer  service,  including  supporting  shifting  customer  behaviours  in  a 

 rapidly  evolving  energy  landscape.  As  such,  the  Customer  Experience  Strategy  is  intended  to 

 be  both  agile  and  flexible  to  respond  to  the  dynamic  business  environment  in  which  the  strategy 

 will be implemented. 

 This  overview  begins  by  taking  a  customer-centric  lens  of  key  change  drivers  and  overarching 

 corporate  objectives.  It  then  discusses  key  elements  of  the  strategic  alignment  with  customer 

 perspectives,  and  elaborates  on  the  dynamic  business  environment  in  which  the  strategy  will  be 

 implemented.  Finally,  it  describes  the  four  pillars  of  key  activities  that  are  the  core  of  the 

 strategy,  the  foundations  that  were  built  during  the  2021-2025  period  and  the  anticipated  focal 

 points in 2026-2030. 

 2.  CUSTOMER & MARKET CONTEXT 
 The  energy  landscape  is  evolving  rapidly  and  is  shaped  by  several  converging  factors.  Firstly,  a 

 generational  shift  is  underway,  with  Gen  Z  and  Millennials  now  constituting  the  majority  of  the 

 population.  This  cohort  is  influencing  how  energy  providers  communicate,  requiring  the 

 providers  to  leverage  new  and  emerging  technologies  to  connect  with  and  keep  customers 

 informed.  They  prioritize  sustainability  and  purposeful  consumption,  influencing  their  energy 

 choices  and  expectations.  Secondly,  geopolitical  events  and  the  focus  on  decarbonization  have 

 placed  energy  security  and  sustainability  at  the  forefront  of  both  public  and  private  discourse. 

 This  has  intensified  the  pressure  on  energy  providers  to  adopt  sustainable  practices  and  offer 

 green  solutions.  Thirdly,  societal  changes  such  as  remote  work  and  the  pursuit  of  sustainable 

 lifestyles  are  reshaping  consumer  behavior  and  energy  consumption  patterns.  Customers  are 

 increasingly  seeking  green,  clean  energy  solutions,  premium  services  at  affordable  prices,  and 
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 greater  control  over  their  energy  use,  including  the  ability  to  integrate  behind-the-meter  solutions 

 with Hydro Ottawa’s grid. 

 Finally,  the  rapid  acceleration  of  technology  is  creating  mass  amounts  of  data,  connecting  digital 

 and  physical  worlds,  and  lowering  the  cost  of  things  like  renewables  faster  than  ever.  The  rise  of 

 generative  Artificial  Intelligence  isn’t  just  disrupting  the  customer  experience;  it  is  also  leading  to 

 companies  that  are  demanding  enormous  power  for  their  data  center  operations.  This  is  already 

 happening  across  the  communities  Hydro  Ottawa  serves,  creating  new  challenges  and 

 opportunities  which  necessitate  proactive  management  of  energy  resources.  At  the  same  time, 

 the  proliferation  of  digital  tools  and  services  is  transforming  customer  expectations.  Customers 

 are  now  more  informed  and  empowered,  demanding  greater  access  to  information, 

 personalized  services,  and  seamless  digital  experiences.  In  this  dynamic  environment,  Hydro 

 Ottawa  must  be  agile,  flexible  and  responsive  to  meet  the  evolving  needs  of  its  customers. 

 Therefore,  this  Customer  Experience  Strategy  prioritizes  customer  engagement, 

 personalization and self-serve, energy enablement, and operational effectiveness. 

 Hydro  Ottawa  has  seen  a  rise  in  customers  wanting  to  participate  in  the  energy  ecosystem,  and 

 are  therefore  looking  to  us  to  provide  more  access  to  their  information  to  help  inform  choices 

 and  behaviours.  Additionally,  customers  are  looking  for  opportunities  to  connect  their  behind-the 

 meter  solutions  such  as  battery  storage  and  EV  chargers  and  interact  with  Hydro  Ottawa’s  grid 

 by  either  feeding  energy  back  or  helping  balance  the  grid  by  reducing  energy  use  during  peak 

 times.  Hydro  Ottawa  has  looked  at  these  changing  customer  expectations  through  the  lens  of 

 ease  of  doing  business  and  the  scope  and  complexity  of  engagement  with  the  utility.  Increased 

 and  enhanced  opportunities  for  digital  engagement  and  service  provision  will  be  a  primary  focal 

 point  in  2026-2030.  In  tandem  with  further  process  automation  and  enhanced  data  leveraging, 

 this  will  position  Hydro  Ottawa  to  better  meet  service  expectations,  while  at  the  same  time 

 achieving what are ultimately customer-benefitting efficiency improvements. 
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 A  transition  toward  a  more  electrified  future  is  touching  every  consumer  and  business  in  some 

 way.  Increasingly,  consumers  and  organizations  are  feeling  the  impacts  in  their  day  to  day  lives 

 and  operations.  Pressures  on  consumer  energy  affordability  and  increasing  choices  related  to 

 new  energy  programs,  products  and  services  are  making  many  customers  feel  overwhelmed 

 and  reluctant  to  engage.  While  some  are  leaning  in  to  adopt  new  technologies  and  change 

 behaviors,  others  may  feel  left  out  or  left  behind.  Hydro  Ottawa’s  Customer  Experience  Strategy 

 is  centered  on  the  concept  that  many  customers  are  likely  to  want  to  take  in  the  management  of 

 their  energy  needs.  It  is  therefore  designed  in  part  to  keep  pace  with  the  significant  change  this 

 will drive over time in the form and nature of customer interactions. 

 Reliable,  safe  and  secure  energy,  along  with  affordability,  continues  to  be  the  drivers  for 

 consumers.  As  such,  reliability  and  affordability  remain  Hydro  Ottawa’s  touchstones  where 

 customer value delivery is concerned. 

 3.  STRATEGIC FRAMEWORK 
 Hydro  Ottawa’s  Customer  Experience  Strategy  during  the  upcoming  five-year  period  will  be 

 guided  by,  and  respond  to,  the  broader  strategic  objectives  which  orient  Hydro  Ottawa’s 

 business  activity  as  well  as  high-level  change  drivers  which  are  influencing  the  external 

 environment  in  which  this  activity  is  carried  out.  These  key  strategic  guideposts  were  embedded 

 within  and  provided  the  framework  for  Hydro  Ottawa’s  2021-2025  Strategic  Direction,  and  will 

 continue  to  shape  the  utility’s  strategy  in  2026-2030.  While  they  are  intended  to  support  the 

 achievement  of  Hydro  Ottawa’s  overall  corporate  mission  and  vision,  they  also  align  with  its 

 sustained  determination  to  situate  customer  value  at  the  centre  of  all  business  operations  and 

 activity.  Accordingly,  the  2026-2030  Customer  Experience  Strategy  outlined  herein  begins  with  a 

 reaffirmation  of  the  utility’s  core  strategic  objectives  and  an  examination  of  the  change  drivers 

 through a customer lens. 
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 3.1.   OBJECTIVES 
 Against  the  backdrop  of  accelerating  and  wide-ranging  change  in  its  business  environment, 

 Hydro  Ottawa  has  defined  an  eight-point  strategy  (see  Figure  1  below),  which  it  will  continue  to 

 pursue  in  2026-2030.  The  objectives  underpinning  this  strategy  reflect,  in  part,  the  determination 

 to  more  fully  integrate  sustainability  across  the  utility’s  business  practices.  All  of  these  strategic 

 objectives  are  customer-relevant  (especially  the  commitment  to  provide  best-in-class  customer 

 service),  and  several  explicitly  support  key  elements  of  Hydro  Ottawa’s  value  proposition  and 

 Customer Experience Strategy. 

 Figure 1  – Hydro Ottawa’s Strategic Objectives 

 3.2.   CHANGE DRIVERS THROUGH A CUSTOMER LENS 
 The  formulation  of  Hydro  Ottawa’s  eight-point  strategy  was  influenced  in  significant  measure  by 

 a  set  of  key  change  drivers,  which  the  utility  refers  to  as  the  “5  Ds”  (Decarbonization, 

 Digitization,  Decentralization,  Diversification,  Demographics).  Their  combined  effect  continues  to 

 transform  the  utility’s  business,  operating,  and  political  landscape,  including  the  customer  needs 

 and expectations that it must address. 
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 Each  of  the  change  drivers  plays  out  at  multiple  levels.  Their  impact  is  reflected  in  the  evolution 

 of  the  provincial  electricity  grid,  while  also  cascading  downward  to  influence  local  grid  design 

 and  operation,  and  even  household  connections  and  energy  use.  The  change  drivers  are  briefly 

 described below. 

 Decarbonization  –  Cross-industry  trends  are  reshaping  energy  and  beyond  including 

 exponential  growth  of  renewables,  innovation  in  energy  storage,  and  mass  electrification. 

 Customers  are  looking  to  the  electricity  grid  as  a  key  pathway  to  reduce  their  carbon  emissions 

 in  response  to  climate  change.  The  drive  to  reduce  global  carbon  emissions  is  the  central 

 driving  force  behind  this  transition  and  is  reshaping  customer  demands.  Responding  in  part  to 

 policy  and  regulatory  signals,  customers  are  increasingly  seeking  to  alter  their  energy 

 consumption  and  electrical  load  profiles  in  ways  that  will  lighten  their  carbon  footprints. 

 Additional  motivations  include  cost  control,  the  improved  reliability  and  self-sufficiency 

 sometimes  associated  with  alternative  supply  arrangements,  and  a  sense  of  personal  or 

 corporate  environmental  responsibility.  These  are  contributing  factors  behind  higher  load 

 requests  from  commercial  and  industrial  customers,  and  is  providing  a  greater  opportunity  for 

 Hydro  Ottawa  to  step  forward  as  a  trusted  advisor  and  energy  partner,  helping  all  customer 

 segments  navigate  the  complexities  of  decarbonization  while  keeping  a  focus  on  the  overall 

 needs of the communities we serve. 

 Digitization  –  Customers  are  demonstrating  an  ever  stronger  preference  to  interact  with  utilities 

 and  other  service  providers  digitally  –  at  times,  locations,  and  via  platforms  of  the  customer’s 

 choice.  Digitization  is  not  just  changing  how  we  engage  with  our  customers—it's  redefining  the 

 utility’s  role  in  their  lives.  Customers  expect  seamless  digital  experiences,  and  we're  meeting 

 those  expectations  by  empowering  them  with  self-service  tools,  by  providing  granular  energy 

 data,  and  by  offering  personalized  recommendations  through  AI-powered  platforms.  In  parallel, 

 digital  tools,  technologies  and  interconnectivity  are  being  leveraged  to  better  manage  the  grid 

 and  minimize  outages,  further  advancing  the  customer  interest  in  reliability.  Hydro  Ottawa  is  also 

 looking  ahead,  anticipating  customer  needs  by  proactively  offering  energy-saving  programs  and 
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 helping  them  navigate  the  evolving  energy  landscape.  As  trusted  advisors,  the  utility  is 

 committed  to  leading  the  transition  to  a  clean  energy  future,  guiding  customers  towards  greater 

 sustainability  and  empowering  them  to  participate  in  innovative  programs  like  demand  response 

 and  leveraging  distributed  energy  resources  (DERs).  Throughout  this  journey,  Hydro  Ottawa 

 remains  dedicated  to  cyber  security,  data  privacy,  and  seamless  omnichannel  communication, 

 ensuring  our  customers  have  the  information  and  support  they  need  to  thrive  in  a  more  digitized 

 and decarbonized world. 

 Decentralization  –  The  future  of  energy  is  increasingly  becoming  more  decentralized  and 

 dynamic,  driven  by  the  convergence  of  several  powerful  forces.  As  we  electrify  our  lives  –  from 

 transportation  and  heating  to  industrial  processes  –  we're  witnessing  a  surge  in  electricity 

 demand.  Customers  again  are  increasingly  driving  this  trend,  through  growing  interest  in  DERs 

 such  as  renewable  generation  and  energy  storage.  This  presents  both  a  challenge  and  an 

 opportunity  for  Hydro  Ottawa.  To  meet  this  growing  need,  we  are  expanding  capacity  and 

 embracing  a  more  decentralized  approach.  We  will  empower  customers  to  extend  their  role  from 

 consumption  alone  into  energy  production  and  management,  and  if  strategically  deployed  and 

 utilized  these  can  help  address  grid  limitations  and  moderate  capital  investment  requirements. 

 Hydro  Ottawa  views  a  smart  grid  seamlessly  integrating  DERs  such  as  rooftop  solar,  electric 

 vehicles  (EVs),  and  battery  storage,  empowering  customers  to  become  active  participants  in 

 managing  energy  use.  This  creates  opportunities  not  only  to  help  balance  the  grid  and  enhance 

 reliability,  but  also  to  defer  costly  infrastructure  upgrades  and  create  a  more  sustainable  energy 

 future.  In  Ottawa,  this  transformation  is  particularly  critical  as  the  city  evolves,  with  changing 

 work  patterns  and  densification  driving  the  need  for  adaptable  energy  solutions.  This  future 

 promises  a  more  resilient,  efficient,  and  customer-centric  energy  landscape,  where  utilities  and 

 customers collaborate to create a brighter energy future for all. 

 Diversification  –  Diversification  is  essential  for  Hydro  Ottawa  to  operate  in  the  evolving  energy 

 landscape.  As  customers  become  more  energy-conscious  and  adopt  new  technologies,  the 

 traditional  business  model  will  change.  Hydro  Ottawa  customers  will  increasingly  be  able  to 

 meet  their  energy  needs,  and  potentially  those  of  their  neighbour  or  other  customers,  while 
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 purchasing  less  electricity.  This  presents  both  revenue  risks  and  opportunities  to  expand  service 

 offerings  and  capitalize  on  new  markets  like  renewable  energy  and  smart  home  technologies. 

 Hydro  Ottawa  is  well-positioned  for  success  due  to  its  strong  customer  relationships,  early 

 adoption  of  diversification,  and  strategic  partnerships.  Meeting  evolving  customer  expectations 

 requires  a  focus  on  empowerment,  providing  choice  and  flexibility,  delivering  seamless  digital 

 experiences,  and  supporting  sustainability  initiatives.  Embracing  innovation  and  understanding 

 the  evolving  needs  of  the  community  will  ensure  a  resilient  and  customer-centric  future  for 

 Hydro Ottawa. 

 Demographics  –  This  final  change  driver  encompasses  the  shifting  characteristics  of  the 

 customer  base.  The  future  of  customer  service  in  the  utility  industry  hinges  on  embracing  a 

 customer  base  that  is  diverse,  digitally  enabled  and  expects  high  service  quality  and 

 sustainability.  Energy  consumption  and  related  needs  are  further  influenced  by  significant 

 socio-economic  trends,  including  the  restructuring  of  employment  relationships  and  recently 

 intensified  cost-of-living  pressures.  Balancing  investment  needs  to  meet  the  evolving  needs  of 

 the  community  with  affordability  is  paramount.  Hydro  Ottawa  communities  are  experiencing  a 

 rise  in  multi-generational  households,  an  aging  population,  increasing  digital  fluency,  and  a 

 growing  reliance  on  financial  assistance.  Furthermore,  communities  in  Hydro  Ottawa’s  territory 

 have  a  highly  transient  population,  with  many  students  and  young  professionals,  and  a  diverse 

 linguistic  landscape.  Simultaneously,  the  business  landscape  is  shifting,  with  a  surge  in  Ottawa’s 

 technology  sector,  more  remote  work,  and  an  increased  focus  on  decarbonization.  Adapting  to 

 these  changes  requires  offering  more  personalized  support  and  accessible  online  tools,  as  well 

 as  tailoring  communication  to  diverse  audiences.  This  includes  providing  resources  and  support 

 to  help  customers  manage  their  energy  costs,  offering  flexible  energy  solutions  for  businesses, 

 and  meeting  the  evolving  expectations  of  customers  who  demand  proactive  communication  and 

 seamless  digital  experiences.  Understanding  and  responding  to  these  evolving  needs  of 

 residential  and  business  customers  will  build  stronger  relationships  and  ensure  an  inclusive  and 

 equitable energy experience for everyone in Ottawa. 
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 4.  BUSINESS ENVIRONMENT 
 Flowing  in  large  measure  from  the  5  Ds  and  the  strategic  imperatives  described  above,  the 

 discussion  below  focuses  on  the  customer-relevant  features  of  Hydro  Ottawa’s  business 

 environment  over  the  2026-2030  period.  These  in  turn  constitute  the  main  themes  that  this 

 Customer Experience Strategy is centered around. 

 4.1.  CENTRALITY OF ELECTRICITY 
 Electricity  already  plays  a  crucial  role  in  society  -  powering  homes,  businesses,  and  fueling 

 economic  growth.  With  a  drive  toward  decarbonization,  population  and  industrial  growth,  and 

 the  increasing  role  of  technology  like  AI,  it  is  poised  to  become  even  more  central  in  the  lives  of 

 all  energy  consumers.  The  ability  to  meet  increasing  demand  for  safe,  clean,  and  reliable 

 electricity  will  be  critical  in  enabling  Ontario  and  all  electricity  consumers  to  meet  their  economic, 

 environmental, and technology goals. 

 Electrification  is  the  single  most  important  means  of  achieving  targeted  decarbonization,  since 

 electricity  is  one  of  the  most  readily  deployable  alternatives  to  fossil  fuels  in  many  contexts. 

 Electrification  efforts  are  already  advancing  rapidly  within  Hydro  Ottawa’s  service  territory,  in 

 both  the  residential  and  commercial  segments.  Many  customers  are  eagerly  adopting  new 

 technologies  such  as  EVs,  investing  in  building  retrofits,  and  seeking  expanded  access  to 

 renewable electricity (sometimes through DERs). 

 This  momentum  is  driven  in  part  by  targets  set  at  all  levels  of  government,  which  mandate 

 further  and  ambitious  carbon  reductions  over  the  rest  of  this  decade  and  beyond.  Corporate  and 

 institutional  commitments  are  a  further  driver,  and  are  influenced  in  some  instances  by 

 additional  targets  and  standards  originating  in  external  markets.  In  Ottawa  specifically  a  number 

 of  enterprises  will  be  bound  by  requirements  defined  in  global  head  offices,  which  will  likely 

 trend towards even more aggressive decarbonization levels. 
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 Table 1 - Greenhouse Gas Emissions Reduction Targets 

 2030 Target  2050 Target/Projection 
 Canada  1  40-45% GHG reductions below 2005 

 levels 
 Net zero emissions economy wide 

 Ontario  30% GHG reductions below 2005 levels  80% GHG reduction below 1990 
 levels 

 Ottawa  2  68% community GHG reductions below 
 2012 levels 

 100% community GHG reductions 
 below 2012 levels 

 Customers  expect  system  capacity  to  keep  pace  with  both  population  and  electrification 

 demands.  This  means  proactively  expanding  our  system  capacity  to  meet  the  increasing 

 demand  for  power  and  changes  in  customer  load  profiles.  This  will  ensure  that  all  customers, 

 especially in high growth areas, enjoy uninterrupted service. 

 In  its  more  recent  annual  forecast,  released  in  October  2024,  the  Independent  Electricity 

 System  Operator  increased  its  projection  of  electricity  demand  growth  in  Ontario,  forecasting 

 that  annual  consumption  will  rise  by  75%  from  151  terawatt-hours  in  2025  to  263  TWh  in  2050.  3 

 Energy-intensive  data  centers  (supporting  the  rapid  advancements  in  AI  technology  and  usage) 

 and  new  EV  and  supply  chain  facilities  are  accelerating  the  pace  of  demand  growth.  EV 

 adoption  also  represents  the  largest  single  driver  of  increased  electricity  demand,  representing 

 close  to  one  third  of  new  demand  by  2035  alone.  Projections  of  national  electricity  demand 

 growth  tied  specifically  to  the  achievement  of  net  zero  emissions  by  2050,  such  as  those  from 

 the Canadian Climate Institute are even higher.  4 

 The  challenge  need  not,  however,  be  met  exclusively  through  conventional  capacity  increases. 

 Grid  technology  will  also  need  to  evolve  to  respond  to  these  needs.  Hydro  Ottawa’s  grid 

 4  Canadian Climate Institute,  The Big Switch: Powering Canada’s Net Zero Future  (May 2022). 

 3  Independent Electricity System Operator,  2025 Annual Planning Outlook: Demand Forecast Information Session 
 (October 16, 2024). 

 2  City of Ottawa,  Energy Evolution, 
 https://www.ottawa.ca/en/living-ottawa/environment-conservation-and-climate/reducing-greenhouse-gas-emissions/st 
 rategies-and-action-plans/energy-evolution# 

 1  Government of Canada,  Net-Zero Emissions by 2050  (September 3, 2024), 
 https://www.canada.ca/en/services/environment/weather/climatechange/climate-plan/net-zero-emissions-2050 
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 modernization  strategy  aligns  with  the  organization’s  eight  point  strategy  and  aims  to  enhance 

 grid  reliability,  flexibility,  resilience,  and  strengthen  customer  engagement  while  promoting 

 sustainable decarbonization and renewable integration. 

 A  reliable  and  modernized  smart  grid  will  enable  the  grid  to  adapt  to  the  changing  energy 

 demand  and  incorporate  diverse  energy  sources  by  customers.  Advanced  monitoring,  proactive 

 failure  detection,  automated  power  control  and  system  restoration  enhances  reliability  and 

 reduces  outage  times  while  improving  the  grid's  ability  to  withstand  disruptions.  DERs,  demand 

 response  programs,  and  advanced  grid  management  tools  will  be  essential  for  integrating  and 

 managing  the  variable  loads  introduced  by  customer  electrification  and  investments  in  new 

 technologies.  Hydro  Ottawa’s  investments  in  grid  modernization  also  aim  to  strengthen 

 customer  engagement  and  empowerment  by  leveraging  real-time  data,  efficient  billing  and 

 enhanced  energy  management  tools.  Hydro  Ottawa  will  also,  for  example,  pursue  an  Advanced 

 Metering  Infrastructure  (AMI)  2.0  renewal  strategy.  This  initiative  upgrades  existing  meters  and 

 data  management  systems,  with  potential  integration  of  grid-edge  devices.  AMI  2.0  empowers 

 customers  with  more  granular  real-time  data  on  their  energy  consumption,  enabling  informed 

 decisions  about  their  energy  use.  The  scalable  and  flexible  nature  of  AMI  2.0  ensures  that 

 Hydro  Ottawa  can  adapt  to  future  technologies  and  energy  management  strategies.  It  can 

 potentially  leverage  behind-the-meter  customer  investments  in  DERs  and  unlock  future  use 

 cases  to  enhance  customer  engagement  and  enable  non-wires  solutions.  This  will  allow  Hydro 

 Ottawa  to  manage  the  grid  more  efficiently  and  cost-effectively,  and  sustainably  accommodate 

 the  increased  demand  and  complexity  of  the  future.  AMI  2.0  also  enables  faster  and  more 

 precise  outage  detection,  leading  to  shorter  outage  durations  and  quicker  restoration  times. 

 Reducing outage impact minimizes disruptions to customers' daily lives and businesses. 

 Hydro  Ottawa  will  also  need  to  have  program  and  service  capabilities  to  support  potentially 

 complex  customer  electrification  initiatives,  in  ways  that  are  simple  to  navigate  and  consistent 

 with service-quality expectations. 
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 4.2.  GROWTH IN CUSTOMER BASE 
 In  addition  to  system  expansion  requirements  associated  with  decarbonization  and 

 electrification,  Hydro  Ottawa  will  need  to  respond  to  organic  population  and  demand  growth 

 within  its  service  territory  in  2026-2030,  and  to  lay  the  groundwork  to  address  further  growth  in 

 subsequent  years.  Ongoing  expansion  of  crucial  community  infrastructure  –  such  as  further 

 buildout  of  the  light  rail  transit  system  –  will  drive  yet  more  growth  in  electricity  demand  and 

 associated investment needs. 

 Ottawa  led  Canadian  cities  with  a  population  over  1  million  in  population  growth  from 

 2016-2021,  increasing  by  8.9%.  5  This  trend  is  expected  to  continue,  with  the  City  of  Ottawa's 

 official  plan  projecting  a  32%  increase  in  residents  by  2046.  6  This  growth  will  be  fueled  by 

 diverse  housing  options,  including  new  subdivisions,  denser  neighborhoods,  and  repurposed 

 downtown  office  space.  Further  growth  in  commercial  demand,  often  in  the  form  of  large  load 

 requests,  will  result  from  both  the  changing  nature  of  existing  enterprises,  such  as 

 robotics-equipped  warehouses;  and  from  the  emergence  of  new  sources  of  demand,  such  as 

 data  centres  and  AI  applications  and  the  electrification  of  space  and  water  heating,  and 

 transportation.  Hydro  Ottawa  anticipates  that  in  2026-2030  it  will  need  to  deliver  one  new 

 sub-station  every  year,  in  contrast  to  the  previously  typical  pace  of  one  every  five  years.  In 

 parallel,  it  will  need  to  be  increasingly  strategic  in  its  system  planning  due  to  the  changing 

 nature  of  load  and  the  need  for  flexibility  and  resilience  to  accommodate  rapid  changes  in 

 technology, customer behavior, and the energy mix. 

 4.3.  AFFORDABILITY SENSITIVITIES 
 Following  a  period  of  relative  price  stability,  the  surge  in  inflation  during  and  after  the  COVID-19 

 pandemic  has  intensified  concerns  about  the  affordability  of  electricity.  Even  as  inflation 

 moderates,  cost-of-living  pressures  continue  to  compound  these  concerns.  Hydro  Ottawa's 

 6  City of Ottawa, “Growth projections for Ottawa: 2018-2046,” 
 “  https://ottawa.ca/en/living-ottawa/statistics-and-demographics/growth-projections-ottawa-2018-2046#section-26e79c 
 f6-0a3c-4ab0-92fe-6a0c44150b93 

 5  Statistics Canada, “Canada’s fastest growing and decreasing municipalities from 2016 to 2021,” 
 https://www12.statcan.gc.ca/census-recensement/2021/as-sa/98-200-x/2021001/98-200-x2021001-eng.cfm 
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 customer  satisfaction  surveys  highlight  this  trend,  with  a  growing  number  of  respondents 

 indicating  their  electricity  bills  force  them  to  sacrifice  other  essential  needs.  Affordability  remains 

 a  top  concern  for  Hydro  Ottawa  customers.  In  2023,  34%  of  Hydro  Ottawa  respondents  to  the 

 National  Electricity  Customer  Satisfaction  survey  agreed  that  their  electricity  bill  “has  a  major 

 impact  on  my  finances  and  requires  I  do  without  other  important  priorities”  -  a  finding  that  was 

 up  from  30%  in  2022  and  29%  in  2021.  “Cost  too  high”  also  ranked  as  by  far  the  most  common 

 reason for a low rating with respect to general satisfaction with Hydro Ottawa. 

 These  realities  underscore  the  importance  of  a  sustained  focus  on  prudent  capital  investment, 

 along with ongoing efforts to improve operational productivity and cost efficiency. 

 4.4.  PREVALENCE OF EXTREME WEATHER 
 Ottawa  has  experienced  multiple  extreme  weather  incidents  in  recent  years,  including 

 tornadoes,  ice  storms,  flooding  and  heatwaves.  These  climate-driven  occurrences  are  becoming 

 more  frequent  and  have  caused  widespread  and  prolonged  power  outages.  The  Derecho  storm 

 in  May  of  2022  was  the  single  most  devastating  weather  event  ever  experienced  within  Hydro 

 Ottawa’s  service  territory  and  has  been  followed  by  more  moderate  but  still  severe  weather 

 events.  A  freezing  rainstorm  in  April  2023  caused  outages  for  nearly  half  the  utility’s  customers, 

 and  was  followed  during  the  summer  of  2023  by  tornadoes,  hail  and  a  record  number  of 

 lightning strikes. 

 The  Derecho  in  particular  was  the  impetus  for  what  will  need  to  be  sustained  efforts  on  Hydro 

 Ottawa’s  part  to  enhance  grid  resilience,  along  with  operational  and  logistical  restoration 

 readiness.  More  specifically,  these  efforts  include  emergency  response  planning,  business 

 continuity management, and supply chain and logistics. 

 The  utility  will  need  to  continue  to  rise  to  the  extreme  weather  challenge  concurrent  with 

 reduced  customer  tolerance  for  even  the  briefest  of  outages,  and  with  heightened  expectations 

 regarding  communication  when  outages  occur.  Customers  want  outages  to  be  minimized  and 
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 responded  to  quickly,  and  are  now  looking  for  immediate  opportunities  to  engage  and  to  obtain 

 insights on outages and restoration expectations. 

 4.5.  CHANGING CUSTOMER ROLES 
 Customers  themselves  are  the  biggest  and  fastest-moving  change  agents  in  the  electricity 

 system  today.  Hydro  Ottawa’s  engagement  with  them  must  align  with  the  different  ways  in  which 

 they  are  living  and  working,  and  with  the  more  active  hand  many  of  them  want  to  take  in 

 managing  their  energy  use.  While  for  some  this  will  extend  to  energy  production,  for  many 

 others  there  is  at  minimum  a  desire  to  better  understand  their  consumption  patterns  and  to  tailor 

 their  billing  plans  to  their  specific  needs.  Energy  efficiency,  sustainability,  data  access  and 

 customer choice are key underlying priorities. 

 The  changing  nature  of  the  customer  role  can  be  understood  as  a  progression  from  the 

 relatively  low  complexity  and  expectations  that  characterize  a  traditional  and  passive  “ratepayer” 

 –  a  one-way  relationship  primarily  involved  in  consuming  power  and  paying  the  bills,  with 

 minimal  interaction  beyond  billing  –  through  to  relationships  with  customers  who  are  much  more 

 informed,  engaged  and  active  vis-à-vis  their  electricity  provider.  “Prosumers”,  who  both 

 consume  and  produce  electricity,  rank  towards  the  upper  end  on  the  scale  of  relationship 

 complexity  and  have  increasingly  higher  expectations  for  their  relationship  with  service 

 providers.  Higher  up  still  are  “omnisumers”,  who  may  ultimately  engage  in  the  purchase,  sale 

 and  trading  of  electricity  with  multiple  third  parties  and  on  multiple  platforms.  To  support  these 

 increasingly  complex  relationships  with  customers,  personalized  data  enabled  through 

 technology will need to become the new normal and no longer a luxury. 

 Customers  who  want  to  migrate  up  this  scale  will  increasingly  look  to  Hydro  Ottawa  for  insights 

 on  the  cost  and  environmental  impacts  of  new  products  and  services,  help  in  accessing  financial 

 incentives,  and  coordination  of  installation  and  updates  to  electricity  equipment.  They  will  be 

 looking  for  a  single  and  trusted  point  of  contact  for  advice,  support  and  troubleshooting. 

 Research  by  Ernst  &  Young  Global  Limited  (EY)  suggests  that  more  than  four  out  of  five 
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 customers  want  their  energy  provider  to  play  a  role  in  helping  them  advance  along  their  energy 

 product  and  service  journeys  in  such  ways.  Beyond  just  a  reliable  connection  and  supply,  they 

 are looking to partner on solutions and innovations.  7 

 A  wide  range  of  advisory  services  and  data-driven  guidance  will  therefore  be  needed,  and  must 

 be  easily  accessible  via  customer’s  preferred  channels  and  formats.  This  will  need  to  be 

 underpinned  by  further  investment  in  data  analytics,  system  automation,  and  decentralized  grid 

 technologies  that  provide  enhanced  grid  flexibility,  along  with  ongoing  refinement  and  design  of 

 specific programs and services. 

 It  is  important  to  note  that  opportunities  to  re-shape  and  shift  demand,  and  to  moderate  the 

 scope  and  speed  of  demand  growth,  are  embedded  in  the  changing  nature  of  the  customer  role. 

 Targeted  demand  reductions  and  better  leveraging  of  DERs  and  other  demand-side  resources  – 

 if  scaled  sufficiently  –  could  both  improve  reliability  and  help  bridge  gaps  and  defer  requirements 

 to replace and build out traditional infrastructure. 

 Capturing  this  potential  will,  however,  require  significant  change  in  the  nature  of  Hydro  Ottawa’s 

 relationships  with  customers.  Significant  informational  and  educational  efforts  may  be  needed  to 

 reach  sufficient  levels  of  trust,  and  foster  a  willingness  on  the  part  of  customers  to  play  a  more 

 active  role  in  the  energy  system  based  primarily  on  a  “good  of  all”  motivation.  It  will  be 

 necessary  to  secure  permissions  to  reach  behind  the  meter,  within  defined  circumstances  and 

 parameters,  and  to  actively  manage  net  household  consumption  (or,  alternatively,  to  incent 

 customers to execute such responses themselves by altering their behaviour).  

 4.6.  CHANGING SERVICE EXPECTATIONS 
 Irrespective  of  whether  individual  customers  do  or  do  not  seek  to  engage  in  a  more  varied  and 

 active  way  with  the  electricity  grid  and  with  their  local  utility,  there  is  a  pervasive  shift  in 

 expectations  relative  to  access  points  and  service  standards  generally.  Sometimes  referred  to 

 7  Earnst & Young, “When energy hits home, will providers be left out in the cold?” (November 29, 2022): 
 https://www.ey.com/en_cn/insights/energy-resources/when-energy-hits-home-will-providers-be-left-out-in-the-cold 
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 as  the  “Amazon  Effect”  –  in  reference  to  the  exceptional  speed  and  ease  with  which  customers 

 can  interact  with  the  online  retailer  –  this  highly  raised  bar  is  now  part  of  the 

 customer-experience  imperative  to  which  service  providers  such  as  Hydro  Ottawa  must 

 respond.  Customers  increasingly  prioritize  choice  and  convenience,  simplicity  and 

 seamlessness,  and  control.  They  therefore  expect  that  service  providers  will  leverage 

 automation, data analysis and emerging technologies such as AI to “meet them on their terms”. 

 Customers  are  looking  for  communication  that  is  both  personalized  and  proactive.  That  is,  it 

 should  deliver  content  that  is  relevant  to  a  customer’s  particular  circumstances,  and  the  content 

 should  be  delivered  when  and  as  needed,  and  without  the  customer  having  to  go  to  the  effort  of 

 seeking  it  out.  In  the  utility  context,  this  is  particularly  important  in  relation  to  outages, 

 billing-related  changes,  and  energy-efficiency  programs  and  services.  Customers  value 

 transparency  in  these  regards,  particularly  to  the  extent  that  there  may  be  negative  implications 

 for  them,  and  appreciate  being  proactively  equipped  with  the  information  they  need  to  anticipate 

 impacts and to make informed decisions. 

 Beyond  proactive  communication,  customers  further  expect  24/7  access  to  online  self-service 

 options.  This  includes  user-friendly  digital  platforms  and  tools  which  they  can  use  to  manage 

 their  accounts,  access  information,  report  issues,  and  complete  transactions  -  anytime, 

 anywhere.  Customers  value  the  convenience  and  control  provided  by  real-time  responses, 

 interactive  features,  and  immediate  fulfillment  of  their  requests  -  thus  minimizing  reliance  on 

 traditional service channels and empowering them to manage their energy needs independently. 

 As  service  providers  such  as  Hydro  Ottawa  respond  to  these  expectations,  the  prevalent  use  of 

 smart  phones  and  other  digital  channels  is  poised  to  overtake  telephone  and  other  non-digital 

 channels,  with  telephone  contact  increasingly  being  reserved  for  more  complicated  inquiries  and 

 circumstances.  This  will  be  concurrent  with  an  anticipated  trend  towards  consolidation  of  a 

 smaller  number  of  “omni-channels”  by  which  customers  will  access  services  and  support, 

 consisting of groupings of web, mobile and telephony centric options. 
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 5.  CUSTOMER EXPERIENCE STRATEGY: FOUR PILLARS 
 Hydro  Ottawa’s  customer  Experience  Strategy  is  rooted  in  an  analysis  of  key  change  drivers 

 impacting  the  electricity  and  utility  ecosystems  aligning  with  the  strategic  plan  to  provide  best  in 

 class  customer  service.  As  the  utility  evolves  within  this  dynamic  energy  sector,  there’s  a 

 continued  need  to  build  on  its  award-winning  customer-centric  initiatives.  8  This  strategy  supports 

 the  utility’s  eight  point  plan  within  the  projected  2026–2030  business  environment.  It  is  built  on 

 four  tactical  pillars,  each  focused  on  delivering  exceptional  customer  value  and  enhancing  the 

 customer experience. 

 This  section  describes  these  pillars,  summarizing  focal  points  and  highlighting  recent  key 

 initiatives  as  a  foundation  for  continued  advancement  in  2026–2030.  Hydro  Ottawa’s  Customer 

 Experience  Strategy  and  its  Digital  Strategy  are  closely  aligned,  particularly  in  their  shared 

 emphasis  on  enhancing  customer  experience.  Success  depends  on  effectively  embracing 

 digitalization  by  leveraging  data  analytics,  driving  further  personalization,  and  creating  digitally 

 enabled  seamless  energy  experiences.  The  2026–2030  focus  will  be  on  broadening  and 

 deepening  customer  engagement  across  diverse  topics  to  deliver  choice,  convenience,  and 

 control  through  deployed  tools,  technologies  and  programs.  By  focusing  on  these  pillars,  Hydro 

 Ottawa  can  continue  to  build  deeper  relationships  with  its  customers  as  their  preferences 

 evolve,  while  helping  them  navigate  the  complexities  of  the  energy  transition.  For  further 

 information on Hydro Ottawa’s Digital Strategy, refer to Attachment 1-3-4(B) - Digital Strategy. 

 This  evolution  will  also  require  equipping  more  Hydro  Ottawa  employees  with  the  tools  and 

 insights  to  engage  effectively  with  customers  and  empower  them  to  deliver  exceptional  service 

 and guidance. 

 8  Recent awards focused on Customer Service related initiatives include awards from the Ontario Energy Association 
 (Customer Service Award for Service Desk Project - 2020, Company of the Year Award - 2022 Derecho Storm 
 Response - 2023), CS Week Expanding Excellence Award (Service Desk Project - 2020, Enhancing 
 Customer-Centric Service via Salesforce - 2021, Battery Loan Pilot Program - 2022), Electricity Canada Center of 
 Excellence Award (Zibi Community Utility - 2021, Cambrian Station Pollinator Meadow - 2021), Electricity Distributors 
 Association (Customer Service Excellence Award - 2022), and Chartwell Best Practices (Bronze Award, Outage 
 Restoration - 2022, Silver Award, Outage Communications, Rebuilding Trust Campaign - 2023) 
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 5.1.   CUSTOMER ENGAGEMENT AND TOUCHPOINT IMPROVEMENTS 
 Hydro  Ottawa  will  continue  to  improve  existing  touchpoints  by  which  customers  can  manage 

 their  accounts  and  access  information  and  services,  offering  convenient  and  easy  energy 

 experiences  across  multiple  channels  with  greater  ease-of-access  and  functionality.  This  will  be 

 achieved  via  digitization,  automation,  data  leveraging  and  other  strategies  that  often  result  in 

 corresponding customer and productivity benefits. 

 Focal Points and Initiatives 
 Hydro  Ottawa's  vision  for  enhanced  customer  engagement  centers  on  evolving  its  customer 

 relationship  management  (CRM)  system  into  a  unified  "Customer  360"  platform.  This  platform 

 will  provide  a  holistic  view  of  each  customer  by  consolidating  data  from  all  touchpoints  and 

 breaking  down  data  silos.  This  will  enable  more  personalized  interactions,  efficient  issue 

 resolution,  and  targeted  programs  that  cater  to  individual  customer  needs,  ultimately  delivering 

 a  seamless  and  empowering  customer  experience.  The  CRM  system  also  facilitates  seamless 

 cross-team collaboration, ensuring a coordinated approach to customer service delivery. 

 As  Hydro  Ottawa  continues  its  journey  towards  a  comprehensive  Customer  360  view,  the  CRM 

 system  has  already  delivered  significant  improvements.  A  new  chat  and  email  platform  with 

 automated  routing  capabilities  ensures  that  inquiries  are  directed  to  the  appropriate  agents, 

 improving  response  times  and  ultimately  customer  satisfaction.  Enhancements  to  online  intake 

 forms  and  workflow  integrations  capture  relevant  details,  ensuring  efficient  routing  and  reduced 

 processing  times.  The  CRM  platform  also  enables  comprehensive  customer  satisfaction 

 surveying and data analysis, providing valuable insights for service improvement. 

 The  MyAccount  platform,  available  online  and  via  mobile  app,  has  become  an  increasingly 

 important  point  of  access  to  a  widening  range  of  information  and  services.  A  MyAccount 

 redesign  process  initiated  in  2023  includes  an  updated  user  interface,  and  improvements  to  the 

 portal’s  architecture  and  backend  technology.  Upon  completion,  the  redesign  will  extend  the 

 tailored  MyAccount  user  experience  to  large  commercial  customers.  A  range  of  more  specific 

 Customer Engagement  Attachment 1-4-1(B) - Customer Experience  Strategy 

 17 

 1 

 2 

 3 

 4 

 5 

 6 

 7 

 8 

 9 

 10 

 11 

 12 

 13 

 14 

 15 

 16 

 17 

 18 

 19 

 20 

 21 

 22 

 23 

 24 

 25 

 26 

 27 

 28 

 29 



 2026-2030 Custom IR 
 EB-2024-0115 

 Exhibit 1 
 Tab 4 

 Schedule 1 
 Attachment B 

 ORIGINAL 
 Page  18  of  27 

 MyAccount  enhancements  delivered  in  recent  years  includes  convenience-enhancing  features 

 such  as  increased  use  of  auto-populated  fields,  simplification  of  password  re-sets,  and  improved 

 accuracy  of  address  look-ups.  Enhancements  to  the  mobile  app,  meanwhile,  have  brought  it  to 

 a point of features and functions parity with the web-based MyAccount experience. 

 Figure 2  – Hydro Ottawa’s Mobile App 

 Hydro  Ottawa  is  proactively  improving  customer  communication  and  streamlining  processes 

 through  automated  confirmations,  informative  email  updates,  and  user-friendly  online  forms. 
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 Customers  now  receive  real-time  confirmations  for  various  actions,  such  as  rate  selection,  move 

 requests,  and  outage  reports.  These  automated  updates  provide  timely  information  and 

 reassurance,  enhancing  transparency  and  reducing  the  need  for  customers  to  follow  up  with 

 inquiries.  With  an  increase  in  the  frequency  of  extreme  weather  events,  touchpoints  relating  to 

 outage  communication  assume  an  even  greater  importance  for  customers,  and  numerous 

 improvements  have  and  continue  to  be  implemented.  Most  notably,  this  has  included  proactive 

 personalized  text/SMS  and  email  notifications  for  both  planned  and  unplanned  outages.  The 

 alerts  provide  timely  information  on  outage  status,  estimated  restoration  time,  and  power 

 restoration  confirmation,  with  customizable  settings  and  links  to  valuable  resources  such  as  the 

 outage  map.  Two-way  communication  features  were  also  launched  allowing  customers  to 

 register  for  outage  alerts  and  report  outages  directly  through  SMS  functionality.  Online  outage 

 reporting  was  further  enhanced  by  providing  the  capability  for  any  resident  to  report  an  outage, 

 for anywhere in the service territory, even if they do not hold an account with Hydro Ottawa. 

 Hydro  Ottawa  maintains  a  steadfast  focus  on  improving  customer  interactions.  This  includes 

 optimizing  processes  across  all  communication  channels.  To  this  end,  contact  center 

 responsibilities  have  been  realigned  to  centralize  routine  inquiries,  enabling  experienced  staff  to 

 focus  on  complex  customer  issues  and  improve  response  times.  Additionally,  more  customer 

 service agents are now trained to provide surge capacity during major outages. 

 Hydro  Ottawa  has  also  continued  to  promote  further  customer  adoption  of  key 

 convenience-enhancing  digital  channels  such  as  MyAccount,  through  initiatives  such  as  its  2021 

 Win  Hydro  for  a  Year  campaign,  and  it  is  targeting  an  80%  e-billing  adoption  rate  by  the  end  of 

 2025. 

 Hydro  Ottawa  also  plans  to  redesign  its  website  and  will  prioritize  enhanced  customer 

 interaction,  usability  and  accessibility  to  provide  a  positive  and  engaging  customer  experience. 

 The  new  website  will  feature  a  more  visually  appealing  and  intuitive  mobile  responsive  design, 

 adhering  to  the  highest  usability  standards  to  improve  navigation  and  information  access. 
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 Updated  and  enriched  content,  including  infographics  and  videos,  along  with  strategic  keyword 

 use,  will  enable  both  residential  and  commercial  customers  to  quickly  find  personalized  and 

 relevant  information.  Ultimately,  this  improved  platform  will  provide  a  better  overall  user 

 experience, solidifying the website as a key and effective customer touchpoint. 

 5.2.  PERSONALIZATION AND SELF SERVICE 
 Recognizing  customers’  desire  for  both  digital  and  human  engagement  -  technology  when  you 

 want  it,  a  person  when  you  don’t  -  Hydro  Ottawa  will  increasingly  engage  with  customers 

 according  to  their  preferences.  By  expanding  self-service  options  and  delivering  tailored 

 information  and  support,  Hydro  Ottawa  will  provide  greater  choice  and  control  to  enhance  the 

 customer experience. 

 Focal Points and Initiatives 
 Hydro  Ottawa  prioritizes  customer  empowerment  through  robust  self-service  options  available 

 on  the  MyAccount  platform.  Customers  can  conveniently  manage  their  accounts  online  or  via 

 the  mobile  app,  with  enhanced  features  designed  to  maximize  control  and  convenience.  This 

 includes  streamlined  communication  preferences,  allowing  customers  to  tailor  notifications  to 

 their  needs,  and  simplified  profile  management  tools  for  effortless  account  updates.  Billing 

 information  and  energy  usage  data  are  readily  accessible,  enabling  customers  to  stay  informed 

 and  manage  their  consumption.  Specialized  features  have  also  been  added  within  MyAccount 

 for  net  metering  customers  so  they  can  effectively  manage  both  usage  and  their  generation 

 credits.  Additionally,  automated  tools  also  further  enhance  the  self-service  experience,  with 

 features  like  pre-populated  forms  and  online  billing  enrollment  streamlining  processes  and 

 reducing  manual  effort.  The  ongoing  redesign  of  MyAccount  will  further  prioritize  self-service  by 

 offering  tailored  experiences  for  residential,  small  commercial,  and  large  commercial  customers, 

 ensuring the platform meets the evolving needs of all users. 
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 Figure 3  – Hydro Ottawa’s MyAccount Dashboard 

 Hydro  Ottawa  also  leverages  customer  data  to  deliver  personalized  self-service  options.  The 

 Rate  Plan  Comparison  Tool  leverages  customer  data  to  provide  tailored  cost  estimates  for 

 different  rate  plans,  eliminating  manual  data  entry  and  empowering  informed  decision-making. 

 Notably,  55%  of  customers  exploring  rate  plans  online  utilized  the  tool,  and  68%  of  those  who 

 switched  plans  did  so  after  using  it.  Hydro  Ottawa  plans  to  further  expand  the  tool's  capabilities 

 by  incorporating  the  Ultra  Low  Overnight  billing  rate  option,  ensuring  customers  have  access  to 

 the most up-to-date information for making informed choices about their energy needs. 

 To  further  enhance  self-service  capabilities  and  provide  customers  with  greater  choice  and 

 convenience,  Hydro  Ottawa  plans  to  develop  new  functionalities  for  MyAccount.  This  includes 

 exploring  interactive  digital  bills  that  provide  greater  insight  into  energy  billing,  empowering 

 customers  to  easily  understand  their  consumption  patterns,  compare  charges,  and  explore 
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 billing  details.  Hydro  Ottawa  also  plans  to  integrate  a  chatbot  that  uses  artificial  intelligence  (AI) 

 to  provide  24/7  support  for  common  inquiries,  offer  personalized  responses,  and  seamlessly 

 handing  off  to  a  live  agent  when  needed.  Additionally,  new  functionalities  that  will  allow 

 customers  to  report  payments  and  set  up  payment  plans  online.  These  enhancements  will 

 empower  customers  to  manage  their  payment  activity  directly,  offering  a  more  flexible  and 

 convenient alternative to current processes that require agent assistance. 

 5.3.  ENERGY ENABLEMENT 
 Hydro  Ottawa  recognizes  customers’  growing  desire  for  higher  levels  of  understanding,  control, 

 and  management  of  their  energy  use,  and  is  dedicated  to  providing  the  tools  and  resources  to 

 enable  this.  Hydro  Ottawa  will  continue  to  expand  customer  participation  in  existing  programs, 

 and  will  develop  new  programs,  products,  tools  and  services  in  response  to  customer  needs 

 that  will  solidify  its  role  as  a  trusted  advisor  and  energy  partner.  Hydro  Ottawa’s 

 customer-centric  approach  will  drive  innovative  solutions  to  address  the  future  energy  needs  of 

 its customers and support grid flexibility. 

 Focal Points and Initiatives 
 Hydro  Ottawa  has  invested  in  recent  years  in  tools  that  provided  customers  with  access  to 

 information  and  opportunities  to  take  control  of  their  energy  use.  The  utility  implemented  Green 

 Button  to  allow  customers  to  access,  download  and  share  their  energy  data  and  account 

 information,  in  order  to  get  better  insights  into  their  consumption  patterns  and  to  allow  them  to 

 make adjustments to save energy and reduce costs. 

 Hydro  Ottawa  has  also  improved  the  net-metering  bill  presentment,  along  with  the  addition  of 

 generation  data  and  monthly  credit  tracking  within  MyAccount  underscoring  Hydro  Ottawa’s 

 commitment  to  providing  all  customers  with  the  tools  and  information  they  need  to  effectively 

 manage  their  energy  accounts.  These  new  tools  provide  greater  insight  and  control  over  energy 

 generation  and  billing.  Customers  can  easily  track  generation  credits,  view  detailed  usage  and 
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 generation  data,  and  manage  their  rate  plan  online.  These  functionalities  were  previously 

 unavailable to net-metering customers. 

 Hydro  Ottawa  is  also  expanding  and  improving  MyAccount  for  commercial  customers.  Building 

 on  the  success  of  the  existing  MyAccount  portal,  Hydro  Ottawa  will  enhance  its  functionality  to 

 provide  commercial  customers  with  more  comprehensive  electricity  usage  data  and  reporting 

 features,  and  streamlined  access  to  their  commercial  account  information.  This  will  enable 

 improved  management  of  electricity  consumption  and  demand,  and  will  provide  enhanced, 

 self-service  account-management  tools.  The  latter  will  include  billing,  usage,  and 

 account-information download functions tailored for commercial customers. 

 Over  the  next  five  years,  Hydro  Ottawa  will  also  implement  additional  energy  management 

 tools.  It  will  provide  customers  with  digital  tools  that  offer  more  detailed  insights  on  their  energy 

 use  and  costs.  With  growing  EV  use,  electrification  and  new  energy  sources,  the  degree  of 

 customer  interconnection  with  the  grid  is  expanding  and  creating  a  more  dynamic  and 

 interactive  energy  landscape.  Customers  need  better  behind-the-meter  energy  intelligence  to 

 gain  actionable  insights  and  make  informed  choices.  Newly  available  data  will  empower 

 customers  with  greater  control  of  their  energy  journey.  In  parallel,  it  will  give  Hydro  Ottawa 

 important  insights  about  the  technologies  customers  are  adopting  to  help  inform  the  design  of 

 new  targeted  demand-side  management  programs  and  other  personalized  services  that  benefit 

 customers.  These  tools  can  improve  grid  visibility  into  DERs,  heat  pumps  and  EV  usage  -  which 

 in  turn  will  aid  with  load  forecasting  and  grid  planning,  and  enable  Hydro  Ottawa  to  anticipate 

 and  manage  demand  more  effectively.  Providing  these  tools  to  customers,  and  accessing 

 behind-the-meter  data,  will  support  the  transition  to  a  smarter,  more  responsive  grid,  while 

 improving customer engagement and further advancing energy efficiency and decarbonization. 

 Hydro  Ottawa  also  intends  to  remain  a  trusted  advisor  to  its  customers  and  will  enable  further 

 participation  in  the  energy  transition  through  its  key  accounts,  conservation  and  demand 

 management,  and  decarbonization  teams.  The  utility  will  continue  to  be  a  go-to  resource  for 
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 obtaining  detailed  energy  use  data,  personalized  energy  insights  and  recommendations,  and 

 information  on  demand  side  management  and  decarbonization  programs  and  resources.  Since 

 2020,  Hydro  Ottawa  has  successfully  launched,  supported  and/or  delivered  a  range  of 

 customer-driven  programs  that  promote  energy  efficiency,  DERs,  decarbonization,  and  EV 

 charging.  Examples  of  these  include  the  Ottawa  DER  large  solar  photovoltaic  (PV)  funding 

 incentive,  the  Ottawa  Retrofit  Accelerator  program,  and  the  zero  emission  vehicle  infrastructure 

 program.  These  programs  have  enabled  customers  to  participate  in  the  energy  transition  while 

 providing  important  benefits  to  customers  and  the  built  environment.  Over  the  next  five  years, 

 Hydro  Ottawa  will  continue  to  expand  these  offerings  by  supporting  the  provincial  electricity 

 demand  side  management  (eDSM)  framework;  delivering  the  Ottawa  Retrofit  Accelerator;  and 

 leveraging  new  local  non-wires  customer  solutions  to  reduce  demand,  enable  DERs  and 

 improve grid reliability and flexibility through customer participation. 

 Hydro  Ottawa  will  work  closely  with  its  customers,  creating  opportunities  that  empower  them  to 

 take  control  of  their  energy  use  and  participate  in  the  evolving  energy  landscape.  This  will 

 involve  focusing  on  solutions  that  deliver  value,  adapt  to  change,  and  put  customers  at  the 

 center of their energy journey. 

 5.4.   PRODUCTIVITY & OPERATIONAL EFFECTIVENESS 
 Recognizing  that  energy  affordability  remains  a  key  concern  for  its  customers,  Hydro  Ottawa  is 

 committed  to  continuous  improvement  and  operational  excellence  by  harnessing  data  and 

 technology  to  optimize  processes  and  enhance  customer  interactions.  This  includes  digitizing 

 and  automating  business  operations,  streamlining  workflows,  and  integrating  systems  to 

 improve efficiency, reduce costs, and deliver exceptional value to customers. 

 Focal Points and Initiatives 
 Hydro  Ottawa's  Customer  360  platform  will  enhance  customer  engagement,  improve 

 touchpoints,  and  drive  significant  operational  efficiencies.  By  consolidating  customer  data  into  a 

 single  source  of  truth,  the  platform  will  empower  agents  with  a  comprehensive  view  of  each 
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 customer,  streamlining  interactions  and  leading  to  faster  resolutions.  This  will  improve  agent 

 productivity,  reduce  manual  effort,  and  enhance  data-driven  decision-making,  ultimately 

 contributing to cost savings and improved operational effectiveness. 

 Furthermore,  the  replacement  of  a  legacy  service  desk  tool  with  the  CRM  platform  has  provided 

 a  comprehensive  view  of  customer  activity,  enabling  synchronized  management  of  processes 

 and  enhanced  outcomes  across  the  organization.  The  CRM  platform  is  also  instrumental  for  the 

 Key  Accounts  and  Conservation  and  Demand  Management  (CDM)  teams,  enabling  them  to 

 effectively manage customer relationships, track opportunities, and improve program delivery. 

 Hydro  Ottawa  also  automated  the  process  for  move  requests  allowing  customers  to  self-serve 

 online.  In  2023,  this  resulted  in  over  80%  of  the  requests  being  processed  with  either  full 

 automation  or  minimal  manual  intervention.  This  streamlined  approach  has  improved 

 processing  times,  accuracy,  and  customer  communication,  while  significantly  reducing  costs. 

 These  efficiencies  will  lead  to  lower  account  set  up  fees  and  enable  ongoing  improvements 

 through  data  monitoring  and  reporting.  For  further  detail  on  the  reduction  in  account  set  up  fees, 

 refer to Schedule 6-3-2 - Specific Service Charge Revenue. 

 Automated  billing  has  also  been  implemented  for  residential  and  small  business  net  metering 

 customers  across  all  electricity  price  plans,  substantially  reducing  manual  effort  and  improving 

 the speed, consistency, and accuracy of billing. 

 To  further  enhance  payment  processes,  Hydro  Ottawa  will  integrate  the  upcoming  self-serve 

 online  payment  reporting  and  payment  plan  setup  functionalities  into  its  billing  system.  This 

 initiative  will  automate  processes  and  communications,  increasing  efficiency,  reducing  manual 

 effort, and improving accuracy. 

 In  2025,  Hydro  Ottawa  will  transition  to  a  cloud-based  contact  center  platform  to  improve 

 operational  efficiency,  increase  customer  satisfaction,  and  agent  effectiveness.  This  upgrade  will 
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 also  provide  enhanced  reporting  and  analytics  capabilities,  increased  scalability,  configurability, 

 CRM integration, and access to innovative features such as AI-powered tools. 

 Hydro  Ottawa  is  exploring  the  use  of  AI,  including  generative  AI,  to  enhance  customer  service 

 and  operational  efficiency.  This  includes  analyzing  customer  interactions  to  inform  data-driven 

 decisions  around  trends,  common  issues,  opportunities  for  enhancements  and  new  service 

 offerings,  and  service  quality  improvements.  Additionally,  Hydro  Ottawa  is  exploring  "Agent 

 Assist"  technology  to  equip  agents  with  an  integrated  tool  to  quickly  find  answers  to  customer 

 questions  and  provide  relevant  information  and  support  resources.  These  AI-powered  initiatives 

 aim  to  improve  service  quality,  enhance  agent  effectiveness,  and  ultimately  deliver  a  better 

 customer experience. 

 6.  PLANNING, GOVERNANCE AND VALUE MONITORING 
 As  a  regulated  electricity  distributor,  Hydro  Ottawa’s  rates  are  approved  by  the  OEB.  Currently 

 Hydro  Ottawa  is  on  a  five  year  rate  cycle.  As  a  part  of  the  rate  filing  process,  all  major  capital 

 and  operational  investments  are  submitted  to  the  regulator.  Hydro  Ottawa’s  Customer 

 Experience  Strategy  aligns  with  the  rate  planning  cycle  and  contemplates  investments  to  be 

 made  over  a  five  year  planning  cycle,  which  establishes  the  basis  of  Hydro  Ottawa’s  Customer 

 Experience (Cx) Roadmap. 

 The  Strategy  is  also  influenced  by  the  continued  evolution  of  the  customer  and  the  environment 

 that  we  operate  in.  A  number  of  emerging  energy  programs  and  technologies  will  continue  to 

 mature  while  others  may  plateau  or  sunset.  Hydro  Ottawa  will  track  and  adjust  as  needed  to 

 meet the overall outcome to deliver excellence to our customers. 

 Ongoing  oversight,  performance  monitoring  and  refinement  of  Hydro  Ottawa’s  Customer 

 Experience Strategy will continue to be assured in 2026-2030 by two primary mechanisms. 
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 Leadership  and  Governance  –  Customer  experience  is  not  only  a  department  at  Hydro 

 Ottawa,  but  an  organization-wide  discipline.  Accordingly,  it  continues  to  be  guided  in  a  holistic 

 and  coordinated  manner  by  a  Customer  Experience  Steering  Committee.  Made  up  of  senior 

 representatives  from  across  the  business,  it  meets  monthly  to  oversee  progress  and  is 

 accountable  to  the  Executive  Management  Team.  The  Customer  Experience  Strategy  has  also 

 been  informed  by  a  number  of  planning  and  regulatory  processes,  industry  involvement,  and 

 inputs  from  the  following  Hydro  Ottawa  committees  and  programs  within  the  organization  to 

 ensure stakeholder engagement alignment. 

 Customer  Value  Monitoring  –  Hydro  Ottawa  will  sustain  its  multi-faceted  “Voice  of  the 

 Customer”  initiative,  through  which  multiple  feedback  channels  measure  satisfaction,  flag 

 touchpoint  and  program  improvement  opportunities,  and  suggest  potential  new  service 

 offerings.  Tracking  is  conducted  via  a  Customer  Value  Performance  Metrics  scorecard. 

 Data-driven  outputs  of  this  tracking  will  help  determine  which  potential  new  service  offerings  are 

 likely to deliver the greatest return in the form of enhanced customer value. 

 Hydro  Ottawa's  2026-2030  Customer  Experience  Strategy  represents  a  comprehensive  and 

 customer-centric  approach  to  navigating  the  evolving  energy  landscape.  By  prioritizing  customer 

 engagement,  personalization,  energy  enablement,  operational  effectiveness,  and  by 

 underpinning  these  efforts  with  robust  planning,  governance,  and  a  data  framework  that  enables 

 data-driven  decision  making,  Hydro  Ottawa  is  well-positioned  to  not  only  meet  the  current  needs 

 of  its  diverse  customer  base,  but  also  to  proactively  anticipate  and  address  the  challenges  and 

 opportunities  of  the  future.  This  strategy,  with  its  emphasis  on  innovation,  responsiveness,  and 

 customer-centricity,  will  ensure  Hydro  Ottawa  remains  a  trusted  energy  partner,  empowering 

 customers  to  actively  participate  in  the  transition  to  a  sustainable  and  electrified  future  while 

 delivering exceptional value and service. 
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The purpose of this report is to profile the connection between 
Hydro Ottawa Ltd (Hydro Ottawa) and its customers. 

 
The primary objective of the Electric Utility Customer Satisfaction Survey is to 
provide information to support discussions about improving customer care at 
every level in your utility.  
 
The UtilityPULSE Report Card® and survey analysis in this report are intended 
to capture the state of mind or perceptions about your customers’ need and 
wants – the information in this report will help guide your discussions for making 
meaningful improvements.  
 
This survey report is privileged and confidential material, and no part may be 
used outside of Hydro Ottawa without written permission from UtilityPULSE Inc. 
 

All comments and questions should be addressed to: 

UtilityPULSE Inc. 

David Malesich             
President 
david@utilitypulse.com        
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Survey Observations & Insights  
  
While customer expectations are always changing and often increasing, the fundamentals continue to remain 

core opportunities for LDCs to keep their customers satisfied. They expect excellent customer service, reduced 

outages, and reliable electricity. Customers want to know they have been heard, they have reasonable access 

to services, and, their LDC is pro-actively communicating – especially during emergency situations. 

Hydro Ottawa has a responsibility to professionally and quickly deal with issues customers contact them about. 

In a complex electricity industry world, this puts additional strain on the skills and competencies of everyone 

who interacts with customers. Helping the LDC generate higher levels of customer satisfaction, or maintaining 

their current high level, will be based on doing the core job as promised by being professional, efficient and 

cost-effective.  

Customers also want to feel comfort knowing that they will have power in their homes and businesses. A 

reliable electricity supply gives customers trust in their utility and makes them feel more positively about them. 

Customers understand outages will happen, but minimizing them is crucial for maintaining a strong relationship 

with customers.  

Although many are still experiencing financial hardships and believe the cost of electricity impacts their 

finances, requiring they do without some other important priorities, customers are still generally satisfied with 

Hydro Ottawa. They lack some passion with lower top box scores, but few express outright dissatisfaction. 
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Maintaining strong customer service levels remains critical; those who were not satisfied with their experience 

or did not feel their problem was solved are much more likely to express dissatisfaction with Hydro Ottawa. 

Top 2 Boxes: ‘very 
+ fairly satisfied’ 

PROBLEM SOLVED 

TOTAL Yes No 

 (n=679) (n=74) (n=25) 

PRE 92% 85% 43% 

POST 89% 85% 35% 

   Base: total respondents; small sample sizes for subgroups – please interpret with caution 

 

Key scores are also notably lower among those who do not feel they have received proactive communications, 

those who had a recent negative customer service interaction, and those who did not feel their issue was 

resolved. 

 

  
PROACTIVE 

COMMUNICATIONS 
RECENT CS 

EXPERIENCE 
PROBLEM SOLVED 

 TOTAL Agree Disagree Satisfied Not Yes No 

 (n=679) (n=585) (n=67) (n=73) (n=24) (n=74) (n=25) 

CEES 34% 43% -48% 18% -60% 12% -45% 

CEPR 85% 87% 64% 79% 61% 79% 60% 

CCEI 83% 86% 60% 78% 57% 77% 59% 

   Base: total respondents; small sample sizes for subgroups – please interpret with caution 

 

As society becomes more complicated and complex, the opportunities for failure increase. A key to healthy 

relationships with customers is to be trusted, trustworthy and credible. Power reliability is causing a general 
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negative halo preventing even better overall impressions and performance. Credibility and trust ratings as well 

as overall satisfaction are notably weaker among those who experienced various issues and those who believe 

that outages are increasing. Customers will be much less happy with Hydro Ottawa when they don’t feel like 

their power supply is reliable or consistent. 

 

  OUTAGE ISSUE BILLING ISSUE OTHER ISSUE OUTAGE MOMENTUM 

 TOTAL Yes No Yes No Yes No 
Dec-
rease 

Same 
Inc-

rease 

 (n=679) (n=248) (n=431) (n=43) (n=636 (n=38) (n=641) (n=107) (n=463) (n=94) 

Credibility & Trust Rating 85% 80% 86% 66% 85% 69% 85% 88% 85% 73% 

Base: total respondents; small sample sizes for subgroups – please interpret with caution 
 

Moreover, customers who do not feel well served by the electricity system in Ontario are also more likely to 

have lower trust in Hydro Ottawa.  

  SECTOR CONFIDENCE 

 TOTAL 
Agree 
NET 

Agree 
strongly 

Agree 
somewhat 

Disagree 
NET 

Disagree 
strongly 

Disagree 
somewhat 

 (n=679) (n=560) (n=242) (n=318) (n=100) (n=65) (n=35) 

Credibility & Trust Rating 85% 80% 86% 66% 85% 69% 85% 

Base: total respondents; small sample sizes for subgroups – please interpret with caution 

Keep in mind that the Killer B’s, bills and blackouts, remain primary sources of dissatisfaction and financial 

worries are only exacerbating customers’ negative perceptions (even if they are not based in reality). Bills and 

payments are increasing outside of the utility world, which is increasing the “worry” factor. The reality is that 

erosion of trust in institutions in other sectors is also contributing to the worry and angst factor your customers 
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are experiencing. Survey respondents are looking through the lens of costs, more specifically affordability, but 

so far they continue to be satisfied with the overall operation and the image of Hydro Ottawa.  

Those who are having trouble paying their bills are more likely to agree that the cost of their electricity bill has a 

major impact on their finances and requires them to do without other priorities. 

  ABILITY TO PAY 

Top 2 Boxes: ‘agree strongly + 
agree somewhat 

TOTAL Not a worry 
Sometimes a 

worry 
 Often a 
problem 

Depends 

 (n=679) (n=448) (n=140) (n=32) (n=51) 

Financial hardship 54% 39% 88% 92% 79% 
Base: total respondents with an opinion; small sample sizes for subgroups – please interpret with caution 

 

Issues: Billing and Blackouts, the “Killer B’s” 

The reliable and efficient delivery of electricity to homeowners and businesses is an essential 

service – especially during the personal and professional challenges of the past couple of 

years. Customers can be comforted by the fact that standards for keeping the lights on and 

getting them up and running quickly have not deteriorated. Fewer Hydro Ottawa customers are 

reporting outages in the past 12 months than are in the province or nationally. Actively 

communicating with customers during these times will limit adverse impacts.  
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Problems: Blackouts 

Percentage of Respondents indicating that they had a Blackout or Outage problem in the last 12 months 

 Hydro Ottawa National Ontario 

2024 36% 45% 43% 
   Base: total respondents   

Inaccurate bills cause angst and, in some cases, anger, which is why accurate billing remains 

an important service imperative for all utilities. Compared to national and provincial 

benchmarks, Hydro Ottawa customers are experiencing fewer billing issues. There is a strong 

need to communicate any changes in pricing and various financial support options. 
 

  

Problems: Billing issues 

 

Percentage of Respondents indicating that they had a Billing problem in the last 12 months 

 Hydro Ottawa National Ontario 

2024 6% 9% 10% 

   Base: total respondents  
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Paying for Electricity 

Survey respondents were generally less positive about the cost of electricity and they do not necessarily feel 

they are getting good value, but this is challenging for the industry as a whole. 

Cost/Value Attributes 

 
Hydro Ottawa National Ontario 

Provides good value for your money 75% 73% 73% 

Operates a cost-effective electricity system 76% 75% 74% 

Cost of electricity is reasonable compared to other utilities 73% 73% 72% 

Provides info/tools to help manage electricity consumption 83% 78% 77% 

   Base: total respondents with an opinion  

Many are worried about paying for electricity and future impressions may start to erode as customers take out 

their financial frustrations on Hydro Ottawa. 

Is paying for electricity a worry or a major problem? 

 Not a worry Sometimes Often Depends 

Hydro Ottawa 66% 21% 5% 7% 

National 54% 29% 7% 11% 

Ontario 51% 29% 5% 14% 

   Base: total respondents 
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Those with financial worries have more negative perceptions of cost and value attributes associated with Hydro 

Ottawa. 

Cost/Value Attributes By Ability to Pay for Electricity 

 

Hydro 
Ottawa 

Not a worry Sometimes Often Depends 

 (n=679) (n=448) (n=140) (n=32) (n=51) 

Provides good value for your money 75% 80% 68% 42% 70% 

Operates a cost-effective electricity system 76% 81% 70% 43% 73% 

Cost of electricity is reasonable compared to 
other utilities 

73% 79% 63% 38% 68% 

Provides info/tools to help manage electricity 
consumption 

83% 87% 80% 60% 77% 

Base: total respondents with an opinion; small sample sizes for subgroups – please interpret with caution 

 
 
 
Customer Service 
 

Customers are more concerned about outcomes and want their issues, problems, or concerns to be dealt with in a 

professional, knowledgeable, and timely manner. Respondents were asked about six aspects of their more recent 

experience. Compared to national and provincial benchmarks, many Hydro Ottawa customers were less satisfied 

with the time it took to contact someone and time it took someone to deal with their problem, but performed well on 

more empathetic attributes such as helpfulness and being courteous.  
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Satisfaction with Customer Service 

Top 2 Boxes: ‘very + fairly satisfied’ Hydro Ottawa National Ontario 

The time it took to contact someone 65% 74% 71% 

The time it took someone to deal with your problem 63% 67% 67% 

The helpfulness of the staff who dealt with you 79% 77% 75% 

The knowledge of the staff who dealt with you 78% 75% 75% 

The level of courtesy of the staff who dealt with you 87% 82% 84% 

The quality of information provided by the staff who dealt with you 74% 73% 75% 

   Base: total respondents who contacted the utility 

 

The Core Responsibilities 

Survey respondents generally gave Hydro Ottawa excellent operational and representative scores. Those who 

have more of a problem paying their electricity bill are less likely to agree that Hydro Ottawa “has a standard of 

reliability that meets expectations.” 

  Core Operational Attributes 

 
Hydro Ottawa National Ontario 

Provides consistent, reliable energy 89% 82% 82% 

Quickly handles outages and restores power 85% 80% 80% 

Has accurate billing 87% 81% 80% 

Has a standard of reliability that meets expectations 87% 81% 81% 

Makes electricity safety a top priority 88% 81% 81% 

   Base: total respondents with an opinion   
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Customer service quality attributes are generally favourable for Hydro Ottawa and in line with key or better than 

benchmarks. 

     Core Customer Service Quality Attributes 

 
Hydro Ottawa National Ontario 

Customer-focused and treats customers as if they’re valued 80% 75% 74% 

Deals professionally with customers’ problems 85% 79% 78% 

Is pro-active in communicating changes and issues 84% 77% 76% 

Delivers on its service commitments to customers 86% 80% 80% 

Is ‘easy to do business with’ 84% 79% 78% 

Adapts well to changes in customer expectations 78% 76% 76% 

    Base: total respondents with an opinion   
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Customer Effort & Experience ScoreTM (CEES) 

Customers are time-pressed, and they want transactions related to getting questions answered or solving 

problems to be easy and fast. Customers dislike non-seamless handoffs when they have to deal with different 

people or departments to address their issues, and they dislike a slow response to their problem or concern. 

Customers also dislike “surprises,”; which is why they expect their utility to communicate with them pro-actively 

and, when needed, be ‘easy to do business with’. 

 

The CEES as a metric is designed to help the organization remain focused on making things easy and fast for 

customers. The goal is to encourage improvements in all aspects of the customer’s journey from initial contact 

to completion of the issue. The central idea of CEES is about getting the most from your investments in people 

and technology.  

 

Hydro Ottawa has rated a Customer Effort & Experience Score (CEES)TM of 34%. The Ontario benchmark is 

4%, and the UtilityPULSE database average is 30%. 

Customer Effort & Experience Score (CEES) 

 
Opportunity Range 

<15% 
Good Range 

15-34% 
Very Good Range 

35+% 

Hydro Ottawa  34%  

National Benchmark 7%   

Ontario Benchmark 4%   

UP Database  30%  
   Base: total respondents; range bands represent 2024 data and can change year-to-year 
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The Customer Effort & Experience Score™ is about encouraging your people to 

figure out how to speed up and simplify interactions. It is designed to encourage 

dialogue with all areas of the business to reduce customer effort. Busy, time-

pressed customers consider CEES a bona fide reflection of the business. Most 

importantly, it has a direct correlation to customer satisfaction, loyalty, and NSS. 

Our experience suggests that low-effort experiences, i.e., “easy” and “fast,” are 

highly correlated to customer affinity (loyalty). In contrast, high-effort 

experiences are correlated to low overall satisfaction and low company image. 

 

Customer Experience Performance rating (CEPr) 

Every touchpoint with customers on the phone, email, text, website, or in-person 

influences what customers think and feel about the organization. When an 

interaction with a customer meets their expectation, the opportunity to build loyalty 

(affinity) and support is strong. When the experience is a negative one, customers 

often conclude that the organization doesn’t care.  

 

A positive experience today sets up the perception that future interactions will also be excellent. 

Customer Experience Performance rating (CEPr) 

 Hydro Ottawa National Ontario 

CEPr: all respondents 85% 79% 79% 
    

   Base: total respondents 
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The CEPr rating suggests that a very large majority of customers have a belief that they will have a good to 

excellent experience dealing with Hydro Ottawa professionals.   

From an image point-of-view, Hydro Ottawa received very good scores for the attributes “keeps its promises to 

its customers and the community” and “overall the utility is easy to do business with”.  

 

Customer Centric Engagement Index (CCEI) 

Customer engagement is the emotional connection achieved by the ongoing interactions between a customer 

and the organization. Highly engaged customers are far more likely to support the LDC as it responds to 

changes than customers with little-to-no engagement. Highly engaged customers are less likely to complain 

publicly about disappointing shopping experiences, choosing to resolve issues with the company directly. 

Utility Customer Centric Engagement Index (CCEI) 

 Hydro Ottawa National Ontario 

CCEI 83% 78% 78% 

Base: total respondents 

Scores are notably lower among customers who do not believe that Hydro Ottawa has proactive 

communications, were not satisfied with their customer service experience, or do not feel their problem was 

solved. Improving these should positively impact these composite scores.  
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Key Scores 

  
PROACTIVE 

COMMUNICATIONS 
RECENT CS EXPERIENCE PROBLEM SOLVED 

 Hydro Ottawa Agree Disagree Satisfied Not Yes No 

 (n=679) (n=585) (n=67) (n=73) (n=24) (n=74) (n=25) 

CEES 34% 43% -48% 18% -60% 12% -45% 

CEPR 85% 87% 64% 79% 61% 79% 60% 

CCEI 83% 86% 60% 78% 57% 77% 59% 

 

Customer Satisfaction 

Measuring satisfaction is the bedrock, or starting point, for the 

creation of loyal customers.  One must do the job as expected before 

there is an opportunity to emotionally connect in a positive way 

hence the need to focus on the overall customer experience. 

Customer satisfaction is an effectiveness measure (not an efficiency 

measure) on the historical relationship or delivery of services to 

customers. 

SATISFACTION SCORES – Electricity customers’ satisfaction 

  Hydro Ottawa National Ontario 

Top 2 Boxes:  ‘very + fairly satisfied’ 
Pre 92% 87% 88% 

Post 89% 85% 86% 

Top Box: ‘very satisfied’ 
Pre 52% 38% 38% 

Post 49% 34% 33% 
   Base: total respondents with an opinion 
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When it comes to the question of satisfaction, UtilityPULSE has designed the survey so that customers are 

asked twice, once at the beginning – this is to garner first impressions and set the tone for the survey, and 

again at the end – because now the respondent has context of what is being asked and is more aptly ready to 

address it in an informed state of mind. 

 

 

Customer Commitment and Customer Advocacy 

It is important to understand how committed your customers are to doing business with you again and how 

likely they are to recommend you to others. Every utility has an obligation to satisfy its customers. But the 

rewards for satisfying customers go far beyond “obligation.” Customer satisfaction is the bedrock for creating 

loyal customers. The two other measures which make the loyalty measure are: 

- Customer commitment, i.e., wanting to continue to do business with you 

- Customer advocacy, i.e., willing to recommend your organization to others. 

Customer commitment is about identifying the number of customers who feel they “want to” vs. “have to” do 

business with you. Potential benefits of commitment may include positive word of mouth – an important aspect 

of loyalty. Committed customers have been known to demonstrate several 

beneficial behaviours; for example, committed customers tend to: 

- Come to you when they need a product or service  
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- Try new initiatives 

- Trust your recommendations  

- Be more tolerant of bill increases 

- Be more receptive of your viewpoints on various issues 

- Be more tolerant of errors or issues 

- Perceive you as well-managed.  

Customer advocacy means that your customers are willing to recommend you to others. If your customers are 

willing to endorse you and put their reputation on the line to recommend you, they also trust you and are satisfied 

with the service you are providing. 

More customers feel committed to Hydro Ottawa (85%) than likely to endorse you to other people (81%), and 

recommend you to others. Encouragingly, scores are stronger than key benchmarks.  

CUSTOMER COMMITMENT & ADVOCACY SCORES 

 Hydro Ottawa National Ontario 

Continue to do business with 85% 79% 78% 

Recommend to others 81% 77% 76% 

   Base: total respondents with an opinion 
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What is the importance of Net Supporter Score™ [NSS] for LDCs? 
 

The NSS is a metric which measures how likely customers could support policy changes, actions, programs, 

or service changes or enhancements the LDC wishes to make.  The NSS is a metric developed to help the 

organization, and its people, continue on a path of improving customer experiences, whether those 

experiences are in-person, over the telephone, online, or a combination. In a nutshell, the NSS reflects the net 

number of customers who have confidence in the LDC to continue to serve in their best interests. 

Hydro Ottawa has a Net Supporter ScoreTM (NSS) of 24%. The Ontario benchmark is 6%, and the National 

benchmark is 9%. 
 

Net Supporter ScoreTM (NSS) 

  
Opportunity Range 

<10% 
Good Range 

10-19% 
Very Good Range 

20+% 

Hydro Ottawa   24% 

National Benchmark 9%   

Ontario Benchmark 6%   

   Base: total respondents; range bands represent 2024 data and can change year-to-year 
 

 
What is the importance of Net Promoter ScoreTM (NPS) for LDCs? 

 
The Net Promoter Score™ (NPS) is a popular metric that measures how likely customers are to recommend a 

business’s products and services. Your NPS score, when compared to the benchmarks, can provide some 

insight into the affinity level of survey respondents towards your brand image. The NPS metric was developed 

by and is a registered trademark of Fred Reichheld, Bain & Company, and Satmetrix in 2003. 
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Hydro Ottawa has a fair Net Promoter ScoreTM (NPS) of 30%. The Ontario benchmark is 5%, and the National 

benchmark is 10%. 

Net Promoter ScoreTM (NPS) 

 
Opportunity Range 

<5% 
Good Range 

5-24% 
Very Good Range 

25+% 

Hydro Ottawa   30% 

National Benchmark  10%  

Ontario Benchmark  5%  

   Base: total respondents; range bands represent 2024 data and can change year-to-year 

 

 

Loyalty Groups – Customer Affinity 

 

Customer loyalty (affinity) is an intangible asset with positive consequences or outcomes associated with it, no 

matter the industry. Data shows that “Secure” customers have fewer outages and billing issues than “At Risk” 

customers, i.e., those that hate the utility. In private industry, loyalty is a behavioural metric; in a monopoly, it is 

an attitudinal metric. 

 Customer Loyalty Groups 

 Secure Favorable Indifferent At Risk 

Hydro Ottawa 32% 21% 40% 8% 

National 16% 19% 58% 7% 

Ontario 13% 20% 60% 7% 

   Base: total respondents  
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   87%                      
Standard of 

reliability meets 
expectations 

86%                
Delivers on its 

service 
commitments 

83%                    
Efficiently 

manages the 
network 

84%                          
Pro-actively 

communicates 
changes and issues 

 84%                   
Trusted and 
Trustworthy 

 82%                    
Keeps its 
promises 

  80%                  
Customer-

focused 

89%                    
Provides consistent 

reliable energy 

81%          
Socially 

responsible 

 85%                   
Quickly handles 

outages 

 87%                      
Has accurate 

billing 

Credibility & Trust Index 

In a world with heightened unknowns, people will look for credible organizations that 

can be trusted. 84% of respondents believe that Hydro Ottawa is trusted and 

trustworthy. 82% report that Hydro Ottawa keeps its promises. Your Credibility & Trust 

score is 84%, while the Ontario benchmark is 78% and the National benchmark sits at 78%. 

Overall, Hydro Ottawa Scores remain high, which is very encouraging; for example, Hydro Ottawa's 

satisfaction score is 92% (pre-measure) and 85% say that they will continue to do business with Hydro Ottawa. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 1
Attachment C

ORIGINAL
Page 20 of 24 



 

 

21 
January 2025 

UtilityPULSE Report Card® 

The purpose of the UtilityPULSE Report Card is to provide electric utilities with a snapshot of performance – on 

the criteria customers deem to be important. 

Hydro Ottawa's UtilityPULSE Report Card® 

Category Hydro Ottawa National Ontario 

1 Customer Care B+ B+ B+ 

 
Price and Value B+ B+ B+ 

Customer Service A B+ B+ 

2 Company Image A B+ B+ 

 
Company Leadership A B+ B+ 

Corporate Stewardship A B+ B+ 

3 Management Operations A A A 

 
Operational Effectiveness A B+ B+ 

Power Quality and Reliability A A A 

OVERALL A B+ B+ 
 Base: total respondents 
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Numbers at a Glance for 2024 

 

 Hydro Ottawa                 National   Ontario   

Customer Satisfaction: Initial 92% 87% 88% 

Customer Satisfaction: Post 89% 85% 86% 

Customer Advocacy 81% 77% 76% 

Customer Commitment  85% 79% 78% 

Customer Experience Performance Rating (CEPr) 85% 79% 79% 

Customer Centric Engagement Index (CCEI) 83% 78% 78% 

Credibility & Trust Index 84% 78% 78% 

UtilityPULSE Report Card
©
 A B+ B+ 

 

 

Your survey was conducted from October 23 – November 8, 2024 and is based on 679 telephone and online 

surveys with residential and small commercial customers who pay or look after the electricity bill.  In addition, 

survey findings for Hydro Ottawa are enhanced with the inclusion of data from our UtilityPULSE database and 

the independently produced Ontario and National Benchmark studies. 

We recommend everyone at Hydro Ottawa remain professional and continue to treat customers with respect, 

empathizing with their potential concerns about finances. Worry can easily turn into frustration and then anger, 

but we have seen that positive customer service interactions can help limit the potential adverse impact of key 

issues. 
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Upset or angry people are more critical and they will look for behaviours which reinforce or validate their 

negative view. It is more important than ever to ensure every interaction with a customer is an excellent one. 

Demonstrating understanding through active listening is a good start. Customers want to be responded to in an 

expedient manner or frustrations may start to build. A well-trained customer service team can reflect a positive 

company image. 

The number one suggestion for improvement remains “better prices”. Price will always be top of mind for 

customers. They will ultimately take out their frustrations on everything that has a cost associated with it, 

including their utilities. But, keep in mind that customers also expect reliable electricity and become frustrated 

with outages. They already have enough on their plates and are dealing with many other worries like the ability 

to pay their bills. More disconnects are likely over the next few years and utilities need to be prepared on how 

best to deal with this and ensure appropriate training is available to mitigate customer backlash.  

With continued financial struggles among many, empathy and consistent communication remain key. 

Maintaining strong fundamentals can help grow customer affinity. Caring about customers by responding in a 

timely and accurate manner can help build positive relationships as well as help build the brand and reputation 

of Hydro Ottawa in the future. 

UtilityPULSE 

David Malesich 

david@utilitypulse.com 

January 2025 
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UtilityPULSE, through polls and surveys, provides executives and managers with customer feedback that assists in 
making strategic and operational decisions.  You know lots of companies that can gather data and then give a report.  
We believe that by specializing in the utility sector with our polls and surveys, you get a stronger analysis of data and 
answers to critical questions that help you formulate key strategies to assist your leaders in creating a better place to 
work and a better place to do business with.  

UtilityPULSE is uniquely positioned to help your utility get feedback from Customers through its Annual Electric Utility 
Customer Satisfaction Survey or customized research designed for you.  In addition, we understand what it takes to 
create an organization where employees are engaged and enthusiastic about customers and their work.   

We’re the only research company with 25 continuous years of producing an independent Ontario and National 
benchmark.  

Anyone can collect and present data – we believe understanding the industry before doing so is crucial.  

Contact us when experience, expertise, and high standards are essential for your next customer engagement activity. 
We promise to listen to your needs and design and delivery a customer engagement activity or survey which meets 
your needs. 

 

Your personal contact is: 

David Malesich 

Phone: (647) 274-9420  E-mail: david@utilitypulse.com  
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The purpose of this report is to profile the 
connection between Hydro Ottawa Ltd (Hydro 
Ottawa) and its customers. 

Hydro Ottawa  

Electric Utility 
Large Customer 

Satisfaction 
Survey 
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The primary objective of the Electric Utility Customer Satisfaction Survey is to 
provide information to support discussions about improving customer care at 
every level in your utility.  
 
The UtilityPULSE Report Card® and survey analysis in this report are intended 
to capture the state of mind or perceptions about your customers’ need and 
wants – the information in this report will help guide your discussions for making 
meaningful improvements.  
 
This survey report is privileged and confidential material, and no part may be 
used outside of Hydro Ottawa without written permission from UtilityPULSE Inc. 
 

All comments and questions should be addressed to: 

UtilityPULSE Inc. 

David Malesich             
President 
david@utilitypulse.com        
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Survey Observations & Insights  
  
According to recent data, the Canadian private industry sector has experienced relatively slow growth 

compared to the public sector. The Bank of Canada says that economic growth in Canada is projected to rise 

to around 1.8% in 2025 and 2026, outpacing potential output. Inflation is expected to remain close to the Bank 

of Canada's 2% target (Monetary Policy Report, Bank of Canada, January 2025). 

Despite inflation rates returning to normal, large commercial customers have continued to be mindful of costs 

and we expect this will continue in 2025. Their goal is to grow the top line (revenues) and must always look 

deeply at the operations side of the business and find ways to reduce expenses. 

Like with small commercial and residential customers, while customer expectations are always changing and 

often increasing, the fundamentals continue to remain core opportunities for LDCs to keep all customer types 

satisfied. They expect excellent customer service, reduced outages, and reliable electricity. Customers want to 

know they have been heard, they have reasonable access to services, and, their LDC is pro-actively 

communicating – especially during emergency situations. 

As society becomes more complicated and complex, the opportunities for failure increase. A key to healthy 

relationships with customers is to be trusted, trustworthy and credible. Power reliability is causing a general 

negative halo preventing even better overall impressions and performance. Credibility and trust ratings are 

weaker among those who experienced various issues and those who believe that outages are increasing. Like 
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all customers, large commercial customers will be less happy with Hydro Ottawa when they don’t feel like their 

power supply is reliable or consistent or when they are experiencing other issues. 

 

  OUTAGE ISSUE BILLING ISSUE OTHER ISSUE OUTAGE MOMENTUM 

 TOTAL Yes No Yes No Yes No 
Dec-
rease 

Same 
Inc-

rease 

 (n=116) (n=50) (n=66) (n=17) (n=99) (n=8) (n=108) (n=8) (n=87) (n=12) 

Credibility & Trust Rating 86% 84% 88% 83% 87% 90% 86% 95% 87% 83% 

Base: total respondents (note small sample sizes) 

Moreover, large commercial customers who do not feel well served by the electricity system in Ontario are also 

more likely to have lower trust in Hydro Ottawa.  

  SECTOR CONFIDENCE 

 TOTAL 
Agree 
NET 

Agree 
strongly 

Agree 
somewhat 

Disagree 
NET 

Disagree 
strongly 

Disagree 
somewhat 

 (n=116) (n=109) (n=32) (n=77) (n=6) (n=6) (n=0) 

Credibility & Trust Rating 86% 87% 95% 84% 70% 70% -- 

Base: total respondents (note small sample sizes) 

Keep in mind that the Killer B’s, bills and blackouts, remain primary sources of dissatisfaction and financial 

worries are only exacerbating customers’ negative perceptions (even if they are not based in reality). Bills and 

payments are increasing outside of the utility world, which is increasing the “worry” factor. The reality is that 

erosion of trust in institutions in other sectors is also contributing to the worry and angst factor your customers 
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are experiencing. Survey respondents are looking through the lens of costs, more specifically affordability, but 

so far they continue to be satisfied with the overall operation and the image of Hydro Ottawa.  

 

Issues: Billing and Blackouts, the “Killer B’s” 

The reliable and efficient delivery of electricity to businesses is an essential service – especially 

during the professional challenges of the past couple of years. Large commercial customers 

can be comforted by the fact that standards for keeping the lights on and getting them up and 

running quickly have not deteriorated. More Hydro Ottawa large commercial key account 

customers are reporting outages in the past 12 months than are in the cohort average 

(although only a small sample size of 11 key accounts were surveyed). Actively communicating with customers 

during these times will limit adverse impacts.  

 
 

Problems: Blackouts 

Percentage of Respondents indicating that they had a Blackout or Outage problem in the last 12 months 

 Hydro Ottawa Key Accounts Non-Key Cohort Average 

2024 43% 55% 42% 31% 
   Base: total respondents (note small sample size of n=11 for key accounts)  
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Inaccurate bills cause angst and, in some cases, anger, which is why accurate billing remains 

an important service imperative for all utilities. Compared to national and provincial 

benchmarks, Hydro Ottawa customers are experiencing more billing issues than the cohort 

average. There is a strong need to communicate any changes in pricing and various financial 

support options. 
 

Problems: Billing issues 

Percentage of Respondents indicating that they had a Billing problem in the last 12 months 

 Hydro Ottawa Key Accounts Non-Key Cohort Average 

2024 15% 9% 15% 12% 
 

   Base: total respondents (note small sample size of n=11 for key accounts)  
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Customer Service 
 

Large commercial customers are more concerned about outcomes and want their issues, problems, or concerns to 

be dealt with in a professional, knowledgeable, and timely manner. Respondents were asked about six aspects of 

their more recent experience. Compared to the cohort average, Hydro Ottawa large commercial customers were 

about equally satisfied with all key attributes.  

 
 

Satisfaction with Customer Service 

Top 2 Boxes: ‘very + fairly satisfied’ Hydro Ottawa Cohort Average 

The time it took to contact someone 100% 100% 

The time it took someone to deal with your problem 88% 85% 

The helpfulness of the staff who dealt with you 94% 91% 

The knowledge of the staff who dealt with you 94% 94% 

The level of courtesy of the staff who dealt with you 100% 97% 

The quality of information provided by the staff who dealt with you 88% 86% 

   Base: total respondents who contacted the utility 
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The Core Responsibilities 

Survey respondents generally gave Hydro Ottawa excellent operational and representative scores. Key 

accounts, who have experienced more blackouts, are less likely to agree that Hydro Ottawa Provides 

consistent, reliable electricity. 

  Core Operational Attributes 

 

Hydro 
Ottawa 

Key 
Accounts 

Non-Key 
Cohort 

Average 

Provides consistent, reliable energy 89% 84% 90% 89% 

Quickly handles outages and restores power 86% 86% 86% 89% 

Has accurate billing 87% 95% 87% 88% 

Has a standard of reliability that meets expectations 87% 86% 87% 88% 

Makes electricity safety a top priority 93% 91% 94% 92% 

   Base: total respondents with an opinion (note small sample size of n=11 for key accounts)  
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Customer service quality attributes are generally favourable for Hydro Ottawa and in line with key or better than 

benchmarks. 

     Core Customer Service Quality Attributes 

 

Hydro 
Ottawa 

Key 
Accounts 

Non-Key 
Cohort 

Average 

Customer-focused and treats customers as if they’re valued 85% 89% 85% 84% 

Deals professionally with customers’ problems 88% 89% 88% 88% 

Is pro-active in communicating changes and issues 87% 91% 87% 84% 

Delivers on its service commitments to customers 89% 93% 88% 89% 

Is ‘easy to do business with’ 85% 91% 85% 86% 

Adapts well to changes in customer expectations 81% 86% 81% 81% 

    Base: total respondents with an opinion (note small sample size of n=11 for key accounts)  
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Customer Effort & Experience ScoreTM (CEES) 

Customers are time-pressed, and they want transactions related to getting questions answered or solving 

problems to be easy and fast. Customers dislike non-seamless handoffs when they have to deal with different 

people or departments to address their issues, and they dislike a slow response to their problem or concern. 

Customers also dislike “surprises,”; which is why they expect their utility to communicate with them pro-actively 

and, when needed, be ‘easy to do business with’. 

 

The CEES as a metric is designed to help the organization remain focused on making things easy and fast for 

customers. The goal is to encourage improvements in all aspects of the customer’s journey from initial contact 

to completion of the issue. The central idea of CEES is about getting the most from your investments in people 

and technology.  

 

Hydro Ottawa has rated a Customer Effort & Experience Score (CEES)TM of 46%. The cohort average is 43%. 

Customer Effort & Experience Score (CEES) 

 
Opportunity Range 

<15% 
Good Range 

15-34% 
Very Good Range 

35+% 

Hydro Ottawa   46% 

Key Accounts   59% 

Non-Key Accounts   44% 

Cohort Average   43% 
   Base: total respondents (note small sample size of n=11 for key accounts); range bands represent 2024 data and can change year-to-year 
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The Customer Effort & Experience Score™ is about encouraging your people to 

figure out how to speed up and simplify interactions. It is designed to encourage 

dialogue with all areas of the business to reduce customer effort. Busy, time-

pressed customers consider CEES a bona fide reflection of the business. Most 

importantly, it has a direct correlation to customer satisfaction, loyalty, and NSS. 

Our experience suggests that low-effort experiences, i.e., “easy” and “fast,” are 

highly correlated to customer affinity (loyalty). In contrast, high-effort 

experiences are correlated to low overall satisfaction and low company image. 

 

Customer Experience Performance rating (CEPr) 

Every touchpoint with customers on the phone, email, text, website, or in-person 

influences what customers think and feel about the organization. When an 

interaction with a customer meets their expectation, the opportunity to build loyalty 

(affinity) and support is strong. When the experience is a negative one, customers 

often conclude that the organization doesn’t care.  

 

A positive experience today sets up the perception that future interactions will also be excellent. 

Customer Experience Performance rating (CEPr) 

 Hydro Ottawa Key Accounts Non-Key Cohort Average 

CEPr: all respondents 86% 89% 86% 86% 
    

   Base: total respondents (note small sample size of n=11 for key accounts)  
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The CEPr rating suggests that a very large majority of large commercial customers have a belief that they will 

have a good to excellent experience dealing with Hydro Ottawa professionals.   

From an image point-of-view, Hydro Ottawa received very good scores for the attributes “keeps its promises to 

its customers and the community” and “overall the utility is easy to do business with”.  

 

Customer Centric Engagement Index (CCEI) 

Customer engagement is the emotional connection achieved by the ongoing interactions between a customer 

and the organization. Highly engaged customers are far more likely to support the LDC as it responds to 

changes than customers with little-to-no engagement. Highly engaged customers are less likely to complain 

publicly about disappointing shopping experiences, choosing to resolve issues with the company directly. 

Utility Customer Centric Engagement Index (CCEI) 

 Hydro Ottawa Key Accounts Non-Key Cohort Average 

CCEI 86% 90% 85% 85% 

  Base: total respondents (note small sample size of n=11 for key accounts)  
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Customer Satisfaction 

Measuring satisfaction is the bedrock, or starting point, for the 

creation of loyal customers.  One must do the job as expected before 

there is an opportunity to emotionally connect in a positive way 

hence the need to focus on the overall customer experience. 

Customer satisfaction is an effectiveness measure (not an efficiency 

measure) on the historical relationship or delivery of services to 

customers. 

SATISFACTION SCORES – Electricity customers’ satisfaction 

 
 

Hydro Ottawa 
Key 

Accounts 
Non-Key 

Cohort 
Average 

Top 2 Boxes:  ‘very + fairly satisfied’ 
Pre 97% 100% 96% 98% 

Post 95% 100% 94% 97% 

Top Box: ‘very satisfied’ 
Pre 45% 64% 43% 47% 

Post 40% 64% 43% 43% 
   Base: total respondents with an opinion (note small sample size of n=11 for key accounts)  
 

 

When it comes to the question of satisfaction, UtilityPULSE has designed the survey so that customers are 

asked twice, once at the beginning – this is to garner first impressions and set the tone for the survey, and 

again at the end – because now the respondent has context of what is being asked and is more aptly ready to 

address it in an informed state of mind. 
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Customer Commitment and Customer Advocacy 

It is important to understand how committed your customers are to doing business with you again and how 

likely they are to recommend you to others. Every utility has an obligation to satisfy its customers. But the 

rewards for satisfying customers go far beyond “obligation.” Customer satisfaction is the bedrock for creating 

loyal customers. The two other measures which make the loyalty measure are: 

- Customer commitment, i.e., wanting to continue to do business with you 

- Customer advocacy, i.e., willing to recommend your organization to others. 

Customer commitment is about identifying the number of customers who feel they “want to” vs. “have to” do 

business with you. Potential benefits of commitment may include positive word of mouth – an important aspect 

of loyalty. Committed customers have been known to demonstrate several 

beneficial behaviours; for example, committed customers tend to: 

- Come to you when they need a product or service  

- Try new initiatives 

- Trust your recommendations  

- Be more tolerant of bill increases 

- Be more receptive of your viewpoints on various issues 

- Be more tolerant of errors or issues 

- Perceive you as well-managed.  
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Customer advocacy means that your customers are willing to recommend you to others. If your customers are 

willing to endorse you and put their reputation on the line to recommend you, they also trust you and are satisfied 

with the service you are providing. 

More large commercial customers feel committed to Hydro Ottawa (88%) than likely to endorse you to other 

people (85%), and recommend you to others. Encouragingly, scores are on par with key benchmarks.  

CUSTOMER COMMITMENT & ADVOCACY SCORES 

 Hydro Ottawa 
Key 

Accounts 
Non-Key 

Cohort 
Average 

Continue to do business with 88% 93% 87% 89% 

Recommend to others 85% 93% 84% 85% 

   Base: total respondents with an opinion (note small sample size of n=11 for key accounts)  
 

 

 

 

What is the importance of Net Supporter Score™ [NSS] for LDCs? 

 

The NSS is a metric which measures how likely customers could support policy changes, actions, programs, 

or service changes or enhancements the LDC wishes to make.  The NSS is a metric developed to help the 

organization, and its people, continue on a path of improving customer experiences, whether those 

experiences are in-person, over the telephone, online, or a combination. In a nutshell, the NSS reflects the net 

number of customers who have confidence in the LDC to continue to serve in their best interests. 
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Hydro Ottawa has a Net Supporter ScoreTM (NSS) of 20%. The cohort average is 43%. 
 

Net Supporter ScoreTM (NSS) 

  
Opportunity Range 

<10% 
Good Range 

10-19% 
Very Good Range 

20+% 

Hydro Ottawa   20% 

Key Accounts   45% 

Non-Key Accounts  17%  

Cohort Average   43% 

   Base: total respondents (note small sample size of n=11 for key accounts); range bands represent 2024 data and can change year-to-year 
 

 
What is the importance of Net Promoter ScoreTM (NPS) for LDCs? 

 
The Net Promoter Score™ (NPS) is a popular metric that measures how likely customers are to recommend a 

business’s products and services. Your NPS score, when compared to the benchmarks, can provide some 

insight into the affinity level of survey respondents towards your brand image. The NPS metric was developed 

by and is a registered trademark of Fred Reichheld, Bain & Company, and Satmetrix in 2003. 

Hydro Ottawa has a fair Net Promoter ScoreTM (NPS) of 45%. The cohort average is 43%. 

Net Promoter ScoreTM (NPS) 

 
Opportunity Range 

<5% 
Good Range 

5-24% 
Very Good Range 

25+% 

Hydro Ottawa   45% 

Key Accounts   73% 

Non-Key Accounts   42% 

Cohort Average   43% 

   Base: total respondents (note small sample size of n=11 for key accounts); range bands represent 2024 data and can change year-to-year 
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Loyalty Groups – Customer Affinity 

 

Customer loyalty (affinity) is an intangible asset with positive consequences or outcomes associated with it, no 

matter the industry. Data shows that “Secure” customers have fewer outages and billing issues than “At Risk” 

customers, i.e., those that hate the utility. In private industry, loyalty is a behavioural metric; in a monopoly, it is 

an attitudinal metric. 

 Customer Loyalty Groups 

 Secure Favorable Indifferent At Risk 

Hydro Ottawa 28% 34% 29% 9% 

Key Accounts 45% 36% 18% 0% 

Non-Key Accounts 27% 33% 30% 10% 

Cohort Average 30% 28% 38% 4% 

   Base: total respondents (note small sample size of n=11 for key accounts)  
 

 

Credibility & Trust Index 

In a world with heightened unknowns, people will look for credible organizations that 

can be trusted. 88% of large commercial respondents believe that Hydro Ottawa is 

trusted and trustworthy. 85% report that Hydro Ottawa keeps its promises. Your 

Credibility & Trust score is 86%, while the cohort average sits at 86%. 
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   87%                      
Standard of 

reliability meets 
expectations 

89%                
Delivers on its 

service 
commitments 

85%                    
Efficiently 

manages the 
network 

87%                          
Pro-actively 

communicates 
changes and issues 

 88%                   
Trusted and 
Trustworthy 

 85%                    
Keeps its 
promises 

  85%                  
Customer-

focused 

89%                    
Provides consistent 

reliable energy 

87%          
Socially 

responsible 

 86%                   
Quickly handles 

outages 

 87%                      
Has accurate 

billing 

Overall, Hydro Ottawa Scores remain high, which is very encouraging; for example, Hydro Ottawa's 

satisfaction score is 97% (pre-measure) and 88% say that they will continue to do business with Hydro Ottawa. 
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UtilityPULSE Report Card® 

The purpose of the UtilityPULSE Report Card is to provide electric utilities with a snapshot of performance – on 

the criteria customers deem to be important. 

Hydro Ottawa's UtilityPULSE Report Card® 

Category Hydro 
Ottawa 

Key 
Accounts 

Non-Key 
Cohort 

Average 

1 Customer Care B+ A B+ B+ 

 
Price and Value B+ A B B+ 

Customer Service A A A A 

2 Company Image A A+ A A 

 
Company Leadership A A A A 

Corporate Stewardship A A+ A A 

3 Management Operations A A A A 

 
Operational Effectiveness A A+ A A 

Power Quality and Reliability A A A A 

OVERALL A A A A 
 Base: total respondents (note small sample size of n=11 for key accounts)  
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Numbers at a Glance for 2024 

 

 Hydro 
Ottawa 

Key 
Accounts 

Non-Key 
Cohort 

Average 

Customer Satisfaction: Initial 97% 100% 96% 98% 

Customer Satisfaction: Post 95% 100% 94% 97% 

Customer Advocacy 85% 93% 84% 85% 

Customer Commitment  88% 93% 87% 89% 

Customer Experience Performance Rating (CEPr) 86% 89% 86% 86% 

Customer Centric Engagement Index (CCEI) 86% 90% 85% 85% 

Credibility & Trust Index 86% 90% 86% 86% 

UtilityPULSE Report Card
©
 A A A A 

 

 

Your survey was conducted from October 23 – November 29, 2024 and is based on 116 telephone and online 

surveys with large commercial customers who pay or look after the electricity bill.  In addition, survey findings 

for Hydro Ottawa are enhanced with the inclusion of data from the cohort average of all large commercial 

surveys conducted. 

We recommend everyone at Hydro Ottawa remain professional and continue to treat large customers with 

respect, empathizing with their potential concerns about company costs. Worry can easily turn into frustration 

and then anger, but we have seen that positive customer service interactions can help limit the potential 

adverse impact of key issues. 
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Upset or angry people are more critical and they will look for behaviours which reinforce or validate their 

negative view. It is more important than ever to ensure every interaction with a customer is an excellent one. 

Demonstrating understanding through active listening is a good start. Large commercial customers, in 

particular, want to be responded to in an expedient manner or frustrations may start to build. A well-trained 

customer service team can reflect a positive company image. 

The number one suggestion for improvement remains “better prices”. Price will always be top of mind for all 

customer types. They will ultimately take out their frustrations on everything that has a cost associated with it, 

including their utilities. But, keep in mind that customers also expect reliable electricity and become frustrated 

with outages. They already have enough on their plates and are dealing with many other worries like the ability 

to pay their bills. More disconnects are likely over the next few years and utilities need to be prepared on how 

best to deal with this and ensure appropriate training is available to mitigate customer backlash.  

With continued financial struggles among many, empathy and consistent communication remain key. 

Maintaining strong fundamentals can help grow customer affinity. Caring about customers by responding in a 

timely and accurate manner can help build positive relationships as well as help build the brand and reputation 

of Hydro Ottawa in the future. 

UtilityPULSE 

David Malesich 

david@utilitypulse.com 

January 2025 
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UtilityPULSE, through polls and surveys, provides executives and managers with customer feedback that assists in 
making strategic and operational decisions.  You know lots of companies that can gather data and then give a report.  
We believe that by specializing in the utility sector with our polls and surveys, you get a stronger analysis of data and 
answers to critical questions that help you formulate key strategies to assist your leaders in creating a better place to 
work and a better place to do business with.  

UtilityPULSE is uniquely positioned to help your utility get feedback from Customers through its Annual Electric Utility 
Customer Satisfaction Survey or customized research designed for you.  In addition, we understand what it takes to 
create an organization where employees are engaged and enthusiastic about customers and their work.   

We’re the only research company with 25 continuous years of producing an independent Ontario and National 
benchmark.  

Anyone can collect and present data – we believe understanding the industry before doing so is crucial.  

Contact us when experience, expertise, and high standards are essential for your next customer engagement activity. 
We promise to listen to your needs and design and delivery a customer engagement activity or survey which meets 
your needs. 

 

Your personal contact is: 

David Malesich 

Phone: (647) 274-9420  E-mail: david@utilitypulse.com  
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This report and all of the information and data contained within it may NOT be released, shared or 

otherwise disclosed to any other party, without the prior, written consent of Hydro Ottawa and the 

consent of the other Electricity Canada members included in this Report.

In addition and without limitation, comparative information besides company specific and 

corresponding national comparative results cannot be released in any public forum (such as 

company websites, regulatory proceedings, press releases or annual reports) without the consent 

of the companies or jurisdictions to which you are comparing.

2023 National Electricity Customer Satisfaction Report 

Confidentiality 
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More engagement on Energy Transition helps Hydro Ottawa post higher 
overall satisfaction

1. Ottawa is different. The national results show that the average Canadian is not very well informed about the energy transition and is 
torn on how utilities should move forward with energy transition – whether utilities should postpone investments or to invest 
proactively to reduce emission. However, for Hydro Ottawa, they are much more knowledgeable and 3-to-2 more likely to support taking 
actions to reduce emissions.

2. Satisfaction with Hydro Ottawa and the Customer Satisfaction Index (CSI) continue a gradual upward trend. Since 2021, the portion of 
customers saying they are “very satisfied” with Hydro Ottawa has been on the rise (from 25% in 2021, to 32% in 2022, and 36% in 2023). 
The CSI score also trends upwards steadily since 2021.

3. Hydro Ottawa sees a significant increase in Net Promoter Score (NPS). The size of the increase leads to a positive NPS for the first time. 
It also surpasses the provincial and the national averages.

4. Customer Focus is the top driver of customer satisfaction. All Customer Focus metrics have either improved or held stable year-to-year. 
Most notably, “caring about its customers”, “being transparent”, and “consulting with customers before making decisions” see a 4% to 
6% point-gain in those who say they are very satisfied.

5. Despite a relatively less challenging political environment for Hydro Ottawa, customers are experiencing greater financial strain. The 
opposing shifts in the broader context offset each other. While a greater number express satisfaction with the provincial government's 
management of the electricity system, within this larger cohort, there is less satisfaction with the utility. Moreover, a larger percentage of 
customers who believe their bills significantly impact their finances express higher satisfaction with the utility.
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Update on Core Benchmarks

Distributor Satisfaction

• The intensity of the satisfaction with Hydro Ottawa is up year-to-year 
(from 32% to 36%), continuing to surpass the provincial and national 
averages (both at 29%).

• Most performance metrics have either shown an improvement or held 
steady. Metrics that see a substantial gain include protecting public 
safety, caring about its customers, providing energy conservation 
programs, being transparent, and consulting with customers. 

• Hydro Ottawa exceeds the provincial and national averages on 10 of 
the 12 metrics, but it underperforms on the remaining 2 metrics (good 
corporate citizen and being a well-managed company).

Reliability & Power Quality

• A marginally smaller portion of the customers report encountering two 
or more outages in the past 12 months (from 51% to 48%). While the 
trend is down marginally, the recall surpasses the Ontario (37%) and 
the national (44%) averages. 

• Satisfaction with most reliability measures is stable. However, 
providing timely and accurate information about outages sees an 
increase, up 4 points, and providing reliable electricity service is down 
4 points.

• Hydro Ottawa exceeds both the provincial and national averages 
across all reliability and power quality specific metrics.

Billing & Payment
• While Hydro Ottawa’s e-billing adoption rate is similar year-over-year (both 

at 84%), it surpasses the Ontario (51%) and national (58%) averages. 

• 2 of the 4 billing and payment metrics stay largely the same as last year. For 
the remaining 2 metrics, providing convenient options to pay my bill sees a 
small positive change (+3 pts). On the other hand, providing accurate bills 
sees a small drop (-2 pts). 

• Despite the year-to-year change, Hydro Ottawa performs better than the 
provincial and national averages on all billing and payment metrics. 

Planned Outages

• The portion of customers who encountered a scheduled outage remains 
consistent year-over-year (both at 22%). The share of customers who 
recalled receiving advance notices is up marginally (from 70% to 73%). 
However, among those who recalled receiving advance notices, the intensity 
of the satisfaction with the communications is down marginally (from 46% to 
40%).

• Comparing to the provincial and national samples, Hydro Ottawa customers 
are as likely to recall experiencing a planned outage as the average Ontarian 
(23%) but are less likely to recall it than the national average (29%). 

• Hydro Ottawa customers are as likely to recall receiving advance notices from 
the utility as the Ontario and national averages. They are more satisfied with 
the communication than the averages.

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 1
Attachment E

ORIGINAL
Page 6 of 125 



7

Update on Core Benchmarks (cont’d)

Price

• Customers’ satisfaction with value for money is consistent year-over-year 
(from 11% to 12%). They are more satisfied with the value for money 
than the Ontario and national averages.

• Although customers’ satisfaction with price trends upwards (from 6% to 
10%), customers are less satisfied with the price they pay than the 
Ontario (14%) and national (15%) averages.

• Those who ‘strongly agree’ that the bill has an impact on their finances is 
flat, but more say ‘somewhat agree’ year-to-year. Generally, Hydro 
Ottawa customers (9%) are less financially stressed than Ontario or the 
national average (both at 15%). 

Social Permission

• Social permission on price increase continues an upwards trend (from 
56% to 61%).

• Whether it’s social permission on price increase or that to build 
infrastructure, Hydro Ottawa’s results exceed those of Ontario and the 
national averages.

Communications

• The intensity of the satisfaction with overall communication is up 
marginally (from 30% to 33%). It outperforms the provincial and national 
averages (both at 31%).

• When compared to other service providers, Hydro Ottawa has a similar 
performance as last year. 

• When compared to the Ontario and national averages (both at 29%), a 
much larger portion of Hydro Ottawa customers say their utility is better 
than the other service providers (39%).

Utility as Advisor

• About 1-in-3 customers would definitely/are very likely to ask Hydro 
Ottawa for advice/seek information on energy conservation and 
efficiency programs. This is on par with the Ontario (36%) and national 
(37%) averages. 

• Marginally more customers say they would ask Hydro Ottawa for advice 
year-over-year (from 7% to 10%).

Energy Transition

• 3-in-5 (63%) customers say they are familiar with the idea of energy 
transition, higher than Ontario and national results. 

• Half (49%) say Hydro Ottawa should take proactive measures to invest in 
reducing carbon emission, much higher than provincial and national 
averages. 
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9

Research Overview

The Electricity Canada (formerly known as Canadian Electricity Association) commissioned Innovative Research Group Inc. (INNOVATIVE) 

to conduct the Electricity Canada’s 2023 Annual National Customer* Satisfaction Survey. The focus of this survey is on public attitudes 

towards the electricity companies that serve them.

Key company-specific (distributor) topics include:

▪ Overall satisfaction

▪ Performance metrics

▪ Reliability and power quality

▪ Customer experience (planned outages, billing, and communications)

▪ Net Promoter Score

▪ Utility as Advisor

Other topics include:

▪ Key satisfaction metrics for transmitters

▪ Key satisfaction metrics for retailers (in Alberta only)

▪ Perceptions towards energy transition

▪ The price of electricity

▪ Social permission on price increase and to build infrastructure

▪ Environmental controls (underlying factors – outside a utility’s control – that may impact perceptions of electricity companies)

* Results of Hydro Ottawa are from a customer list 
sample. Approximately 1% of the respondents say they 
do not receive any electricity bills at the bill format 
question. 
Results of the regional and national are from a general 
public sample. Approximately 10% and 9% of the 
regional and national respondents, respectively, say they 
do not receive any electricity bills at the bill format 
question. 

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 1
Attachment E

ORIGINAL
Page 9 of 125 



Findings of the survey presented in this report are based on an online survey conducted by Innovative Research Group 

(INNOVATIVE) for Electricity Canada’s 2023 Annual National Public Attitudes Survey. 

WHO? SAMPLE? DATE? METHOD?

October 11th to 

December 12th, 2023

Canadian adults, 18 years or 

older. Additional oversamples 

were included upon Electricity 

Canada’s and its members’ 

requests

Representative national 

sample of 1,600 respondents 

weighted by age, gender, 

region, education, and 

language using the latest 

Statistics Canada Census data 

Online survey from 

representative online 

panels

Survey Methodology At a Glance (National)
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1. Recently, more members provided their customer lists to request for additional oversamples within their distribution service territories. Previously when 

the requests were limited, the national sample had included these customer samples. However, attitudinal differences have been emerging between 

customer and general public samples. In order to avoid swings due to changes in samples rather than changes in opinions, we are now excluding customer 

over-samples from the national result. 

Two Key Changes in National Sample Methodology

GenPop Sample 
from a Sample 

Provider

Sample 
from a 

Customer 
List

GenPop Sample 
from a Sample 

Provider

Sample 
from a 

Customer 
List

2. In addition, best practice in weighting online samples has shifted to include weighting by education (along with age, gender, region and language) as online 

samples tend to skew towards higher education. We are now weighting the national sample by education to provide a more representative sample. 

In order to provide a fair comparison of this year’s national results to last year’s, this report includes two datapoints from last year’s data. 

• The 2022 national results reported in last year’s national report, and

• The 2022 national results with customer lists removed and the remaining national sample weighted by education (along with age, gender, region and 

language) for comparison to this year’s national results. 
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1. An alternate wording of measuring likelihood to turn to their utility for advice

“How likely would you be to seek information from [DISTRIBUTOR] for advice?” to capture self-serve behaviours, 
such as visiting a utility’s website for information on their own. 

2. Perceptions towards Energy Transition

A trade-off question between energy affordability and making investments to reduce emissions to capture 
support for energy transition. 

3. A new measure of transparency: “Being clear about where my rate dollars are going” 

A potentially a more actionable measure for members. 

4. A new measure of competency: “Being a well-managed company”

To capture the “second person” brand dimension. 

Following a review with members, a few new metrics/questions are added to this year’s survey.

Four Survey Changes
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Survey respondents can become disengaged, lose interest and give poor answers simply to get through a survey. 

To ensure a quality sample, we have taken the following steps in cleaning this year’s national data. 

1. Bad respondent check
It screens respondents who wrote gibberish in an open-ended question.

2. Attention check
It screens respondents who pay little attention when answering survey questions. The survey uses 
questions developed based on peer-reviewed academic literature to identify these low-attention 
respondents.

3. Speeder checks
It screens respondents who speed through the survey as well as are flagged as marginally low-attention.

4. Acquiescence bias screen
This screen is also known as agreement bias. It screens respondents who tend to select a positive 
response option, be it on a positive or negative question. This is an additional screen added to this year’s 
survey sample. 

Sample Quality Checks
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Detailed Survey Methodology (National)

The Electricity Canada’s 2023 Annual National Public Attitudes Survey is an online survey conducted by Innovative Research Group 

(INNOVATIVE). Data collection occurred between October 11th and December 12th, 2023 among 3,986 Canadian adults (18 yrs or older).

The survey instrument was designed by INNOVATIVE, with input and direction from Electricity Canada members, and made available to 

respondents in either English or French.

The survey sample was weighted by age, gender, region, education, and language using the latest Statistics Canada Census data to reflect 

the actual demographic composition of the Canadian adult population. Upon Electricity Canada’s request, additional oversamples were 

included in a number of smaller provinces to provide greater confidence in the data at a sub-regional level of analysis. In the final data, the 

oversampled regions were weighted down to a representative national sample size of n=1,600.* Tracking results are drawn from previous 

surveys from 2013** to 2022.

Survey respondents were recruited from a wide variety of sources to reflect the age, gender, regional, linguistic, and educational 

distributions of the country as a whole. Because this is an online survey, and not a random probability sample, the results cannot be 

generalized across all Canadians, and we cannot apply a margin of error. INNOVATIVE provided each survey respondent with a unique URL 

(hyperlink) to the online survey via an email invitation to ensure that only invited respondents were able to complete the survey. Unique 

URLs were disabled upon survey completion to ensure that invited respondents could only complete their individual survey once.

Graphs and tables may not always total 100% due to rounding values rather than any error in data.  Sums are added before rounding 

numbers.

* NOTE ON WEIGHTING: The survey data has been weighted by age, gender, linguistic and educational distributions within 30 geographical sub-regions across Canada using the latest 
Census data. This weighting convention ensures that the survey data is representative at both the national and provincial levels of analysis.

** NOTE ON TRACKING: Reliable tracking from years prior to 2014 is limited to questions that were not impacted by the transition from 1-10 to 0-10 response scales in 2014. Where 
reliable tracking is available, in some instances it dates back as far as 2009. 
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Survey Methodology (Hydro Ottawa)

Hydro Ottawa provided INNOVATIVE with confidential access to its residential customer list in order to survey their customers. The 

customer list included information on region, language and consumption levels, as well as all available email addresses. The survey 

followed a random sampling methodology. A random sample were then surveyed. 

Respondents were asked to confirm that they receive their electricity bills from Hydro Ottawa. The online survey was fielded from October 

11th and December 12th, 2023 among n=1,307 Hydro Ottawa customers.

Since only a subset of the customers on the list have email addresses on file, we cannot apply a margin of error. Having said that, this 

sample was weighted down to a representative sample size of n=1,000 by region, language and consumption level based on the 

distributions of all Hydro Ottawa residential customers to produce a representative sample of the customer base.

INNOVATIVE provided each survey respondent with a unique URL (hyperlink) to the online survey via an email invitation to ensure that 

only invited respondents were able to complete the survey. Unique URLs were disabled upon survey completion to ensure that invited 

respondents could only complete their individual survey once.
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16

Sample Validation (Hydro Ottawa)

The Hydro Ottawa customer sample has been weighted by region, language, and consumption level in order to be representative of Hydro Ottawa’s customer 

base. The table below summarizes the weighted and unweighted frequencies of the sample.

Unweighted (n) Unweighted (%) Weighted  (n) Weighted  (%)

Region 

Casselman 10 0.8% 5 0.5%

Gloucester 201 15.4% 155 15.5%

Goulbourn 76 5.8% 63 6.3%

Kanata 147 11.2% 110 11.0%

Nepean 295 22.6% 199 19.9%

Ottawa 578 44.2% 467 46.7%

Language

English/Bilingual 1145 87.6% 886 88.6%

French 162 12.4% 114 11.4%

Consumption levels 

Low (0-250 Kwh) 142 10.9% 148 14.8%

Moderate (250-500 Kwh) 415 31.8% 308 30.8%

Average (500-1,000 Kwh) 579 44.3% 410 41.0%

High (>1,000 Kwh) 171 13.1% 134 13.4%
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* Includes Diploma and Apprenticeship
NOTE: 6% Prefer not to say

20%

2%

73%

2%

Electricity Oil/Fuel Natural
Gas

Other

NOTE: 4% Prefer not to say

99%

Receive bill Do not receive bill

Don’t know

19% 20%
37%

<$60k $60k to <$100k $100k+

Demographics: Hydro Ottawa Respondent Profile (Customer list-only sample)

NOTE: 24% Prefer not to say

Gender and Age

Primary Home Heating SourceEducation

Household Income

Billing

NOTE: 2% Don’t know

9%
22%

63%

HS or less College* University

3%

14%

36%

4%

13%

30%

M 18-34

M 35-54

M 55+

W 18-34

W 35-54

W 55+

53% 47%

Prefer to self-describe 1%

WomenMen

72%

11% 17%

English French Other

Mother Tongue

Indigenous Identity

1%

94%

Yes No
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Approach to Tracking

Tracking results are drawn from the previous National Customer Satisfaction Surveys. 

In 2017 and 2018, the source of the sample was solely from an online sample provider, not from a Hydro Ottawa’s customer list. Respondents who identified 

Hydro Ottawa as the company from which they receive their electricity bill were considered Hydro Ottawa customers.

In 2021 and 2022, samples from the customer lists were used to complement the general public samples. As such, they were treated as samples from the 

general public. 

This year, the national study made a change to separate samples from the customer lists and the general public samples. Moving forward, samples from the 

customer lists would not be combined with the general public samples. Samples from the customer lists would be weighted by metrics relevant to electricity 

customers, such as region, language and consumption in this case. The general public samples would be weighted by census data, such as age, gender, region, 

language and education.

In order to provide a fair comparison of the utility’s performance of this year’s results to last year’s, this report includes two datapoints of from this year’s data.

• The 2023 utility results which combined the customer list sample and the general public sample. The sample was weighted against the census data. The 

report would use this set of datapoint to compare to last year’s results. 

• The 2023 utility results with the general public sample removed and the remaining customer list-only sample. The sample was weighted by region, 

language and consumption. This datapoint is used for comparing the utility results to the regional and national averages. Moving forward, the utility 

results would be compared to this datapoint.

The additional datapoints allow the study to differentiate a change in the results due to a methodological change versus a real change in customer sentiments.

2017 2018 2021 2022 2023

Sample Source Sample providers
Sample providers +

Hydro Ottawa’s customer list 
Customer 

list 

Unweighted n 515 464 1,327 1,103 1,364 1,307

Weighted n 515 450 1,000 1,000 1,000 1,000
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Example Slides

For example, familiarity with the province’s electricity system was asked in both the 2023 and the 2022 CSAT surveys. 

To set the stage for making a comparison to the 2022 CSAT survey, 

a set of datapoints from this year’s data is created. It used the same 

sampling and weighting approaches as in 2022. 

This set of datapoints is from the customer list only. It also 

has been weighted by region, language and consumption 

to be representative of Hydro Ottawa’s customer base. 

These datapoints are also used 

for comparing to the regional 

and national averages. 

Moving forward, the utility 

results would be compared to 

this datapoint.

The datapoints with the general public 

sample can be compared against last 

year’s CSAT survey.
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* Includes Diploma and Apprenticeship
NOTE: 4% Prefer not to say

25%

2%

68%

2%

Electricity Oil/Fuel Natural
Gas

Other

NOTE: 5% Prefer not to say

99%

Receive bill Do not receive bill

Don’t know

23% 20%
37%

<$60k $60k to <$100k $100k+

Demographics: Hydro Ottawa Respondent Profile 
(GenPop + Customer list sample)

NOTE: 20% Prefer not to say

Gender and Age

Primary Home Heating SourceEducation

Household Income

Billing

NOTE: 4% Don’t know

22% 23%

51%

HS or less College* University

12%

15%

21%

11%

17%

23%

M 18-34

M 35-54

M 55+

W 18-34

W 35-54

W 55+

47% 50%

Prefer to self-describe 3%

WomenMen

73%

13% 15%

English French Other

Mother Tongue

Indigenous Identity

3%

93%

Yes No
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At the beginning of the survey, respondents are asked which company they get their electricity bill from. All survey questions relate back to this company. The company 
name is inserted into the actual question several times to remind respondents to base their responses on that company.

Survey Section 2023 2022 2021 2018 2017

Overall Satisfaction (with Hydro Ottawa)

Familiarity with provincial electricity system X X X X

In general, how satisfied are you with Hydro Ottawa X X X X X

Caring about its customers X X X X X

Taking care of any problems the first time you contact them X X X X X

Providing online services X X X X X

Operating in an environmentally responsible manner X X X X X

Protecting public safety X X X X X

Being trustworthy X X X X X

Being transparent X X X X X

Being clear about where the money I pay is going X

Providing energy conservation and efficiency programs and information X X X X X

Being a good corporate citizen through initiatives such as contributing to community sponsorship programs  X X X X X

Consulting with customers before making decisions that impact them X X X X X

Being a well-managed company X

Reasons for contacting Hydro Ottawa in the past 12 months X X X X X

Reliability and Power Quality

In the past 12 months, how many power outages do you recall experiencing at home? X X X X X

Providing reliable electricity service, as judged by the number of outages you experience X X X X X

Providing timely and accurate information regarding outages X X X X X

The amount of time it takes to restore power when power outages occur X X X X X

Considering your needs when planning an outage X X X X X

The quality of power delivered to you taking into consideration things like flickering or dimming of lights X X X X X

Survey Design: Questionnaire Tracking

NOTE: A red X indicates where question wording was slightly different in prior years 
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Survey Section 2023 2022 2021 2018 2017

Planned Outages

Over the past two years, have you been impacted by any planned outages? X X X X

Did Hydro Ottawa proactively communicate with you about the most recent planned power outage that you experienced? X X X X

Satisfaction with the way the company communication about planned outage X X X X

Billing and Payment

Format of bill X X X X X

Providing accurate bills X X X X X

Providing bills that are easy to understand X X X X X

Providing convenient options to receive my bill X X X X X

Providing convenient options to pay my bill X X X X X

Communications

Overall satisfaction X X X X X

Customer experience with Hydro Ottawa compared to that of other service providers X X X X X

Utility as Advisor

Likelihood of asking Hydro Ottawa for conservation/new technology advice X X

Net Promoter Score (NPS)

Likelihood to recommend Hydro Ottawa X X X X

Price

Satisfied with the price for electricity X X X X X

My electricity bill has a major impact on my finances and requires I do without other important priorities X X X X X

Satisfied with the value I pay for electricity X X X X X

General Attitudes

Social permission on price increases X X X X X

Social permission to build infrastructure X

Satisfaction with provincial government management of electricity system X X X X X

Energy Transition

Familiarity with energy transition X

Point of view on energy transition X

Survey Design: Questionnaire Tracking (cont’d)

NOTE: A red X indicates where question wording was slightly different in prior years 
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A Note on Environmental Controls
What are environmental controls?
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24

Environmental Controls: Uncontrollable External Factors

It is important to distinguish between what is within, and what is outside an electrical utility’s influence or control when it comes to drivers 

of satisfaction. 

Perceptions of electricity companies often tend to move with general perceptions of provincial government performance in the sector 

rather than in response to the utility itself.

In addition, perceptions of utilities are strongly correlated with financial circumstances. In tough times, perception and preference can 

change because customers are struggling with their bills, not because of anything the company has – or has not – done.

Control questions help distributors distinguish between two factors that impact public perception:

a) utility-driven programs; and

b) uncontrollable external factors. 

In this survey, we include two environmental control questions to help capture external phenomena: 

Government Performance: How satisfied are you with the job your provincial 

government is doing to manage the electricity system?

Financial Circumstances: My electricity bill has a major impact on my finances 

and requires I do without some other important priorities. 

There is a more in-
depth analysis of these 
environmental controls 

in the appendix

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 1
Attachment E

ORIGINAL
Page 24 of 125 



6%
8% 7% 6% 7%

26%

32%

24%
21%

26%

52%

35%

42% 43%

36%

7%

24%

35%

0%

50%

2017 2018 2021 2022 2023

How satisfied are you with the job your provincial government is doing to manage the electricity system? Please use the scale from 0 to 10, where 0 
means very dissatisfied and 10 means very satisfied.
[asked of all Hydro Ottawa respondents]

Q

Gov’t Performance (Tracking): The political environment is more favourable to 
Hydro Ottawa

Total Dissatisfied

Very Satisfied (10,9)

Total Satisfied
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42%

34%

29% 30%
34%33%

37%

47% 46%

39%

29%

47%

0%

50%

2017 2018 2021 2022 2023

Financial Circumstances (Tracking): Financial circumstances are more problematic 
for Hydro Ottawa

Do you agree or disagree with the following statement:
My electricity bill has a major impact on my finances and requires I do without other important priorities.
[asked of all Hydro Ottawa respondents for tracking purposes, data filtered to show only those who receive a bill; n=989]

Q

Total Disagree

Total Agree
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Customer Satisfaction Index (CSI)

STRICTLY CONFIDENTIAL
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28

Customer Satisfaction Index (CSI)

The Customer Satisfaction Index (CSI) is a number that summarizes respondents’ overall satisfaction with their electricity distributor using an analysis of 
each performance metric tested. 

In 2014, INNOVATIVE updated the methodology used to construct the CSI. In 2017, the calculation methodology was updated again to reflect the survey 
redesign that occurred that year. This year’s study follows the 2017 method that it has adopted since.

Calculating CSI:

1. A factor analysis finds the true underlying dimensions of customer satisfaction that explain the pattern of responses on the larger set of brand metrics. 

• Factor analysis allows us to find which metrics mean similar things to the public. The use of factor analysis allows us to determine which metrics 
should be grouped together in order to conduct meaningful analysis.

• We tested 24 performance metrics for all electricity companies in the analysis. While each of these metrics seems distinct in important ways to 
people who are close to the industry, many of these items seem similar to members of the general public. We found that 6 underlying factors, 
along with 3 additional (standalone) metrics explain most of the variance in the larger set of metrics. 

2. We use a Shapley Values regression analysis to determine the relative contribution of each factor to overall satisfaction.

• Shapley Values are a calculation of how much of the variance in overall satisfaction can be explained by each individual factor, after statistically 
accounting for the fact that some of the factors are correlated with one another.

3. We then take an average of the mean score on each of the factors, weighted by their Shapley Values to determine the overall CSI scores. 

4. In keeping with the revised survey and analysis plan, the CSI is now being calculated as a single measure for all electricity 
companies included in the research.
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29Factor Analysis (General Satisfaction): Based on their responses, which metrics 
mean similar things to the public? 

Core:
• Consulting with customers before making decisions
• Being transparent
• Caring about its customers
• Being clear about where the money I pay is going†
Shared with CSR*:
• Being trustworthy
• Being a good corporate citizen
• Being a well-managed company†

Customer Focus

• Providing reliable 
electricity service

• The amount of time it 
takes to restore power

• The quality of power 
delivered to you

Quality & 
Reliability

• Providing convenient 
options to pay my bill

• Providing convenient 
options to receive my bill

• Providing bills that are easy 
to read and understand

• Providing accurate bills

Billing 
Practices

• Providing timely and 
accurate information re: 
outages

• Considering your needs 
when planning an outage

Outage 
Preparation

Core:
• Operating in an environmentally responsible manner
• Providing energy conservation and efficiency 

programs and information
• Protecting public safety
Shared with Customer Focus*:
• Being trustworthy
• Being a good corporate citizen
• Being a well-managed company†

CSR
Standalones

• Taking care of problems the 
first time you contact them

• Overall communication

• Providing online services

NOTE: *Shared attributes are those that are equally important to both factors, and are included in each factor index at a 50% weight. 
†These are new performance metrics added to the survey since 2023.
‡ Metrics on price and value have been added since 2022. 

• Price for electricity
• Value for the price you pay 

for electricity

Price/Value‡
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30Similar to last year’s findings, Customer Focus and CSR Factors are closely 
connected as measures of Brand Trust

Customer 
Focus

Being 
transparent

Being 
trustworth

y

Being a 
good 

corporate 
citizen

Consulting 
with 

customers 
before making 

decisions

Caring about 
its customers

Being clear 
about where 
the money I 
pay is going

CSR

Operating in 
an 

environment-
ally 

responsible 
manner

Providing 
energy 

conservation 
and efficiency 
programs and 
information

Protecting 
public safety

Being a good 
corporate 

citizen

Being 
trustworthy

Being a well-
managed 
company

This year, there are three key performance metrics that are shared between 
the two factors.
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31Brand Trust is a core marketing concept. Although the items in the Customer 
Focus and CSR Factors are CSAT measures, they reflect Brand Trust.

With an increased overlap of the Customer Focus and CSR factors, an overarching dimension of brand trust has emerged. 

Brand Trust is well documented on marketing literature and includes multiple dimensions: 
1. Do you listen to your customers? Customers want to feel heard.
2. Do you care about what your customers say? Customers want to know you care.
3. Do you try to respond to your customers’ concerns? Customers want to see actions.
4. Do you consistently respond to your customers? Customers expect you to do your job well over and over again.

Recognizing the power of Brand Trust in Customer Satisfaction can help inform electricity companies responses.
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*F – Denotes what has been identified as a “factor”, where multiple metrics are viewed similarly to respondents. All others are standalone metrics.

The percentage for each factor/metric 
shows the contribution of each to the 
amount of variance being explained by 
the model (in this case, 54%).

These values are used to create the CSI 
score.

19%

19%

14%

12%

11%

8%

8%

6%

4%

*F: CSR

*F: Customer Focus

*F: Price/Value

Overall communications from [DISTRIBUTOR]

Taking care of problems the first time

*F: Billing Practices

Providing online services

*F: Quality & Reliability

*F: Outage Preparation

R2: 0.54

Shapley Values Regression (National): Relative contribution of each factor to 
the Customer Satisfaction Index (CSI) according to Shapley Values regression
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Shapley Values Regression (Hydro Ottawa): Relative contribution of each factor 
to the Customer Satisfaction Index (CSI) according to Shapley Values regression

*F – Denotes what has been identified as a “factor”, where multiple metrics are viewed similarly to respondents. All others are standalone metrics.

The percentage for each factor/metric 
shows the contribution of each to the 
amount of variance being explained by 
the model (in this case, 43%).

These values are used to create the CSI 
score.

17%

17%

14%

12%

11%

9%

7%

7%

5%

Overall communications from [DISTRIBUTOR]

*F: Customer Focus

*F: CSR

*F: Price/Value

*F: Billing Practices

*F: Quality & Reliability

Providing online services

Taking care of problems the first time

*F: Outage Preparation

R2: 0.43
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34

6.67

6.44

6.22 6.22

5.51

6.02

5.95

6.10

6.08

6.01

6.05
6.17

5.99

6.30
6.42 6.50

6.68
6.74

6.66

6.17

6.71

6.42 6.54

6.47
6.52

6.29

6.36

6.66

5.0

6.0

7.0

2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 2019 2020 2021 2022 2023

Old CSI Values Vertically Integrated CSI

Distributors CSI Re-combined CSI

Hydro Ottawa CSI (GenPop sample) CSI (with Price/Value)

Hydro Ottawa CSI (with Price/Value, GenPop sample) Hydro Ottawa CSI (with Price/Value, customer list sample)

CSI Tracking: Hydro Ottawa CSI (from 6.29 to 6.36) has trended up, in a similar 
manner to the national results (from 6.47 to 6.52)

CSI Scores: Since 2014, the CSI has been calculated using a new approach to better 
represent satisfaction levels. The 2013 CSI was recalculated with the new approach 
to provide an overlapping tracking year.

As of 2017, a new survey design has allowed us to continue with the new 
calculation, while providing a single, overall, measure of satisfaction in the industry.

(Rescaled 2013 CSI score)

Pre-2013 CSI Scores: These scores were 
calculated using the prior method. 
However, historical scores have been 
rescaled onto a 0-10 scale for 
comparability.

NOTE: The CSI had been calculated on a 1-10 scale from 2009 to 2013. In order to compare those scores with the current scale of 0-10, CSI scores from 2009 to 2013 have been 
rescaled to 0-10. For example the 2013 score of 5.51 on a 0-10 scale that is reported here corresponds to the reported score of 5.9 on a 1-10 scale in the 2013 report.

With Price/Value added as a 
factor: These scores were 
calculated by including the 
Price/Value factor. 
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National 
Avg.= 65

Ontario
Avg. = 66

Benchmarking: Hydro Ottawa (67) is marginally above the Ontario (66) and the 
national (65) averages

Customer Satisfaction Index

* Note: Only utilities with an unweighted n-size of 100+ are shown.

73

68

68

67

67

67

66

65

64

64

64

63

63

63

55

54

Company 9

Company 3

Company 7

Company 6

Company 5

Company 13

Company 1

Company 8

Company 14

Company 12

Company 10

Company 2

Company 4

Company 15

Company 11

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 1
Attachment E

ORIGINAL
Page 35 of 125 



Hydro Ottawa stands out on operational measures and is similar to the national 
and provincial averages on all other key measures

1

2

2

3

5

1

1

Customer Satisfaction Index

Customer Focus

CSR

Reliability & Power Quality

Billing & Payment 

Price/value

65

62

67

62

75

55

72

66

64

67

63

75

56

72

67

62

65

65

80

56

73

50 55 60 65 70 75 80 85 90

National Ontario Hydro Ottawa

Spread

NOTE: x-axis has been modified to show the difference between each group (x-axis lower bound = 50, upper bound = 90).

Customer Satisfaction Index (CSI)

Customer Focus

CSR

Reliability & Power Quality

Billing & Payment

Price/Value

Communications

Regional CSI scores are multiplied by 10 for comparison with other metrics on this slide. 
“Customer Focus”, “CSR”, “Reliability & Power Quality”, “Billing & Payment”, and “Price/Value” represent the mean level of customer satisfaction within those factors.
“Communications” indicates the mean level of customer satisfaction with the overall communication from the utility.
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Action Analysis
What does the data tell us about what to do next?

STRICTLY CONFIDENTIAL

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 1
Attachment E

ORIGINAL
Page 37 of 125 



38

Changing Public Perception: Social Marketing

The concept of social marketing is all about getting people to change their 
behaviour. Getting a flu shot. Taking precautions when investing. Saving for 
retirement. Using less electricity. Accepting price increases. Simply stated, but 
not simply achieved. 

There are three primary options for opinion change:

• Persuasion – Teaching people something they didn’t know in order to 
increase their likelihood of doing the desired action or believing the desired 
belief.

• Priming – Reminding people of something they already know in order to 
increase their likelihood of doing the desired action or believing the desired 
belief.

• Trial – Getting people to do the desired behaviour so it becomes a habit.

On-going research will provide electricity companies with a framework to assess 
their target audience to identify the key opinion anchors for priming, the best 
new information for persuasion, and the most appealing offers for trial.

In terms of behaviour, trial is best since a change of behaviour is the goal.  Trial works best if it is run in parallel with a supportive 

campaign to change attitudes that conflict with the behaviour.

Persuasion is the next best since persuasion results in permanent behaviour change.

Priming is often the least effective for long term change since once the campaign is over, the priming effect quickly fades. But if 

priming is sustained long enough to establish new habits, the change can be permanent.
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39

Combining Importance & Satisfaction: Priming and Persuasion

Once we understand what factors underlie each brand, we can examine how levels of overall satisfaction on each factor compare to their level of importance. 
The satisfaction scores shown below are net satisfaction while the level of importance is calculated using a Shapley Values regression as detailed in the 
previous section.

Critical weaknesses: 
High importance & low 

satisfaction

Critical strengths: 
High importance & high 

satisfaction

Latent weaknesses:
Low importance & low 

satisfaction

Latent strengths:
Low importance & high 

satisfaction

Net Satisfaction Above 0Below 0

Im
p

o
rt

an
ce

A
b

o
ve

 
av

er
ag

e
B

el
o

w
 

av
er

ag
e

Improving the importance of a metric is best approached through 
Priming. This means moving it away from being a latent strength 
towards being a critical strength. Priming aims to influence people’s 
thought processes and decision-making by activating specific 
associations in their minds without explicitly persuading them to take 
a stance. It is about raising the salience of a metric. It is usually 
executed through advertising and the media. While the cost is lower 
than a persuasion campaign, the downside is that once the priming 
campaign is over, people’s opinion will likely bounce back to their 
baseline levels. 

Increasing the levels of satisfaction with a brand is Persuasion. This 
means moving a metric from a weakness to a strength. Once people 
are persuaded that an organization is doing well on a particular 
metric, that opinion is likely to stick. However, persuasion campaigns 
are often long fought and expensive.

Persuasion Campaigns 
move weaknesses to strengths
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Net Satisfaction

Critical 
strengths

Critical 
weaknesses

Latent
weaknesses

Latent
strengths
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*F – Denotes what has been identified as a “factor”, as described on the right
† Those attributes are equally important to both the Customer Focus and CSR factors. 

• Consulting with customers 
before making decisions

• Being transparent
• Caring about its customers
• Being clear about where the 

money I pay is going
• Being trustworthy†
• Being a good corporate citizen†
• Being a well-managed 

company†

Customer 
Focus

• Providing reliable electricity 
service

• The amount of time it takes to 
restore power

• The quality of power delivered to 
you

Quality & 
Reliability

• Providing convenient options to 
pay my bill

• Providing convenient options to 
receive my bill

• Providing bills that are easy to 
read and understand

• Providing accurate bills

Billing Practices

• Providing timely and accurate 
information re: outages

• Considering your needs when 
planning an outage

Outage 
Preparation

• Operating in an 
environmentally responsible 
manner

• Providing energy conservation 
and efficiency programs and 
information

• Protecting public safety
• Being trustworthy†
• Being a good corporate citizen†
• Being a well-managed 

company†

CSR

• Price for electricity
• Value for the price you pay for 

electricity

Price/Value

*F: Customer 
Focus

*F: Billing 
Practices

*F: Quality & 
Reliability

*F: CSR

*F: Outage 
Preparation

Taking care of problems 
the first time

Providing online 
services

Overall 
communications

*F: Price/Value

0%

5%

10%

15%

20%

25%

-50% -30% -10% +10% +30% +50% +70% +90%

Action Analysis (National): CSR and Customer Focus stand out as critical 
strengths
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41Action Analysis (Hydro Ottawa): Overall communications, Customer Focus, and 
CSR stand out as critical strengths 

*F: Customer 
Focus

*F: Billing 
Practices

*F: Quality & 
Reliability

*F: CSR

*F: Outage 
Preparation

Taking care of problems 
the first time

Providing online 
services

Overall 
communications

*F: Price/Value

0%

5%

10%

15%

20%

25%

-50% -30% -10% +10% +30% +50% +70% +90%

Net Satisfaction

Critical 
strengths
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weaknesses
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*F – Denotes what has been identified as a “factor”, as described on the right
† Those attributes are equally important to both the Customer Focus and CSR factors. 

• Consulting with customers 
before making decisions

• Being transparent
• Caring about its customers
• Being clear about where the 

money I pay is going
• Being trustworthy†
• Being a good corporate citizen†
• Being a well-managed 

company†

Customer 
Focus

• Providing reliable electricity 
service

• The amount of time it takes to 
restore power

• The quality of power delivered to 
you

Quality & 
Reliability

• Providing convenient options to 
pay my bill

• Providing convenient options to 
receive my bill

• Providing bills that are easy to 
read and understand

• Providing accurate bills

Billing Practices

• Providing timely and accurate 
information re: outages

• Considering your needs when 
planning an outage

Outage 
Preparation

• Operating in an 
environmentally responsible 
manner

• Providing energy conservation 
and efficiency programs and 
information

• Protecting public safety
• Being trustworthy†
• Being a good corporate citizen†
• Being a well-managed 

company†

CSR

• Price for electricity
• Value for the price you pay for 

electricity

Price/Value
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STRICTLY CONFIDENTIAL

System Familiarity

Familiarity Question Preamble
As you may know, Ontario’s electricity system has four key components: generation, transmission, distribution, and a retail 
market:

• Generating companies convert water from dams, coal, natural gas, wind and other resources into electricity;
• Transmission companies use large wires to connect the electricity produced at generating stations to transmission 

substations in the communities where it is needed;
• Distribution companies use smaller wires to carry electricity to homes and businesses; and
• Electricity retailers buy electricity from generators and sell it directly to consumers through contracts.
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Familiarity with System: The customer list sample has a slightly higher level of 
familiarity than that with the general public sample

12%

38%
35%

12%

2%

11%

38%

34%

14%

3%

Very familiar and can
explain the details of
the system to others

Somewhat familiar
with the system but
cannot explain the

details to others

I have a limited
understanding of the

system

I know nothing about
how the provincial
electricity system

works

Don't know

2023 (customer list-only sample) 2023 (GenPop + customer list sample)

Familiar:
2023 (customer list-only): 51%

2023 (GenPop + customer list): 49%

Unfamiliar:
2023 (customer list-only): 47%

2023 (GenPop + customer list): 48%

43

In general, how familiar are you with the way Ontario's electricity system works? 
[asked of all Hydro Ottawa respondents]Q

12%

38%

35%

12%

10%

40%

33%

16%

11%

38%

35%

15%

Very familiar

Somewhat
familiar

Limited
understanding

Know nothing
about system

Hydro Ottawa

Ontario

National

Regional/National Comparison

Familiar

51%

50%

49%
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9% 9% 8%
11%

39%
37%

40%
38%38% 37% 37%

34%

12%

16%
13% 14%

48%
46%

49% 49%

12%

38%
35%

12%

51%

0%

2018 2021 2022 2023

In general, how familiar are you with the way Ontario’s electricity system works? 
[asked of all Hydro Ottawa respondents]

Familiarity with System (Tracking): Familiarity is roughly steady since 2018

Q

Know nothing about system

Somewhat familiar

Very familiar

Limited understanding

Total Familiar

NOTE: “Don’t know” not shown.
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22%

16% 17%

12%

34%

28%
24%

20%

25%
21%

20232022

Summary: General Satisfaction

Overall satisfaction with Hydro Ottawa continues to go up.

Protecting public safety

Being transparent

Caring about its customers
Providing energy conservation 
programs

Most performance metrics have either shown an improvement or held 
steady. 

38%

27%

30%

37%

31%

30%

29%

22%

22%

14%

18%

18%

20%

23%

24%

Hydro Ottawa Ontario National

Caring about its 
customers
(% Very Satisfied)

Good corporate 
citizen
(% Very Satisfied)

Protecting public 
safety
(% Very Satisfied)

Being a well-
managed 
company 
(% Very Satisfied) 

Providing online 
services
(% Very Satisfied)

Ontario

Hydro Ottawa

National

42% say they are very satisfied.
Similar to last year, strong satisfaction is above the 
Ontario (29%) and the national (29%) averages. 
Comparing the datapoints with the GenPop samples 
(36% this year vs 32% last year), the portion saying 
very satisfied is up 4 points. 

These performance metrics 
included in the chart on the 
left saw the biggest gains, 
ranging from +4 to +6 
points year-to-year.

Hydro Ottawa overperforms the 
regional/national averages on some 
metrics and underperforms on others. 

Hydro Ottawa 
outperforms on 
online services, 
protecting 
public safety 
and caring 
about its 
customers. 
But it 
underperforms 
when it comes 
to being a good 
corporate 
citizen and a 
well-managed 
company.

Very Satisfied
(10+9) from a scale of 0 to 10

29%

42%

29%

Consulting with customers
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The following questions are about the local distribution system, the part of the system that 
brings electricity from nearby substations to your home and local businesses. In general, 
how satisfied are you with Hydro Ottawa? Please use the scale from 0 to 10, where 0 means 
very dissatisfied and 10 means very satisfied.
[asked of all Hydro Ottawa respondents]

Q

General Satisfaction: Three-quarters are satisfied with Hydro Ottawa, with 42% 
saying very satisfied; its intensity is much higher than regional/national averages

NOTE: ‘Don’t know’ (<1%) not shown.

42%

31%

16%

6%
4%

36%
30%

20%

8%
5%

Very satisfied (10,9) Somewhat satisfied
(8,7,6)

Neutral (5) Somewhat
dissatisfied (4,3,2)

Very dissatisfied (1,0)

2023 (customer list-only sample) 2023 (GenPop + customer list sample)

Satisfied:
2023 (customer list-only): 73%

2023 (GenPop + customer list): 66%

Dissatisfied:
2023 (customer list-only): 10%

2023 (GenPop + customer list): 12%

42%

31%

16%

6%

4%

29%

45%

18%

4%

2%

29%

43%

18%

6%

3%

Very satisfied

Somewhat
satisfied

Neutral

Somewhat
dissatisfied

Very dissatisfied

Hydro Ottawa

Ontario

National

Regional/National Comparison

Satisfied

73%

73%

72%
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General Satisfaction (Regional/National Comparison): Strong satisfaction for 
Hydro Ottawa up 4 points from last year

The following questions are about the local distribution system, the part of the system that brings electricity from nearby substations to your home 
and local businesses. In general, how satisfied are you with Hydro Ottawa? Please use the scale from 0 to 10, where 0 means very dissatisfied and 10 
means very satisfied.
[asked of all Hydro Ottawa respondents]

Q

National
Ontario

Hydro Ottawa

Very Satisfied
(10+9) from a scale of 0 to 10

NOTE: The tracking chart includes the 2022 national and regional results that had samples with customer lists removed and had the remaining national sample weighted by education (along with 
age, gender, region and language) for comparison to this year’s national results.

36%

32%

25%

29%

20%

27%28%

22%22%

32%33%

26%
24%

42%

29%

24%

29%
31%

0%

20232022202120182017
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49Reasons for Satisfied Rating: Good service/reliability/consistent power is the 
main reason why respondents are satisfied with Hydro Ottawa 

Is there any reason why you gave a rating of [PREVIOUS ANSWER] out of 10 with Hydro Ottawa? [SATISFIED] 
[only asked of those who are satisfied, i.e. gave a rating between 6 and 10; n=730]Q

NOTE: Categories with <1% have been added to “Other.”

39%

14%

8%

6%

6%

4%

4%

2%

1%

1%

1%

1%

1%

1%

1%

10%

<1%

Good service/reliability/consistent power

Satisfied/doing a good job/no problems or issues

Frequent/too many outages

Cost too high/expensive

Slow to restore power/bad customer service

Always room for improvement

Fast response to outages/good outage communication

Old/damaged/aboveground infrastructure

Billing confusion/issues

Good billing/timely/clear

Customer service

Feeling neutral/indifferent/average service

Good pricing

App/website issues

Other

None

Don't Know

Satisfied Rating 2023 (customer list-only) 

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 1
Attachment E

ORIGINAL
Page 49 of 125 



50Reasons for Neutral Rating: Cost too high/expensive is the main reason why 
respondents gave a neutral rating to Hydro Ottawa

Is there any reason why you gave a rating of [PREVIOUS ANSWER] out of 10 with Hydro Ottawa? [NEUTRAL] 
[only asked of those who are neutral, i.e. gave a rating of 5; n=164]Q

NOTE: Categories with <1% have been added to “Other.”

20%

15%

13%

6%

5%

5%

4%

3%

3%

2%

1%

1%

1%

4%

16%

1%

Cost too high/expensive

Feeling neutral/indifferent/average service

Frequent/too many outages

Good service/reliability/consistent power

Negative general

Slow to restore power/bad customer service

Need more info to form an opinion/new customer/landlords pay utilities

Satisfied/doing a good job/no problems or issues

Billing confusion/issues

Nothing to compare to/no choice/monopoly

Old/damaged/aboveground infrastructure

Delivery charges too high/more than consumption cost

Always room for improvement

Other

None

Don't Know

Neutral Rating 2023 (customer list-only) 
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51Reasons for Dissatisfied Rating: Cost is the main reason for dissatisfaction, similar 
to the national; outages and restoration complaints are much higher than typical

Is there any reason why you gave a rating of [PREVIOUS ANSWER] out of 10 with Hydro Ottawa? [DISSATISFIED] 
[only asked of those who are dissatisfied, i.e. gave a rating between 0 and 4; n=101]Q

NOTE: Categories with <1% have been added to “Other.”

29%

19%

18%

6%

5%

4%

3%

2%

2%

1%

1%

1%

4%

2%

1%

Cost too high/expensive

Slow to restore power/bad customer service

Frequent/too many outages

Satisfied/doing a good job/no problems or issues

Good service/reliability/consistent power

Old/damaged/aboveground infrastructure

Negative general

Billing confusion/issues

Delivery charges too high/more than consumption cost

Nothing to compare to/no choice/monopoly

App/website issues

Unhappy with time of use system/need more information on time of use system

Other

None

Don't Know

Dissatisfied Rating 2023 (customer list-only) 
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34%

34%

28%

25%

24%

24%

22%

19%

20%

19%

17%

13%

33%

26%

26%

26%

21%

28%

22%

21%

25%

21%

19%

16%

17%

21%

22%

22%

21%

20%

23%

24%

22%

22%

26%

23%

5%

3%

7%

10%

5%

8%

8%

6%

11%

7%

10%

5%

6%

7%

5%

6%

8%

4%

8%

6%

9%

6%

9%

13%

11%

10%

23%

13%

17%

26%

13%

26%

20%

37%

0% 50% 100%

Very satisfied (9,10) Somewhat satisfied (8,7,6) Neutral (5)

Somewhat dissatisfied (4,3,2) Very dissatisfied (1,0) Don't know

Performance Metrics: Respondents are most likely to be ‘very satisfied’ with 
‘providing online services’ and ‘protecting public safety’ in both samples

Q

NOTE: *The full question text is” Being a good corporate citizen through initiatives such as contributing to community sponsorship programs”. 

Please indicate how satisfied you are with the way Hydro Ottawa is performing on each of the following attributes:
[asked of all Hydro Ottawa respondents]

38%

37%

31%

29%

27%

26%

24%

22%

21%

20%

18%

14%

30%

25%

25%

24%

19%

29%

22%

20%

24%

19%

19%

14%

17%

19%

22%

22%

20%

21%

23%

23%

23%

24%

27%

24%

4%

2%

6%

8%

5%

6%

7%

5%

11%

5%

9%

3%

5%

4%

5%

5%

9%

15%

12%

12%

26%

15%

19%

27%

16%

29%

22%

42%

0% 50% 100%

Providing online services

Protecting public safety

Being trustworthy

Caring about its customers

Taking care of any problems the first time you contact them

Providing energy conservation and efficiency programs and information

 Being transparent

Operating in an environmentally responsible manner

Being clear about where the money I pay is going

Being a well-managed company

Consulting with customers before making decisions that impact them

Being a good corporate citizen through initiatives*

Providing online services

Protecting public safety

Being trustworthy

Caring about its customers

Taking care of any problems the first time you contact 
them

Providing energy conservation and efficiency 
programs and information

Being transparent

Operating in an environmentally responsible manner

Being clear about where the money I pay is going

Being a well-managed company

Consulting with customers before making decisions 
that impact them

Being a good corporate citizen through initiatives*

2023 (customer list-only): 2023 (GenPop + customer list sample): 
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28%28%

20%

24%

20%

13%
11%

9%

16%

13%

25%

21%

15%

22%

19%

22%

16%

14%14%

18%
17%

12%
10%

12%12%

20%
19%

31%

14%

29%

24%

18%

21%
20%

0%

20232022202120182017

Very Satisfied
(10+9) from a scale of 0 to 10

Customer Focus (Tracking): Customer Focus metrics have either improved or 
held stable year-to-year

Q

Being trustworthy† 

Good corporate citizen*†

Being transparent
Caring about its customers

Consulting with customers 
before making decisions that 
impact them

Please indicate how satisfied you are with the way Hydro Ottawa is performing on each of the following attributes:
[asked of all Hydro Ottawa respondents]

Being clear about where 
the money I pay is going
Being a well-managed company †

NOTE: † Those attributes are equally important to both the Customer Focus and CSR factors. As such, they are included in both tracking charts in dotted lines.
*The full question text is “Being a good corporate citizen through initiatives such as contributing to community sponsorship programs”. 
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54CSR (Tracking): Similarly, CSR metrics have either improved or held stable year-
to-year

Q

34%

28%

22%

32%

23%

19%

16%

12%

17%16%

24%

20%

17%

20%

23%

28%28%

20%

24%

20%

13%
11%

9%

16%
13%

19%

37%

22%

26%

31%

14%

20%

0%

20232022202120182017

Protecting public safety

Operating in an environmentally 
responsible manner

Providing energy conservation 
and efficiency programs and 
information

Being trustworthy† 

Good corporate citizen*†

Being a well-managed company †

NOTE: † Those attributes are equally important to both the Customer Focus and CSR factors. As such, they are included in both tracking charts in dotted lines.
*The full question text is “Being a good corporate citizen through initiatives such as contributing to community sponsorship programs”. 

Very Satisfied
(10+9) from a scale of 0 to 10

Please indicate how satisfied you are with the way Hydro Ottawa is performing on each of the following attributes:
[asked of all Hydro Ottawa respondents]
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34%35%
31%

25%24% 24%
22%

17%

22%
18%

38%

27%

0%

20232022202120182017

Performance Metrics (Tracking): The remaining two standalone performance 
metrics are stable compared to last year’s results

Q

Providing online services

Taking care of any problems the 
first time you contact them

Very Satisfied
(10+9) from a scale of 0 to 10

Please indicate how satisfied you are with the way Hydro Ottawa is performing on each of the following attributes:
[asked of all Hydro Ottawa respondents]
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14%

18%

18%

31%

27%

28%

20%

23%

24%

Hydro Ottawa

Ontario

National

Hydro Ottawa

Ontario

National

Hydro Ottawa

Ontario

National

CSR

29%

22%

22%

24%

22%

20%

18%

17%

16%

21%

20%

19%

Hydro Ottawa

Ontario

National

Hydro Ottawa

Ontario

National

Hydro Ottawa

Ontario

National

Hydro Ottawa

Ontario

National

Performance Metrics (Regional/National Comparison): Hydro Ottawa outperforms 
the regional/national averages on some metrics but underperforms on others

Customer Focus Other Key Performance Metrics

Being a good corporate citizen through initiatives

Caring about its customers

Being transparent 

Being a well-managed company

Consulting with customers before making 
decisions that impact them 

Q

37%

31%

30%

26%

26%

25%

22%

20%

22%

Hydro Ottawa

Ontario

National

Hydro Ottawa

Ontario

National

Hydro Ottawa

Ontario

National

Protecting public safety

Providing energy conservation and efficiency 
programs and information 

Operating in an environmentally 
responsible manner

38%

27%

30%

27%

25%

26%

Hydro Ottawa

Ontario

National

Hydro Ottawa

Ontario

National

Providing online services 

Taking care of any problems the first time 
you contact them

Shared metrics between Customer 
Focus and CSR

Being trustworthy 

Being clear about where the money I pay is 
going

Very Satisfied
(10+9) from a scale of 0 to 10

Please indicate how satisfied you are with the way Hydro Ottawa is performing on each of the following attributes:
[asked of all Hydro Ottawa respondents]
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57Distributor Contact: The top reason of contact is to report an outage, but fewer 
contacted Hydro Ottawa for this reason this year than last year

Q

19%

27%

13%

25%

19%

23%

10%

22%

12%

14%
15%

4%

6%

10%10%
9% 9%9%9%
8%

5%

3%

5%

3%

20%

18%

9%

5%
7%

5%

0%

2023202220212018

Inquiring when power would be restored

Reporting an outage

A question or concern about your bill

Making bill payment arrangements

A change in service (due to a move, for example)

Other

NOTE: Those who did not have any contact in the past 12 months (2023: 57%, 2022: 47%, 2021: 56%, 2018: 49%) and Don’t know (2%-4% not shown).
Chart total is greater than 100% as multiple mentions were accepted.

In the past 12 months, which (if any) of the following issues have you contacted Hydro Ottawa about? Select all that apply.
[asked of all Hydro Ottawa respondents]
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Reliability & Power Quality
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Summary: Reliability & Power Quality

Share of those experiencing 2+ outages remains stable.  

Most metrics are stable.

47%

30%

31%

40%

30%

29%

31%

20%

22%

28%

25%

22%

19%

15%

15%

Hydro Ottawa Ontario National

Time it takes to 
restore power
(% Very Satisfied)

Considering your 
needs when 
planning an 
outage
(% Very Satisfied)

Providing reliable 
electricity service
(% Very Satisfied)

Providing timely 
and accurate 
information
(% Very Satisfied)

The quality of 
power delivered
(% Very Satisfied)

Ontario

Hydro Ottawa

National

49% report encountering two or more outages 
in the past 12 months, surpassing the Ontario 
average of 37% and the national average of 44%.
Comparing the datapoints with the GenPop 
samples (48% this year vs 51% last year), the 
recall is down marginally (3 points). 

Most metrics are stable. 
However, providing timely 
and accurate information 
about outages sees an 
increase, up 4 points, and 
providing reliable electricity 
service is down 4 points. 

Hydro Ottawa outperforms the Ontario 
and national averages on all reliability 
and power quality specific metrics. 

Time it takes to restore power

Providing timely and accurate 
information

Considering your needs when 
planning an outage

The quality of power delivered

Providing reliable electricity service

Very Satisfied
(10+9) from a scale of 0 to 10

37%

49%

44%

43%43%

36%
40%

26%26% 27%
23%

17%16%

20232022
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23%

25%

38%

8%

3%

33%

25%

27%

6%

4%

29%

23%

31%

7%

5%

None in the past 12
months

1 outage

2 or 3 outages

4 or 5 outages

Over 5 outages in the past
12 months

Hydro Ottawa

Ontario

National

Power Outages: Hydro Ottawa customers have experienced more outages in 
the past 12 months than the provincial and national samples

Q Regional/National Comparison

2 or more

49%

37%

44%

2 or more outages over the past 12 months
2023 (customer list-only): 49%

2023 (GenPop + customer list): 48%

In the past 12 months, how many power outages do you recall experiencing at home?
[asked of all Hydro Ottawa respondents]

23% 25%

38%

8%
3% 4%

23%
26%

36%

8%
3% 4%

None in the past
12 months

1 outage 2 or 3 outages 4 or 5 outages Over 5 outages in
the past 12

months

Don't know

2023 (customer list-only sample) 2023 (GenPop + customer list sample)
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61
Power Outages: Share of those that recall experiencing 2 or more outages at 
home in the past 12 months is down marginally 

In the past 12 months, how many power outages do you recall experiencing at home?
[asked of all Hydro Ottawa respondents]Q

41%

48%

36%

51%

48% 49%

2017 2018 2021 2022 2023

2 or More Outages
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62Reliability & Quality Metrics: Respondents are more likely to be ‘very satisfied’ 
with ‘quality of power delivered’ and ‘reliable service’

Q
Please indicate how satisfied you are with the way that Hydro Ottawa is performing on each of the following attributes related to your electrical 
service: Please use the scale from 0 to 10, where 0 means very dissatisfied and 10 means very satisfied.
[only asked of those who report experiencing at least one power outage in the last 12 months; n=734]

43%

36%

27%

26%

17%

31%

31%

34%

36%

21%

12%

11%

15%

14%

25%

6%

13%

12%

14%

8%

4%

7%

10%

9%

7% 22%

0% 50% 100%

2023 (customer list-only): 2023 (GenPop + customer list-only): 

47%

40%

31%

28%

19%

29%

32%

32%

36%

19%

11%

10%

15%

13%

25%

5%

12%

11%

13%

7%

5%

7%

8%

5%

5%

4%

25%

0% 50% 100%

The quality of power delivered to you taking into
consideration things like flickering or dimming of

lights

Providing reliable electricity service, as judged by the
number of outages you experience

Providing timely and accurate information regarding
outages

The amount of time it takes to restore power when
power outages occur

Considering your needs when planning an outage

Very satisfied (10,9) Somewhat satisfied (8,7,6) Neither satisfied nor dissatisfied (5)

Somewhat dissatisfied (4,3,2) Very dissatisfied (1,0) Don't know
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63

Please indicate how satisfied you are with the way that Hydro Ottawa is performing on each of the following attributes related to your electrical service: 
Please use the scale from 0 to 10, where 0 means very dissatisfied and 10 means very satisfied.
[only asked of those who report experiencing at least one power outage in the last 12 months; n=734]

Reliability & Quality Metrics (Tracking): ‘Providing information about outages’ is 
up 4 points, but ‘providing reliable electricity service’ is down 4 points

Q

43%43%43%43%

34%
36%

40%
43%43%

36%

26%26%

31%

36%

25%
27%

23%

20%

30%

18% 17%16%15%

24%

16%

47%

40%

28%
31%

19%

0%

20232022202120182017

The quality of power delivered*

Providing reliable electricity service

Providing timely and accurate 
information regarding outages
The amount of time it takes to restore 
power when power outages occur

Considering your needs 
when planning an outage

*Note: From 2023, “the quality of power delivered to you taking into consideration voltage fluctuations, that can result in flickering or dimming of lights” is updated to “the quality of power 
delivered to you taking into consideration things like flickering or dimming of lights.”

Very Satisfied
(10+9) from a scale of 0 to 10
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Reliability & Quality Metrics (Regional/National Comparison): Hydro Ottawa 
performs better than regional and national averages on all reliability attributes 

Q
Please indicate how satisfied you are with the way that Hydro Ottawa is performing on each of the following attributes related to your 
electrical service: Please use the scale from 0 to 10, where 0 means very dissatisfied and 10 means very satisfied.
[only asked of those who report experiencing at least one power outage in the last 12 months; n=734]

47%

30%

31%

40%

30%

29%

31%

20%

22%

28%

25%

22%

19%

15%

15%

Hydro Ottawa

Ontario

National

Hydro Ottawa

Ontario

National

Hydro Ottawa

Ontario

National

Hydro Ottawa

Ontario

National

Hydro Ottawa

Ontario

National

The quality of power delivered

Providing reliable electricity service

Providing timely and accurate information regarding 
outages

The amount of time it takes to restore power when power 
outages occur

Considering your needs when planning an outage

Very Satisfied
(10+9) from a scale of 0 to 10
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22%22%

20232022

Summary: Planned Outages

Among those who recalled receiving advance notices, the intensity of the 
satisfaction with planned outages communications is down marginally. 

Yes

The percentage of customers who encountered a scheduled outage 
remains consistent.

23%

23%

29%

74%

73%

73%

50%

46%

46%

Hydro Ottawa Ontario National

Proactive 
communications
(% who say “yes”)

Satisfaction with 
planned outage 
communications
(% Very Satisfied)

Planned outages
(% who say “yes”)

Hydro Ottawa customers are as likely 
to recall experiencing a planned 
outage as the average Ontarian but are 
less likely to recall it than the national 
average. 

Share of those recalling proactive communications from Hydro Ottawa 
is up marginally. 

73%70%

20232022

Yes

40%46%

20232022

Very Satisfied

Hydro Ottawa 
customers are 
as likely to recall 
receiving 
advance notices 
from the utility 
as the regional 
and national 
averages. They 
are more 
satisfied with 
the 
communication 
than the 
averages.
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29%

18%
22% 22%

54%
56% 57%

53%

16%

25%

21%
25%

23%

53%

25%

0%

2018 2021 2022 2023

23%

53%

25%

23%

61%

16%

29%

54%

17%

Yes

No

Don't know

Hydro Ottawa

Ontario

National

Planned Outages: Less than a quarter (23%) say they recall having a planned 
outage, on par with Ontario number and lower than the national average

Q Regional/National Comparison

No

Yes
Don’t know

From time to time, your local utility has to turn off the power to repair or replace 
equipment. This work is generally planned in advance and these outages are called 
planned outages. Over the past 2 years, have you been impacted by any planned 
outages?
[asked of all Hydro Ottawa respondents]

Yes

23%

23%

29%
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74%

18%

8%

73%

21%

6%

73%

22%

5%

Yes

No

Don't know

Hydro Ottawa

Ontario

National

Proactive Communication: 7-in-10 who recalled a planned outage say Hydro 
Ottawa gave them advance notices, maintaining last year’s level after a dip

Did Hydro Ottawa proactively communicate with you about the most recent planned power 
outage that you experienced? 
[only asked of those who have been impacted by planned outages within the past 2 years; n=227]

Q

76% 77%
70% 73%

20%
18%

23%
18%

3% 6% 6%
9%

74%

18%

8%

0%

2018 2021 2022 2023

Regional/National Comparison

No

Yes

Don’t know

Yes

74%

73%

73%
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How satisfied are you with the way the company communicated with you about that planned 
outage? Please use the scale from 0 to 10, where 0 means very dissatisfied and 10 means very 
satisfied.
[only asked of those who can recall being contacted by Hydro Ottawa during the most recent planned outage; n=167]

Q

Satisfaction with Planned Outage Comms: The customer list sample is more 
satisfied with the proactive communications than the sample with GenPop

50%

38%

6%

3%

2%

46%

38%

11%

2%

2%

46%

39%

9%

3%

2%

Very satisfied

Somewhat
satisfied

Neither

Somewhat
dissatisfied

Very dissatisfied

Hydro Ottawa

Ontario

National

Regional/National Comparison

51%
48%

46%

40%

36% 35%

29%

37%

7%

15%
17%

11%

5%
2%

4%
7%

1% <1%
3% 3%

50%

38%

6%
3%

2%
0%

2018 2021 2022 2023

Satisfied

87%

84%

85%

Very Dissatisfied (1,0)

Somewhat dissatisfied (4,3,2)

Neutral (5)

Somewhat satisfied (8,7,6)

Very satisfied (9,10)

NOTE: ‘Don’t know’ (1%) not shown.
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56%57%

54%
51%

45%
48%

44%
45%

20232022

Summary: Billing & Payment

E-bill adoption is steady. 

Providing convenient options 
to pay my bill

Providing convenient options 
to receive my bill

Providing bills that are easy to read 
and understand

Most billing and payment metrics hold roughly steady. 

60%

46%

47%

59%

45%

44%

49%

43%

44%

50%

45%

43%

Hydro Ottawa Ontario National

Providing 
accurate bills
(% Very Satisfied)

Providing 
convenient options 
to pay my bill
(% Very Satisfied)

Providing bills 
that are easy to 
read and 
understand
(% Very Satisfied)

Providing 
convenient 
options to receive 
my bill
(% Very Satisfied)

Hydro Ottawa surpasses the Ontario and 
national averages on e-bill adoption. 
Comparing the datapoints with the 
GenPop samples (84% both years), the 
adoption rate is steady. 

Two of the four metrics 
stay largely the same as 
last year. For the remaining 
two metrics, providing 
convenient options to pay 
my bill sees a small 
positive change (+3 pts). 
On the other hand, 
providing accurate bills 
sees a small drop (-2 pts). 

Hydro Ottawa exceeds Ontario and 
national average on all billing and 
payment metrics. 

Providing accurate bills

Very Satisfied
(10+9) from a scale of 0 to 10

Ontario

Hydro Ottawa

National

51%

82%

58%
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Format of Electricity Bill: Over 8-in-10 say they receive an e-bill; Hydro Ottawa 
customers are much more likely to receive e-bills than Ontario/national averages

In what format do you receive your electricity bill?
[asked of all Hydro Ottawa respondents]Q

17%

82%

1%

<1%

37%

51%

10%

3%

31%

58%

9%

2%

Paper bill in the
mail

Electronic bill

Do not receive a
bill

Don't know

Hydro Ottawa

Ontario

National

Regional/National Comparison

REMINDER: These results are from an online survey. As such, the proportion of customers who receive a paper bill may be under-represented.
Note: Don’t know not shown.

44% 45%

18%
14% 15%

50% 48%

80%
84% 84%

5% 6%
1% 1% 1%

17%

82%

1%0%

2017 2018 2021 2022 2023

Electronic bill

82%

51%

58%

Paper bill in the mail

Electronic bill

Do not receive a bill
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60%

59%

50%

49%

24%

22%

24%

31%

10%

11%

14%

12%

2%

2%

5%

8%

0% 50% 100%

Providing convenient options to receive my bill

Providing convenient options to pay my bill

Providing accurate bills

Providing bills that are easy to read and
understand

Very satisfied (10,9) Somewhat satisfied (8,7,6) Neither satisfied nor dissatisfied (5)

Somewhat dissatisfied (4,3,2) Very dissatisfied (1,0) Don't know

Billing & Payment Metrics: Respondents are more likely to have a strong 
satisfaction on providing convenient options to receive and pay my bill

Q
Please indicate how satisfied you are with the way Hydro Ottawa is performing on each of the following attributes related to your electricity bills:
[only asked of those who receive a bill; n=989]

2023 (customer list-only): 2023 (GenPop + customer list-only): 

56%

54%

45%

44%

27%

24%

27%

32%

12%

13%

16%

12%

2%

3%

2%

7%

8%

0% 50% 100%
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56%57%56%

51%

43%

54%
51%

50%48%

39%

45%
48%

43%42%

35%

44%45%

38%
40%

34%

60%
59%

50%
49%

0%

20232022202120182017

Billing & Payment Metrics (Tracking): Most billing and payment metrics hold 
roughly steady

Please indicate how satisfied you are with the way Hydro Ottawa is performing on each of the following attributes related to your electricity bills:
[only asked of those who receive a bill; n=989]Q

Providing convenient options to 
receive my bill
Providing convenient options to pay 
my bill

Providing bills that are easy to 
read and understand

Providing accurate bills

Very Satisfied
(10+9) from a scale of 0 to 10
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Billing & Payment Metrics (Regional/National Comparison): Hydro Ottawa leads 
the performance on all billing and payment attributes 

For each item on the list, please indicate how satisfied you are with the way Hydro Ottawa is performing on each of the following attributes related to 
your electricity bills:
[only asked of those who receive a bill; n=989]

Q

60%

46%

47%

59%

45%

44%

50%

45%

43%

49%

43%

44%

Hydro
Ottawa

Ontario

National

Hydro
Ottawa

Ontario

National

Hydro
Ottawa

Ontario

National

Hydro
Ottawa

Ontario

National

Providing convenient options to receive my bill

Providing convenient options to pay my bill

Providing accurate bills

Providing bills that are easy to read and understand

Very Satisfied
(10+9) from a scale of 0 to 10
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Summary: Communications

Strong satisfaction with overall communications increases. 

A greater portion of Hydro Ottawa customers say they are very satisfied with the overall 
communication from Hydro Ottawa compared to the Ontario and national averages.
Comparing the datapoints with the GenPop samples (33% this year vs 30% last year), the level 
satisfaction is up marginally.

Share of those who perceive Hydro Ottawa to be much better in terms of customer experience is stable year-to-year. 

Share of those who say that their customer experience with Hydro Ottawa is better compared to 
that of other service providers is higher as compared to the Ontario and national averages. 
Comparing the datapoints with the GenPop samples (14% both years), the results are stable. 

Ontario

Hydro Ottawa

National

Ontario

Hydro Ottawa

National

31%

37%

31%

12%

16%

11%
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37%
32%

21%

5%
2% 3%

33% 33%

21%

6%
3% 4%

Very satisfied
(10,9)

Somewhat
satisfied (8,7,6)

Neither satisfied
or dissatisfied (5)

Somewhat
dissatisfied (4,3,2)

Very dissatisfied
(1,0)

Don’t know

2023 (customer list-only sample) 2023 (GenPop + customer list sample)

37%

32%

21%

5%

2%

31%

40%

16%

4%

2%

31%

39%

18%

5%

2%

Very satisfied

Somewhat
satisfied

Neither

Somewhat
dissatisfied

Very dissatisfied

Hydro Ottawa

Ontario

National

Overall Communications: Customers are more likely to be very satisfied than ON/
national averages, but the total satisfaction level is on par with the averages

Please indicate how satisfied you are with overall communications from Hydro Ottawa. 
Please use the scale from 0 to 10, where 0 means very dissatisfied and 10 means very 
satisfied.
[asked of all Hydro Ottawa respondents]

Q

Satisfied

69%

72%

70%

Regional/National Comparison

Satisfied:
2023 (customer list-only): 69%

2023 (GenPop + customer list): 66%

Dissatisfied:
2023 (customer list-only): 8%

2023 (GenPop + customer list): 9%
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33%
30%

25%
28%

16%

37%

0%

20232022202120182017

Communication (Tracking): Strong satisfaction regarding overall communications 
continues a gradual upwards since 2017

Please indicate how satisfied you are with overall communications from Hydro Ottawa. Please use the scale from 0 to 10, where 0 means very dissatisfied 
and 10 means very satisfied.
[asked of all Hydro Ottawa respondents]

Q

Very Satisfied (10,9)

Very Satisfied
(10+9) from a scale of 0 to 10
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16%

23%

46%

4%
2%

10%
14%

20%

47%

5%
3%

11%

Electricity
company is much

better

Electricity
company is

somewhat better

Electricity
company service
is similar to other

companies

Electricity
company is

somewhat worse

Electricity
company is much

worse

Don't know

2023 (customer list-only sample) 2023 (GenPop + customer list sample)

16%

23%

46%

4%

2%

10%

12%

17%

52%

4%

1%

13%

11%

18%

52%

5%

3%

12%

Electricity company is much
better

Electricity company is
somewhat better

Electricity company service is
similar to other companies

Electricity is somewhat
worse

Electricity company is much
worse

Don't know

Hydro Ottawa

Ontario

National

Comparing Customer Experience: 2-in-5 (39%) say their customer experience 
with Hydro Ottawa is better; 10 pts higher than the provincial/national averages

Q

Better

39%

29%

29%

How does your customer experience with Hydro Ottawa compare to that of other service 
providers you use (telephone, cable, TV/internet, natural gas, your bank)?
[asked of all Hydro Ottawa respondents]

Regional/National Comparison

Better:
2023 (customer list-only): 39%

2023 (GenPop + customer list): 34% Worse:
2023 (customer list-only): 6%

2023 (GenPop + customer list): 8%
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81Comparing Customer Experience (Tracking): The way Hydro Ottawa customers 
compare the utility to other service providers is similar year-to-year

Q

Much Better

Much Worse

14%
14%

10%
11%

5%

3%2%3%
2%

6%

16%

2%

0%

20232022202120182017

How does your customer experience with Hydro Ottawa compare to that of other service providers you use (telephone, cable, TV/internet, natural gas, 
your bank)?
[asked of all Hydro Ottawa respondents]
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A Net Promoter Score (NPS) is based on the fundamental perspective 
that every organization’s clientele can be divided into three categories: 
Promoters, Passives, and Detractors.  

By asking one simple question — If you had a choice between several 
possible providers of electricity, how likely would you be to recommend 
Hydro Ottawa to your friends, family and others as the preferred 
electricity distributor? — you can track these groups and get a clear 
measure of the customer’s experience with your organization.  
Customers respond on a 0-to-10 point rating scale and are categorized as 
follows:

• Promoters (score 9-10) are loyal enthusiasts who would refer others 
to your organization if they had that option. These customers are an 
important source of strength for the brand. An estimated 80-90% of 
positive word-of-mouth come from Promoters. 

• Passives (score 7-8) are satisfied but unenthusiastic customers who 
would be vulnerable to offerings from competitors, given the option 
of a choice.

• Detractors (score 0-6) are unhappy customers who can damage 
your brand and impede growth through negative word-of-mouth. 
Detractors are responsible for an estimated 80-90% of all the 
negative word-of-mouth.  Furthermore, this group of customers 
complain more frequently, thereby consuming service resources at 
a much higher rate than other customers.

Endorsement: Calculating “Net Promoter Scores” (NPS)

109876543210

Extremely likely to 
recommend

Not at all likely to 
recommend

PromotersDetractors Passive

NPS
Score

NOTE: ‘Don’t know’ removed from calculation
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The Net Promoter Score (NPS) was created in the 90’s to 
evaluate the growth potential of companies that 
operate in competitive markets. Typically, organizations 
with scores higher than their competitors tend to grow 
faster.

Because almost all Electricity Canada members operate 
primarily in regulated monopoly markets, NPS should 
only be considered a “rough proxy” for customer 
satisfaction.

To put NPS in context, this chart shows the average NPS 
for several industries in the U.S. This data was taken 
from a 2018 study surveying 5,000 U.S. consumers 
evaluating multiple companies that compete in various 
industries.

As the chart shows, it is not uncommon for organizations 
in various sectors to have a negative NPS, and utilities 
tend to have lower NPSs than other industries.

Comparing NPS Across Industries (US Data)

Range of Net Promoter Scores (NPS) Across US Industries
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Q

Net Promoter Score: NPS is much higher among the customer list only sample 
(+19) than that with the general public sample (+9)

27%

15%14%
12%

6%

14%

2%2%1%1%

7%

109876543210

Extremely likely to 
recommend

Not at all likely to 
recommend

42%
Promoters

33%
Detractors

26%
Passive

NPS
+9

NOTE: NPS scores run on a scale from -100 to +100. 
Results shown do not include the 15% of respondents who answered “don’t know”.

If you had a choice between several possible providers of electricity, how likely would you be to recommend Hydro Ottawa to your friends, family and 
others as the preferred electricity distributor? Please use a scale from 0 to 10, where 0 means you would not be at all likely to recommend Hydro 
Ottawa to others and 10 means you would be extremely likely to recommend.
[asked of all Hydro Ottawa respondents]

31%

16%15%
10%

6%
12%

2%1%1%1%
4%

109876543210

Extremely likely to 
recommend

Not at all likely to 
recommend

47%
Promoters

28%
Detractors

25%
Passive

NPS
+19

2023 Customer List Only Sample 2023 General Population + Customer List Sample
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NPS Comparison: NPS up 12 points this year due to an increase in the share of 
promoters and a slight decrease in the share of detractors

Q
If you had a choice between several possible providers of electricity, how likely would you be to recommend Hydro Ottawa to your friends, family 
and others as the preferred electricity distributor? Please use a scale from 0 to 10, where 0 means you would not be at all likely to recommend 
Hydro Ottawa to others and 10 means you would be extremely likely to recommend.
[asked of all Hydro Ottawa respondents]

42%

33%
29%

27% 26%
30%

35%36%
33%

36%36%
38%

+9%

-3%
-6%-7%

47%

25%
28%

+19%

-10%

+30%

2023202220212018

Promoters Passives Detractors NPS

+19%

+1%

+5%

Hydro Ottawa

Ontario

National

Regional/National Comparison 

on Net Promoter Score

NOTE: ‘Don’t know’ (15%) removed from calculation
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Total Respondents (n=1,000)

Original Question Wording
(Ask for Advice)

(n=495)

New Question Wording
(Seek information)

(n=505)

Last year’s study had a question measuring the likelihood of customers using the utility as an advisor. This year, the 
study had an alternative question wording to capture a similar idea. Respondents are randomly assigned to see 
either the original or the new question wording. As alluded to, the original question wording was asked in last 
year's CSAT survey and is included again this year for tracking purposes. Respondents have a 50% chance of being 
assigned to one of the two versions.

“If you have a question about something 
like this, how likely would you be to ask 

Hydro Ottawa for advice?”

If you have a question about something 
like this, how likely would you be to seek 

information from Hydro Ottawa for 
advice?”

Overview: Split Sample
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10%

21%

28% 29%

5% 7%
11%

26%
30%

22%

4%
7%

Definitely Very likely Somewhat
likely

Not very likely Definitely not Don’t know

Ask for advice Seek information

Utility as Advisor: Hydro Ottawa customers are as likely to seek 
advice/information from their utility as the provincial/national respondents

Definitely/Very Likely:
Ask for Advice: 32% 

Seek Information: 36%

Not very likely/definitely not
Ask for Advice: 34% 

Seek Information: 27%

Sometimes people have to make choices about how they use electricity in their home, such as 
energy conservation and efficiency programs or new technology like energy storage or solar 
panels. 
[SPLIT SAMPLE 1] If you have a question about something like this, how likely would you be to ask 
Hydro Ottawa for advice?
[only asked of split sample 1; n=495]

[SPLIT SAMPLE 2] If you have a question about something like this, how likely would you be to 
seek information from Hydro Ottawa for advice?
[only asked of split sample 2; n=505]

Q

NOTE: *This sidebar includes respondents who say “Definitely” and “Very likely” in either question wording.

11%

23%

29%

26%

5%

7%

12%

24%

36%

16%

4%

8%

12%

25%

33%

17%

4%

8%

Definitely

Very likely

Somewhat likely

Not very likely

Definitely not

Don’t know

Hydro Ottawa

Ontario

National

Definitely + Very Likely

34%

36%

37%

Regional/National Comparison*
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90Utility as Advisor (Tracking): Marginally a greater portion of customers say they 
would definitely ask Hydro Ottawa for advice this year (10%) than last year (7%)

Sometimes people have to make choices about how they use electricity in their home, such as energy conservation and efficiency programs or new 
technology like energy storage or solar panels. 
[SPLIT SAMPLE 1] If you have a question about something like this, how likely would you be to ask Hydro Ottawa for advice?
[only asked of split sample 1; n=495]

[SPLIT SAMPLE 2] If you have a question about something like this, how likely would you be to seek information from Hydro Ottawa for advice?
[only asked of split sample 2; n=505]

Q

10%

7%

10%
11%

0%

20232022

Seek Information (% Definitely)
Ask for Advice (% Definitely)
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29%
32%

27%

7% 6%

I understand the
details and can
explain them to

others

I am familiar with
the idea of an

energy transition
but cannot explain

it to others

I have heard of the 
idea of an energy 
transition, but I 
don’t know the 

details

I have not heard
about the idea of

an energy
transition before

this survey

Don’t know 

One topic people have been talking about lately is the idea that Canada and the world may 
be transitioning from energy systems that depend highly on carbon-based fossil fuels like 
coal, oil, and gas to lower-carbon energy systems. 

How familiar are you with the idea of transitioning from the current energy systems that 
depend highly on carbon-based fuels to lower-carbon energy systems?
[asked of all Hydro Ottawa respondents]

Familiarity with Energy Transition: Familiarity is significantly higher among Hydro 
Ottawa customers (61%) than Ontario and national averages (both at 43%)

61% Familiar

33% Unfamiliar

Q
29%

32%

27%

7%

6%

15%

28%

39%

12%

6%

14%

29%

39%

12%

7%

Very familiar

Somewhat
familiar

Limited
understanding

Have not heard of

Don’t know 

Hydro Ottawa

Ontario

National

Regional/National Comparison

Familiar

61%

43%

43%
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When it comes to energy transition, which of the following statements best represents 
your point of view?
[asked of all Hydro Ottawa respondents]

Perception of the Energy Transition: More customers favour Hydro Ottawa taking 
proactive measures while Ontarians and Canadians have a less clear preference

Q

31%

49%

20%

38%

37%

25%

40%

36%

25%

Postpone investments

Take proactive measures

Don't know

Hydro Ottawa

Ontario

National

Regional/National Comparison

31%

49%

20%

To keep electricity rates down,
Hydro Ottawa should postpone
investments aimed at reducing

carbon emissions, even if it
results in reaching our emissions

targets at a later date

Hydro Ottawa should take
proactive measures to invest in

reducing carbon emissions, even
if it results in an increase in

customer bills

Don't know
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94POV on Energy Transition by Familiarity with Energy Transition: Support for 
taking proactive measures increases with familiarity with energy transition

PRICE

Q

30%

27%

36%

30%

63%

60%

37%

17%

7%

13%

26%

53%

0% 50% 100%

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Postpone investments

Take proactive measures to invest in reducing carbon emissions

Don't know

When it comes to energy transition, which of the following statements best represents our point of view?
BY Familiarity with Energy Transition
[asked of all Hydro Ottawa respondents]
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Summary: Price

Satisfaction with price trends upwards. But satisfaction with value for 
money is consistent.

10%

14%

15%

17%

14%

14%

9%

15%

15%

Hydro Ottawa Ontario National

Satisfaction with 
Value for Money
(% Very satisfied)

Satisfaction with 
Price
(% Very satisfied)

12%11%

14%

12%

10%

6%

20232022

While satisfaction with value for 
money is consistent with last year, 
satisfaction with price is up 4 points.
Those who strongly agree that the 
bill has an impact on their finances is 
flat, but more say somewhat agree 
year-to-year (shown later in the 
detailed slide). Financial Impact

(% Strongly agree)

Very Satisfied/Strongly Agree
(10+9) from a scale of 0 to 10, where a 

scale is present

Very Satisfied on 
Price

Very Satisfied on 
Value for Money

Strongly Agree on 
Financial Impact

Hydro Ottawa customers are less 
financially stressed than Ontario or the 
national average. 

They are also more 
satisfied with the 
value for money 
than the averages 
but are less 
satisfied with the 
price they pay.
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97Satisfaction with Price: Roughly 2-in-5 say they are satisfied with the price for 
electricity, lagging behind the provincial and national averages

10%

28%

25%
23%

11%

3%

10%

28%

21%

24%

14%

3%

Very satisfied (10,9) Somewhat satisfied
(8,7,6)

Neither satisfied
nor dissatisfied (5)

Somewhat
dissatisfied (4,3,2)

Very dissatisfied
(1,0)

Don’t know

2023 (customer list-only sample) 2023 (GenPop + customer list sample)

Q

Satisfied:
2023 (customer list-only): 39%

2023 (GenPop + customer list): 38% Dissatisfied:
2023 (customer list-only): 34%

2023 (GenPop + customer list): 38%

10%

28%

25%

23%

11%

14%

32%

15%

21%

11%

15%

32%

16%

20%

12%

Very satisfied

Somewhat
satisfied

Neither

Somewhat
dissatisfied

Very dissatisfied

Hydro Ottawa

Ontario

National

Regional/National Comparison

Satisfied

39%

46%

47%

Please indicate how satisfied you are with the price for electricity in your province.
Please use the scale from 0 to 10, where 0 means very dissatisfied and 10 means very satisfied.
[asked of all Hydro Ottawa respondents]
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98Price (Tracking): Price satisfaction is up 4 points to 10% this year from 6% last 
year

3%
4%4%4%

10%

6%

10%

0%

20232022202120182017

Very Satisfied/Reasonable
(10+9) from a scale of 0 to 10, where a scale is present

Very Reasonable Price [Old]

Very Satisfied on Price

Please indicate how satisfied you are with the price for electricity in your province.
Please use the scale from 0 to 10, where 0 means very dissatisfied and 10 means very satisfied.
[asked of all Hydro Ottawa respondents] 

Q
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99Price Assessment by Bill Format: E-bill recipients are more likely to be satisfied 
with the price they pay than paper bill recipients

Q

PRICE

36%

39%

37%

33%

27%

28%

0% 50% 100%

Paper bill in the mail

Electronic bill

Satisfied Dissatisfied Neutral/DK

NOTE: Due to small n-size, those who don’t receive a bill or say they don’t know the format of their bill are not shown.

Please indicate how satisfied you are with the price for electricity in your province.
Please use the scale from 0 to 10, where 0 means very dissatisfied and 10 means very satisfied.
BY Bill format
[asked of all Hydro Ottawa respondents]
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100Value for Money: Customer list sample is slightly more likely to be satisfied 
with the value for electricity compared to that with the general public sample

Thinking of all regular household bills, please indicate how satisfied you are with the value 
for the price you pay for electricity. 
Please use the scale from 0 to 10, where 0 means very dissatisfied and 10 means very 
satisfied.
[asked of all Hydro Ottawa respondents] 

Q

17%

36%

23%

16%

7%

1%

14%

34%

23%

18%

9%

2%

Very satisfied (10,9) Somewhat satisfied
(8,7,6)

Neither satisfied
nor dissatisfied (5)

Somewhat
dissatisfied (4,3,2)

Very dissatisfied
(1,0)

Don’t know

2023 (customer list-only sample) 2023 (GenPop + customer list sample)

17%

36%

23%

16%

7%

14%

34%

21%

18%

7%

14%

34%

19%

19%

9%

Very satisfied

Somewhat
satisfied

Neither

Somewhat
dissatisfied

Very dissatisfied

Hydro Ottawa

Ontario

National

Regional/National Comparison

Satisfied

53%

48%

49%

Satisfied:
2023 (customer list-only): 53%

2023 (GenPop + customer list): 48%

Dissatisfied:
2023 (customer list-only): 23%

2023 (GenPop + customer list): 27%
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101Value for money (Tracking): Satisfaction with value for money (14%) is on par 
with last year (12%)

14%

9%9%
10%

14%
12%

17%

0%

20232022202120182017

Very Satisfied/Strongly Agree
(10+9) from a scale of 0 to 10, where a scale is present

Strongly Agree with Value for Money [Old]

Very Satisfied on Value for Money

Q Thinking of all regular household bills, please indicate how satisfied you are with the value for the price you pay for electricity.
Please use the scale from 0 to 10, where 0 means very dissatisfied and 10 means very satisfied. 
[asked of all Hydro Ottawa respondents] 
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9%

19%

24%

19%

28%

1%

12%

23%
24%

17%

23%

2%

Strongly agree Somewhat
agree

Neither agree
nor disagree

Somewhat
disagree

Strongly
disagree

Don’t know

2023 (customer list-only sample) 2023 (GenPop + customer list sample)

Financial Impact: Customer list sample appears to be less financially stressed than 
the sample with a general public sample, and less so than ON/national averages

Do you agree or disagree with the following statements?
My electricity bill has a major impact on my finances and requires I do without 
other important priorities.
[asked of all Hydro Ottawa respondents]

Q
9%

19%

24%

19%

28%

15%

27%

21%

18%

16%

15%

26%

24%

16%

15%

Strongly agree

Somewhat agree

Neither agree nor
disagree

Somewhat
disagree

Strongly disagree

Hydro Ottawa

Ontario

National

Regional/National Comparison

Agree

28%

41%

41%

Agree:
2023 (customer list-only): 28%

2023 (GenPop + customer list): 34%

Disagree:
2023 (customer list-only): 47%

2023 (GenPop + customer list): 39%
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42%

34%

29% 30%
34%33%

37%

47% 46%

39%

29%

47%

0%

50%

2017 2018 2021 2022 2023

Financial Circumstances (Tracking): Financial circumstances are more problematic 
for Hydro Ottawa

Do you agree or disagree with the following statement:
My electricity bill has a major impact on my finances and requires I do without other important priorities.
[asked of all Hydro Ottawa respondents for tracking purposes, data filtered to show only those who receive a bill; n=989]

Q

Total Disagree

Total Agree
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104Perception of Price by Bill Impact: Those whose finances are impacted by their 
electricity bill are much more likely to be dissatisfied with the price of electricity 

Please indicate how satisfied you are with the price for electricity in your province.
BY My electricity bill has a major impact on my finances and requires I do without some other important priorities. 
[asked of all Hydro Ottawa respondents]

Q

5%

6%

16%

18%

23%

37%

15%

32%

27%

33%

25%

15%

26%

8%

2%

2%

5%

2%

0% 50% 100%

Impact

Neutral / Don't know

No impact

Very satisfied (10,9) Somewhat satisfied (8,7,6) Neither satisfied or dissatisfied (5)

Somewhat dissatisfied (4,3,2) Very dissatisfied (1,0) Don’t know
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STRICTLY CONFIDENTIAL

Regression Analysis
What drives general satisfaction, NPS, Likelihood to seek 

advice from Hydro Ottawa?
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Summary: Regression Analysis

Overall Satisfaction Drivers

• Similar to last year, the Customer Focus factor and overall communications remain the strongest drivers of overall satisfaction, followed 

by the Billing Practices factor. 

• Price/Value, while still an important driver, is lower on the list compared to last year. 

• Like last year, the Corporate Social Responsibility (CSR) doesn’t make it to the list as a significant driver of general satisfaction. 

Net Promoter Score (NPS) Drivers

• This year, the top drivers of NPS are the view that Hydro Ottawa has better customer service than other service providers and overall 

communications.

• CSR gains higher importance as a driver compared to last year while Customer Focus drops to the third most important driver after 

being the top in the previous year.

Likelihood of Asking Distributor for Advice Drivers

• CSR leads the list of drivers for likelihood of asking distributor for advice by a fairly wide margin, followed by satisfaction with the 

provincial government’s management of the electricity system.
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Using Regression Analysis

What is Regression Analysis?

Regressions are another means of determining importance.

• A regression allows us to take all the questions that may explain the key question we are interested in and see which of these is the 
most important. Regressions do this by holding all the likely suspects constant and varying one question at a time to see which 
questions (explanatory variables) have the greatest impact on the key question (dependent variable). 

Satisfaction Regression Analysis 

• In this study, what aspects of respondents’ demographics and public opinion drive their overall satisfaction with their electricity 
company?

• We use the factors that fed into the CSI but also add respondents’ demographics, attitudes, and experiences to the model to see what 
matters most when everything else is held constant.

• When respondents were asked about their overall satisfaction they were asked specifically about their respective company by name.

Attitudes and Performance Metrics factored 

• To further reduce the overlap of variables to be included in the regression model, we ran a factor analysis of all the key drivers, 
including the performance metrics from the CSI section of the report.

• The following slides describes the result of this analysis.
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Regression Analysis: The Full Model

Customer Focus
• Communications during planned outage were 

proactive
• Satisfaction with planned outage 

communication

Planned Outage 
Experience

Controls

• Province

• Basic demos (age, gender, education, income, mother 
tongue)

• Primary heat source (natural gas and other heat source)

• Bill has a major impact on finances

• Satisfaction with provincial government’s management 
of electricity system

• Familiarity with the electricity system

• Number of power outages experienced in the last 12 
months

• Familiarity with energy transition

• Point of view on energy transition

CSR

Quality & Reliability

Billing Practices

Outage Preparation

• Price for electricity

• Value for the price you pay for electricity

Price/Value

Standalone
• Taking care of problems the first time you 

contact them

• Overall communication from Hydro Ottawa

• Providing online services

• Electricity company has better customer 
service than other companies

• Reasons for contacting Hydro Ottawa

Quality/Reliability and 
Outage Preparation

Key Drivers
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Regression Analysis: General Satisfaction

NOTE: Chart shows standardized beta scores. All drivers significant at a 95% confidence interval unless indicated otherwise. 

Regression model: impact of driver on outcomes

The Customer Focus factor and overall communications from Hydro Ottawa are the largest drivers of satisfaction. Billing practices is the next strongest driver.

-.150 -.100 -.050 .000 .050 .100 .150 .200

F: Customer Focus

Overall communications from Hydro Ottawa

F: Billing Practices

Age

Number of power outages experienced in the last 12 months

F: Price/Value

F: Quality/Reliability and Outage Preparation

Contacted Hydro Ottawa to make bill payment arrangements

Bill has a major impact on finances

Adjusted R2 = 0.437

Satisfaction with 

Hydro Ottawa
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Regression Analysis: Net Promoter Score (NPS)

Regression model: impact of driver on outcomes

-.100 -.050 .000 .050 .100 .150 .200

Hydro Ottawa has better customer service than other companies

Overall communications from Hydro Ottawa

F: Customer Focus

F: CSR

F: Price/Value

Taking care of problems the first time

F: Billing Practices

Age

F: Quality/Reliability and Outage Preparation

Number of power outages experienced in the last 12 months

Satisfaction w/ provincial govt's management of electricity system [p=0.077]

Contacted Hydro Ottawa with a question/concern about your bill [p=0.089]

Adjusted R2 = 0.556

NPS for Hydro 

Ottawa

The top drivers of NPS are Hydro Ottawa having better customer service than other companies and overall communications. Customer Focus, CSR, and 
Price/Value are also strong drivers of NPS. 

NOTE: Chart shows standardized beta scores. All drivers significant at a 95% confidence interval unless indicated otherwise. 
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Regression Analysis: Likelihood of Asking Distributor for Advice

Regression model: impact of driver on outcomes

-.100 -.050 .000 .050 .100 .150 .200 .250 .300

F: CSR

Satisfaction w/ provincial govt's management of electricity system

Age

Bill has a major impact on finances

Overall communications from Hydro Ottawa [p=0.089]

Hydro Ottawa has better customer service than other companies

Education level: High school or below

Point of view on energy transition: Take proactive measures

Indigenous Identity [p=0.088]

Adjusted R2 = 0.193

Likelihood of 

asking Hydro 

Ottawa for an 

advice

The top influence on the likelihood of asking distributor for an advice is the CSR factor, followed by satisfaction with the provincial government’s management 
of the electricity system.

NOTE: Chart shows standardized beta scores. All drivers significant at a 95% confidence interval unless indicated otherwise. 
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Social Permission
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Summary: Social Permission

Social permission on price increase continues an upwards trend.

66%

52%

50%

80%

74%

72%

Hydro Ottawa Ontario National

Social permission to 
build infrastructure  

Social permission on 
price increase

Social permission of Hydro Ottawa 
exceeds those of Ontario and the 
national averages.

61%
56%

20232022

Social Permission 
on price increase 

Social permission on price increase 
continues to show an upwards 
trend, up 5 points from 56% to 
61% this year. 
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42%

39%

4%

15%

34%

40%

7%

19%

35%

37%

8%

20%

A good idea that you
support

Something you don't
like, but think is

necessary

A bad idea that you
oppose

Don't know

Hydro Ottawa

Ontario

National

Do you think building new electricity infrastructure in this province is …
[asked of all Hydro Ottawa respondents]

Permission on Building Infrastructure: 4-in-5 give social permission to build new 
infrastructure; much higher than the ON (74%) and national (72%) averages

Q Regional/National Comparison

Social Permission

80%

74%

72%

42%
39%

4%

15%

38% 39%

5%

17%

A good idea that you
support

Something you don’t 
like, but think is 

necessary

A bad idea that you
oppose

Don’t know

2023 (customer list-only sample) 2023 (GenPop + customer list sample)

Social Permission:
2023 (customer list-only): 80%

2023 (GenPop + customer list): 78%
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11%

55%

23%

11%

10%

42%

37%

12%

9%

41%

40%

11%

A good idea that you
support

Something you don't
like, but think is

necessary

A bad idea that you
oppose

Don't know

Hydro Ottawa

Ontario

National

Permission on Price Increase: Over 3-in-5 give social permission to increase 
prices; much higher than the ON (52%) and national (50%) averages

Do you think increasing the price of electricity to invest in our province’s electric system is…
[asked of all Hydro Ottawa respondents]Q Regional/National Comparison

Social Permission

66%

52%

50%

11%

55%

23%

11%9%

51%

27%

13%

A good idea that you
support

Something that you
don't like, but think is

necessary

A bad idea that you
oppose

Don't know

2023 (customer list-only sample) 2023 (GenPop + customer list sample)

Social Permission:
2023 (customer list-only): 66%

2023 (GenPop + customer list): 61%
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116Permission on Price Increase (Tracking): Social permission for increasing the price 
of electricity continues an upwards trend since 2021; up 5 points from 2022

Do you think increasing the price of electricity to invest in our province’s electric system is…
[asked of all Hydro Ottawa respondents]Q

Don’t know

Social Permission

A bad idea that you oppose

Something that you don’t like, but think 
is necessary

A good idea that you support
9%8%8%8%

6%

51%
48%

39%

44%
41%

27%

35%

41%40%

47%

13%
9%

12%

7%6%

61%
56%

47%

52%
47%

11%

55%

23%

11%

66%

0%

20232022202120182017
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Appendix: Environmental Controls
A closer look
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Environmental Controls: Uncontrollable External Factors

It is important to distinguish between what is within, and what is outside an electrical utility’s influence or control when it comes to drivers 

of satisfaction. 

Perceptions of electricity companies often tend to move with general perceptions of provincial government performance in the sector 

rather than in response to the utility itself.

In addition, perceptions of utilities are strongly correlated with financial circumstances. In tough times, perception and preference can 

change because customers are struggling with their bills, not because of anything the company has – or has not – done.

Control questions help distributors distinguish between two factors that impact public perception:

a) utility-driven programs; and

b) uncontrollable external factors. 

In this survey, we include two environmental control questions to help capture external phenomena: 

Government Performance: How satisfied are you with the job your provincial 

government is doing to manage the electricity system?

Financial Circumstances: My electricity bill has a major impact on my finances 

and requires I do without some other important priorities. 
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Summary: Outside Controls

Political Control

• In 2023, the percentage of Hydro Ottawa customers feeling satisfied with the government oversight of the electricity 

system is up 5 points. 

Economic Control

• More customers are feeling financially squeezed than last year. 

Bringing these Altogether

• Despite a relatively less challenging political environment for Hydro Ottawa, customers are experiencing increased 

financial strain. The opposing shifts in the broader context offset each other. While a greater number express 

satisfaction with the provincial government's management of the electricity system, within this larger cohort, there is 

less satisfaction with the utility. Moreover, a larger percentage of customers who believe their bills significantly impact 

their finances express higher satisfaction with the utility.
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7%

18%

26%

20%

14%

11%

28%

25%

14%

13%

12%

28%

24%

15%

12%

Very satisfied

Somewhat satisfied

Neither

Somewhat
dissatisfied

Very dissatisfied

Hydro Ottawa

Ontario

National

Provincial Gov’t: Over 1-in-5 (24%) say they are satisfied with the job of the 
provincial government; though much lower than provincial and national averages 

7%

18%

26%

20%

14%

7%

19%

23%

19%
17%

Very satisfied
(10,9)

Somewhat satisfied
(8,7,6)

Neither satisfied
nor dissatisfied (5)

Somewhat
dissatisfied (4,3,2)

Very dissatisfied
(1,0)

2023 (customer list-only sample) 2023 (GenPop + customer list sample)

Q Regional/National Comparison

NOTE: ‘Don’t know’ (15%) not shown.

Satisfied

24%

38%

40%

How satisfied are you with the job your provincial government is doing to manage the 
electricity system? Please use the scale from 0 to 10, where 0 means very dissatisfied and 
10 means very satisfied.
[asked of all Hydro Ottawa respondents]

Satisfied:
2023 (customer list-only): 24%

2023 (GenPop + customer list): 26%

Dissatisfied:
2023 (customer list-only): 35%

2023 (GenPop + customer list): 36%
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6%
8% 7% 6% 7%

26%

32%

24%
21%

26%

52%

35%

42% 43%

36%

7%

24%

35%

0%

50%

2017 2018 2021 2022 2023

How satisfied are you with the job your provincial government is doing to manage the electricity system? Please use the scale from 0 to 10, where 0 
means very dissatisfied and 10 means very satisfied.
[asked of all Hydro Ottawa respondents]

Q

Gov’t Performance (Tracking): The political environment is more favourable to 
Hydro Ottawa

Total Dissatisfied

Very Satisfied (10,9)

Total Satisfied
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Government Performance: Satisfaction with Hydro Ottawa is down 9 pts among 
politically satisfied and 6 points among dissatisfied

89% 84% 89% 90%
81%**

4% 4% 4% 3% 4%

87%

4%

2017 2018 2021 2022 2023

44%

63%**
49%**

57%**
51%*

24% 18% 19% 21% 23%

61%

17%

2017 2018 2021 2022 2023

Satisfied Dissatisfied

Satisfied w/gov’t 
management

Dissatisfied w/gov’t 
management

Satisfaction with Hydro Ottawa BY Satisfaction with Government

* Significantly different from the year prior at 90% confidence level
** Significantly different from the year prior at 95% confidence level

48%
60%* 63%

71%** 71%

8% 6% 7% 8% 8%

75%

8%

2017 2018 2021 2022 2023

Those who are neutral 
or unsure
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42%

34%

29% 30%
34%33%

37%

47% 46%

39%

29%

47%

0%

50%

2017 2018 2021 2022 2023

Financial Circumstances (Tracking): Financial circumstances are more problematic 
for Hydro Ottawa

Do you agree or disagree with the following statement:
My electricity bill has a major impact on my finances and requires I do without other important priorities.
[asked of all Hydro Ottawa respondents for tracking purposes, data filtered to show only those who receive a bill; n=989]

Q

Total Disagree

Total Agree
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56% 57%
66%* 70%

63%

8% 8% 9% 11% 12%

69%

12%

2017 2018 2021 2022 2023

Financial Circumstances: Those who are impacted are more likely to be satisfied 
compared to 2022, up 7 points

46%

66%*

46% 51%** 58%*

26%
17% 20% 24% 20%

61%

15%

2017 2018 2021 2022 2023

70%
80%* 73%* 79%** 76%

8% 4% 6% 5% 6%

82%

6%

2017 2018 2021 2022 2023

Satisfied Dissatisfied

Those who say their 
bill has a major impact

Those who are neutral 
or unsure

Those who say their 
bill does NOT have a 

major impact

Satisfaction with Hydro Ottawa BY Bill impact

* Significantly different from the year prior at 90% confidence level
** Significantly different from the year prior at 95% confidence level
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Survey Overview

2

The CEA’s Behind the Meter Survey is an exploration of Canadian attitudes toward new 

technologies that can help consumers better manage their energy use and enable an energy 

transition. The survey looked at remote-controlled devices, solar panels, storage and electric 

vehicles.

The study was administered as an online survey and conducted by Innovative Research Group 

(INNOVATIVE). Data collection occurred between November 8th and December 20th, 2021 

among 4,653 Canadian adults (18yrs or older). 

The survey data has been weighted down to a representative national sample size of n=1,500 by 

the population, age and gender distributions within 20 geographical sub-regions across Canada, 

using 2016 Census data. This weighting convention ensures that the survey data is 

representative at both the national and regional levels of analysis.
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4

Key Findings

01
The strong motivations to fight climate change lead to a high level of adoption of behind-the-meter technologies.

Nearly 6-in-10 (57%) are either Strong (24%) or Moderate (33%) Environmentalists. They are concerned about climate change and agree with the 
sacrifices society should make to reduce GHG emissions. 8% are Latent Transition – while they are not as concerned about climate as the 
Environmentalists, they agree with the sacrifices society should make to reduce GHG. 

Interest in new technologies is higher among these segments except for the adoption of batteries such as the Tesla Powerwall and solar panels.

02
Motivation for adoption varies by device. Some provide convenience, some provide back-up and storage is a mix.
Convenience/ease of use is the top-cited reason for adopting remotely controlled technologies. Having back-up power is the primary reason for 
interest in installing solar panels, followed by the autonomy of generating their own electricity.

03
When it comes to EVs, Hydro Ottawa customers are looking for better pricing, better charging infrastructure, and better mileage.
Customers are most sensitive to cost of EVs. Other concerns include the lack of public fast charging infrastructure and range. On the other hand, top 
reason for purchasing an EV is about the environmental benefits.

04
Financial incentives that reward off-peak charging are considered most important to balance the needs of EV owners and grid 
capacity.

Those who would rather give up control to avoid paying more to expand the grid are more than 9 points more likely to rate these reward programs as 
important than those who would rather pay more to expand the grid for the convenience of charging anytime they want.

05
Learning more about the convenience of owning an EV makes a small but significant difference to adopting an EV.

Controlling for how likely one would purchase an EV a priori, having learned more about the convenience of owning an EV leaves respondents more 
likely to purchase an EV afterwards. 
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Survey Methodology

5

The CEA’s Behind the Meter Survey is an online survey conducted by Innovative Research Group (INNOVATIVE). Data collection occurred between November 8th and 

December 20th, 2021 among 4,653 Canadian adults (18yrs or older). The survey data has been weighted down to a representative national sample size of n=1,500 by the 

population, age and gender distributions within 20 geographical sub-regions across Canada, using 2016 Census data. This weighting convention ensures that the survey data is 

representative at both the national and regional levels of analysis.

The survey instrument was designed by INNOVATIVE, with input and direction from the CEA, and made available to respondents in either French or English. The survey sample 

was weighted by age, gender and region using 2016 Statistics Canada Census data to reflect the actual demographic composition of the Canadian adult population. 

Survey respondents were recruited from a wide variety of sources to reflect the age, gender, and regional characteristics of the country as a whole. Because this is an online 

survey, and not a random probability sample, the results cannot be generalized across all Canadians, and we cannot apply a margin of error. 

A targeted oversample provided a total of 1,041 surveys with respondents who identified Hydro Ottawa as the company from which they receive their electricity bill. In the 

final data, we weighted the sample down to a representative sample size of n=1,000. 

INNOVATIVE provided each survey respondent with a unique URL (hyperlink) to the online survey via an email invitation to ensure that only invited respondents were able to 

complete the survey. Unique URLs were disabled upon survey completion to ensure that invited respondents could only complete their individual survey once.

Survey Reporting

This report includes topline results and provides sample breakdowns in sidebars. The sample is broken down by all segments and demographic indicators available in the 

survey for analysis. However, for reporting purposes, we are highlighting only the most relevant segments in sidebars. For detailed results by all other segments and 

demographic indicators, please refer to banner tables which are available to all CEA members.

Graphs and tables may not always total 100% due to rounding values rather than any error in data.  Sums are added before rounding numbers.
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Sample Design

6

BC AB SK MB ON QC NB PE NS NL Total

Unweighted Sample (n) 252 197 467 635 2579 406 37 8 46 26 4,653

Unweighted Sample (%) 5% 4% 10% 14% 55% 9% 1% 0% 1% 1% 100%

2016 Census Population (%) 14% 11% 3% 4% 38% 23% 2% <1% 3% 2% 100%

Weighted (n) 204 172 47 53 572 351 32 6 40 23 1,500

n=1,500
National Weighted Sample

NOTE: The national sample has been weighted by the population, age and gender distributions 
within 20 geographical sub-regions across Canada, using the latest available Census data (2016). This weighting 
convention was used to ensure representative data at both the national- and provincial-levels of analysis.

Respondents from the territories are grouped with those in the nearby province for weighting purposes and regional 
analysis. Those from Yukon, Northwest Territories, and Nunavut are grouped together with BC, Alberta, and Manitoba 
respectively.

Upon CEA member request, additional oversamples were included to provide greater confidence in the data at a sub-
regional level of analysis.

n=1,000
Total Weighted Sample
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7

Demographics: Hydro Ottawa Respondent Profile

Gender Identity and Age

11%

16%

22%

11%

17%

22%

M 18-34

M 35-54

M 55+

W 18-34

W 35-54

W 55+

46%
47%

6%

Income

Employment Status

7%

47%

3%

<1%

1%

<1%

1%

1%

29%

1%

1%

1%

<1%

Self-employed

Employed full-time

Employed part-time

Seasonal employment

Term employment

Temporarily laid off due to COVID

Currently unemployed

Student

Retired

Homemaker

Disability/sick leave

Maternity/paternal leave

Other

Homeownership

Homeowner
74%

Renter
26%

19% Prefer not to say

17%
27%

37%

Less than
$60k

$60k to
$100k

More than
$100k

WomenMen

98% of renters pay 
electricity bill

2% included in rent

7% Prefer not to say

Prefer to self-describe
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System Familiarity
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9

Depending on the province a respondent resides in, we first explain how their electricity system works before asking how familiar 
they are with the system.

In Ontario, where people predominantly receive their electricity services from different operators of transmission and distribution, 
we say:

As you may know, Ontario’s electricity system has four key components: generation, transmission, distribution and retail market:

• Generating companies convert water from dams, coal, natural gas, wind and other resources into electricity;

• Transmission companies use large wires to connect the electricity produced at generating stations to transmission substations
in the communities where it is needed;

• Distribution companies use smaller wires to carry electricity to homes and businesses; and

• Electricity retailers buy electricity from generators and sell it directly to customers through contracts.

Familiarity with System
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Q

50%

51%

51%

Hydro Ottawa

Ontario

National

Familiarity with System: Half (50%) are familiar with the way that 
Ontario’s electricity system works; consistent with ON and national avg

10

In general, how familiar are you with the way Ontario’s electricity system works? 
[asked of all Hydro Ottawa respondents; n=1,000]

11%

39%
35%

13%

1%

Very familiar and
can explain the

details of the system
to others

Somewhat familiar
with the system but
cannot explain the

details to others

I have a limited
understanding of

the system

I know nothing
about how the

provincial electricity
system works

Don’t know

50% Familiar

Provincial/National Comparison

Segmentation
Respondents who say ‘Familiar’

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 1
Attachment F

ORIGINAL
Page 10 of 81 



Behind the Meter Adoption 
Index
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12BTM Adoption Index: Only 7% of respondents have a very high 
likelihood of adopting in-home BTM; 32% have a very low likelihood

We created an index based on respondents’ likelihood of adopting in-
home Behind the Meter (BTM) technology. Specifically, we look at 
their intent to and interest in:

• Installing remotely controlled lights
• Installing a remotely controlled thermostat (learning 

thermostat)
• Installing solar panels
• Installing a smart water heater
• Installing a battery such as the Tesla Powerwall
• Using online tools or smartphone apps to reduce 

electricity consumption
• Buying an electric vehicle

When we asked these questions, we adjusted the wording slightly 
based on whether or not respondents are currently living in a home 
where they are able to install these types of technology (see slide 24 
for details and exact wording).

Very low
32%

Somewhat 
low
24%

Moderate
23%

Somewhat 
high
14%

Very high
7%
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13

A Closer Look at the BTM Adoption Index
BTM Adoption Questions BY BTM Adoption Index

BTM Technology
(% already have it or actively taking steps)

Very low Somewhat low Moderate Somewhat high Very high

Remotely controlled lights 2% 12% 32% 63% 92%

Remotely controlled thermostat 4% 23% 45% 86% 98%

Solar panels 4% 8% 14% 22% 62%

Smart water heater 1% 4% 20% 30% 53%

Batteries, such as Tesla Powerwall 3% 1% 3% 9% 31%

Online tools or smartphone app 1% 14% 24% 44% 60%

Purchase an EV 
(already have + definitely would)

3% 21% 23% 29% 64%

BTM Adoption Index
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Regional Breakdown: Goulbourn and Kanata are more likely to adopt 
in-home BTM than other regions

The chart below shows a regional breakdown of the BTM Adoption Index.

14

7%

10%

9%

4%

8%

12%

5%

8%

14%

17%

16%

13%

18%

15%

15%

11%

23%

20%

22%

23%

18%

21%

23%

24%

24%

22%

21%

27%

21%

16%

29%

23%

32%

31%

32%

32%

35%

36%

28%

34%

Hydro Ottawa

Ontario

National

Gloucester

Goulbourn

Kanata

Nepean

Ottawa
y

x

Very high Somewhat high Moderate Somewhat low Very low
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Demographic Breakdown: Those 18-34, those with an income over 
$100K and employed men are ahead of the overall average

The chart below shows key demographic breakdowns of the BTM Adoption Index.

15

7%

10%

9%

3%

6%

4%

11%

12%

3%

8%

3%

14%

17%

15%

11%

8%

13%

18%

22%

10%

13%

7%

23%

36%

20%

17%

28%

24%

27%

24%

19%

25%

18%

24%

27%

24%

23%

22%

23%

25%

23%

25%

29%

24%

32%

10%

31%

46%

36%

35%

20%

20%

42%

25%

48%

Overall

18-34

35-54

55+

Less than $60k

$60k-$100k

More than $100k

Men Working

Men Not Working

Women Working

Women Not Working
y

x

Very high Somewhat high Moderate Somewhat low Very low

Age

Income

Employment-Gender
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Energy Transition Segmentation
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17Concern for Climate Change: 2-in-5 (37%) are extremely concerned 
about climate change; higher than Ontario and national averages

How concerned are you about climate change?
[asked of all Hydro Ottawa respondents; n=1,000]

Q

37%
34%

17%

7% 5%

0%

Extremely
concerned

Very concerned Somewhat
concerned

A little bit
concerned

Not at all
concerned

Don’t know

37%

30%

27%

Hydro Ottawa

Ontario

National

Segmentation
Respondents who say ‘Extremely Concerned’

Provincial/National Comparison
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65%

59%

58%

Hydro Ottawa

Ontario

National

18Reduce GHG: 2-in-3 (65%) agree that we need to reduce GHG emissions 
as quickly as possible; higher than Ontario and national averages

Do you agree or disagree with the following statement:
We need to reduce greenhouse gas emissions from the energy we use as quickly as possible, even if it 
means job losses or paying more for energy.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

34%
31%

10% 11%
13%

1%

Strongly agree Somewhat agree Neither agree
nor disagree

Somewhat
disagree

Strongly
disagree

Don’t know

65% Agree

Segmentation
Respondents who say ‘Agree’

Provincial/National Comparison
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19

Energy Transition Segmentation: Most respondents are Moderate 
Environmentalists or Strong Environmentalists

We created a segmentation to classify respondents into 7 groups based on how concerned they are about climate change and whether they agree with the 
trade-off of job losses and paying more for energy for the sake of reduced greenhouse gas (GHG) emissions.

Strong 
Environmentalists

24%

Moderate 
Environmentalists

33%Latent Transition
8%

Green Ambivalent
11%

Ambivalent
<1%

Conflicted
15%

Transition 
Resisters

9%

Strong Environmentalists are extremely concerned 
about climate change and strongly agree with the 
sacrifices society should make to reduce GHG.

Moderate Environmentalists are at least very 
concerned about climate change and somewhat 
agree with the sacrifices society should make to 
reduce GHG.

Latent Transition are those who are not too 
concerned about climate change but agree with the 
sacrifices society should make to reduce GHG.

Green Ambivalent are those who are a little or 
somewhat concerned about climate change but are 

neutral when it comes to the sacrifices society 
should make to reduce GHG.

Ambivalent are those who have neutral opinions on 
both questions.

Conflicted are those who are at least somewhat 
concerned about climate change but disagree with 

sacrifices society should make to reduce GHG.

Transition Resisters are those who are not too 
concerned about climate change and disagree with 

the sacrifices society should make to reduce GHG.

Note: Ambivalent and Green Ambivalent are combined for analysis in the rest of the report.
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20

How is the Energy Transition Segmentation Defined?
Energy Transition Questions BY Energy Transition Segmentation

Energy Transition 
Questions

Strong 
Environmentalists

Moderate 
Environmentalists

Latent Transition
Green Ambivalent/

Ambivalent
Conflicted Transition Resisters

Concern about Climate Change

Not concerned 0% 0% 2% 1% 0% 55%

A little/Somewhat concerned 0% 0% 98% 48% 48% 43%

Extremely/Very concerned 100% 100% 0% 49% 52% 0%

Don’t know 0% 0% 0% 2% 0% 2%

Reduce GHGs even if it means job losses and paying more for energy

Agree 100% 100% 100% 0% 0% 0%

Neutral/Don’t know 0% 0% 0% 100% 0% 0%

Disagree 0% 0% 0% 0% 100% 100%

Energy Transition Segmentation
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Regional Breakdown: Most residents in Ottawa are Environmentalists, 
while Goulbourn has the most Conflicted and Transition Resisters

24%

16%

15%

19%

14%

22%

18%

35%

33%

27%

27%

37%

23%

28%

35%

34%

8%

16%

16%

8%

7%

8%

7%

7%

11%

25%

24%

15%

8%

11%

12%

9%

15%

7%

9%

12%

27%

21%

21%

8%

9%

9%

9%

8%

20%

10%

8%

8%

Hydro Ottawa

Ontario

National

Gloucester

Goulbourn

Kanata

Nepean

Ottawa

y

x

Strong Environmentalists Moderate Environmentalists Latent Transition Ambivalent/Green Ambivalent Conflicted Transition Resisters

The chart below shows a regional breakdown of the Energy Transition Segmentation.

21

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 1
Attachment F

ORIGINAL
Page 21 of 81 



22

How do the BTM Adoption Index and Energy Transition 
Segmentation Interact?
BTM Adoption Index BY Energy Transition Segmentation

BTM Adoption Index
Strong 

Environmentalists
Moderate 

Environmentalists
Latent Transition

Green Ambivalent/
Ambivalent

Conflicted Transition Resisters

Very low 22% 28% 33% 40% 34% 61%

Somewhat low 22% 27% 28% 24% 29% 9%

Moderate 32% 24% 15% 22% 18% 12%

Somewhat high 13% 15% 14% 8% 15% 17%

Very high 11% 6% 10% 6% 4% 1%

Energy Transition Segmentation

Energy Transition Segmentation BY BTM Adoption Index

Energy Transition Segment Very low Somewhat low Moderate Somewhat high Very high

Strong Environmentalists 17% 22% 33% 22% 37%

Moderate Environmentalists 29% 37% 34% 35% 31%

Latent Transition 8% 9% 5% 8% 11%

Ambivalent/Green Ambivalent 14% 11% 11% 6% 11%

Conflicted 16% 18% 12% 17% 9%

Transition Resisters 17% 3% 5% 12% 1%

BTM Adoption Index
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Interest in Residential BTM 
Technology
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24

Interest in Residential BTM Technology: Survey Design Note

Do you live somewhere where you can make decisions as to whether or not to install any of these types of technology in your home?
[asked of all Hydro Ottawa respondents; n=1,000]Q

For the series of questions about residential BTM technology, we wanted to gather data from everyone – even people who are not currently in a position to be 

able to bring these types of technologies into their homes. In order to determine exactly how to phrase the questions, we provided respondents with a brief 

preamble and a follow-up question. Their response to the follow-up question determined how the next series of questions were presented to them.

PREAMBLE: There are many new technologies that are already available or that are being developed to help manage energy use in your home. For this survey, 

we would like to find out how interested you are in the following technology:

• Remotely controlled lights ⚫ Remotely controlled thermostat (or learning thermostat)

• Solar panels ⚫ Smart water heater

• Batteries such as the Tesla Powerwall

Yes
70% No

21%

Don’t know
9%

You may already have some of these innovations in your home, or 
there may be some that you are interested in learning more about. 
Please review the list below, and indicate which you currently have, 
which you are interested in, and which are not of interest to you. 

01 This was in my home when I purchased it/moved in

02 I already have this in my home – I got it after I moved in

03 I have been actively taking steps to acquire this

04 I am very interested in learning more

05 I am somewhat interested in learning more 

06 I am not interested

97 It would not be possible for me to install this particular product in my home

98 Don’t know

If you were in a position to be able to make decisions as to 
whether or not to install these products in your home, please 
indicate which you would install right away, which you are 
interested in, and which are not of interest to you. 

01 This was in my home when I purchased it/moved in

02 I would get this right away

03 I would actively take steps to acquire this

04 I would be very interested in learning more

05 I would be somewhat interested in learning more 

06 I would not be interested

98 Don’t know

We kept the response options closely aligned so that we were able to combine the results, as shown on the following slide. 
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Q
Already/Right 

Away/Taking Steps

36%

26%

14%

13%

5%

Interest in Home BTM Technology: Interest is highest for remotely 
controlled thermostat, followed by remotely controlled lights

25

The exact question wording depended on whether or not the respondent is currently in a position to bring these types of technology into their home, 
as shown on the previous slide.
[asked of all Hydro Ottawa respondents; n=1,000]

28%

19%

6%

6%

2%

7%

7%

8%

8%

4%

16%

17%

31%

33%

26%

16%

21%

22%

24%

27%

24%

33%

18%

15%

24%

4%

3%

2%

11%

5%

4%

2%

2%

3%

6%

14%

Remotely controlled thermostat

Remotely controlled lights

Solar panels

Smart water heater

Batteries such as the Tesla Powerwall

Already have/would get this right away Have been/would actively take steps to acquire this

Am/would be very interested in learning more Am/would be somewhat interested in learning more

Am/would not be interested This was in my home when I purchased it/moved in

It would not be possible for me to install this particular product Don’t know

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 1
Attachment F

ORIGINAL
Page 25 of 81 



Q

Reasons for Acquiring BTM Technology: Convenience/ease of use, 
energy efficiency, and reliable alternative power source are top reasons

26

What is the main reason for wanting [INSERT ITEM] in your home?
[asked of those who already have/would get right away/are actively or would actively take steps to acquire specified item; n-sizes for each item shown below]

54%

20%

8%

8%

1%

1%

5%

3%

Convenience/ease of use

Energy efficiency/conservation

Control/monitor usage

Save money/cheaper

Love technological innovation/it's cool

Home security/safety

Better for environment/Fight Climate change

Clean/renewable energy source

Reliable/better quality/durable

Reliable alternative power source/back up

Autonomy/generate my own electricity

To charge battery/Tesla/EVs are the future

Other

None

Don’t know

49%

23%

2%

2%

15%

1%

3%

5%

14%

12%

4%

9%

7%

29%

20%

4%

2%

4%

35%

10%

10%

7%

35%

16%

16%

3%

5%

5%

24%

5%

12%

11%

3%

Remotely controlled thermostat
(n= 77)

Remotely controlled lights 
(n= 65)

Solar panels
(n=49)

Smart water heater 
(n= 23*)

Batteries such as the Tesla Powerwall 
(n= 17*)

*NOTE: Due to small n sizes of respondents for these technologies, results should be interpreted with caution.

Survey Design Note: Respondents were asked only about one type of technology. In order to maximize n-sizes for this question, less popular technologies were prioritized.  
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27

Remotely Controlled Thermostat: Over one third (36%) are already/ 
actively taking steps; higher than Ontario and national averages

Interest in remotely controlled thermostat
[asked of all Hydro Ottawa respondents; n=1,000]

Q

28%

7%

16% 16%

24%

4%
2% 2%

Already
have/would
get this right

away

Have
been/would
actively take

steps to
acquire this

Am/would be
very

interested in
learning more

Am/would be
somewhat

interested in
learning more

Am/would
not be

interested

This was in
my home

when I
purchased

it/moved in

It would not
be possible
for me to
install this
particular
product

Don’t know

36% Already/Actively 
taking steps

Can install 32% 3% 14% 18% 23% 6% 3% 2%

Can’t currently 21% 17% 20% 12% 26% N/A N/A 4%

4%

23%

45%

86%

98%

40%

34%

38%

34%

35%

29%

36%

30%

28%

Very low

Somewhat low

Moderate

Somewhat high

Very high

Strong Environmentalist

Moderate Environmentalist

Latent Transition

Ambivalent/ Green Amb.

Conflicted

Transition Resisters

Hydro Ottawa

Ontario

National

Segmentation
Respondents who say ‘Already’/’Actively taking steps’

BTM Adoption Index

Energy Transition Segments

Provincial/National Comparison
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28

Remotely Controlled Lights: 1-in-4 (26%) are interested in remotely 
controlled lights; higher among Strong Environmentalists

Interest in remotely controlled lights
[asked of all Hydro Ottawa respondents; n=1,000]

Q

19%

7%

17%
21%

33%

<1% 1% 2%

Already
have/would
get this right

away

Have
been/would
actively take

steps to
acquire this

Am/would be
very

interested in
learning more

Am/would be
somewhat

interested in
learning more

Am/would
not be

interested

This was in
my home

when I
purchased

it/moved in

It would not
be possible
for me to
install this
particular
product

Don’t know

26% Already/Actively 
taking steps

Can install 21% 3% 16% 23% 35% 1% 1% 1%

Can’t currently 15% 16% 20% 17% 29% N/A N/A 3%

2%

12%

32%

63%

92%

31%

24%

34%

22%

24%

22%

26%

28%

26%

Very low

Somewhat low

Moderate

Somewhat high

Very high

Strong Environmentalist

Moderate Environmentalist

Latent Transition

Ambivalent/ Green Amb.

Conflicted

Transition Resisters

Hydro Ottawa

Ontario

National

BTM Adoption Index

Energy Transition Segments

Provincial/National Comparison

Segmentation
Respondents who say ‘Already’/’Actively taking steps’
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29

Solar Panels: 1-in-7 (14%) are already/actively taking steps in solar 
panels; higher among Strong Environmentalists and Resisters

Interest in solar panels
[asked of all Hydro Ottawa respondents; n=1,000]

Q

6% 8%

31%

22%
18%

0%

11%

3%

Already
have/would
get this right

away

Have
been/would
actively take

steps to
acquire this

Am/would be
very

interested in
learning more

Am/would be
somewhat

interested in
learning more

Am/would
not be

interested

This was in
my home

when I
purchased

it/moved in

It would not
be possible
for me to
install this
particular
product

Don’t know

14% Already/Actively 
taking steps

Can install 3% 4% 28% 27% 20% <1% 16% 2%

Can’t currently 14% 16% 39% 11% 14% N/A N/A 6%

4%

8%

14%

22%

62%

18%

12%

14%

11%

11%

17%

14%

16%

18%

Very low

Somewhat low

Moderate

Somewhat high

Very high

Strong Environmentalist

Moderate Environmentalist

Latent Transition

Ambivalent/ Green Amb.

Conflicted

Transition Resisters

Hydro Ottawa

Ontario

National

BTM Adoption Index

Energy Transition Segments

Provincial/National Comparison

Segmentation
Respondents who say ‘Already’/’Actively taking steps’
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1%

4%

20%

30%

53%

17%

11%

14%

13%

15%

11%

13%

22%

20%

Very low

Somewhat low

Moderate

Somewhat high

Very high

Strong Environmentalist

Moderate Environmentalist

Latent Transition

Ambivalent/ Green Amb.

Conflicted

Transition Resisters

Hydro Ottawa

Ontario

National

BTM Adoption Index

Energy Transition Segments

Provincial/National Comparison

30

Smart Water Heater: 1-in-7 (13%) have already/actively taking steps to 
install a smart water heater; lower than ON and national averages

Interest in smart water heater
[asked of all Hydro Ottawa respondents; n=1,000]

Q

6% 8%

33%

24%

15%

3% 5% 6%

Already
have/would
get this right

away

Have
been/would
actively take

steps to
acquire this

Am/would be
very

interested in
learning more

Am/would be
somewhat

interested in
learning more

Am/would
not be

interested

This was in
my home

when I
purchased

it/moved in

It would not
be possible
for me to
install this
particular
product

Don’t know

13% Already/Actively 
taking steps

Can install 2% 2% 35% 28% 16% 5% 7% 6%

Can’t currently 14% 21% 28% 16% 15% N/A N/A 6%

Segmentation
Respondents who say ‘Already’/’Actively taking steps’
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3%

1%

3%

9%

31%

6%

4%

7%

5%

2%

12%

5%

13%

12%

Very low

Somewhat low

Moderate

Somewhat high

Very high

Strong Environmentalist

Moderate Environmentalist

Latent Transition

Ambivalent/ Green Amb.

Conflicted

Transition Resisters

Hydro Ottawa

Ontario

National

BTM Adoption Index

Energy Transition Segments

Provincial/National Comparison

31

Batteries: Only 5% have already/are actively taking steps, lower than 
Ontario and national averages; higher among Transition Resisters 

Interest in batteries such as the Tesla Powerwall
[asked of all Hydro Ottawa respondents; n=1,000]

Q

2%
4%

26% 27%
24%

<1%
4%

14%

Already
have/would
get this right

away

Have
been/would
actively take

steps to
acquire this

Am/would be
very

interested in
learning more

Am/would be
somewhat

interested in
learning more

Am/would
not be

interested

This was in
my home

when I
purchased

it/moved in

It would not
be possible
for me to
install this
particular
product

Don’t know

5% Already/Actively 
taking steps

Can install 1% 1% 25% 31% 25% <1% 5% 12%

Can’t currently 4% 10% 28% 17% 21% N/A N/A 20%

Segmentation
Respondents who say ‘Already’/’Actively taking steps’
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1%

14%

24%

44%

60%

17%

16%

32%

21%

22%

19%

19%

24%

22%

Very low

Somewhat low

Moderate

Somewhat high

Very high

Strong Environmentalist

Moderate Environmentalist

Latent Transition

Ambivalent/ Green Amb.

Conflicted

Transition Resisters

Hydro Ottawa

Ontario

National

32

Online Tools or Apps: 1-in-5 (19%) say they use online tool or apps to 
reduce amount of electricity used; highest among Latent Transition

Do you currently use any online tools or smartphone apps to reduce the amount of electricity you use 
at home?
[asked of all Hydro Ottawa respondents; n=1,000]

Q

16%

3%

23%

27%
29%

2%

Yes, I already use
this technology

I have been
actively taking

steps to acquire
this

I am very
interested in

learning more

I am somewhat
interested in

learning more

No, I am not
interested

Don’t know

19% Already/Actively 
taking steps

Segmentation
Respondents who say ‘Already’/’Actively taking steps’

BTM Adoption Index

Energy Transition Segments

Provincial/National Comparison
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34General Familiarity: Half (54%) of respondents are familiar with energy 
storage; higher among Strong Environmentalists and Transition Resisters

Energy storage is capturing electricity when it is produced so that it can be used later. Before this 
survey, how familiar were you with energy storage?
[asked of all Hydro Ottawa respondents; n=1,000]

Q

20%

34% 33%

13%

1%

Very familiar and can
explain the details to

others

Somewhat familiar
but cannot explain

the details to others

I have a limited
understanding of it

I have never heard
about energy storage

before this survey

Don’t know

54% Familiar

47%

49%

56%

67%

70%

63%

55%

47%

35%

48%

63%

54%

41%

40%

Very low

Somewhat low

Moderate

Somewhat high

Very high

Strong Environmentalist

Moderate Environmentalist

Latent Transition

Ambivalent/ Green Amb.

Conflicted

Transition Resisters

Hydro Ottawa

Ontario

National

BTM Adoption Index

Energy Transition Segments

Provincial/National Comparison

Segmentation
Respondents who say ‘Familiar’
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Familiarity w/ Specific Technology: Respondents are most familiar with 
electric vehicles, least familiar with batteries

35

Below are some examples of energy storage technology. Please indicate how familiar you are with each one.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

21%

14%

15%

38%

28%

23%

28%

34%

27%

11%

22%

32%

2%

2%

4%

Electric vehicles, which can store or
supply electricity to the grid through

charging infrastructure

Thermal energy storage*

Batteries, such as the Tesla Powerwall

Very familiar and can explain the details to others
Somewhat familiar but cannot explain the details to others
I have a limited understanding of it
I have never heard of it before this survey
Don’t know

Familiar

59%

42%

37%

* FULL DESCRIPTION PROVIDED TO RESPONDENTS: Thermal energy 
storage, which means heating or cooling a medium to use the energy 
when needed later. In its simplest form, this could mean using a water 
tank for heat storage, where the water is heated at times when there is 
a lot of energy, and the energy is then stored in the water for use when 
energy is less plentiful.
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36Electric Vehicles: 6-in-10 (59%) are familiar with electric vehicles; 
higher among Strong Environmentalists

Below are some examples of energy storage technology. Please indicate how familiar you are with 
each one.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

21%

38%

28%

11%

2%

Very familiar and
can explain the

details to others

Somewhat familiar
but cannot explain

the details to others

I have a limited
understanding of it

I have never heard
of it before this

survey

Don’t know

59% Familiar

Electric vehicles, which can store or supply electricity to the grid through charging infrastructure
46%

63%

63%

70%

79%

71%

61%

65%

45%

55%

46%

59%

46%

44%

92%

69%

42%

30%

Very low

Somewhat low

Moderate

Somewhat high

Very high

Strong Environmentalist

Moderate Environmentalist

Latent Transition

Ambivalent/ Green Amb.

Conflicted

Transition Resisters

Hydro Ottawa

Ontario

National

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Segmentation
Respondents who say ‘Familiar’

Provincial/National Comparison

BTM Adoption Index

Energy Transition Segments

Familiarity with Energy Storage
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31%

40%

46%

54%

56%

47%

45%

43%

21%

41%

40%

42%

35%

33%

85%

53%

19%

5%

Very low

Somewhat low

Moderate

Somewhat high

Very high

Strong Environmentalist

Moderate Environmentalist

Latent Transition

Ambivalent/ Green Amb.

Conflicted

Transition Resisters

Hydro Ottawa

Ontario

National

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Provincial/National Comparison

BTM Adoption Index

Energy Transition Segments

Familiarity with Energy Storage

37Thermal Energy Storage: 2-in-5 (42%) are familiar with thermal energy 
storage; higher among the Environmentalist segments

Below are some examples of energy storage technology. Please indicate how familiar you are with 
each one.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

14%

28%

34%

22%

2%

Very familiar and
can explain the

details to others

Somewhat familiar
but cannot explain

the details to others

I have a limited
understanding of it

I have never heard
of it before this

survey

Don’t know

42% Familiar

Thermal energy storage, which means heating or cooling a medium to use the energy when needed 
later. In its simplest form, this could mean using a water tank for heat storage, where the water is 
heated at times when there is a lot of energy, and the energy is then stored in the water for use when 
energy is less plentiful

Segmentation
Respondents who say ‘Familiar’
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38Batteries: 2-in-5 (37%) are familiar with batteries; higher than Ontario 
and national averages

Below are some examples of energy storage technology. Please indicate how familiar you are with 
each one.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

15%

23%

27%

32%

4%

Very familiar and
can explain the

details to others

Somewhat familiar
but cannot explain

the details to others

I have a limited
understanding of it

I have never heard
of it before this

survey

Don’t know

37% Familiar

Batteries, such as the Tesla Powerwall
26%

34%

40%

52%

62%

41%

39%

33%

22%

40%

39%

37%

30%

27%

84%

44%

14%

6%

Very low

Somewhat low

Moderate

Somewhat high

Very high

Strong Environmentalist

Moderate Environmentalist

Latent Transition

Ambivalent/ Green Amb.

Conflicted

Transition Resisters

Hydro Ottawa

Ontario

National

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Provincial/National Comparison

BTM Adoption Index

Energy Transition Segments

Familiarity with Energy Storage

Segmentation
Respondents who say ‘Familiar’
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Benefits of Battery Storage | Importance: Using batteries as a backup 
power source is considered the most important benefit

39

Below are some possible benefits of home battery storage. Using a scale from 0 to 10, where 0 means “not at all important” and 10 
means “extremely important”, please indicate how important each one is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

51%

46%

44%

34%

36%

31%

33%

32%

39%

36%

6%

6%

8%

8%

9%

7%

5%

5%

6%

7%

4%

5%

7%

7%

8%

2%

3%

4%

5%

5%

The battery can be used as a backup power
source in the event of a power outage

You can use the energy from your battery
during peak hours to avoid paying for electricity

when rates are higher

Home battery storage systems that are charged
using solar panels increase the amount of

renewable energy in the electricity grid

People can connect their home battery systems
to the electricity grid and be reimbursed for the

energy drawn to the grid from their batteries

Home battery storage systems can reduce the
need to build new infrastructure to keep up

with increasing generation demands

Very important (9,10) Somewhat important (6,7,8)

Neutral (5) Not very important (2,3,4)

Not at all important (0,1) Don’t know

Net 

Important

+71%

+69%

+63%

+59%

+57%
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64%

85%

92%

92%

94%

88%

85%

77%

79%

76%

66%

81%

87%

83%

76%

87%

82%

73%

Very low

Somewhat low

Moderate

Somewhat high

Very high

Strong Environmentalist

Moderate Environmentalist

Latent Transition

Ambivalent/ Green Amb.

Conflicted

Transition Resisters

Hydro Ottawa

Ontario

National

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Provincial/National Comparison

BTM Adoption Index

Energy Transition Segments

Familiarity with Energy Storage

40Battery Backup During Power Outage: 4-in-5 (81%) find batteries being 
used as backup power source during a power outage is important

Below are some possible benefits of home battery storage. Using a scale from 0 to 10, where 0 means 
“not at all important” and 10 means “extremely important”, please indicate how important each one 
is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

51%

31%

6% 7%
4% 2%

Very important
(9,10)

Somewhat
important

(6,7,8)

Neutral (5) Not very
important

(2,3,4)

Not at all
important (0,1)

Don’t know

The battery can be used as a backup power source in the event of a power outage

Segmentation
Respondents who say ‘Important’

81% Important
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59%

80%

93%

97%

96%

85%

83%

75%

77%

76%

64%

80%

85%

80%

73%

85%

79%

75%

Very low

Somewhat low

Moderate

Somewhat high

Very high

Strong Environmentalist

Moderate Environmentalist

Latent Transition

Ambivalent/ Green Amb.

Conflicted

Transition Resisters

Hydro Ottawa

Ontario

National

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Provincial/National Comparison

BTM Adoption Index

Energy Transition Segments

Familiarity with Energy Storage

41Use Battery During Peak Hours: 4-in-5 (80%) find that using energy 
from their battery during peak hours is important

Below are some possible benefits of home battery storage. Using a scale from 0 to 10, where 0 means 
“not at all important” and 10 means “extremely important”, please indicate how important each one 
is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

46%

33%

6% 5% 5%
3%

Very important
(9,10)

Somewhat
important

(6,7,8)

Neutral (5) Not very
important

(2,3,4)

Not at all
important (0,1)

Don’t know

80% Important

You can use the energy from your battery during peak hours to avoid paying for electricity when 
rates are higher

Segmentation
Respondents who say ‘Important’
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51%

81%

87%

93%

92%

89%

79%

66%

71%

68%

49%

75%

77%

76%

70%

85%

73%

63%

Very low

Somewhat low

Moderate

Somewhat high

Very high

Strong Environmentalist

Moderate Environmentalist

Latent Transition

Ambivalent/ Green Amb.

Conflicted

Transition Resisters

Hydro Ottawa

Ontario

National

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Provincial/National Comparison

BTM Adoption Index

Energy Transition Segments

Familiarity with Energy Storage

42Batteries Charged by Solar Panels: 3-in-4 (75%) find that charging 
batteries by solar is important; higher among Environmentalists

Below are some possible benefits of home battery storage. Using a scale from 0 to 10, where 0 means 
“not at all important” and 10 means “extremely important”, please indicate how important each one 
is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

44%

32%

8%
5%

7%
4%

Very important
(9,10)

Somewhat
important

(6,7,8)

Neutral (5) Not very
important

(2,3,4)

Not at all
important (0,1)

Don’t know

Home battery storage systems that are charged using solar panels increase the amount of 
renewable energy in the electricity grid

Segmentation
Respondents who say ‘Important’

75% Important
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43$$ for Drawing from Batteries to Grid: 3-in-4 (73%) find reimbursement 
for connecting their home battery to their local grid important

Below are some possible benefits of home battery storage. Using a scale from 0 to 10, where 0 means 
“not at all important” and 10 means “extremely important”, please indicate how important each one 
is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

34%
39%

8% 6% 7%
5%

Very important
(9,10)

Somewhat
important

(6,7,8)

Neutral (5) Not very
important

(2,3,4)

Not at all
important (0,1)

Don’t know

People can connect their home battery systems to the local electricity grid and be reimbursed for 
the energy drawn to the grid from their batteries

73% Important

52%

74%

84%

90%

92%

82%

79%

66%

62%

68%

54%

73%

75%

74%

72%

78%

73%

60%

Very low

Somewhat low

Moderate

Somewhat high

Very high

Strong Environmentalist

Moderate Environmentalist

Latent Transition

Ambivalent/ Green Amb.

Conflicted

Transition Resisters

Hydro Ottawa

Ontario

National

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Provincial/National Comparison

BTM Adoption Index

Energy Transition Segments

Familiarity with Energy Storage

Segmentation
Respondents who say ‘Important’
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49%

76%

84%

86%

96%

89%

77%

70%

64%

61%

39%

72%

77%

75%

68%

79%

72%

61%

Very low

Somewhat low

Moderate

Somewhat high

Very high

Strong Environmentalist

Moderate Environmentalist

Latent Transition

Ambivalent/ Green Amb.

Conflicted

Transition Resisters

Hydro Ottawa

Ontario

National

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Provincial/National Comparison

BTM Adoption Index

Energy Transition Segments

Familiarity with Energy Storage

44Reduce Need for New Infrastructure: 7-in-10 (72%) say that reducing 
the need for building new infrastructure important

Below are some possible benefits of home battery storage. Using a scale from 0 to 10, where 0 means 
“not at all important” and 10 means “extremely important”, please indicate how important each one 
is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

36% 36%

9% 7% 8%
5%

Very important
(9,10)

Somewhat
important

(6,7,8)

Neutral (5) Not very
important

(2,3,4)

Not at all
important (0,1)

Don’t know

Home battery storage systems can reduce the need to build new infrastructure to keep up with 
increasing generation demands

Segmentation
Respondents who say ‘Important’

72% Important
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46

Likelihood to Purchase EV: 2-in-3 (65%) are at least somewhat likely to 
purchase an EV; 42% of those interested would buy a 100% EV

How likely would you say you are to buy a plug-in hybrid or an all-electric vehicle when it’s time to replace 
your current vehicle?
[asked of all Hydro Ottawa respondents; n=1,000]

Q

5%

15%

23% 22%

15%

8% 8%

4%

Have already
done it

Would
definitely do it

Very likely Somewhat
likely

Not very likely Not likely at all I don’t 
currently have 
a vehicle/not 
applicable to 

me

Don’t know

20% Already/Would 
definitely

And, which type of vehicle have you purchased or would be likely to purchase?
[asked of those at least somewhat likely to purchase an EV; n=651]Q

42%

38%

21%

Plug-in hybrid

100% electric

Don’t know

3%

21%

23%

29%

64%

37%

18%

15%

13%

14%

4%

20%

13%

15%

30%

14%

20%

13%

Very low

Somewhat low

Moderate

Somewhat high

Very high

Strong Environmentalist

Moderate Environmentalist

Latent Transition

Ambivalent/ Green Amb.

Conflicted

Transition Resisters

Hydro Ottawa

Ontario

National

Man Working

Man Not Working

Woman Working

Woman Not Working

Segmentation
Respondents who say ‘Already/Would definitely’

Provincial/National Comparison

BTM Adoption Index

Energy Transition Segments

Gender/Employment
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Q

EV Purchase Barriers & Drivers: Top reason for purchasing an EV is to 
benefits to the environment; cost is the main reason for not purchasing 

Which of the following best describes why you might not 
purchase an electric vehicle? 
[asked of those who would not purchase an EV; n=457]

24%

14%

14%

13%

7%

6%

4%

3%

2%

2%

9%

1%

More expensive than gasoline cars/ waiting for
costs to come down/ waiting for gov't incentives

Concerns about lack of public fast charging
infrastructure

Electric vehicles can’t travel far enough on a 
charge

I am just not interested in purchasing an electric
vehicle

Concerns with reliability or performance
compared to gas vehicles

Concerns about being able to charge at home

Environmental benefits of EVs are over-rated/
won't significantly reduce GHGs

If too many people choose EVs, it would put too
much pressure on the electric grid

Technology too new, don't understand it, etc.

Concerns about not enough models or choices

Other

Don’t know

47

Q Which of the following best describes why you have purchased or 
plan on purchasing an electric vehicle? 
[asked of those who have or are at least very likely to purchase an EV; n=426]

55%

16%

6%

4%

4%

3%

2%

2%

1%

5%

1%

Benefits to the environment

Charging a battery is less expensive than buying
gas

Electric cars are better than they used to be
(reliability, distance travelled on a charge)

Advanced technology / I like to try new
technologies

Repair and maintenance is less expensive than
gasoline cars

Being able to charge my electric vehicle at home
and/or work

Government provides a financial incentive

Electric cars perform better than gasoline cars

No messy oil changes and other engine
maintenance

Other

Don’t know
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48

EV Analysis Segments
Which of the following best describes how you would 
prefer to charge your electric vehicle, assuming you were 
driving it frequently?
[asked of all Hydro Ottawa respondents; n=1,000]

Q Electric vehicles place new demands on the electricity system. Depending on 
how those demands are managed, the electricity system may need to be 
expanded or it may be able to use surplus capacity.  Which of the following 
statements is closest to your own point of view when it comes to the demand 
created by electric vehicles?
[asked of all Toronto Hydro respondents; n=1,000]

Q

39%

25%

5%

1%

20%

9%

Would invest in more advanced
home charging system, so I could

charge faster than standard outlet

At home, using a standard wall
outlet, which would take longer than

using a dedicated charging system

I would charge it at a public fast-
charging station

I would charge it at my workplace

I would charge it wherever I happen
to be when it needs to be charged

Don’t know

35%

46%

19%
I want the 
freedom to charge 
my electric vehicle 
when it is 
convenient to me, 
even if it means 
paying more to 
expand the 
electricity system

I am willing to give 
the electricity 
system some control 
over when my 
electric vehicle will 
be charged if it will 
allow us to avoid 
paying more to 
expand the 
electricity system

Don’t know
Home
64%

NOTE: These questions were asked after respondents were asked about the benefits and potential programs associated 
with EVs. We are showing the results for these questions out of order as they were used to segment respondents for 
inclusion in the sidebars throughout this series of questions.
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49Charging Preferences: 2-in-3 (64%) prefer charging their EV at home; 
increases with purchase intent and familiarity with EVs 

Which of the following best describes how you would prefer to charge your electric vehicle, assuming 
you were driving it frequently?
[asked of all Hydro Ottawa respondents; n=1,000]

Q

39%

25%

5%

1%

20%

9%

Would invest in more advanced home charging
system, so I could charge faster than standard

outlet

At home, using a standard wall outlet, which
would take longer than using a dedicated charging

system

I would charge it at a public fast-charging station

I would charge it at my workplace

I would charge it wherever I happen to be when it
needs to be charged

Don’t know

Home
64%

77%

73%

48%

43%

80%

63%

60%

52%

63%

75%

40%

Already done/definitely

Very/somewhat likely

Not very/not at all likely

Not applicable/Don't know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Pay more for convenience

Give up control to avoid paying
more

Don’t know

Purchasing an EV

Convenience vs Control

Familiarity with EVs

Segmentation
Respondents who say ‘Home’

NOTE: This question was asked after respondents were asked about the benefits and potential programs associated with 
EVs. We are showing the results for this question out of order as it was used to segment respondents for inclusion in the 
sidebars throughout this series of questions.
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50Control vs Paying More: Almost half (46%) say they are willing to give 
some control; higher among those who already/definitely will buy an EV

Electric vehicles place new demands on the electricity system. Depending on how those demands are 
managed, the electricity system may need to be expanded or it may be able to use surplus capacity.  
Which of the following statements is closest to your own point of view when it comes to the demand 
created by electric vehicles?
[asked of all Hydro Ottawa respondents; n=1,000]

Q

35%

46%

19%

I want the freedom to charge 
my electric vehicle when it is 
convenient to me, even if it 
means paying more to 
expand the electricity system

I am willing to give the 
electricity system some 
control over when my electric 
vehicle will be charged if it 
will allow us to avoid paying 
more to expand the 
electricity system

Don’t know

53%

51%

30%

49%

49%

46%

46%

43%

54%

50%

29%

Already done/definitely

Very/somewhat likely

Not very/not at all likely

Not applicable/Don't know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Home

Public station/Work

Wherever I am

Purchasing an EV

Where to Charge an EV

Familiarity with EVs

Segmentation
Respondents who say ‘Willing to give some control…’

NOTE: This question was asked after respondents were asked about the benefits and potential programs associated with 
EVs. We are showing the results for this question out of order as it was used to segment respondents for inclusion in the 
sidebars throughout this series of questions.
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Benefits of EVs| Importance: Charging EVs at various public locations 
most important, while advanced home charger is less important

51

There are many benefits of owning an electric vehicle. Looking at the list below, please indicate how important each of these features is 
to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

65%

60%

62%

48%

25%

28%

25%

34%

4%

5%

5%

9%

3%

4%

4%

5%

3%

4%

3%

4%

You can charge your electric vehicle at 
various public destinations, not limited to 

‘gas stations’ only

You can use a fast charger at public
locations, or have one installed at home, to

quickly charge a battery

You can plug an electric vehicle into a
standard wall outlet to fully charge your

electric vehicle overnight, or throughout the
day

You can purchase and install a more 
advanced home charger to quickly ‘top-up’ 

your electric vehicle or to fully charge a 
battery

Very important Somewhat important Not very important Not at all important Don’t know

Net 

Important

83%

79%

78%

69%
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52Public Charging at Various Locations: 9-in-10 (90%) find that charging 
at various public locations is important; higher with purchase intent

There are many benefits of owning an electric vehicle. Looking at the list below, please indicate how 
important each of these features is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

65%

25%

4% 3% 3%

Very important Somewhat
important

Not very important Not at all important Don’t know

You can charge your electric vehicle at various public destinations, not limited to ‘gas stations’ 
only.

90% Important

96%

97%

77%

78%

91%

94%

90%

77%

95%

94%

70%

94%

95%

81%

Already done/definitely

Very/somewhat likely

Not very/not at all likely

Not applicable/Don't know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Pay more for convenience

Give up control to avoid paying
more

Don’t know

Home

Public station/Work

Wherever I am

Purchasing an EV

Convenience vs Control

Where to Charge an EV

Familiarity with EVs

Segmentation
Respondents who say ‘Important’
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53Fast Charging | Home & Public: 9-in-10 (88%) find fast chargers in 
public locations important

There are many benefits of owning an electric vehicle. Looking at the list below, please indicate how 
important each of these features is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

60%

28%

5% 4% 4%

Very important Somewhat
important

Not very important Not at all important Don’t know

You can use a fast charger at public locations, or have one installed at home, to quickly charge a 
battery

88% Important

90%

96%

77%

72%

86%

94%

89%

71%

92%

94%

65%

92%

93%

77%

Already done/definitely

Very/somewhat likely

Not very/not at all likely

Not applicable/Don't know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Pay more for convenience

Give up control to avoid paying
more

Don’t know

Home

Public station/Work

Wherever I am

Purchasing an EV

Convenience vs Control

Where to Charge an EV

Familiarity with EVs

Segmentation
Respondents who say ‘Important’
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54Standard Wall Outlet Charging: 9-in-10 (87%) say that plugging their EV 
into a standard wall outlet is important

There are many benefits of owning an electric vehicle. Looking at the list below, please indicate how 
important each of these features is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

62%

25%

5% 4% 3%

Very important Somewhat
important

Not very important Not at all important Don’t know

87% Important

You can plug an electric vehicle into a standard wall outlet to fully charge your electric vehicle 
overnight, or throughout the day.

92%

95%

77%

72%

84%

93%

90%

73%

92%

92%

67%

92%

74%

79%

Already done/definitely

Very/somewhat likely

Not very/not at all likely

Not applicable/Don't know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Pay more for convenience

Give up control to avoid paying
more

Don’t know

Home

Public station/Work

Wherever I am

Purchasing an EV

Convenience vs Control

Where to Charge an EV

Familiarity with EVs

Segmentation
Respondents who say ‘Important’
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55Advanced Home Charging: 4-in-5 (83%) find that an advanced 
home charger to quickly ‘top up’/charge their EVs is important

There are many benefits of owning an electric vehicle. Looking at the list below, please indicate how 
important each of these features is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

48%

34%

9%
5% 4%

Very important Somewhat
important

Not very important Not at all important Don’t know

You can purchase and install a more advanced home charger to quickly ‘top-up’ your electric 
vehicle or to fully charge a battery

83% Important

86%

92%

74%

60%

83%

90%

80%

66%

86%

88%

63%

87%

86%

73%

Already done/definitely

Very/somewhat likely

Not very/not at all likely

Not applicable/Don't know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Pay more for convenience

Give up control to avoid paying
more

Don’t know

Home

Public station/Work

Wherever I am

Purchasing an EV

Convenience vs Control

Where to Charge an EV

Familiarity with EVs

Segmentation
Respondents who say ‘Important’

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 1
Attachment F

ORIGINAL
Page 55 of 81 



Potential EV Services & Programs | Description & Abbreviations

56

Because this was an online survey, we were able to provide full descriptions to help respondents understand the potential services and programs for EV 
owners. The table below shows the full survey wording, along with an abbreviated form used so that we could fit all items on a single chart on the follow slide.

FULL DESCRIPTION USED IN SURVEY
ABBREVIATION USED ON FOLLOWING 
SLIDE

Using the energy stored in the battery of your electric vehicle to power electric appliances and fixtures in your 
home and during outages

Use EV battery to power your home

Receiving a financial benefit for allowing your electrical utility to draw electricity from your car to the local 
electricity grid

Financial benefit for providing 
electricity to the grid

Installing solar panels and a battery back-up system to charge your electric vehicle with solar energy, avoiding 
electricity costs while also reducing the strain on the power grid

Charging EV with solar panels

Signing an agreement to receive a lower rate to charge your electric vehicle, in return for your electrical utility 
being able to schedule your charge to avoid periods of peak demand

Lower rate for letting utility schedule 
your charge

*Receiving financial rewards each time you charge your electric vehicle during designated off-peak times Financial rewards for off-peak charging

*Receiving increasing financial rewards the more weeks you successfully avoid charging your electric vehicle 
during peak times

Increased financial rewards based on 
length of time avoiding peak charging

Receiving financial rewards if you sign up for an app that allows you to slow down your electric vehicle 
charging when a strain on the grid is detected; the more you reduce the charge the more you earn

Financial rewards for app to slow down 
EV charging during strain on grid

Receiving a lower electricity rate by signing up for an app that would allow you to charge your electric vehicle 
at work using a smart charger to schedule your electrical charging based on your planned departure for when 
electricity costs are lowest through-out the day

Lower rate for using an app to schedule 
charging EV at work when costs are 
lowest

* While all other items in this battery were randomized, these two items were always asked one after the other to highlight that the second is describing 
increasing rewards based on the length of time EV owners successfully comply with the prior item.
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Potential EV Services & Programs | Importance: Financial rewards 
for off-peak charging considered the most important program

57

Below are some potential services and programs to balance the needs of electric vehicle owners and the electricity grid. Please indicate 
how important each of these features is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

37%

36%

32%

26%

24%

25%

23%

20%

37%

37%

36%

38%

39%

34%

36%

29%

11%

9%

15%

15%

15%

14%

22%

22%

9%

11%

10%

14%

14%

19%

12%

18%

5%

8%

6%

7%

8%

9%

7%

11%

*Financial rewards for off-peak charging

Charging EV with solar panels

*Increased financial rewards based on length of
time avoiding peak charging

Financial rewards for app to slow down EV
charging during strain on grid

Lower rate for letting utility schedule your
charge

Lower rate for using an app to schedule
charging EV at work when costs are lowest

Use EV battery to power your home

Financial benefit for providing electricity to the
grid

Very important Somewhat important Not very important Not at all important Don’t know

Net 

Important

+55%

+52%

+43%

+35%

+34%

+26%

+24%

+9%

* While all other items in this battery were randomized, these two items were always asked one after the other to highlight that the second is describing 
increasing rewards based on the length of time EV owners successfully comply with the prior item.
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58$$ Rewards for Each Off-Peak Charge: 3-in-4 (75%) say financial 
rewards for off-peak charging is important

Below are some potential services and programs to balance the needs of electric vehicle owners and the 
electricity grid. Looking at the list below, please indicate how important each of these features is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

37% 37%

11% 9%
5%

Very important Somewhat
important

Not very important Not at all important Don’t know

Receiving financial rewards each time you charge your electric vehicle during designated off-peak 
times

75% Important

82%

82%

60%

62%

74%

78%

76%

65%

76%

85%

49%

79%

89%

62%

Already done/definitely

Very/somewhat likely

Not very/not at all likely

Not applicable/Don't know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Pay more for convenience

Give up control to avoid paying
more

Don’t know

Home

Public station/Work

Wherever I am

Purchasing an EV

Convenience vs Control

Where to Charge an EV

Familiarity with EVs

Segmentation
Respondents who say ‘Important’
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59Charging with Solar Panels: 7-in-10 (72%) find that charging their EV 
with solar panels is important; increases w/ purchase intent & familiarity

Below are some potential services and programs to balance the needs of electric vehicle owners and the 
electricity grid. Looking at the list below, please indicate how important each of these features is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

36% 37%

9% 11%
8%

Very important Somewhat
important

Not very important Not at all important Don’t know

Installing solar panels and a battery back-up system to charge your electric vehicle with solar 
energy, avoiding electricity costs while also reducing the strain on the power grid

72% Important

90%

77%

51%

64%

77%

76%

72%

53%

78%

79%

46%

76%

82%

63%

Already done/definitely

Very/somewhat likely

Not very/not at all likely

Not applicable/Don't know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Pay more for convenience

Give up control to avoid paying
more

Don’t know

Home

Public station/Work

Wherever I am

Purchasing an EV

Convenience vs Control

Where to Charge an EV

Familiarity with EVs

Segmentation
Respondents who say ‘Important’
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60Increasing $$ Rewards for Avoiding Off-Peak Charge: 7-in-10 (69%) find 
increasing financial rewards for avoiding off-peak charging important

Below are some potential services and programs to balance the needs of electric vehicle owners and the 
electricity grid. Looking at the list below, please indicate how important each of these features is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

32%
36%

15%

10%

6%

Very important Somewhat
important

Not very important Not at all important Don’t know

Receiving increasing financial rewards the more weeks you successfully avoid charging your 
electric vehicle during peak times

69% Important

77%

76%

57%

52%

60%

72%

74%

61%

70%

77%

45%

73%

77%

58%

Already done/definitely

Very/somewhat likely

Not very/not at all likely

Not applicable/Don't know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Pay more for convenience

Give up control to avoid paying
more

Don’t know

Home

Public station/Work

Wherever I am

Purchasing an EV

Convenience vs Control

Where to Charge an EV

Familiarity with EVs

Segmentation
Respondents who say ‘Important’
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61$$ Rewards for Using App to Slow Down Charge: 2-in-3 (64%) say a 
financial reward for using an app to slow down charge is important

Below are some potential services and programs to balance the needs of electric vehicle owners and the 
electricity grid. Looking at the list below, please indicate how important each of these features is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

26%

38%

15% 14%

7%

Very important Somewhat
important

Not very important Not at all important Don’t know

Receiving financial rewards if you sign up for an app that allows you to slow down your electric 
vehicle charging when a strain on the grid is detected; the more you reduce the charge the more 
you earn

64% Important

74%

75%

45%

44%

65%

68%

63%

52%

56%

78%

44%

69%

77%

50%

Already done/definitely

Very/somewhat likely

Not very/not at all likely

Not applicable/Don't know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Pay more for convenience

Give up control to avoid paying
more

Don’t know

Home

Public station/Work

Wherever I am

Purchasing an EV

Convenience vs Control

Where to Charge an EV

Familiarity with EVs

Segmentation
Respondents who say ‘Important’
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62Lower Rate & Utility Able to Schedule Charge: 2-in-3 (63%) say that a 
lower rate if utility can schedule their charge is important

Below are some potential services and programs to balance the needs of electric vehicle owners and the 
electricity grid. Looking at the list below, please indicate how important each of these features is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

24%

39%

15% 14%

8%

Very important Somewhat
important

Not very important Not at all important Don’t know

Signing an agreement to receive a lower rate to charge your electric vehicle, in return for your 
electrical utility being able to schedule your charge to avoid periods of peak demand

63% Important

76%

68%

48%

48%

65%

66%

65%

43%

58%

76%

39%

68%

72%

49%

Already done/definitely

Very/somewhat likely

Not very/not at all likely

Not applicable/Don't know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Pay more for convenience

Give up control to avoid paying
more

Don’t know

Home

Public station/Work

Wherever I am

Purchasing an EV

Convenience vs Control

Where to Charge an EV

Familiarity with EVs

Segmentation
Respondents who say ‘Important’
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63Lower Rate for App to Control Charge at Work: 3-in-5 (59%) say that a 
lower rate to sign up for an app to control charge at work is important

Below are some potential services and programs to balance the needs of electric vehicle owners and the 
electricity grid. Looking at the list below, please indicate how important each of these features is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

25%

34%

14%

19%

9%

Very important Somewhat
important

Not very important Not at all important Don’t know

Receiving a lower electricity rate by signing up for an app that would allow you to charge your 
electric vehicle at work using a smart charger to schedule your electrical charging based on your 
planned departure for when electricity costs are lowest through-out the day

59% Important

62%

65%

47%

49%

56%

66%

57%

44%

59%

66%

39%

61%

83%

48%

Already done/definitely

Very/somewhat likely

Not very/not at all likely

Not applicable/Don't know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Pay more for convenience

Give up control to avoid paying
more

Don’t know

Home

Public station/Work

Wherever I am

Purchasing an EV

Convenience vs Control

Where to Charge an EV

Familiarity with EVs

Segmentation
Respondents who say ‘Important’
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64Use EV Battery to Power Home: 3-in-5 (59%) find that using their EV 
battery to power their home during outages is important

Below are some potential services and programs to balance the needs of electric vehicle owners and the 
electricity grid. Looking at the list below, please indicate how important each of these features is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

23%

36%

22%

12%

7%

Very important Somewhat
important

Not very important Not at all important Don’t know

59% Important

Using the energy stored in the battery of your electric vehicle to power electric appliances and 
fixtures in your home and during outages

67%

66%

45%

45%

55%

60%

65%

47%

60%

64%

43%

61%

62%

52%

Already done/definitely

Very/somewhat likely

Not very/not at all likely

Not applicable/Don't know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Pay more for convenience

Give up control to avoid paying
more

Don’t know

Home

Public station/Work

Wherever I am

Purchasing an EV

Convenience vs Control

Where to Charge an EV

Familiarity with EVs

Segmentation
Respondents who say ‘Important’
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65$$ Benefit for Providing Electricity to the Grid: Half (49%) say that a 
financial benefit for providing electricity to the grid is important

Below are some potential services and programs to balance the needs of electric vehicle owners and the 
electricity grid. Looking at the list below, please indicate how important each of these features is to you.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

20%

29%

22%

18%

11%

Very important Somewhat
important

Not very important Not at all important Don’t know

Receiving a financial benefit for allowing your electrical utility to draw electricity from your car to 
the local electricity grid

49% Important

56%

54%

36%

44%

45%

54%

50%

40%

49%

57%

31%

52%

60%

39%

Already done/definitely

Very/somewhat likely

Not very/not at all likely

Not applicable/Don't know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Pay more for convenience

Give up control to avoid paying
more

Don’t know

Home

Public station/Work

Wherever I am

Purchasing an EV

Convenience vs Control

Where to Charge an EV

Familiarity with EVs

Segmentation
Respondents who say ‘Important’
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EV Purchase Intent: 
Regression Analysis
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Likelihood to Purchase EV | Pre vs Post: After learning about incentive 
programs available, 4% more say they would definitely buy an EV

How likely would you say you are to buy a plug-in hybrid or an all-electric vehicle when it’s time to replace your current vehicle?
AND
Now that you have had a chance to consider some of the potential benefits of owning an electric vehicle, how likely would you say you are to buy a plug-in 
hybrid or 100% electric vehicle when it’s time to replace your current vehicle?

Q

0%

32% 31%

21%

11%
5%

Would
definitely do it

Very likely Somewhat
likely

Not very likelyNot likely at all Don’t know

Pre exposure to benefits and 
potential programs
[rebased to exclude those who already 
purchased, would definitely purchase 
or who don’t have a vehicle; n=722]

4%

29% 32%

16% 16%

4%

Would
definitely do it

Very likely Somewhat
likely

Not very likely Not likely at
all

Don’t know

Post exposure to benefits and 
potential programs
[asked of those who haven’t already or 
did not say they definitely would 
purchase an EV; n=722]

Note: Pre-Post changes in red are significantly different from 0 at a 95% confidence level. Changes in blue are significantly different from 0 at a 90% confidence level. 

Pre-
Test

Post-
Test

∆

Would definitely 0% 4% +4%

Would 
definitely/Very 

likely
32% 33% +1%

Would 
definitely/Very/ 
Somewhat likely

63% 65% +2%
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68Change in Purchase Intent: The Latent Transition segment is more likely 
to increase purchase intent compared to the other segments

16%

10%

16%

27%

11%

16%

19%

15%

23%

16%

13%

9%

15%

12%

10%

15%

21%

13%

14%

20%

13%

74%

78%

75%

66%

80%

66%

73%

75%

65%

70%

74%

85%

73%

82%

85%

75%

68%

80%

77%

69%

75%

10%

13%

9%

7%

9%

18%

7%

10%

12%

14%

13%

6%

12%

7%

5%

10%

11%

7%

8%

11%

12%

Overall

Very low

Somewhat low

Moderate

Somewhat high

Very high

Strong Environmentalist

Moderate Environmentalist

Latent Transition

Ambivalent/ Green Amb.

Conflicted

Transition Resisters

Gloucester

Goulbourn

Kanata

Nepean

Ottawa

Man Working

Man Not Working

Woman Working

Woman Not Working

More likely to purchase No change Less likely to purchase

Region

Gender/Employment

16%

11%

18%

22%

13%

17%

22%

11%

15%

19%

9%

17%

15%

17%

15%

74%

76%

76%

61%

87%

74%

68%

76%

77%

72%

73%

71%

79%

71%

71%

10%

14%

6%

17%

9%

10%

13%

8%

8%

18%

13%

6%

12%

14%

Overall

Very likely

Somewhat likely

Not very likely

Not at all likely

Home

Public station/Work

Wherever I am

Pay more for convenience

Give up control to avoid paying more

Don’t know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Original (Pre) Purchase Intent

Convenience vs Control

Where to Charge an EV

Familiarity with EVs as Energy Storage

BTM Adoption Index

Energy Transition Segments
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The Benefits of Regression Analysis

The core analysis in this section of the report so far reveals insights into two types of 
descriptive questions: 

What? What is the level of likelihood of purchasing an EV after learning about the benefits of owning an EV 
and programs that utilities can offer to balance the needs of EV owners and the capacity of the grid?

Who? Who is more likely to purchase an EV after learning more?

Regression analysis allows us to address causal questions:

Why? Why some customers are more likely to purchase an EV after learning about more than others?

What drives EV purchase intent? 

Which message can we move to increase the intent?
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What is Regression Analysis?

Regressions are a means of determining importance.

• A regression allows us to take all the questions that may explain the key question we are interested in and 
see which of these is the most important. 

• Regressions do this by holding all the likely suspects constant and varying one question at a time to see 
which questions (explanatory variables) have the greatest impact on the key question (dependent variable).
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How Does Factor Analysis Work?

Identifying categories of drivers

• To determine which variables are important drivers, we first sort them into broad categories (e.g. demographics, 

controls for the broader context, programs utilities can offer to respond to an increase in electricity demand, and 

benefits of buying an EV).

• For categories with many similar variables, we reduce the number of variables that will go into the model using Factor 

Analysis

What is Factor Analysis?
• A Factor Analysis finds the underlying dimensions of opinion that best explains the pattern of responses on the larger 

set of questions. 

• Factor analysis allows us to find which questions mean similar things to the public. The use of factor analysis allows us 

to determine what can be grouped together in order to conduct meaningful analysis and reduce multicollinearity 

between variables.

• We measured the importance of 4 benefits of owning an EV. We found a single underlying factor that explains most of 

the variance in this set of measures. We also measured the importance of 8 programs utilities can offer to respond to 

an increase in electricity demand. We found that 1 underlying factor and 4 standalone items explain most of the 

variance in the larger set of questions. 
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Regression Analysis

Gender

Age

Demographics
Environmental 

Controls

Region

The regression model controls for 
demographics and the broader context. 

Note: Question wording may be summarized in chart, does not reflect exact text.

Programs utilities can offer to respond to an increase in electricity 
demand and benefits of buying an EV and are explanatory variables. 

Energy Transition 
Segment

Off-peak Charging (Factor)

Use EV battery to power your 

home

Responsive 

Programs

Income

Employment

Charging EV with solar panels

Lower rate for using an app to 

schedule charging EV at work 

when costs are lowest

Financial benefit for providing 

electricity to the grid

Desire for control 
over charging

Initial likelihood 
to buy an EV

Charging Convenience (Factor)

Benefits of 

buying an EV 
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Factor Analysis: Which measures mean similar things to respondents? 

• “Increased financial rewards based on length of time 
avoiding peak charging”

• “Financial rewards for off-peak charging”

• “Lower rate for letting utility schedule your charge”

• “Financial rewards for app to slow down EV charging 
during strain on grid”

Off-Peak Charging Factor

Standalones

• “Use EV battery to power your home”
• “Financial benefit for providing electricity to the grid”
• “Charging EV with solar panels”
• “Lower rate for using an app to schedule charging EV at 

work when costs are lowest”

Responsive Programs Benefits of buying an EV 

Note: Question wording may be summarized in chart, does not reflect exact text.

No standalones

• “Plug EVs into a standard wall outlet for a full charge”

• “Charging at various public destinations”

• “More advanced home charger to ‘top-up’ EV or a battery 
quickly”

• “Fast charger at public locations, or install one at home, to 
quickly charge a battery.”

Charging Convenience Factor
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Regression Analysis: Informed Likelihood to Buy an EV

NOTE: Chart shows standardized beta scores. All drivers significant at a 95% confidence interval unless indicated otherwise. 

Regression model: impact of driver on outcomes

How likely Hydro Ottawa customers would purchase an EV prior to learning any benefits and programs discussed in this survey is the strongest driver of 
interest in buying an EV after being exposed to those benefits and programs. Controlling for how likely one would purchase an EV a priori, having learned more 
about the convenience of charging an EV is the second highest driver to purchase an EV afterwards, followed by financial rewards for off-peak charging.

.000 .100 .200 .300 .400 .500 .600 .700 .800

Initial likelihood to buy an EV

Charging Convenient (F)

Off-Peak Charging (F)

Strong environmentalists

Financial benefit of using the battery to help the grid

Moderate environmentalists

Gender: Men

Adjusted R2 = 0.745

Informed 

likelihood to buy 

an electric vehicle
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Impact of EVs on Electricity System
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Impact of EVs on System: Support is significantly lower for allowing 
utilities to draw power or control charging time

76

Below is a list of initiatives your utility could implement to help manage the impact of electric vehicles on your local electricity system. 
Please indicate whether you support or oppose each of these initiatives.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

55%

33%

10%

10%

28%

32%

25%

27%

7%

24%

19%

14%

1%

2%

19%

21%

4%

2%

19%

23%

5%

8%

9%

5%

Offering electric vehicle owners financial
incentives to charge their vehicles during

off-peak hours at home to avoid overloading
the local electrical grid

Allowing electrical vehicle owners to store 
energy in their car’s battery and use it to 

power appliances and fixtures in their home

Allowing electrical utilities to draw power
from your charging car into the local

electricity grid

Allowing electrical utilities to control what
time of day electric vehicle owners are able

to charge their cars at home

Strongly support Somewhat support Neither support nor oppose Somewhat oppose Strongly oppose Don’t know

Net 

Support

+78%

+61%

-3%

-7%
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77Incentives for Off-Peak Charging: 4-in-5 (83%) support offering EV 
owners an incentive for off-peak charging; increases with purchase intent

Below is a list of initiatives your utility could implement to help manage the impact of electric vehicles 
on your local electricity system. Please indicate whether you support or oppose each of these 
initiatives.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

55%

28%

7%
1%

4% 5%

Strongly support Somewhat
support

Neither support
nor oppose

Somewhat
oppose

Strongly oppose Don’t know

Offering electric vehicle owners financial incentives to charge their vehicles during off-peak hours at 
home to avoid overloading the local electrical grid

83% Support

95%

92%

64%

65%

82%

87%

81%

76%

84%

93%

56%

90%

88%

66%

Already done/definitely

Very/somewhat likely

Not very/not at all likely

Not applicable/Don't know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Pay more for convenience

Give up control to avoid paying
more

Don’t know

Home

Public station/Work

Wherever I am

Purchasing an EV

Convenience vs Control

Where to Charge an EV

Familiarity with EVs

Segmentation
Respondents who say ‘Support’
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78Use EV Battery to Power Home: 2-in-3 (65%) support EV owners using 
their vehicle’s battery to power their home; increases w/ purchase intent

Below is a list of initiatives your utility could implement to help manage the impact of electric vehicles 
on your local electricity system. Please indicate whether you support or oppose each of these 
initiatives.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

33% 32%

24%

2% 2%

8%

Strongly support Somewhat
support

Neither support
nor oppose

Somewhat
oppose

Strongly oppose Don’t know

Allowing electrical vehicle owners to store energy in their car’s battery and use it to power 
appliances and fixtures in their home

65% Support

75%

67%

59%

48%

69%

67%

65%

46%

68%

70%

44%

70%

66%

52%

Already done/definitely

Very/somewhat likely

Not very/not at all likely

Not applicable/Don't know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Pay more for convenience

Give up control to avoid paying
more

Don’t know

Home

Public station/Work

Wherever I am

Purchasing an EV

Convenience vs Control

Where to Charge an EV

Familiarity with EVs

Segmentation
Respondents who say ‘Support’
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79Draw Power to Grid: 1-in-3 (35%) support allowing electrical utilities to 
draw power from the grid; increases with purchase intent

Below is a list of initiatives your utility could implement to help manage the impact of electric vehicles 
on your local electricity system. Please indicate whether you support or oppose each of these 
initiatives.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

10%

25%

19% 19% 19%

9%

Strongly support Somewhat
support

Neither support
nor oppose

Somewhat
oppose

Strongly oppose Don’t know

35% Support

Allowing electrical utilities to draw power from your charging car into the local electricity grid 45%

36%

24%

35%

36%

38%

35%

24%

31%

46%

15%

39%

34%

26%

Already done/definitely

Very/somewhat likely

Not very/not at all likely

Not applicable/Don't know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Pay more for convenience

Give up control to avoid paying
more

Don’t know

Home

Public station/Work

Wherever I am

Purchasing an EV

Convenience vs Control

Where to Charge an EV

Familiarity with EVs

Segmentation
Respondents who say ‘Support’
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80Utilities Control Time of Charging: 2-in-5 (37%) support allowing 
electrical utilities to control time of charging their vehicle at home

Below is a list of initiatives your utility could implement to help manage the impact of electric vehicles 
on your local electricity system. Please indicate whether you support or oppose each of these 
initiatives.
[asked of all Hydro Ottawa respondents; n=1,000]

Q

10%

27%

14%

21%
23%

5%

Strongly support Somewhat
support

Neither support
nor oppose

Somewhat
oppose

Strongly oppose Don’t know

Allowing electrical utilities to control what time of day electric vehicle owners are able to charge 
their cars at home

37% Support

46%

39%

29%

31%

39%

39%

36%

31%

19%

56%

24%

43%

39%

24%

Already done/definitely

Very/somewhat likely

Not very/not at all likely

Not applicable/Don't know

Very familiar

Somewhat familiar

Limited understanding

Nothing/Don't know

Pay more for convenience

Give up control to avoid paying
more

Don’t know

Home

Public station/Work

Wherever I am

Purchasing an EV

Convenience vs Control

Where to Charge an EV

Familiarity with EVs

Segmentation
Respondents who say ‘Support’
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 CUSTOMER ENGAGEMENT ON THE 2026-2030 APPLICATION 

 1.  INTRODUCTION 
 In  alignment  with  the  OEB’s  Renewed  Regulatory  Framework  (RRF)  and  its  emphasis  on 

 placing  customers  at  the  forefront  of  investment  decision-making,  Hydro  Ottawa  undertook  a 

 comprehensive  customer  engagement  process  as  part  of  its  2026-2030  Custom  Incentive 

 Rate-setting  (Custom  IR)  Application.  This  initiative  drew  participation  from  over  25,000 

 customers, representing approximately 7% of Hydro Ottawa’s customer base. 

 Building  on  its  ongoing  efforts  to  involve  customers,  Hydro  Ottawa  collaborated  with  specialized 

 external  experts  to  design  and  implement  a  two-phase  engagement  program  specifically  tailored 

 to  this  Application.  This  program  effectively  identified  and  confirmed  customer  needs, 

 preferences,  and  expectations  related  to  system  investments  and  desired  outcomes.  The 

 valuable  insights  gained  from  this  engagement  process  directly  informed  decisions  regarding 

 the pacing and prioritization of specific investments outlined in the application. 

 The  outcome  of  this  engagement  exercise  is  described  in  detail  in  the  consolidated  Customer 

 Engagement  Report  produced  by  Innovative  Research  Group  Inc.  (Innovative  Research),  which 

 is  appended  to  this  Schedule  as  Attachment  1-4-2(A)  -  Customer  Engagement  Report. 

 Innovative  Research  is  a  national  consulting  firm  with  extensive  expertise  in  public  opinion 

 research and specifically in the context of energy policy and utility operations. 

 2.  CUSTOMER CONSULTATION ON CUSTOM IR APPLICATION 
 In preparing its 2026-2030 rate application, Hydro Ottawa initiated a collaborative engagement 

 program with Innovative Research in November 2023. Recognizing the importance of capturing 

 diverse perspectives, Hydro Ottawa prioritized two key considerations in designing the program. 
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 First,  the  engagement  process  aimed  to  ensure  representation  across  a  broad  spectrum  of 

 customer  types.  This  included  consideration  of  various  rate  classes  and  demographic  factors 

 (such as gender, age, income, and geographic location within the service territory). 

 Second,  the  program  was  carefully  designed  to  accommodate  varying  levels  of  customer 

 familiarity  with  the  complexities  of  the  electricity  system.  Hydro  Ottawa  sought  to  create  an 

 inclusive  environment  where  all  customers,  regardless  of  their  prior  knowledge,  could  effectively 

 contribute their perspectives, needs and preferences. 

 To  address  these  challenges,  and  to  ensure  inclusivity  and  comprehensiveness  more  broadly, 

 several guiding principles were incorporated into the design of the engagement program: 

 ●  Random sampling was used to ensure sufficient representation and findings that can be 

 generalized across the customer base. 

 ●  A voluntary opt-in feature allowed for participation of additional customers who wanted to 

 make their views known. 

 ●  Participants were equipped with the background and context needed to provide informed 

 answers, even in the absence of any prior knowledge. 

 ●  Input was sought with reference to clearly expressed and tangible options, trade-offs and 

 implications. 

 ●  Open-ended opportunities were provided through which customers could speak to 

 issues extending beyond those specifically covered, if they wished. 

 A  two-phased  approach  ensured  incorporation  of  customer  feedback  into  Hydro  Ottawa’s 

 distribution  system  and  business  plans.  Phase  I  focused  on  strategy,  and  sought  input  aimed  at 

 understanding  customer  needs  and  preferences.  This  was  distilled  into  priorities  and  principles 

 that  Hydro  Ottawa  planners  and  subject  matter  experts  were  guided  by  in  developing  the  draft 

 distribution  system  and  business  plans  (as  reflected  in  the  “Needs  and  Preferences  Planning 

 Placemat”  in  Appendix.08  of  the  consolidated  Customer  Engagement  Report  found  in 
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 Attachment  1-4-2(A)  -  Customer  Engagement  Report  on  Hydro  Ottawa’s  2026-2030  Rate 

 Application).  Phase  II  then  focused  on  soliciting  more  specific  input  to  guide  the  tactical  decision 

 points within these plans. 

 During  that  phase,  Hydro  Ottawa  presented  a  summary  draft  plan  to  customers  in  a 

 user-friendly workbook format. This workbook facilitated deeper engagement by: 

 ●  Clearly outlining cost impacts; 

 ●  Offering  choices  regarding  investment  pacing,  where  customers  were  presented  with 

 three distinct options: 

 ○  Hydro  Ottawa's  draft  plan:  This  represented  the  company's  proposed  timeline 

 for investments, balancing cost considerations with system needs. 

 ○  An  accelerated  plan:  This  option  involved  a  more  extensive  pace  of  investment, 

 leading to higher cost considerations. 

 ○  A  decelerated  plan:  This  option  represented  a  more  gradual  approach  to 

 investment,  potentially  moderating  near-term  bill  impacts  but  possibly  delaying 

 the realization of certain system upgrades and their associated benefits. 

 ●  Explaining  the  link  between  investment  pace  and  outcomes  :  The  workbook  clearly 

 articulated  how  each  investment  option  would  affect  expected  outcomes,  such  as  system 

 reliability, resilience, and the integration of renewable energy sources. 

 This  approach  allowed  customers  to  actively  participate  in  shaping  the  final  investment  plan  by 

 expressing  their  preferences  for  balancing  costs,  timing,  and  desired  system  outcomes.  This 

 feedback  directly  informed  the  final  plan  submitted  to  the  OEB,  demonstrating  Hydro  Ottawa's 

 commitment to incorporating customer perspectives in its decision-making process. 

 Between  March  and  October  2024,  Hydro  Ottawa  obtained  feedback  from  25,721  customers  – 

 3,882  in  Phase  I  and  21,839  in  Phase  II  .  This  represented  approximately  7%  of  Hydro  Ottawa’s 

 total  customer  base,  and  a  significant  increase  over  the  comparable  engagement  level  for  Hydro 
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 Ottawa’s  previous  Custom  IR  application,  when  20,963  customers  took  part,  and  which  at  the 

 time represented the largest engagement e  xercise in  Hydro Ottawa’s history. 

 To  complement  its  formal  customer  engagement  program,  Hydro  Ottawa  launched  a 

 comprehensive  communications  and  public  education  strategy  in  early  2024.  This  initiative, 

 which  continued  through  the  fall,  utilized  various  channels  such  as  newsletters,  community 

 presentations,  advertorials,  podcasts,  and  social  media  to  enhance  customer  understanding  of 

 the local electricity system. 

 By  clarifying  industry  concepts  and  providing  accessible  information,  Hydro  Ottawa  empowered 

 customers  to  actively  participate  in  the  engagement  process  and  provide  informed  feedback  on 

 the  2026-2030  rate  application.  This  approach  reflects  Hydro  Ottawa's  commitment  to 

 transparency,  customer-centricity,  and  its  role  as  a  trusted  partner  in  building  a  smart  energy 

 future for the community. 

 Overall,  Hydro  Ottawa's  customer  engagement  demonstrated  strong  support  for  the  draft  plan 

 across  all  rate  classes.  Customers,  when  presented  with  investment  trade-offs  and  potential  bill 

 impacts,  consistently  favored  sustaining  or  improving  the  system,  even  at  a  higher  cost. 

 Following  initial  selections,  customers  were  shown  the  total  cost  impact  and  given  the 

 opportunity to revise their choices. 

 The  customer  engagement  process  revealed  clear  preferences  regarding  investment  trade-offs. 

 The  following  percentages  represent  customer  support  for  either  the  draft  investment  plan  or 

 accelerated investment approach: 

 ●  Aging Infrastructure:  76% (Residential), 73% (Small Business), 96% (GS>50kW) 

 ●  Metering Renewal:  69% (Residential), 65% (Small Business), 75% (GS>50kW) 

 ●  Grid Modernization:  79% (Residential), 76% (Small Business), 93% (GS>50kW) 
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 ●  Growth  and  Electrification:  68%  (Residential),  71%  (Small  Business),  89% 

 (GS>50kW) 

 ●  Grid Resilience:  81% (Residential), 80% (Small Business), 93% (GS>50kW). 

 Furthermore,  when  presented  with  the  total  cost  of  the  draft  plan,  strong  social  permission  was 

 evident: 

 ●  84% (Residential) 

 ●  83% (Small Business) 

 ●  94% (GS>50kW) 

 These  results  underscore  a  strong  customer  willingness  to  invest  in  maintaining  and  enhancing 

 the reliability and modernization of Hydro Ottawa’s electricity grid. 

 2.1.   PHASE I 

 Phase  I,  which  took  place  between  February  and  May  2024,  focused  on  understanding 

 customer  preferences  for  system  investments  and  desired  outcomes.  The  Phase  I  research 

 employed a sequential mixed-methods approach: 

 Qualitative  research:  Focus  groups  and  in-depth  interviews  were  conducted  with  diverse 

 customer  segments  to  gather  rich  insights  into  their  experiences  and  expectations  for  service 

 delivery.  This  qualitative  data  directly  informed  the  design  and  implementation  of  the  subsequent 

 quantitative research. 

 Quantitative  research:  Building  on  the  qualitative  findings,  this  stage  aimed  to  quantify 

 customer  preferences  and  priorities  for  system  investments  via  a  tailored  online  survey  for  each 

 of the four customer groups. 

 This  comprehensive  approach  ensured  that  diverse  customer  perspectives  were  gathered  and 

 analyzed to shape Hydro Ottawa's investment plan from its early stages. 
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 Engagement  results  and  key  findings  from  Phase  I,  in  relation  to  satisfaction  and  general 

 priorities, include: 

 ●  Customer  satisfaction  has  improved  relative  to  2019  for  residential  and  small  business 

 customers. 

 ●  Residential  and  small  business  customers  prioritize  very  similar  general  outcomes,  with 

 both ranking “maintaining reliable electricity service” as their top priority. 

 ●  Commercial  and  industrial  and  key  account  customers  have  more  distinctive 

 prioritizations,  with  reliable  service  being  important,  but  outranked  by  the  related  and 

 more  specific  objective  of  hardening  the  grid  to  withstand  severe  weather.  Capacity  to 

 meet future demand was also a high-ranked priority of these customer classes. 

 Participation levels and overall satisfaction by customer group is outlined in Table 1 below. 

 Table 1 - Results from Phase I of the Customer Engagement on the 2026-2030 Rate 
 Application 

 Customer Group  Focus Groups and 
 Interviews Conducted 

 Online Survey 
 Participation  Overall Satisfaction 

 Residential  2 Focus Groups  3,357  83% 

 Small Business  2 Focus Groups  438  80% 

 Commercial & Industrial  7 Interviews  50  89% 

 Key Account  12 Interviews  37  84% 

 General Priorities 
 Among  competing  outcomes,  reliability,  rates  and  preparing  the  grid  to  withstand  severe 

 weather  events  were  the  top  three  priorities  for  both  residential  and  small  business  customers. 

 Commercial  and  industrial  customers  prioritized  rates,  hardening  the  grid  to  withstand  severe 

 weather  and  grid  capacity  expansion.  For  key  account  customers,  hardening  the  grid  to 
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 withstand  severe  weather,  reliability  and  grid  capacity  expansion  topped  the  list  of  service 

 outcome priorities. 

 Support for Core Investment Priorities and Trade-Offs 
 In  terms  of  general  investment  trade-offs,  customer  feedback  revealed  strong  support  for  grid 

 modernization  investments  across  all  customer  classes.  This  support  was  evident  for 

 investments in: 

 ●  System Renewal:  Prioritizing the replacement of aging infrastructure to maintain 

 reliability. This category received the strongest endorsement from customers. 

 ●  General Plant:  Upgrading equipment and IT systems to enhance operational efficiency. 

 ●  System Capacity:  Expanding the grid to service high-growth areas and accommodate 

 increasing demand. 

 Importantly,  this  support  for  investment  remained  high  even  when  customers  were  informed 

 about  the  potential  impact  on  their  electricity  bills.  Commercial,  industrial,  and  key  account 

 customers  generally  expressed  greater  support  for  these  investments  compared  to  residential 

 and small business customers. 

 Support for Grid Modernization 
 Hydro  Ottawa’s  Phase  I  customer  engagement  also  focused  on  understanding  customer 

 priorities  regarding  the  energy  transition  and  electrification.  Across  all  rate  classes,  there  was 

 support  for  exploring  investments  in  new  technologies  that  enhance  services  and  improve 

 efficiencies.  Customers  emphasized  the  importance  of  clear  communication  regarding  the 

 cost-benefits  of  these  investments.  Furthermore,  customers  were  supportive  of  the  idea  of 

 Hydro  Ottawa  exploring  electrification  investments  today  that  help  prepare  for  the  future,  even  if 

 the benefits might not be immediately realized. 
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 Further  details  of  the  Phase  I  engagement  are  provided  in  Attachment  1-4-2(A)  -  Customer 

 Engagement  Report  on  Hydro  Ottawa’s  2026-2030  Rate  Application  (see  pages  21-237).  A 

 concise  summary  of  customer  preferences,  categorized  by  customer  class,  can  be  found  in  the 

 “Needs and Preferences Planning Placemat” (see pages 238-240). 

 2.2.   PHASE II 

 Phase  II  of  the  customer  engagement  process  focused  on  gathering  detailed  feedback  on  Hydro 

 Ottawa's  draft  five-year  capital  investment  plan,  utilizing  tailored  workbooks  for  residential,  small 

 business, and commercial customers. 

 This phase was characterized by: 

 ●  Workbook  Format:  Interactive  workbooks  provided  customers  with  a  user-friendly 

 platform to explore the proposed investment plan and its associated costs. 

 ●  Contextual  Information:  Workbooks  included  background  information  on  the  provincial 

 electricity  system,  Hydro  Ottawa's  role,  and  bill  components  to  enhance  customer 

 understanding. 

 ●  Transparency  on  Costs:  Customers  were  presented  with  the  overall  budgetary  impact 

 of the draft plan, including estimated monthly bill increases. 

 ●  Detailed  Investment  Categories:  The  workbooks  provided  a  breakdown  of  proposed 

 investments across four key categories: 

 ○  Growth and Electrification (55% of proposed capital expenditures) 

 ○  Aging Infrastructure (33% of proposed capital expenditures) 

 ○  Grid Modernization (7% of proposed capital expenditures) 

 ○  Grid Resilience (5% of proposed capital expenditures) 

 ●  Feedback  Mechanisms:  Customers  were  invited  to  provide  input  on  preferred 

 approaches  to  managing  costs,  investing  in  customer  programs,  and  the  overall 

 effectiveness of the engagement process. 
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 The  Phase  II  workbooks  concluded  by  assessing  customers'  overall  social  permission  for  the 

 proposed investment plan and associated rate increases. 

 Key findings include: 

 ●  Strong  Overall  Support:  The  results  demonstrated  strong  overall  support  for  the  plan, 

 particularly  among  commercial  customers  who  recognize  the  value  of  a  reliable  and 

 modern electricity grid. 

 ●  Acceptance  of  Necessary  Increases:  While  many  customers  expressed  a  general 

 dislike  for  bill  increases,  a  majority  within  each  customer  category  acknowledged  the 

 necessity of these increases to fund critical system investments. 

 ●  Desire  for  Accelerated  Investment:  A  significant  minority  of  respondents  favored  an 

 even  faster  pace  of  investment,  indicating  a  willingness  to  absorb  higher  near-term  costs 

 to expedite system upgrades and realize their associated benefits sooner. 

 This feedback provided valuable insight into customer perspectives on the balance between 

 affordability and the need for continued investment in a reliable and sustainable electricity 

 system, which is outlined in Table 2 below. 
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 Table 2 - Support for Proposed Investment Plan per Rate Class 

 Support for Proposed Investment Plan  Residential  Small Business 
 Commercial 

 and 
 Key Account 

 I think Hydro Ottawa should accelerate 
 spending beyond its proposed draft plan to 
 deliver better system outcomes 

 19%  20%  8% 

 I support the proposed bill increase when it 
 comes to preparing Hydro Ottawa’s grid for the 
 future 

 28%  25%  32% 

 I don’t like the proposed bill increase, but I think 
 it’s necessary to maintain the grid to a 
 reasonable standard and prepare for the future 

 37%  39%  54% 

 Total Social Permission for Investment Plan  84%  83%  94% 
 I oppose the bill increase and think Hydro 
 Ottawa needs to scale back its plan  11%  13%  2% 

 I don’t know  5%  4%  4% 

 To  maximize  participation  in  the  Phase  II  customer  engagement  survey,  Hydro  Ottawa  employed 

 a multi-faceted outreach strategy. 

 The outreach strategy included: 

 ●  Email  Communications:  A  series  of  targeted  email  campaigns  (initial,  follow-up,  and 

 reminders) were the primary driver of survey participation. 

 ●  Website  Presence:  A  dedicated  landing  page  and  website  banner  provided  easy 

 access to the survey. 

 ●  Digital  and  Social  Media:  Targeted  social  media  campaigns  and  digital  advertising, 

 including posts amplified by municipal councillors, increased awareness. 

 ●  Traditional  Advertising:  Bill  inserts,  on-hold  messages,  shareholder  letters,  radio  ads, 

 and print advertising were utilized to reach a broader audience. 
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 This  multi-channel  approach  ensured  widespread  visibility  of  the  survey  across  various 

 customer  touchpoints.  Modest  participation  incentives  were  also  offered  to  further  encourage 

 engagement. 

 The  valuable  insights  obtained  from  Phase  II  were  incorporated  to  refine  and  finalize  the 

 2026-2030  investment  plan.  Full  copies  of  the  workbooks  and  survey  results  by  customer  class 

 are  available  in  Attachment  1-4-2(A)  -  Customer  Engagement  Report  on  Hydro  Ottawa’s 

 2026-2030 Rate Application (see pages 241-500). 

 2.3.   KEY TAKEAWAYS 

 Overall,  25,721  customers  provided  feedback  on  Hydro  Ottawa’s  2026-2030  investment  plan. 

 The  outcomes  of  both  Phase  I  and  Phase  II  of  the  consultation  are  summarized  and  analyzed  in 

 more  detail  in  the  following  appendices  of  Attachment  1-4-2(A)  -  Customer  Engagement  Report 

 on Hydro Ottawa’s 2026-2030 Rate Application: 

 PHASE I 
 ●  Appendix.01 – Low-Volume Customer Needs & Preference Focus Groups 

 ●  Appendix.02 – C&I Customer Needs & Preference Interviews 

 ●  Appendix.03 – Key Account Needs & Preference Interviews 

 ●  Appendix.04 – Residential Needs & Preferences Survey 

 ●  Appendix.05 – Small Business Needs and Preferences Survey 

 ●  Appendix.06 – C&I Needs and Preferences Survey 

 ●  Appendix.07 – Key Accounts Needs and Preferences Survey 

 ●  Appendix.08 – Needs and Preferences Planning Placemat 

 PHASE II 
 ●  Appendix.09 – Residential Trade-off Survey 

 ●  Appendix.10 – Small Business Trade-off Survey 

 ●  Appendix.11 – GS>50 kW Trade-off Survey 
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 Hydro  Ottawa's  customer  engagement  initiatives  revealed  that  a  majority  of  participating 

 customers  are  willing  to  support  the  investments  outlined  in  the  utility's  draft  plan,  reflecting  a 

 shared  understanding  of  the  necessity  for  ongoing  investment  in  a  reliable  and  sustainable 

 electricity system. 

 Integrating Customer Feedback 
 Hydro  Ottawa  has  demonstrably  integrated  customer  feedback  into  its  investment  and  business 

 plans.  The  following  Schedules  within  the  Distribution  System  Plan  detail  how  capital 

 investments  will  be  strategically  paced  to  align  with  customer  priorities  while  managing  rate 

 impacts: 

 ●  Schedule 2-5-1 - Distribution System Plan Overview 

 ●  Schedule 2-5-2 - Coordinated Planning with Third Parties 

 ●  Schedule 2-5-3 - Performance Measurement for Continuous Improvement 

 ●  Schedule 2-5-4 - Asset Management Process 

 ●  Schedule 2-5-5 - Capital Expenditure Plan 

 In  addition,  the  following  Material  Investment  plans  explicitly  outline  the  customer  benefits 

 associated  with  each  proposed  investment  in  both  the  distribution  grid,  and  non  system  assets 

 such as fleet, facilities, information technology, and tools: 

 ●  Schedule 2-5-6 - System Access Investments 

 ●  Schedule 2-5-7 - System Renewal Investments 

 ●  Schedule 2-5-8 - System Service Investments 

 ●  Schedule 2-5-9 - General Plant Investments 

 Finally,  Schedule  1-2-3  -  Business  Plan  details  Hydro  Ottawa’s  formal  Business  Plan,  which 

 outlines  how  Hydro  Ottawa  capital  and  operational  plans  are  tailored  to  reflect  customer  needs 

 and priorities. 
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Introduction 

Hydro Ottawa Limited (Hydro Ottawa) commissioned Innovative Research Group Inc. (INNOVATIVE) to 

design, execute, and document the results of its customer engagement process under the Renewed 

Regulatory Framework for Electricity Distributors (RRFE) as part of its business planning process for the 

2026-2030 Custom Incentive Rate-Setting Application.  

Throughout the process of developing its 2026-2030 Custom Incentive Rate-Setting Application, Hydro 

Ottawa set out to gather meaningful feedback from its customers, specifically when it came to their needs, 

preferences and trade-offs regarding the pacing and prioritization of specific investment and spending 

areas. 

 

Finding from Hydro Ottawa’s customer engagement demonstrate strong support for the draft plan, 

across all rate classes. 

When customers were asked about bill impact in the context of the pacing of investments and other 

outcomes, they chose to pay more to sustain and/or improve the system. Following the key trade-off 

choices, customers were shown the total cost impact of their choices and given an opportunity to change 

their responses. The following summarizes customer feedback on key investment trade-offs: 

• Aging Infrastructure: trade-offs regarding the pace of replacing end-of-life or deteriorating 

infrastructure saw preferences for Hydro Ottawa’s draft plan or an accelerated investment pace at 

76% for residential, 73% for small business, and 96% for GS>50kW customers. 

• Metering Renewal: trade-offs regarding the pace of replacing older, obsolete meters saw 

preferences for the draft plan or an accelerated investment pace at 69% for residential, 65% for 

small business, and 75% for GS>50kW customers. 

• Grid Modernization: trade-offs regarding investments in new assets and technology, including 

real-time grid visibility and remote control of feeders saw preferences for the draft plan or an 

accelerated investment pace at 79% for residential, 76% for small business, and 93% for GS>50kW 

customers. 

• Growth and Electrification: trade-offs regarding investments in the grid to meet growing 

demand for electricity saw preferences for the draft plan or an accelerated investment pace at 68% 

for residential, 71% for small business, and 89% for GS>50kW customers. 

• Grid Resilience: trade-offs regarding investments to make the grid more resilient against external 

factors, such as extreme weather, saw preferences for the draft plan or an accelerated investment 

pace at 81% for residential, 80% for small business, and 93% for GS>50kW customers. NOTE: for 

this trade-off, a plurality (or majority) of customers, across all rate classes, preferred an 

accelerated investments pace over the other options presented. 

A similar response was seen when customers were asked about the total cost of the Hydro Ottawa’s draft 

plan and given the option to support the plan or to support spending above or below the amount required 
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by the plan. Social permission1 for Hydro Ottawa’s draft plan was 84% among residential customers, 83% 

among small businesses, and 94% among GS>50kW customers. 

An average of 87% of customers, across all rate classes, provided social permission to proceed with 

Hydro Ottawa’s draft plan. 

 

Approach to Meaningful Customer Engagement 

The Ontario Energy Board’s (OEB) “consumer-centric” approach to rate applications contained in the 

RRFE requires Local Distribution Companies (LDCs) to demonstrate that their services are provided in a 

manner that responds to identified customer needs and preferences.2 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 LDCs’ application. The Handbook for 

Utility Rate Applications notes the following: “The OEB expects a utility’s rate application to provide an 

overview of customer needs, preferences and expectations learned through the utility’s customer engagement 

activities.”3 These requirements have the effect of bringing customers feedback data 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 “both existing and new processes.”4 Hydro 

Ottawa’s 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, and online surveys. Additional information on the approach is provided in subsequent 

sections of this executive summary and within the relevant appendices. 

Throughout 2024, INNOVATIVE gathered feedback from nearly 26,000 Hydro Ottawa customers as part of 

the utility’s application-specific customer engagement efforts. In context, this engagement represented 

Hydro Ottawa’s largest and most comprehensive customer engagement to date. 

The key objectives of this customer engagement were to: 

1. Obtain input as to customers’ needs and preferences as they relate to the outcomes and goals that 

the utility should focus on over the 2026-2030 rate period. 

2. Solicit customer feedback on key investment areas based on pacing, bill impact, and performance 

outcomes. 

3. Assess overall social permission for the draft plan. 

 

1 Social permission is the percentage of customers who responded to Hydro Ottawa’s draft plan by indicating either: (1) they think Hydro 

Ottawa should accelerate spending beyond the level in the draft plan to deliver better system outcomes, (2) they support the proposed rate 

increase that is reflected in the draft plan, or (3) they feel that the proposed rate increase in the draft plan is necessary, even though they do not 

like paying more. 

2 OEB Renewed Regulatory Framework for Electricity: Sections 2.4.1, 4.0, and 4.1. 
3 Handbook for Utility Rate Applications, p. 12 (October 13, 2016) 
4 Handbook for Utility Rate Applications, p. 12 (October 13, 2016) 
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INNOVATIVE and Hydro Ottawa developed a two-phased engagement approach to achieve these 

objectives. Following the customer engagement in Phase I, Hydro Ottawa developed a draft plan to align 

with identified customer needs, preferences, and expectations. Afterwards, INNOVATIVE worked with 

Hydro Ottawa to translate the draft plan into engagement materials that a typical customer could 

understand. INNOVATIVE developed a workbook survey and tested it through a series of one-on-one 

interviews to ensure the clarity of information presented to customers. 

After testing and refinements, the workbook was then made available to all customers. It mainly focused 

on obtaining customer feedback on key investment areas based on pacing, bill impact, and performance 

outcomes. 

 

The way customers want to be engaged is evolving. Building off lessons learned from its 2021 rate 

application customer engagement (as well as other Ontario LDC customer engagements), Hydro Ottawa’s 

approach employed enhanced methods of engagement to better meet evolving expectations. 

This document contains the results of both phases of customer engagement, with a focus on the 

generalizable results of the representative customer samples from Phases I and II.  

 

Phase I:
Understanding needs and preferences  

Planners develop Hydro 
Ottawa's draft plan

Phase II: 
Presenting Choices within 
Hydro Ottawa's 2026-2030 

draft plan 
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Customer Engagement Key Findings 

Phase I: Understanding Customer Needs and Preferences 

Based on the direction provided by the Handbook for Utility Rate Applications and previous OEB 

decisions, the first phase of Hydro Ottawa’s customer engagement focused on understanding customers’ 

needs and preferences, defined as follow:  

 

The first phase of the customer engagement took place between January and May 2024. This phase 

involved extensive planning, followed by obtaining input on customers’ needs and preferences as they 

relate to the outcomes and goals that the utility should focus on over the 2026-2030 rate period.  

 

Customer Engagement Approach 

As one of the objectives of Phase I was to obtain input as to customers’ needs and preferences, the 

customer engagement focused on understanding the range of views that exist within the customer base, 

how different types of customers perceive certain issues, and ultimately deliver a summary or “Placemat” 

(see Appendix.08) that can be used by the planners in developing the draft plan.  

This initial phase of engagement was conducted during Hydro Ottawa’s planning cycle to ensure that the 

draft plan that was subsequently prepared took into consideration the needs and preferences of 

customers. Building on existing research, INNOVATIVE conducted a series of exploratory focus groups and 

in-depth interviews with customers. 

Between February and April 2024, an initial round of exploratory qualitative research was conducted 

amongst residential, small business (GS<50 kW), commercial & industrial (GS>50kW), and key account 

customers. Through discussing customers’ expectations, today and into the future, these focus groups and 

interviews were able to identify key outcomes, and the criteria customers use to measure success. This 

engagement also provided insights into what customers expect of Hydro Ottawa, and what customers 

prioritize, both in the context of valued customer outcomes, and choices the utility was considering in its 

2026-2030 rate application. 

Hydro Ottawa’s customer engagement was an iterative process, wherein each phase and activity informed 

the next. The results of the exploratory qualitative research customers (see Appendices 01-03) played an 

important role in informing the questions that were asked in the subsequent online surveys. Results from 

these subsequent surveys formed the bulk of the insights gathered in Phase I of customer engagement.  
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The graphic below summarizes the sample sizes of the online surveys conducted by rate class.  

 

This section provides an overview of customer needs, preferences and expectations as gathered through 

the representative online surveys conducted in Phase I. Full results can be found in Appendices 04-07. 

 

Customer Needs 

Before understanding customer needs, the survey measured customer satisfaction with the services 

provided by Hydro Ottawa. A large majority of the customers across rate class were satisfied with the 

services provided.  

* Interpret C&I and Key Account results as directional due to the small sample size. 

 

Comprehending customer needs means understanding the gap between the services and experience 

customers want and the services and experience customers are receiving. To uncover this gap, we asked 

what Hydro Ottawa could do to improve its services.  

Overall, the results indicated that Hydro Ottawa is meeting its customers’ needs. In addition to overall 

high levels of satisfaction with Hydro Ottawa, most customers – across all rate classes – indicated they 

either don’t know or do not believe that there is anything specific that the utility can do to improve services. 

  

Overall Satisfaction 

with Hydro Ottawa 

Phase I Online Survey Results 

Residential 

(n=3,357) 

Small Business 

(n=438) 

C&I* 

(n=50) 

Key Accounts* 

(n=37) 

Satisfied 83% 80% 89% 84% 

Neutral 11% 13% 8% 12% 

Dissatisfied 5% 7% 0% 4% 
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Top-5 Customer 

Needs 

(open-ended) 

Phase I Online Survey Results 

Residential 

(n=3,357) 

Small Business 

(n=438) 

C&I* 

(n=50) 

Key Accounts* 

(n=37) 

1st Don’t know Don’t know Don’t know Don’t know  

2nd Billing Billing Nothing Nothing 

3rd Nothing Nothing Customer Service Customer Service 

4th Reliability Reliability Billing Communications 

5th Communications Customer Service Communications Reliability 

* Interpret C&I and Key Account results as directional due to the small sample size. 

 

Customer Preferences 

Based on a preliminary review of Hydro Ottawa’s past and ongoing customer engagement efforts, as well 

as the initial exploratory qualitative research, a list of potential utility outcomes was identified as follows: 

For residential and small business customers: 

1. Maintaining reliable electrical service for customers. 

2. Preparing the grid to withstand increasingly severe weather events. 

3. Providing accurate and timely communications during power outages. 

4. Delivering electricity at a reasonable price. 

5. Helping customers with energy conservation. 

6. Building capacity for the electricity grid to meet the local community’s expected future needs. 

7. Replacing aging electrical infrastructure operating beyond its expected useful life. 

8. Providing tools and new technologies to help customers better manage their electricity usage. 

9. Ensuring the safety of electrical equipment and infrastructure. 

10. Providing customers with advisory services (e.g. advice on solar panels, heat-pumps, battery storage, EVs, 

contractors, energy products, etc.) so they can make more informed decisions. 

For C&I and key account customers: 

1. Providing reasonable electricity distribution rates. 

2. Providing reasonable timelines for capital projects (e.g. new connections/service upgrades/relocations). 

3. Ensuring reasonable costs for capital projects (e.g. new connections/service upgrades). 

4. Delivering reliable electrical service, including power quality (e.g. minimizing voltage fluctuations and 

momentary interruptions). 

5. Hardening the local grid to withstand increasingly severe weather events (e.g. windstorms, thunderstorms, 

derechos, tornados, floods, ice storms, and heatwaves). 

6. Providing enhanced advisory services (e.g. advice on solar panels, heat-pumps, battery storage, EV charging 

stations, contractors, energy products, etc.). 

7. Ensuring electrical capacity is available to meet future customer demand. 

8. Investing in technology that permits customers to better manage and monitor their electricity usage and/or 

local generation. 

9. Ensuring the safe operations of its infrastructure. 

10. Providing “behind the meter” electricity solutions and services (e.g. designing, building, or maintaining 

distributed generation or battery storage solutions for customers). 
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General Priorities  

Among competing outcomes, reliability, rates, and preparing the grid to withstand severe weather events 

were the top three priorities for both residential and small business customers. Commercial and industrial 

customers prioritized rates, hardening the grid to withstand severe weather and grid capacity expansion. 

For key account customers, hardening the grid to withstand severe weather, reliability and grid capacity 

expansion topped the list of service outcome priorities. 

Prioritizing 

Outcomes 

Phase I Online Survey Results 

Residential 

(n=3,357) 

Small Business 

(n=438) 

C&I* 

(n=50) 

Key Accounts* 

(n=37) 

(%) indicates total 
percentage by rate 

class that place specific 
priority in their top 3 

outcomes 

Reliable service 
(60%) 

Reasonable rates 
(62%) 

Reasonable rates 
(65%) 

Hardening the grid to 
withstand severe 

weather (68%) 

Reasonable rates 
(58%) 

Reliable service 
(62%) 

Hardening the grid to 
withstand severe 

weather (58%) 

Reliable service  
(59%) 

Prepare the grid to 
withstand severe 
weather events 

(48%) 

Prepare the grid to 
withstand severe 
weather events 

(42%) 

Grid capacity 
expansion for future 

demand (44%) 

Grid capacity 
expansion for future 

demand (54%) 

* Interpret C&I and Key Account results as directional due to the small sample size. 

 

The charts below detail the full outcome priorities ranking identified in Phase I of the customer 

engagement, by rate class. 

Residential Small Business 
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Commercial & Industrial Key Accounts 

  

 

In addition to identifying top customer needs and general priorities, other preferences around reliability, 

investment trade-offs and grid modernization were measured. 

Prioritizing Reliability Investments 

In terms of prioritizing reliability investments, residential and small business customers were primarily 

interested in reducing the length of restoration time caused by extreme weather.  C&I and key account 

customers put a greater priority on investments that generally reduce the number of regular outages.  

Reliability 

Phase I Online Survey Results 

Residential 

(n=3,357) 

Small Business 

(n=438) 

C&I* 

(n=50) 

Key Accounts* 

(n=37) 

(%) indicates total 
percentage by rate 

class that place specific 
priority in their top 3 

outcomes 

Reduce restoration 
time in extreme 

weather 
(72%) 

Reduce restoration 
time in extreme 

weather 
(68%) 

Reduce outages 
(70%) 

Reduce outages 
(68%) 

Reduce outages in 
extreme weather 

(61%) 

Reduce restoration 
time 

(62%) 

Reduce restoration time 
in extreme weather 

(68%) 

Reduce restoration time 
(61%) 

Reduce restoration 
time 

(61%) 

Reduce outages 
(61%) 

Reduce outages in 
extreme weather 

(58%) 

Reduce outages in 
extreme weather 

(61%) 

* Interpret C&I and Key Account results as directional due to the small sample size. 
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Support for Core Investment Priorities 

The Phase I customer engagement surveys revealed that a majority of customers support investments in 

core aspects of Hydro Ottawa’s distribution system, even if that meant electricity bills would need to 

increase. 

Investment Trade-off 

(% total support) 
Residential 

(n=3,357) 

Small 

Business 

(n=438) 

C&I* 

(n=50) 

Key Accounts* 

(n=37) 

 

System Renewal 
Necessary investments in aging 

infrastructure to maintain system 
reliability. 

76% 74% 69% 83% 

 

General Plant 
Necessary investments to ensure 
staff have reliable equipment and 

IT systems. 

71% 64% 75% 74% 

 

System Service 
Proactive investments to ensure 
customers in high-growth areas 
do not experience a decrease in 

reliability. 

62% 62% 63% 81% 

* Interpret C&I and Key Account results as directional due to the small sample size. 

Support for Grid Modernization 

A key component of Hydro Ottawa’s Phase I customer engagement was to understand customer priorities 

as they pertain to the energy transition and electrification. 

Across all rate classes, customers were supportive of Hydro Ottawa exploring investments in new 

technologies that provide better services and improve efficiencies with the expectation is that Hydro 

Ottawa would communicate the cost-benefits of investments. 

Furthermore, customers were supportive of the idea of Hydro Ottawa exploring electrification 

investments today that help prepare for the future, even if the benefits might not be immediately realized.  

Grid Modernization 

(% total support) 
Residential 

(n=3,357) 

Small 

Business 

(n=438) 

C&I* 

(n=50) 

Key Accounts* 

(n=37) 

 

Higher Cost Technologies 
Explore new technologies that 
would make the system better 

even if it could increase 
customer rates. 

67% 69% 66% 77% 

 

Delayed Benefit  
Explore new technologies that 

that might not provide 
immediate benefit but will in the 

future. 

68% 65% 59% 73% 

* Interpret C&I and Key Account results as directional due to the small sample size. 
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Delivery of Phase I Findings 

The findings from these surveys are also summarized in the “Customer Engagement: Needs and Preferences 

Planning Placemat” (see Appendix.08) which was shared with Hydro Ottawa planners, to ensure 

customer feedback could be considered as a key input in the development of Hydro Ottawa’s draft 

distribution system and business plan. 

Phase II: Accessing Trade-off in the 2026-30 Draft Plan 

Following the delivery of Phase I findings in the spring of 2024, Hydro Ottawa began developing a draft 

plan to align with identified customer needs, preferences, and expectations. Hydro Ottawa engaged again 

with INNOVATIVE to design, execute, and document the results of a second customer engagement based 

on that plan.  

The purpose of this second phase of engagement was to: 

1. Solicit customer feedback on key investment areas based on pacing, bill impact, and performance 

outcomes. 

2. Assess overall social permission for the draft plan. 

Customer Engagement Approach 

INNOVATIVE worked with Hydro Ottawa to understand the utility’s draft plan, where there was 

optionality within the plan, and what implications these decisions would have for customers, including 

service levels and bill impacts. In 2024, the draft plan was then translated into engagement materials that 

a typical customer could understand. INNOVATIVE developed a workbook survey and tested it through a 

series of one-on-one customer interviews. The survey was then made available to all customers in the fall 

of 2024.  

Using workbook surveys, customers were re-engaged to solicit feedback on Hydro Ottawa’s draft plan and 

explore specific trade-offs in relation to five key investment areas and the associated bill impacts, as well 

as the pacing and prioritization of investments.  

The following section summarizes customer feedback from this online survey among residential, small 

business, commercial and industrial and key account customers (GS>50 kW) 

The graphic below summarizes the sample sizes of this engagement by customer rate class. 

 
* C&I and Key Account customers were directed to the same workbook survey which based bill impacts on the typical GS>50kW account. The 

rationale for this approach is because most Key Account customers represent multiple accounts within the GS>50kW rate class, as opposed to the 

large use customer rate class. 

For reporting purposes, C&I and Key Account customers have been grouped together in the tables below to 
represent the GS>50kW rate class. 
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Core Investment Categories 

Hydro Ottawa’s 2026–2039 draft plan was made up of four spending categories: 

1. Grid Modernization 

2. Growth & Electrification 

3. Aging Infrastructure 

4. Grid Resilience. 

 

 

Within these four categories, customers were asked to make choices on trade-offs consisting of five key 

investment areas: 

 

  

(1) Grid Modernization 

(2) Growth & Electrification 

(3) Aging Infrastructure 

(3a) Replacing Aging Infrastructure (3b) Metering Renewal 

(4) Grid Resilience 
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Social Permission 

An average of 87% of customers, across all rate classes, gave Hydro Ottawa social permission to 

proceed with its draft plan. 

These customers provided social permission by indicating either: 

1. They think Hydro Ottawa should accelerate spending beyond the level in the draft plan to deliver 

better system outcomes. 

2. They support the proposed rate increase that is reflected in the draft plan, or 

3. They feel that the proposed rate increase in the draft plan is necessary, even though they don’t 

like the proposed rate increase. 

Together, these three customer choices constitute what we define as “social permission”.  

 

Overall Social Permission by Rate Class 

Rate Class Residential 
Small 

Business 
GS>50 kW* 

Average 
Across Rate 

Class 
Sample Size n=21,280 n = 515 n = 44 

Proposed Rate Impact 
(increase by 2030) 

$17.76 $47.11 $1,219.15 

Accelerate spending 19% 20% 8% 16% 

Support proposed bill 28% 25% 32% 28% 

Necessary to maintain grid 37% 39% 54% 43% 

Oppose the bill increase 11% 13% 2% 9% 

Don’t know 5% 4% 4% 4% 

Social Permission 
(Accelerate + Support + Necessary) 

84% 83% 94% 87% 

* Due to the small sample size, C&I and KA Customers were combined in Phase Two to represent the GS>50kW rate class for the purposes of 

analysis. 

In addition to assessing the level of social permission customers gave to Hydro Ottawa’s draft plan, the 

survey also gauged customer preferences on specific trade-offs within the five key investment areas. 

Within each investment area, customers were given three options to choose from: 

1. Accelerated Pace: A faster paced spending option that would make additional progress towards 

better outcomes while recognizing practical limits due to resources and construction issues.  

2. Hydro Ottawa’s Draft Plan: The option presented in the draft plan that proposed measures and 

investments meant to maintain the current safety and reliability of the grid. 

3. Slower Pace: A minimum spending option that would prices lower and meet the basic 

performance requirements, but may entail some trade-offs on key outcomes, such as reliability.  
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The tables below show the trade-off preference for each investment area and social permission for 

residential, small business, and GS>50kW customers. 

Residential 

 
Accelerated + Draft Plan 

Three Categories of Customer Preference 

Accelerated 
+ Draft Plan 

Accelerated 
Pace 

Draft Plan Slower Pace 

Overall Social Permission 84% 

Replacing Aging Infrastructure 41% 35% 18% 76% 

Metering Renewal 19% 50% 25% 69% 

Grid Modernization 35% 44% 15% 79% 

Growth & Electrification 23% 45% 26% 68% 

Grid Resilience 48% 33% 12% 81% 

Small Business 

 
Accelerated + Draft Plan 

Three Categories of Customer Preference 

Accelerated 
+ Draft Plan 

Accelerated 
Pace 

Draft Plan Slower Pace 

Overall Social Permission 83% 

Replacing Aging Infrastructure 39% 34% 20% 73% 

Metering Renewal 18% 47% 28% 65% 

Grid Modernization 34% 41% 17% 76% 

Growth & Electrification 25% 46% 22% 71% 

Grid Resilience 48% 31% 13% 80% 

 

GS>50kW (C&I + Key Accounts) 

 
Accelerated + Draft Plan 

Three Categories of Customer Preference 

Accelerated 
+ Draft Plan 

Accelerated 
Pace 

Draft Plan Slower Pace 

Overall Social Permission 94% 

Replacing Aging Infrastructure 25% 70% 2% 96% 

Metering Renewal 16% 59% 23% 75% 

Grid Modernization 15% 77% 6% 93% 

Growth & Electrification 13% 75% 10% 89% 

Grid Resilience 52% 41% 6% 93% 

Note: Due to the small sample size, C&I and KA Customers were combined in Phase Two to represent the GS>50kW 

rate class for the purposes of analysis. 
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LEAP Qualified Residential Customers 

While lower than the average residential customer, 78% of Low-income Energy Assistance 

Program (LEAP) qualified residential customers gave Hydro Ottawa social permission to proceed 

with its draft plan. 

The level of social permission was similar among customers who did not disclose their household income 

after tax and household size in the survey. 

The level of social permission among residential customers whose household income after tax is less than 

$71,000 but who do not qualify for LEAP is on par with the residential customers overall. 

Social Permission by Residential Rate Class  

  
Residential 

Overall 

LEAP Qualification 

LEAP Qualified 
Income <$71k, 

Not LEAP 
Qualified 

Income>$71k, 
Not LEAP 
Qualified 

Prefer not to 
say 

Accelerate spending 19% 14% 15% 24% 13% 

Support proposed bill 28% 23% 31% 31% 22% 

Necessary to maintain grid 37% 41% 40% 34% 40% 

Oppose the bill increase 11% 14% 11% 8% 17% 

Don’t know 5% 8% 4% 3% 8% 

Social Permission 
(Accelerate + Support + 
Necessary) 

84% 78% 85% 89% 75% 
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Customer Engagement Coverage & Enhancements 

The following section provides details on the expanded coverage and enhancements applied in Hydro 

Ottawa’s customer engagement. 

Comparing Coverage to Previous Customer Engagement 

The number of customers who completed Hydro Ottawa’s Phase II survey increased from the utility’s last 

rate filing customer engagement in 2019. This is particularly pronounced among small business and 

GS>50kW customers as seen in the table below. 

Phase II Customer Engagement Responses: 

Rate Class 
2024 Engagement 

(Phase II Online Surveys) 

2019 Engagement 

(Phase II Online Surveys) 

Residential n=21,280 n=17,208 

Small Business n=515 n=307 

GS>50kW* n=44 n=13 

* Due to the small sample size, C&I and KA Customers were combined in Phase Two to represent the GS>50kW rate class for the purposes of 

analysis. 

 

Enhancements to Hydro Ottawa’s Customer Engagement Survey 

Enhanced elements in Hydro Ottawa’s 2024 customer engagement survey included: 

 
Investment categories: Both Hydro Ottawa’s latest and past customer engagement 

surveys/workbooks were organized around four investment categories.  

• The investment categories in the 2019 version: system access, system 

renewal, system service, and general plant.  

• The investment categories in the latest version: grid modernization, growth 

and electrification, aging infrastructure, and grid resilience.  

The details in the breakdown of the investment categories are different between 

surveys. Additionally, the questions asked to help customers make choices are 

different between surveys.  

The rationale for renaming the four investment categories in the latest survey was 

to present terminology that would be better understood by customers. 

Both approaches were designed to solicit feedback on customer preferences and 

trade-offs between price and other key outcomes. 
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Customer outcomes: When soliciting feedback about customer trade-offs, the 

engagement survey laid out how price connected to outcomes in a grid format.  

• In both 2019 and the latest version of the customer engagement 

surveys/workbooks, the grids allowed customers to better understand the 

trade-offs between price and the various performance outcomes.  

• Unlike the 2019 version, the grids in the latest survey had a "What is 

included" section that provided more detail on the trade-offs between price 

and the different outcomes. 

 

Dynamic bill calculator: A bill calculator was included in both the 2019 and 2024 

surveys. This calculator was enhanced in the 2024 survey to provide customers 

with real-time estimated net bill impact as they adjusted their choices. The 

enhanced calculated greater ease in building a bill that better reflected customer 

preferences and priorities relative to the draft plan. 

 

Giving all customers a chance to participate: A more extensive effort was made 

to enhance accessibility and broaden participation in the representative online 

survey. Previously, participation was primarily limited to email, but now a wider 

range of communication channels has been utilized to allow more customers to 

engage. In addition to email and bill inserts, the survey was promoted through social 

media platforms, digital advertising, and QR codes in print materials. Customers 

accessing the survey via these channels were able to verify their status as Hydro 

Ottawa customers by providing their account number and the first three characters 

of their postal code. This process ensured that the survey results more accurately 

reflected the views of a broader customer base, including those who responded 

through channels other than email. 

 

Enhanced Customer Understanding: To help customers better understand the 

driving forces behind the energy transition, optional user-relevant data pop-up 

boxes were added. These provided insights into energy usage impacts with clear 

examples, such as the electricity consumption of AI databases compared to 

traditional data centres, as well as demonstrating the consumption of electric 

vehicles. 
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Building Understanding. 

For more information, please contact: 

 

Jason Lockhart 

Vice President 

416-642-7177 

jlockhart@innovativeresearch.ca 

 

Report Contributors: 

Alison Gui, Consultant 

Trisha Shah, Consultant 

© Copyright 2025 Innovative Research Group  
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Methodology 
Innovative Research Group Inc. (INNOVATIVE) was engaged by Hydro Ottawa Limited (Hydro 
Ottawa) to design, execute, and document the results of its customer engagement, as part of Hydro 
Ottawa’s Cost of Service (COS) Rate Application to the Ontario Energy Board (OEB) for the years 2026 
to 2030.  

The primary goal of the Phase I Low-Volume focus groups was to explore customer needs and 
preferences with regards to the electricity service they receive from Hydro Ottawa today as well as 
into the future. This research also touched upon perceptions around energy transition, Hydro 
Ottawa’s role in the energy transition, and its impact on customers.  

As part of this engagement, a series of focus groups were held among Hydro Ottawa Low-Volume 
customers (e.g. residential and small business customers) between March 12th and 13th, 2024 via the 
Zoom videoconference platform. Four (4) focus groups were held with low-volume customers 
(residential and small business customers) from each of the following areas below: 

Date Focus Group 
Times 

Number of 
Participants 

Customer 
Type Service Area 

March 12th, 2024 
5:30 pm – 7:30 pm 8 participants Small business Downtown 

Ottawa 7:30 pm – 9:30 pm 9 participants Residential 

March 13th, 2024 
5:30 pm – 7:30 pm 7 participants Small business 

Suburbs 7:30 pm – 9:30 pm 7 participants Residential 

Participants were recruited randomly by e-mail, using customer lists provided by Hydro Ottawa.  

Residential customers received a $100 cash incentive as compensation for their time, while Small 
Business participants received $150.  

Focus Group Structure 
The focus groups were facilitated by a trained moderator and followed a structured discussion guide. 
All groups began with a discussion about what Hydro Ottawa does, Hydro Ottawa’s share of 
customers monthly electricity bill, and how Hydro Ottawa fits into Ontario’s electricity system. To aid 
in this discussion, a handout was used and displayed to customers through screensharing (see 
Appendix). 

Customers were then asked about their level of satisfaction with Hydro Ottawa’s services, and what 
Hydro Ottawa could do to better serve them as their electricity distributor. The groups went on to 
discuss their expectations from Hydro Ottawa as well as what priorities they thought Hydro Ottawa 
should focus on. 

The latter half of the group focused on the future of Hydro Ottawa, starting off with the issues and 
challenges that Hydro Ottawa will face in the next decade, and the consequences of leaving these 
issues unaddressed.  

The groups then moved on to familiarity with energy transition, how customers feel about the energy 
transition, and Hydro Ottawa’s role in the transition. To aid in this discussion, a handout was used 
and displayed through screensharing (see Appendix).  
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The discussion wrapped up with a conversation on whether they feel Hydro Ottawa cares about their 
customers, how Hydro Ottawa can consult with their customers in the future, and whether opinions 
have changed as a result of the discussion.  

This report summarizes key findings and offers observations. Respondents' verbatim responses are 
in italics. In general, our approach in reporting is to allow the respondents to be heard as much as 
possible, utilizing representative verbatim comments, offering interpretation and comment where 
necessary. 

Note to the reader: Qualitative research does not hold the statistical reliability or representativeness 
of quantitative research. It is an exploratory research technique that should be used for strategic 
direction only. In focus group research, the value of the findings lies in the depth and range of 
information provided by the participants, rather than in the number of individuals holding each view. 
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Key Findings 
Customers’ familiarity with Hydro Ottawa was limited. 
 
Customers generally understand Hydro Ottawa as their electricity provider but lack knowledge about 
its operations and ownership. The majority were unaware of the portion of their electricity bill 
allocated to Hydro Ottawa. Only a small number of customers had a more comprehensive 
understanding of Hydro Ottawa’s role within Ontario’s electricity system. 
 
Billing issues were common, particularly among small business customers managing multiple 
properties. 
 
Overall, most customers expressed satisfaction with Hydro Ottawa’s service. Dissatisfaction stemmed 
from confusion with billing, difficulties in accessing information, and challenges during outages. 
Customers seek transparent billing procedures, user-friendly account management tools, and 
incentives for energy conservation to manage their expenses effectively. Clear and proactive 
communication regarding outages, billing, and energy-saving tips is also crucial for improving 
customer satisfaction.  
 
Reliability is a top priority for customers, especially during extreme weather events. 
 
When asked about their current needs and expectations regarding their electricity service, the main 
topic that arose unaided was reliability. Downtown customers generally experienced more 
satisfaction with reliability compared to suburb customers, who faced extended outages and financial 
impacts.  
 
Hydro Ottawa will face issues and challenges: Customers think it’s best to get ahead of it. 
 
Most customers believe aging infrastructure, capacity constraints, and cybersecurity are emerging 
challenges for Hydro Ottawa. To maintain reliability, most customers say that Hydro Ottawa should 
be proactive in planning ahead. Recommendations for improvement include investing in hardening 
the system, modernizing the grid, and burying wires underground for increased reliability. 
Infrastructure investments and initiatives supporting environmental sustainability are also crucial to 
customer expectations. 
 
Customers expect Hydro Ottawa to play an active role in the energy transition. 
 

When discussing Hydro Ottawa’s role in the energy transition, customers want Hydro Ottawa to take 
on an advisory or partnership role. This means being a source of information and advice on clean 
energy options and the technology available to customers. Moreover, they stress the importance of 
Hydro Ottawa offering incentives to motivate customers—especially small businesses—to upgrade 
their facilities for improved energy efficiency and transition to cleaner energy sources. 

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 27 of 500 



 

 

Phase I Appendix.01 - Customer Engagement: Hydro Ottawa 2026-2030 CIR Application Page 6  
Prepared by Innovative Research Group, Inc. | February 2025 Confidential 

 

Hydro Ottawa Today 
Role of Hydro Ottawa 
 

Most participants had a general understanding of Hydro Ottawa as their electricity provider, but 
beyond that, customer knowledge was limited and for some, not top of mind. Few knew of Hydro 
Ottawa’s place in the electricity system, how they operate, and who owns them. Some participants 
raised the question of whether Hydro Ottawa generates electricity. In addition, customers weren’t 
aware of how much of their electricity bill was remitted to Hydro Ottawa, and a few participants were 
surprised after learning of the percentage. 
 
When asked what else Hydro Ottawa does, maintenance of infrastructure was the top mention across 
the groups. Other responsibilities mentioned include providing information on electricity use and 
consumption, low-income assistance programs, and community initiatives. Only a few participants 
mentioned their role in innovation and research.  
 

“[Hydro Ottawa] transmits and distributes electricity throughout the city…any kind of new 
projects, new buildings. They manage the construction on the public side of the property line to 
get it to your building, your facility and obviously maintenance, that sort of thing as well.” – 
Small Business, Downtown Ottawa 
 
“I was saying, like, distribute energy, taking care of the grid, generate renewable energies.” – 
Small business, Suburbs 
 
“Outside the scope of infrastructure and power, I know a lot of major companies kind of have a 
sustainability program in giving back to the community and I know that Hydro Ottawa has 
participated in programs like that in the past.” – Residential, Downtown Ottawa 
 
“I’ve been in the power distribution business. I don’t know enough about it though…if they’re 
actually generating it, just distributing or doing both.” – Residential, Suburbs 
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General Satisfaction 
 
Level of Satisfaction 
 
After discussing the role of Hydro Ottawa in the electricity system, participants were asked about 
their satisfaction level regarding their electricity service. Most participants expressed satisfaction 
with their service, however, there were a few participants who were dissatisfied. 
 
Those who were satisfied brought up reliability of their electricity service and outage management 
while those dissatisfied highlighted confusion with their electricity bill and difficulties in accessing 
and obtaining information.  
 
Reliability 
 
Reliability was the top unaided mention across all groups, with vastly different experiences between 
downtown Ottawa and suburbs groups. Those satisfied in terms of reliability were most likely to be 
Downtown Ottawa customers. These customers found Hydro Ottawa's services to be quite reliable 
with minimal outages reported. Participants from downtown Ottawa noted minimal service 
disruptions except during construction activities as well as speed in restoring electricity in the event 
of power outages. 
 
In contrast, most suburbs customers expressed unreliability as the main reason for their 
dissatisfaction and the challenges they face due to extended outages. They emphasized the financial 
impact such as loss of wages (for residential customers) and loss of revenue and resources (for small 
businesses, particularly those who rely heavily on having continuous power supply). Across all the 
groups, participants mentioned the need for reliability to continue or be improved to keep customers 
satisfied.  
 

“I think I expect more from them, especially with the delivering of the electricity and all the 
problems we've had in Ottawa. We had to shut down for a whole week I was in America. I'm in 
the Maryville area. So having to shut down your business for a whole week…you know, kills a lot 
of businesses.” – Small business, Suburbs 
 
“Here in Ottawa, I haven’t gotten a single power outage or anything like that. It’s pretty nice.” – 
Residential, Downtown Ottawa 
 
“There is a lot you can do to improve the reliability of the grid. I think if I were in charge I would 
have a plan to bury all the lines. With climate change, it’s not great. We’ve had a lot of power 
outages. I had to get myself a solar system because the grid is not properly maintained. I’ve had 
outages of 1-2 days. Overall, I’m not impressed with Hydro Ottawa.” – Residential, Downtown 
Ottawa 

 
Billing/Account 
 
Billing was another area that was mentioned often when asked why they felt satisfied or dissatisfied. 
While most were satisfied with billing, some participants expressed confusion regarding how their 
bill was calculated, understanding their bill, and the available rate options. While issues faced by small 
business and residential customers were quite similar, there were also some differences.  
 

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 29 of 500 



 

 

Phase I Appendix.01 - Customer Engagement: Hydro Ottawa 2026-2030 CIR Application Page 8  
Prepared by Innovative Research Group, Inc. | February 2025 Confidential 

 

For residential customers, one common concern was obtaining and assessing information regarding 
their bills and accounts. A few participants mentioned how it would be beneficial if Hydro Ottawa sent 
them information on the various plans available and provided recommendations based on their 
usage.  
 

“From a customer standpoint, [a participant] mentioned the various levels and plans that you 
can be on. I find that a little bit confusing and where I’m not clear…It would be nice if Hydro 
Ottawa could make recommendations based on you know, if you’re this type of person, this could 
you suit you. I think there’s a lot that could probably be done to help direct people to the right 
type of plan that makes sense for them from a cost standpoint.” – Residential, Downtown Ottawa 

 
For small business customers, some customers brought up concerns around unclear pricing and 
billing adjustments, logistical challenges, and difficulty in accessing accurate information and 
contacting customer service for resolutions. For example, for small business customers who manage 
multiple properties, these customers experienced delays in updating tenant changes and a poor 
website user experience when managing accounts. One customer mentions the inconvenience of 
paying each meter individually and the logistical burden of remembering multiple account details.  

 
“I have many meters, nine to be exact. And it would be nice for me to be able to group them. But 
I can't do that I have to pay each one individually. And then I got to remember each account 
individually. And if there's something wrong with one, then, you know, just becomes, it's a bit of 
a logistical chore.” – Small Business, Downtown Ottawa 
 
“I'm really, really confused about the billing, or because as a business, I want to know with that, 
which one is the cost of it. I do have a roaster which requires 60 amperes…but the bill, 
surprisingly, is less. And then I'm paying one bill into another location, which I don't have even 
that roaster.” – Small Business, Downtown Ottawa 
 
“Like our company's new in Ottawa, and I find the deposit they are asking it's so big. And they 
keep like, yes, I understand, it's one month of your biggest bill…they keep asking more and more.” 
– Small Business, Suburbs 

 
Communication 
 
On communication, we heard mixed responses in the context of outage and billing/account 
communication. In the context of outage communication, some participants mentioned Hydro Ottawa 
was proactive in communicating outages, with mentions of text alerts they received and going to their 
website or social media for outage information. However, a few participants brought up the issue of 
providing accurate outage information so that customers can have a good estimate of when they 
expect their power to back on so that they could plan.  
 

“I think that's fantastic they're being proactive about it. But what I find is when are finally able 
to connect to their website that shows the outage map. There's not a lot of clarity or detail there. 
Right? It seems very broad and average doubt in terms of when do you expect the power to come 
back?” – Residential, Suburbs 

 
In the context of billing/account communication, a few participants noted the difficulty in initial 
account setup. One participant, a newcomer to Canada, expressed the lack of information and 
guidance from Hydro Ottawa.  
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“This was my first electricity connection. I used to live in a basement for my first month so when 
the lady said that now you're living in an apartment, so you need to just tell them that you are 
here and to activate. I went to the website, and I just did everything. But I still didn't know 
whether when I'll move on, ultimately, will there be power or not, or I didn't have much 
information on that. But it was pretty smooth.” – Residential, Downtown Ottawa 

 
A small business participant had a similar issue. 

 
“I haven't had much interaction with them, as we've had our business open for quite some time. 
So I remember, the getting started part was a little bit difficult. Not just the money part of it, but 
even just communicating with them trying to figure out how to get organized.” – Small Business, 
Suburbs 

 
Overall, customers acknowledged improvements over time and appreciated better communication, 
especially for small businesses. A few customers who had positive interactions with Hydro Ottawa 
noted improvements in communication channels and responsiveness. 
 
Customer Service 
 
When it comes to customer service, participants who have interacted with Hydro Ottawa’s customer 
service were mostly dissatisfied. Concerns involving long response or wait times to receive services 
and the right information were prevalent. This was a particular concern for small business customers. 
 

“Customer Support is really not to the level I'm expecting on it. It's very hard. Who is in charge? 
Who is the one you can make it happen? It depends on the type of accessing information and 
getting the right thing is big challenge as an immigrant.” – Small Business, Downtown Ottawa 

 
However, one participant had a good experience: 
 

“When I've called customer service, they've been pretty efficient…And I’ve been happy with that.” 
–  Small Business, Downtown Ottawa  
 

Some customers express dissatisfaction primarily due to difficulties in accessing the right support 
channels. One customer highlights the frustration of being rerouted multiple times before finding 
someone capable of addressing their specific issues: 
 

“When dealing with…Hydro Ottawa, I do have a bit of an issue in the fact that who does want 
and who handles want, it's hard to tell. So, you know, sometimes I might get rerouted two or 
three times before I get to someone who can actually deal with my situation, whatever it might 
be.” – Small Business, Downtown Ottawa 
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How Hydro Ottawa can serve its customers better 
 
When asked how Hydro Ottawa could serve them better, participants tended to follow up on issues 
that they first mentioned when asked whether they were satisfied or dissatisfied, especially on 
communication, customer service and reliability. New topics such as cost, innovation, programs and 
infrastructure investments. 
 
Communication and Customer Service 
 
Similar to the earlier discussion, customers emphasized the importance of clear communication 
regarding outage notifications, billing, and accounts. 
 

“[On billing] There are other things coming into the bill, a credit you see, and they don’t give any 
reason what is that. And then they put it on and then take it off again.” – Small Business, Suburbs  
 
“[On outage communications] I think have the estimates a little bit, you know, narrower and 
precise than you know now between now and 3 am in the morning. I understand they have to 
get the crew there and all that sort of stuff.” – Residential, Suburbs 

 
However, some customers also mentioned how Hydro Ottawa can serve customers better by taking 
on an advisory role, particularly in areas such as energy consumption and technology adoption. These 
customers want Hydro Ottawa to be a proactive partner in helping them make informed energy 
decisions. Recommendations include providing simple summaries and clear instructions on how to 
save energy or benefit from available programs.  
 

“At the end of the day, it's a bill, we have to pay. I would wish that they can give us 
recommendations on how to reduce. I normally would just look at the email and then pay the 
bill, like, I would wish that there was more transparency around my bills, like just looking at the 
average in 2022 versus 2023. Like I was paying more than 2022, like 50%, more 70% more than 
what I was paying in 2023, even though the rates were cheaper in 2022. So I didn't understand 
that. And then now in 2024, like my rates are getting higher again. So you can do like the tiered 
rates versus the like, standard rate and things like that I kind of wish I had known about earlier 
on like, a few years ago, so that I could look into those options.” – Small Business, Suburbs 
 
“It’s the naming, right? Sometimes the names aren’t inherently clear to a lot of people what that 
implies in terms of a package deal, like, tiered, okay, you know, you probably get the sense that 
there's different prices for different timing, but some of the other names are unclear. Maybe they 
could say…based on your usage for the last two years, we think you should be on this plan, and 
be a bit more proactive.” – Residential, Downtown Ottawa 

 
“It's helping us understand what the future is going to look like. And if 99% or 99.5, or 98.7, 
whatever it is, that reliability is something that we should no longer expect because of the 
vulnerability of the system under the climate change scenario, what can we do in order to be 
better prepared for right now? I don't know what I need to know to be better prepared. And so 
what I'm looking for is that leadership…should I start tucking some money away? Or is there 
going to be a program coming up? Is that batteries? Is it generators? If I buy an electric car, is 
there enough power for it? Like it's understanding the future…status quo is changing. What does 
that future look like? And how's it going to impact me? What can I do to prepare? This is the type 
of information that we interested in.” – Residential, Suburbs 
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In addition, customers appreciate receiving newsletters for updates but also express the need for a 
more informative and a user-friendly website. They desire a centralized platform to access all 
necessary information related to their accounts, services, and energy-saving tips easily. 
 

“Information is big knowledge. Maybe communicate through emails. If they have any website 
updates, like they have a website so if there was any update, they can say, okay, go look into your 
website.” – Small Business, Downtown Ottawa 
 
“A interface or user-friendly interface for us. Somewhere where we'll be able to gather all the 
information we need, knowing when a tenant has requested to move out request. If we could be 
at one place, that would be amazing. And you asked a question, ‘Would you be willing to pay?’ I 
think, in my perspective, and in the perspective of my organization, we would be willing to pay 
anytime.” – Small Business, Downtown Ottawa 
 

Reliability 
 
Some participants mentioned reliability as an area for improvement. This was especially heard from 
customers in the suburbs who face more outages compared to those in urban service areas. To 
increase reliability, a few suggested burying wires underground to reduce outages during adverse 
weather conditions: 
 

“My only real want from Hydro Ottawa right now is to try and put more wiring underground 
wherever possible, because during the during derecho, we had a fairly brief outage, and luckily, 
we didn't lose any, any supplies because the fridges stayed cold enough. I went out and made 
some deliveries in Orleans…all buried wires, and none of them were down. I know it's a big 
expense, but I think that this needs to be looked at as a long term plan.” – Small Business, 
Suburbs 
 
“Bury the wires. I know it’s expensive, but set aside a fixed percent or whatever of the revenue to 
do that, but I don’t necessarily see them doing that. And then sort of invest in backup systems 
that are microgrids, work with community associations to invest in small scale sort of systems 
that would provide doubling up. And I know you mentioned that there were problem areas, so 
start there.” – Residential, Downtown Ottawa 
 

Billing  
 
Many participants mentioned issues with the billing system, such as difficulty in managing multiple 
accounts and accessing invoices conveniently. They suggest implementing a more user-friendly 
interface and offering options for receiving invoices via mail instead of solely relying on online access. 
They also desire more transparency and proactive communication regarding billing changes. 
 

“The only thing I can say that I like to have different is to have my invoices actually mailed to me 
so I don't have to log in to get them. I can't even imagine somebody having to manage multiple 
accounts and having to go from one account to the other to the other, just to get the invoices 
that a computer could have mailed to you all at once.” – Small Business, Downtown Ottawa 
 
“I think my big thing is the billing system that's driving me crazy on a regular basis. So I mean, 
you know, I don't want to be flogging a dead horse.” – Small Business, Downtown Ottawa 
 
“I look at the bills I would say pretty in detail every month, and like the delivery charges? They 
go up and down. And I have no idea why. In that sense, I feel like at least Enbridge in comparison 
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has a very detailed table that lists exactly what you pay. It's very detailed. There's like 10 
different things, but at least they tell you.” – Residential, Downtown Ottawa 

 
Cost 
 
Reducing the cost of electricity was mentioned in some of the groups, especially with the issue of 
cost of living being top of mind. Some felt Hydro Ottawa can help customers lower their bill by 
providing tips and tools to manage their consumption, personalized services, and incentives for 
upgrading equipment.  
 

“The sort of things that people are discussing, I think, are relevant and should be considered. 
Perhaps addressing the different levels of business and, providing based on those needs would 
make a difference.” – Small Business, Downtown Ottawa 
 
“I mean, for me, it's really just dollar and cents thing. You see these huge paychecks for certain 
individuals and all that stuff. I understand, you know, that it's a company, but it's kind of owned, 
in a sense by us, we're the guys paying it. So, you know, just a little bit more help, some reductions, 
something to happen.” – Small Business, Suburbs 
 
“It helps in telling us you need to take this option and these are the options to reduce energy 
consumptions.” – Residential, Downtown Ottawa 

 
One small business customer suggested offering submetering options for landlords to encourage 
energy conservation among tenants: 
 

“Hydro Ottawa is fairly inflexible about using some of the newer technologies that are available 
to people to install meters for say 20 or 30 unit buildings. That would help the landlord distribute 
the electricity bills to the tenants directly. And I think there's an element of conservation there, 
because when one person is paying the bill, people are less likely to conserve, they don't see the 
net effect of leaving lights on and things like that.” – Small Business, Downtown Ottawa 

 
Innovation and Infrastructure Investments 
 
Some participants also mentioned how there is a need for innovation and investments given the 
environmental issues, Canada’s goal of net zero and future issues we may face. Most mentioned the 
need to continue maintaining existing infrastructure, but there were also mentions enabling new 
infrastructure. For example, some mentioned that Hydro Ottawa would be the best organization to 
communicate the technologies available to customers to help they become more environmentally 
conscious.  
 

“I think especially with the environmental issues, we're having…and the drive to zero carbon 
footprint that so many organizations are on. I think a lot of those messages, programs and 
innovation are sort of funneled through the utilities and government agencies sort of initiating 
them. As a direct contact with you every month, utility is probably the easiest method of 
conveying some of that stuff. I think it's going to become more important, moving forward here 
as people become more engaged and, sort of electrification, getting away from carbon fuels, 
recovered based fuels and things like that.” – Small Business, Downtown Ottawa 
 
“It’s becoming almost a social obligation or responsibility because there will be increasing 
demands on Hydro because of vehicles, building, requiring more electricity. Help people generate 
their own, give incentives to put up solar panels and feed your grid because it’s going to be 
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increasingly in demand over the next however many years, decades. It’s not going away.” – Small 
Business, Downtown Ottawa 
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Expectations 
 
Customers expect Hydro Ottawa to provide consistent, reliable, and innovative services while also 
balancing transparency, community engagement, and environmental responsibility. These 
expectations reflect the broader trends in the energy sector towards sustainability, customer-
centricity, and technological advancements.  
 
Reliability 
 
Reliability was a top mention when asked customers’ expectation of Hydro Ottawa. Customers expect 
consistent and reliable service without disruptions, especially when it comes to electricity supply.  
 

“Have, by and large, consistent service? I guess? Please never turn the lights off.” – Small 
Business, Downtown Ottawa 
 
“Reliable service. I work from home, so I rely on electricity. It’s a must.” – Residential, Suburbs 

 
Communication 
 
Customers expect easy access to information, both through traditional means like newsletters and 
mail as well as through channels such as website and social media. In addition, clear communication 
about services, changes, and innovations is crucial for customer satisfaction. 
 

“Places I can get information as well. So I've signed up for the newsletter. It's great, you know. 
But then, yeah. Is there enough information to find on the website? I'm not always convinced of 
that.” – Small Business, Downtown Ottawa 

 
Customer Service 
 
Customers also expect the ability to connect with Hydro Ottawa’s customer service to access 
information, answer their questions, and provide support in an approachable and efficient manner. 
 

“I think it's similar to all of the other services that we receive. And so that means easy access, you 
know, not getting just the voice system. To be able to get someone politeness, information and 
helpfulness. And so, for me, they're doing that. But my account is simple. But that's the 
expectation I do have. I also have that for Bell and Rogers and everyone else, no different.” – 
Small Business, Downtown Ottawa 
 
“They have to be thinking about how to use artificial intelligence to be able to help people when 
they go on the website. If there is a chatbot, like ChatGPT…and give me all the answers upfront, 
but I can directly chat with it. It shouldn’t be like a chatbot that doesn’t know what it’s doing”. – 
Residential, Downtown Ottawa 

 
Innovation 
 
There is an expectation for Hydro Ottawa to play a role in innovation, especially concerning 
environmental issues such as reducing carbon footprints. Some customers expect Hydro Ottawa to 
take the lead while others see them taking more of an advisory role. Customers are interested in 
incentives for adopting clean energy practices like solar panels and expect Hydro Ottawa to facilitate 
these initiatives.  
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“As we go through trying to address climate change, I see them as having a role, a very strong 
role in helping us through that. So I expect them to step up. And someone already mentioned 
renewable energy sources, those sorts of things. Take that role on with vigor.” – Small Business, 
Suburbs 
 
“I will not take my advice from one person. I would consider [Hydro Ottawa’s] advice, but I would 
do my own research.” – Residential, Downtown Ottawa 

 
Value-for-Money 
 
Customers want to trust that Hydro Ottawa provides value for money for the services they pay. This 
includes not only reliable service but also reasonable pricing and transparency in terms of how their 
bill is structured and what they are paying for.  
 

“I find it’s too big chunk of my operating expenses. It's a hard one, right? Is it value for money 
and the fact that they're reliable? Yes. Is it a big chunk of my budget? Yes. Does it cut into my 
profits? Yes. You know. So, you know, it's hard.” –  Small Business, Downtown Ottawa 
 
“Keeping rates low? To be honest, right? Families are feeling the pinch on all kinds of expenses 
and costs is important. So keeping prices affordable for everyone makes a lot of sense.” – 
Residential, Downtown Ottawa 
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Preferences 
 
When asked about Hydro Ottawa’s top priorities, the main topics that came up unaided were reliable 
electricity, effective communication, good customer service, and efforts to prepare for climate change. 
 
Reliability 
 
The consensus among participants is that Hydro Ottawa's top priority should be ensuring the 
reliability of power supply. This includes maintaining existing infrastructure, improving system 
resiliency, and preparing for extreme weather events. 
 

“The reliability of, you know, power, without a doubt. Don't lose sight of that.” – Small Business, 
Downtown Ottawa 
 
“I'm thinking that there's probably a lot of design things they can do in the grid that actually 
strengthen the grid from the soil. To the events, I wasn't so much thinking that they would be, 
you know, installing generators at every option, although they might facilitate that, you know, 
they might have a, you know, partners that you could work with as a small business you could 
work with, and bring that about.” – Small Business, Suburbs 

 
In the context of climate change resilience, participants highlighted the importance of Hydro Ottawa's 
role in addressing climate-related challenges such as more frequent extreme weather events. This 
includes investing in system hardening, grid modernization, and exploring alternative power sources 
or backup systems to minimize disruptions during climate events. 

 
“Hardening the system – making it resilient to the climate change we are living in now. The other 
thing they could do is do whatever they can to support maintenance and linemen. I think that 
helps improve the trust in their efficiency and resilience.” – Residential, Suburbs 

 
“I mean, it comes back again, to what you're saying, with really having preparation for these for 
these older grids because I also live in these neighborhoods [with old systems]. We lost it during 
the derecho for nine days…there was a winter storm last year, that was taking down a few trees 
and ice storm as well. Three, four, five years ago, that this was never the case for us growing up. 
It's for me the number one priority.” – Small Business, Suburbs 

 
Communication 
 
Customers emphasized the importance of clear, simple, and relevant communication from Hydro 
Ottawa. They prefer email communication and easy access to information on the website without 
unnecessary details or "information overload."  
 

“Clear, simple messaging. If things are changing, tell us. Don't throw tons of information at us, 
just tell us what's relevant. I like the idea of having a dedicated resource as well someone who 
specializes in small business that can facilitate a solution like solar or improved ways to do 
things.” – Small Business, Downtown Ottawa  

 
Customers expect transparency from Hydro Ottawa regarding infrastructure upgrades, system 
maintenance, and billing processes.  
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“Everyone's paying and everyone's putting money into the pot. I understand that some places 
are hard to upgrade. Yeah. So which places? Maybe some transparency, maybe some kind of plan 
for these neighborhoods that are on old systems.” – Small Business, Suburbs 
 
“I think transparency, and also like communication about what they’re doing, concretely what 
they’re doing to mitigate these issues with the archaic, let’s say infrastructure that is way out of 
date.” – Residential, Suburbs 
 

Customer Service 
 
There is a need for Hydro Ottawa to provide dedicated resources and advisory services, especially for 
small landlords and businesses. We heard across the groups how Hydro Ottawa could provide 
guidance on energy consumption reduction, adopting renewable energy technologies like solar 
power and heat pumps, and cost-saving measures.  
 

“I think there might be an opportunity for them to have a group that could speak to small 
landlords or small businesses, and help them figure out a way to lower their consumption. And I 
guess some of that's innovation, and renewable resources, I think I have the building that would 
be very good for solar power. But I mean, I've never had any time to discuss it. I've never had 
someone on the other end of the line who was knowledgeable enough to have a good discussion 
with me.” – Small Business, Downtown Ottawa 

 
Infrastructure Planning 
 
With the increasing demand for electric vehicles (EVs), the shift away from carbon emitting energies, 
and the overall growth in electricity consumption, Hydro Ottawa should focus on infrastructure 
planning to meet future demands. This includes improving the grid to support EV charging 
infrastructure and ensuring adequate power capacity for residential and small business customers. 
 

“Support for every cars. I mean, this is massive, right? We're at the beginning of this massive 
surge towards that. It’s not just having a place to plug in but to make sure the infrastructure 
supports you.” – Small Business, Suburbs 

 
“I’m not sure that any of utilities are ready for the promise that are being made. And with this 
push towards electrification. I can see it in the next 5-10 years, there’s going to be a transition to 
electricity. And where’s that electricity coming from? How is it going to get there?” – Small 
Business, Downtown Ottawa 
 
“The integrity of the system and to not have us think about power. To maintain it and 
theoretically improve it. It’s the future proofing…of what lies ahead. That’s the challenge. There 
is no crystal ball out there so our power grid tends to be reactive. But ultimately, if there is some 
additional forethought into understanding what the future needs are, in order to keep it stable, 
instead of reacting to what happened yesterday, preventing what could happen 
tomorrow…there’s a lot of opportunity there.” – Residential, Suburbs 
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Hydro Ottawa Tomorrow 
Future Challenges 
When asked about the emerging issues or challenges that may affect the services that Hydro Ottawa 
provides the most common mentions include aging infrastructure, capacity constraints, and cyber 
attacks as we move toward advanced technology and infrastructure.  
 
System Renewal 
 
The aging infrastructure of Hydro Ottawa needs constant attention and maintenance. Proactive 
maintenance and system renewal are crucial to ensure reliability and minimize costly reactive 
repairs. This not only affects the reliability of services but also impacts customer satisfaction and 
economic productivity, especially for some small businesses e.g. restaurants who rely heavily on 
uninterrupted power supply. 

 
“You’re not only sustaining what you have now, but also building for what’s to come in the future. 
And I think with the time that we are in in terms of winter storms, summer storms, tornadoes 
and stuff, if they just put a Band-Aid on what's broken now and not look towards the future, 
there's going to be more and more holes where, okay, this neighborhood has now patched up 
now we have, you know, the infrastructure in place, they're going to keep finding holes, and 
people are going to be continuously disappointed.” – Small Business, Suburbs 
 
“Aging infrastructure. Some of my students live in Barrhaven, I drive up to them, sometimes I'm 
working at their homes, there's no power. There's just nothing on the street. It's all buried. What 
is that costing? Can I please have a number? What would it cost to come into Cedar Dale here 
and various other places? We need to upgrade. We need to be, you know, everything kind of 
balanced here.” – Residential, Suburbs 

 
Capacity Constraints 
 
With the increasing demand for electricity due to population growth, economic activities, and 
transitioning to electric vehicles and heat pumps, there are concerns about whether the current 
capacity of the grid can handle future requirements. This includes not only generating enough 
electricity but also ensuring efficient distribution and management of power across the system. 
 

“I wonder if they really do have the capacity to generate all the electricity that's going to be 
needed. I mean, we're being encouraged to go off gas and switch to heat, compost and all that 
kind of thing. And obviously, since the electrical supply is pretty low carbon emissions, it's the 
right thing to do. But I presume they've looked at whether they can actually get to that point, 
you know, with population out there and everything.” – Small Business, Suburbs 
 
“More generation, more demand, right? A lot more housing coming in as required all over 
Canada, but especially in Ontario. Toronto is going to be the big one. But Ottawa is going to have 
to carry a big share of more and more population.” – Small Business, Downtown Ottawa 
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“I would like to know, how are they getting ready? Because apparently, most of vehicles will 
be electric in few years so are they in a position to provide power to everyone if everybody 
has electric vehicles? How are they getting ready for that to ensure capacity?” – Residential, 
Downtown Ottawa 

 
Cyber attacks 
 
The issue of cyber attacks on Hydro Ottawa’s grid system was brought up by a few customers. As 
technology becomes much more advanced and smarter, the incidence of cyber attacks may rise, and 
customers feel strongly this is something Hydro Ottawa should prioritize. In addition, they expect that 
Hydro Ottawa has the right people on the job to ensure the safety of the grid.  
 

“It's a sad reality, but is the is the power grid vulnerable to like cyber attacks and where that is 
going? So it was something that would take resources and, and technology and expertise to create 
resilience. But is that a true threat? Or not? Or is that just the latest bandwagon that we're all 
vulnerable? Or are we really? I think I guess I'm really talking about risk assessment, and it's 
difficult to ask people like us sitting in our living rooms that are in enjoying the lights being on to 
say, Well, I think they should worry about cyber, I think they should concentrate more on storage 
in order to stabilize the flow of the power. I have no idea.” – Residential, Suburbs 

 
“I'm worried about the potential of cyber attacks on the infrastructure. That's something that sort 
of keeps happening. And I think, you know, the more you talk about AI and sort of smart grid type 
things, the more vulnerable the network can be to malicious attacks or bad actors or things like 
that. And I think we're even seeing that I read an article today about how a lot of the plugs like EV 
plugs are super easy to hack into. And they actually can cause damage to the network. So it's 
coming. I think the more we sort of rely on technology for, you know, sort of like analytics and also 
efficiencies, the more sort of devastating of an attack could be on the network. And I don't know 
that we always talk about it in the same sentence. It's sort of a bit of an afterthought.” – 
Residential, Downtown Ottawa 
 

Impact of Leaving Challenges Unaddressed   
 
On the topic of the consequences that Hydro Ottawa would face leaving challenges unaddressed, 
customers mentioned overall customer dissatisfaction, unreliability, and reduced credibility and 
trust. Ultimately, this might hinder Hydro Ottawa from contributing to reaching their net zero 
emission goal by 2030 and addressing the challenges posed by climate change.  
 

“Running a hotel, when we have a power outage, there is an immediate demand for compensation 
from our guests in the hotel. And while we've had nothing to do with the power outage, we lose 
money. On days, there's a power outage, like hands down just like [participant] you have 
perishable inventory and goods. Like the minute we don't have a reliable power service, we lose 
money. So it's critical.” -  Small Business, Suburbs 
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“I think that we could fall behind. Technology is moving and is, you know, ever changing. So if we 
fall behind and prices for, you know, lighting and all that stuff, you know go up because we are not 
able to keep up with the manpower.” – Residential, Downtown Ottawa 
 
“When there are negative things that come out, Reddit, is quick to jump on it, right? And I think 
they can fall back in an operational standpoint, but also in a social standpoint, you know, it's very 
easy for hydro Ottawa, to have like a sour taste in people's mouths if they are unable to deliver if 
they're constantly over promising or if they are not trustworthy or not reliable. So I think 
reliability from a customer is perhaps equally as important. I also think that there has to be 
perhaps some type of good rapport, and kind of a good image that they want to uphold. And of 
course, the image comes from what we talked about, right, addressing customer concerns, I think, 
being proactive and being reliable.” – Residential, Downtown Ottawa  
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Energy Transition 
General Awareness 
 
Across all the groups, familiarity with the term “energy transition” was quite low. However, after a 
quick discussion from the moderator on energy transition, the terminology made more sense to 
customers. They acknowledged it as the shift from traditional, carbon-based energy sources to 
cleaner alternatives such as electricity and renewables like solar, wind, hydro, and nuclear power. In 
addition, they emphasized the necessity of this transition due to environmental concerns, climate 
change, and the need to reduce the carbon footprint associated with energy production. 
 

“I think, at this point in time is it's transitioning from, basically dirty and energy, petrochemical 
based and energy to clean energy, which is electricity, and renewables. And that's kind of the 
future, right? Because we can't keep doing what we're doing. Times are changing and it's moving 
fast. So we need to stay on top and then move with the times.” – Small Business, Downtown 
Ottawa 
 
“Literally the transition to cleaner energy use and better options.” – Residential, Downtown 
Ottawa 

 
When followed up with the question, “How does energy transition make you feel?” customer 
responses were mixed. Some customers were excited, interested, and curious, while others said it’s 
necessary. One participant mentioned “daunting.” 
 

“We stumble through these things, there's never going to be a good plan for it all, and the plan 
will be wrong, we’ll stumble through. So there's even precursors of this, right, the Ontario 
government has had for what, seven years…the deal of putting solar panels on your roof, that's 
not new. And then they kept adjusting the amount of money, you couldn't sell it to your neighbor, 
you had to sell it back to the grid. So one of the things of the stumbling through is making sure 
that the economics works. And, you know, when you're encouraging people to adopt new 
behaviors make it simple enough, and safe enough, right. So honestly, we'll stumble through this 
no matter what Hydro Ottawa tries to do and it'll try and do its best with very good people. You 
know, they'll get half of it right and half of it wrong, and they don't do it on their own. If you're 
asking, is it scary or comforting or in between? It’s a little comforting that there’s options.” – 
Small Business, Downtown Ottawa 

 
“I would say, like the word that I would use is maybe daunting. Because exactly as [participant] 
said, you show a chart, and it seems like oh, this is great, right, customers will now begin to 
provide electricity, what a wonderfully mutually beneficial system. And yet the reality is, like 
many people do not have home environments that can support solar panels, even if they do how 
much is actually being generated? Is that sufficient? What types of technology make the most 
sense? How is that being charged or credited? The complexity related to this is so so high, and, 
and I know we need to be creative and come up with really good, reasonable solutions that are 
going to maybe scare us a little bit initially. I think a lot of people who want to do the right thing, 
I think most people are reasonable at this stage in terms of understanding climate change is real, 
you know, wanting to participate in ways that they can that make sense to a greener planet. But 
I just think this is daunting.” – Residential, Downtown Ottawa 
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Hydro Ottawa’s Role in the Energy Transition 
 
Most small business participants believe Hydro Ottawa's role in the energy transition involves 
educating customers, proactive communication, incentives, acting as a partner or advisor, and 
providing accessible resources for energy solutions. 
 
Education and Communication 
 
Participants emphasized the importance of Hydro Ottawa providing educational resources to help 
customers understand the possibilities and benefits of transitioning to clean energy sources like solar, 
wind, and electric vehicles. This could include webinars, informational sessions, and practical 
demonstrations. 
 

“Maybe just to an educational component, like for the scale that we're at, what's actually 
possible? It can be little webinars, it can be you know, TED talks or whatever. Just little blocks of 
information, drawings even, you know, if you have a roof this big, you can put this many panels 
on and generate this much energy and make this much money…those kinds of things, practical 
applications.” – Small Business, Downtown Ottawa 
 

There was a consensus that Hydro Ottawa needs to proactively engage with customers and provide 
information about energy-saving programs, incentives, and solutions tailored to different customer 
needs. 
 

“It’s short of in where do we start? I think that part of how can they help me would be to help me 
determine where I can fit in. Am I best as a consumer as is or does my profile make an eligible 
prosumer? Or am I better off being independently redundant? And therefore my solar panels on 
my roof if I had them are best in my own batteries that then just keep my house going. Because 
I'm in a neighborhood that would be a lower priority because it's more rural. Like those are the 
type of things to say, well, this is the type of profile you fit and here are your choices to help us 
on this journey. So to circle back to your question, where do I fit in as a potentially motivated 
person to be part of this journey? But I don’t know where to start either. I think Hydro Ottawa 
could play a role in that to help me identify what my options are.” – Residential, Suburbs 

 
Advisory and Partnership 
 
Customers emphasized the importance of Hydro Ottawa being a partner or acting as an advisor in 
navigating the energy transition by advocating for customers' interests, providing support in 
adopting new technologies and practices, and establishing programs. Some mentioned they see Hydro 
Ottawa taking this role as they are the only utility in Ottawa.  
 

“At the end of the day, our family's business is still quite small, we only have a handful people 
working with us. I would just like them to be reliable for Hydro Ottawa, to be a partner and to 
advocate for their customers, I still think it is going to take some time for us to go towards the 
distributed energy resource.” – Small Business, Suburbs 
 
“Hydro Ottawa is the only game in town unless I wanted to go off the grid, but I don't even think 
I have the choice for that in the urban density that I’m in, in suburbia. But for me, I'll be 
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comfortable with it being Hydro or someone that Hydro has endorsed, say, this is the 
representative in your neighborhood, give them a call, walk through your house, explain the 
options and give you candid feedback. That'd be everything from bleeding edge to some 
conservative things to status quo, and help me understand what the options, the consequences 
and cost would be. And then at that point, I'd be much better informed.” – Residential, Suburbs 

 
Incentives for Transition  
 
Participants suggested that Hydro Ottawa should provide incentives for customers, especially 
businesses, to upgrade their facilities to be more energy-efficient and transition to cleaner energy 
sources. This would not only involve financial incentives but also vetted contractors for energy-
related projects. 
 

“I would like to see them do something towards encouraging people maybe financially maybe 
otherwise to get on board with this stuff. There needs to be some incentive to organizations in 
general, to upgrade their sort of internal facilities. It could be things like installing batteries, 
setting up all the switching that would be required. And so I think that that's something that 
could be started, you know, very soon on a trial basis where you'd select a few people to start to 
get to zero emissions.” – Small Business, Suburbs 
 
“There has to be some kind of incentivization for these basically, small businesses, if we're the 
ones who are now going to be aiding with the power supply. The technology is changing, but how 
are they going to incentivize us to be a part of this program.” – Small Business, Suburbs 
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Other Topics 
The discussion wrapped up with asking participants whether they thought Hydro Ottawa cares about 
customers like them. Generally, customers agreed that overall, Hydro Ottawa cares. 
 

“I think they need to, I would like to think that yes, because it takes you know, the whole collective 
to make it happen. So and if it's, you know, civically run, then you know, they are looking out for 
the city, and it's and the dwellers. So my answer is yes.” – Small Business, Downtown Ottawa 
 
“It’s their job to care. Anyone who doesn’t keep their customers happy either spends an awful lot 
of money deal with irate customers or in a monopolistic way, they’ll lose their customers, right? 
I think they still do and of course, focus groups like this is evidence that they want to hear the 
voice of customers.” – Small Business, Downtown Ottawa  
 
“I’d like to believe they do. If we're lucky enough, we care about the quality of the work we do. 
And we hope that in some way, you know, even as a data analyst, I hope in some way I'm moving 
things forward and making a difference. So I've got to sort of extend that leap of faith to the 
people at [Hydro Ottawa], it's an institution, but they're my neighbor down the street, or across 
the way with the various skill sets.” – Residential, Suburbs 
 
“I think collectively, absolutely. But are they going to prioritize my house in a rural area? So at 
the individual level? I think it’s an unfair question. I think that they’re looking after the masses 
and the collective and what is most efficient, and as a consequence there’s going to be some 
individuals that will be on the lower priority list and that’s just the nature of it and we just have 
to accept it.” – Residential, Suburbs 
 

Depending on time, there were short discussions in some groups on how Hydro Ottawa should 
consult with customers on the topics discussed in the groups in the future. The main themes that came 
up were communicating in a way that was clear, simple, and transparent as this would allow complex 
ideas to be translated plainly for the average customer. A few customers mentioned keeping the 
conversation going, taking into consideration the different types of customers, their needs, and 
preferences. 
 
 
 
 
  

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 46 of 500 



 

 

Phase I Appendix.01 - Customer Engagement: Hydro Ottawa 2026-2030 CIR Application Page 25  
Prepared by Innovative Research Group, Inc. | February 2025 Confidential 

 

Appendix 
In all focus group sessions with small business and residential customers, a series of stimulus were 
used to help guide the conversation. The stimulus focused on the following 5 themes: 

1. Service Territory 

2. About Hydro Ottawa 

3. Today’s Electrical Grid 

4. Energy Transition 

5. Tomorrow’s Electrical Grid 

The complete stimulus used in each group can be found below. 

Service Territory 

 
  

Service Territory

Q. Who does Hydro Ottawa
se rve?

A. Hyd r o  Ot t a w a  se r vice s
m u ch  o f t h e  Cit y o f Ot t a w a
a n d  t h e  Villa ge  o f
Ca sse lm a n .

Pa r t s  o f Or le a n s , Ne p e a n ,
a n d  t r a d it io n a lly r u r a l a r e a s
o f Ot t a w a  a r e  se r ve d  b y
Hyd r o  On e .
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About Hydro Ottawa 
 
Residential

 
 
Small Business 

  
 

About Hydro O�awa

Q. Does Hydro Ottawa  gene ra te  e lectricity?
A. Hyd r o  Ot t a w a  Lim it e d  d o e s n o t

p r o d u ce  p o w e r . Ho w e ve r , it Ρs  s is t e r
co m p a n y, Po r t a ge  Po w e r , d o e s  p r o d u ce
p o w e r  t h r o u gh  it s  h yd r o-e le ct r ic d a m s.

Q. How is Hydro Ottawa  funded?
A. All Hyd r o  Ot t a w a  Lim it e d  fu n d in g co m e s  fr o m  r a t e p a ye r s , lik e  yo u .

tت  d o e s n o t r e ce ive  t a xp a ye r  fu n d in g.

Q. Who owns Hydro Ottawa?
A. Cit y o f Ot t a w a

Q. How m uch of re sidentia l bills a re  rem itted to  Hydro Ottawa?
A. 23% fo r  t h e t yp ica l r e s id e n t ia l cu s t o m e r .

About Hydro O�awa

Q. Does Hydro Ottawa  gene ra te  e lectricity?
A. Hyd r o  Ot t a w a  Lim it e d  d o e s n o t

p r o d u ce  p o w e r . Ho w e ve r , it Ρs  s is t e r
co m p a n y, Po r t a ge  Po w e r , d o e s  p r o d u ce
p o w e r  t h r o u gh  it s  h yd r o-e le ct r ic d a m s.

Q. How is Hydro Ottawa  funded?
A. All Hyd r o  Ot t a w a  Lim it e d  fu n d in g co m e s  fr o m  r a t e p a ye r s , lik e  yo u .

tت  d o e s n o t r e ce ive  t a xp a ye r  fu n d in g.

Q. Who owns Hydro Ottawa?
A. Cit y o f Ot t a w a

Q. How m uch of sm a ll business bills a re  rem itted to  Hydro Ottawa?
A. 22% fo r  t h e t yp ica l sm a ll b u s in e ss .
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Today’s Electrical Grid 

  
 
Energy Transition 
 
Residential 

  
 

Today’s Electrical Grid

Energy Transi�on

Some people have been describing the “Energy Transi�on” as a
societal shi� from a tradi�onally high-intensity carbon economy to a
lower or decarbonized economy.

The best way we cut carbon emissions is by shi�ing from fossil fuels
— such as oil, natural gas, and coal — to non-carbon emi�ng energy
sources like nuclear, hydroelectrical (water), wind, and solar, as well
as energy storage technologies.

At the household level, this could include changing the energy source
for a variety of things such as our vehicles, home hea�ng, water
hea�ng, cooking, and other areas where fossil fuels have
tradi�onally played a dominant role.
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Small Business 

 
 
 
Tomorrow’s Electrical Grid 

  

Energy Transi�on

Some people have been describing the “Energy Transi�on” as a
societal shi� from a tradi�onally high-intensity carbon economy to a
lower or decarbonized economy.

The best way we cut carbon emissions is by shi�ing from fossil fuels
— such as oil, natural gas, and coal — to non-carbon emi�ng energy
sources like nuclear, hydroelectrical (water), wind, and solar, as well
as energy storage technologies.

At the firm level, this could include changing the energy source for a
variety of things such as our vehicles, facility hea�ng, water hea�ng,
cooking, and other areas where fossil fuels have tradi�onally played
a dominant role.

Tomorrow’s Electrical Grid < > Two-way energy flow
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Methodology 
Innovative Research Group Inc. (INNOVATIVE) was engaged by Hydro Ottawa Limited (Hydro 
Ottawa) to design, execute, and document the results of its customer engagement, as part of Hydro 
Ottawa’s Cost of Service (COS) Rate Application to the Ontario Energy Board (OEB) for the years 
2026 to 2030.  

The primary goal of the Phase I Commercial and Industrial (C&I) customer interviews was to 
explore customer needs and preferences with regards to the electricity service they receive from 
Hydro Ottawa today as well as into the future. This research is based on feedback from a small 
group of customers and is intended to identify the breadth of opinions to help inform subsequent 
survey design. 

Seven (7) interviews were held among Hydro Ottawa Commercial and Industrial (C&I) customers 
between April 3rd and April 16th via the Zoom videoconference platform. Participants were recruited 
randomly by e-mail, using customer lists provided by Hydro Ottawa. C&I participants received a 
$200 cash incentive as compensation for their time.  

Interview Structure 
The interviews were facilitated by a trained moderator and followed a structured discussion guide. 
All interviews began with a discussion on the customer’s role and their organization as well as their 
interactions with Hydro Ottawa. 

Customers were then asked about their level of satisfaction with Hydro Ottawa’s services, and what 
Hydro Ottawa could do to better serve them as their electricity distributor. The interview went on 
to discuss their needs and expectations from Hydro Ottawa as well as what priorities they thought 
Hydro Ottawa should focus on. 

The latter half of the interview focused on the future of Hydro Ottawa, starting off with the issues 
and challenges that Hydro Ottawa will face in the next decade, and the consequences of leaving 
these issues unaddressed. This part of the discussion also touched upon the willingness to pay. 

Depending on the time and direction of the conversation, the discussion wrapped up with how 
Hydro Ottawa can consult and engage with their customers in the future. 

This report summarizes key findings and offers observations. Respondents' verbatim responses are 
in italics. In general, our approach in reporting is to allow the respondents to be heard as much as 
possible, utilizing representative verbatim comments, offering interpretation and comment where 
necessary. 

Note to the reader: Qualitative research does not hold the statistical reliability or 
representativeness of quantitative research. It is an exploratory research technique that should be 
used for strategic direction only. In qualitative research, the value of the findings lies in the depth 
and range of information provided by the participants, rather than in the number of individuals 
holding each view. 
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Key Findings 
Generally, C&I customers are satisfied with the service from Hydro Ottawa.  

Most customers cite issues with account management, reliability, customer service and 
communication as reasons for dissatisfaction in the past but are currently satisfied with their 
service as they felt Hydro Ottawa has made significant improvements.   

 

Customers want to do their part and expect Hydro Ottawa to take the lead as an 
advisor in the energy transition. 

Many customers expressed the desire to become “greener” but felt Hydro Ottawa’s current offerings 
didn’t support this. Customers want Hydro Ottawa to offer advisory services to help them navigate 
the energy transition. Not only would this involve large-scale innovation to ensure the grid can meet 
the future demand but also the development of tools for customers to better manage their 
consumption.  

 

Leaving issues and challenges unaddressed would have a negative impact across 
various areas.  

Many customers mentioned that neglecting climate action, aging infrastructure, and capacity issues 
could result in unreliable electricity, leading to customer dissatisfaction and distrust in Hydro 
Ottawa. This could also have spillover effects on environmental efforts and economic development, 
as failure to meet customer needs may deter technology adoption and drive organizations to move 
their business elsewhere. 

 

Price increases are necessary, but for customers to be onboard, transparency is key.  

Many customers held the view that while no one likes price increases, it’s necessary to ensure 
system reliability. These customers expect Hydro Ottawa to clearly communicate and illustrate how 
their funds will be utilized to address future challenges, such as improving infrastructure and 
implementing energy conservation initiatives.  
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Hydro Ottawa Today 
Interactions with Hydro Ottawa 
When it comes to interactions with Hydro Ottawa, most commercial and industrial customers 
mentioned interacting with Hydro Ottawa only when there was an issue or concern such as dealing 
with billing issues or inquiring about a power outage. 

Only a few commercial and industrial customers reported interacting with Hydro Ottawa outside of 
addressing issues or concerns. These customers reported engaging with Hydro Ottawa on programs 
and incentives relating to energy efficiency upgrades and energy conservation. 

“Almost extremely minimal [issues]. I mean, the last interaction I had was we were looking into 
adding a ...charging station for vehicles. I filled out the form, and I went through the process. I 
called them, and they guided me onto filling out the form online.”  

General Satisfaction 

Level of Satisfaction 
The discussion moved onto customers’ satisfaction about the service they receive from Hydro 
Ottawa. Most participants expressed satisfaction with their overall service, even customers who had 
poor experiences in the past. When asked to elaborate on the reasons for their satisfaction, these 
customers brought up the reliability of their electricity service, customer service, and Hydro 
Ottawa’s efficiency in managing power outages. Participants whose poor experiences didn’t impact 
their overall satisfaction of Hydro Ottawa mentioned lack of account management and 
communication as reasons for dissatisfaction in the past.  

“I’d say right now, very satisfied. The service has improved significantly since the issues that 
they were having three four years ago. We rarely have outages at our office, and we find out 
pretty quickly now when they're gonna happen. That was the main concern for us because 
every time we had a big unplanned outage, our servers were going down and we couldn't 
operate, especially during COVID. They've been pretty reliable, and customer service has been 
good. I haven't had any significant issues except maybe when their team came to cut some 
trees at the back to clear some lines and they just left the branches on the ground. That's the 
only issue I had with them lately.”  

There were a few participants whose past experiences impacted their view of Hydro Ottawa 
immensely, leading them to feel very dissatisfied. These customers expressed disruptions in their 
operations and financial loss as reasons for dissatisfaction.  

“My overall view of Hydro Ottawa is pretty poor. I bought an industrial building almost three 
years ago now. To go through the process with the engineer, and my electrical company, and to 
install the new transformer that we needed basically took 18 months.”  
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Opportunities for Hydro Ottawa to better serve its customers 
When asked how Hydro Ottawa could serve them better, participants often mentioned common 
areas for improvement such as reliability and customer service. A few commercial and industrial 
customers operating outside of downtown Ottawa experienced more power outages and felt this is 
an area that Hydro Ottawa could improve while others mentioned that although Hydro Ottawa has 
good reliability, it should stay on top of maintaining the grid to prevent or reduce future outages.  

“It’s surprising how many outages we have for how close we are to a power hub. It seems a 
little better in the past six months, but before that we could potentially count one every other 
month…it’s not that they’re bad [on reliability], but it should be maintained.” 

Some customers mentioned customer service needed to be improved. These customers mentioned 
that Hydro Ottawa could serve their organization better by ensuring inquiries were handled in a 
timely manner and staff were knowledgeable.  

“Well, I try not to but if I have to [call], I'll pick up the phone call and wait on hold forever until 
I reach someone. But I have to say we don't have very many problems with Hydro.” 

In addition, customers expressed how Hydro Ottawa could play a role in implementing and 
communicating programs, rates and plans to support commercial and industrial customers in 
adopting technology and becoming more energy efficient. These customers want to do their part in 
helping the environment, however, the lack of programs and initiatives for businesses 
disincentivized them to make extensive upgrades and/or adopt new technology. Many of these 
customers mentioned that having similar residential programs for businesses would incentivize 
organizations to make their buildings greener and allow them to play their part. Furthermore, this 
would involve Hydro Ottawa to act as an advisor in helping organizations make personalized and 
informed energy-related decisions.  

“They have smart meters put in place a couple of years ago, and they're all not fully utilized in 
terms of allowing [for improved data sharing], and seeing the benefits of the data coming from 
them. There's some data that could be brought in from the smart meters that could be 
beneficial within an application that would allow people to understand what their energy 
usage is and their time of day and usage.” 

“The focus for us would be being more efficient in our use of the electricity, and anything Hydro 
Ottawa could do to help us do that would be awesome. Again, whether it's through studies or 
through subsidies to upgrade equipment, that sort of thing would be extremely useful, because 
we believe that we need to do our share to fight against climate change.” 

 

Needs and Expectations 
In discussing needs and expectations, customers typically brought up topics from the earlier 
discussion on how Hydro Ottawa could better serve their organization. Common mentions include 
reliability and customer service, however, participants also touched upon price and value for 
money, innovation, and infrastructure investments.  
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Reliability 

Most customers held the view that reliability is something they expect Hydro Ottawa to focus on as 
their main role is to distribute electricity. They stressed the importance of having consistent power 
supply and prompt restoration times in the event of outages – a job many participants think Hydro 
Ottawa is doing a good job of.  

“When we do have outages, it's usually fixed so quickly. So yeah, no effort when it comes to the 
servers, I really don't have anything bad to say.” 

One participant expressed that reliability is mandatory for their organization as the consequences of 
long-term outages would be dire. This is an area where the customer felt Hydro Ottawa should not 
compromise and should work to continuously improve the grid to ensure resilience against extreme 
weather. 

“We have critical life support systems here. Like, worst thing that could possibly happen is, if 
there's a huge blowout and they didn't have the good infrastructure…they're lacking the labor 
to repair things, they don't prioritize well or they don't have the resources to get to us quickly 
enough. If our generator runs out, let's say we don't get gas on time, these life support systems 
could all go down. And we arrived in a critical emergency where now we're evacuating 
hundreds of people, hospitals are overloading them, or the life support systems stop and people 
will die.” 

Customer Service 

Similar to reliability, customers expect customer service to be similar to what you’d expect from 
other service providers. Generally, participants don’t expect Hydro Ottawa to respond to their 
inquiries immediately but mentioned that the response should be timely as unresolved issues or 
requests can impact their organization’s bottom line.  

“They should have a human that you could call. And I think that's probably an answer that you 
hear in every single research. Thing that you do with businesses is that you need a person to 
call, because you don't always know which button to press on the menu and then whatever 
when you're calling the general hotline. We're a larger account…like the form for the 
electricity rebate. Like, it's a very simple, like, I think there's five fields to fill out, but until you 
know where to go get it and where to send it, who needs to sign within the company, what 
number needs to be on there?” 

A few participants mentioned the need to improve communication when it comes to outages. While 
they noted that Hydro Ottawa is proactive in communicating outages, the area for improvement lies 
in restoration time estimates as this would aid customers in deciding their next steps when 
experiencing outages.  

“By and large, I think the few outages we've had, they were pretty good at remedying 
those…we've been very happy with their repair and the maintenance staff. Where [Hydro 
Ottawa] is a bit weak I find is notifying the specific clients.” 

Some participants mentioned the need for Hydro Ottawa to play a role in providing advisory 
services. These customers feel Hydro Ottawa is the best positioned to take on the role of an advisor 
rather than a third-party organization. This would involve having knowledgeable staff who can (1) 
educate their organization in areas such as reducing energy consumption and adopting alternative 
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energy options, (2) consult on programs or initiatives available and (3) provide a personalized 
experience.  

“I can see how they could use the technology to analyze, let's say, our bills for the last five years, 
and say, ‘Okay, you guys have a 20,000 square foot surface … you're using that much electricity 
… that's not the standard’. When they [Hydro Ottawa] look at all their clients, and they're 
crunching the data, they can say, ‘Wow, you guys are really heavy users of electricity … there's 
got to be a problem’, and identify these locations that are a bit weird … and then having an 
individual [advisor] take those red clients. And then you tell [the rest], good for you, you're a 
green." 

Price/Value for Money 

Overall, customers believe they receive value for money for the services they pay for.  A few 
customers, in the non-profit, residential development and property management space, mentioned 
that it was important that Hydro Ottawa keep the cost of electricity reasonable. These customers 
were on the smaller side among commercial and industrial customers, and therefore, had limited 
resources compared to larger customers.  

“Keeping costs under control for sure.” 

Innovation 

Conversations on innovation were limited as customers often referred to innovation from an 
infrastructure standpoint rather than technological innovation. One participant mentioned the need 
to expand self-service options and real-time access to energy usage for organizations through the 
website or an app as this would allow customers to better manage their account(s) and have better 
control of their consumption. 

“If you had the better backend in terms of knowing what your physical real numbers are, and 
what physically is happening, then you could apply it to what they have…because right now, I 
don't really know if I'm using that much [electricity] or not. As I go out and take start taking 
meter readings and doing stuff myself, well, that information is right there now because the 
Smart Meter provides it so well that you could leverage it. And you can query data, you can do 
all kinds of stuff with it. Like a person that's a diabetic, you put that thing in your arm to scan 
yourself every day. And you can see what your blood sugar is, or what were your primetime is, 
were you having high or low blood sugar, you can apply that in terms of electricity and notice 
where your users are your best time of day, what's not happening appropriately, what is and 
where you can do better. Doesn't necessarily need manpower other than the startup to develop 
the app to leverage what they already have. Make it real time.” 

Infrastructure Investments 

To ensure that the grid is resilient, customers expect Hydro Ottawa to harden the system. This 
involves making investments in maintaining, improving, or replacing current infrastructure. Some 
customers suggested that Hydro Ottawa set a priority list and work on areas that need upgrades 
first. 

“…Making sure they have the infrastructure that is reliable.” 
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Preferences 
When asked the top 3 priorities Hydro Ottawa should focus on, commercial and industrial 
customers typically mention reliability, communication, and innovation unaided.  

Reliability 

Unsurprisingly, the top priority for customers is ensuring reliability. While most customers felt that 
Hydro Ottawa provided reliable electricity, they expressed that outages, especially prolonged 
outages, impact their operations and ultimately, their bottom line. Customers want Hydro Ottawa to 
harden the system by maintaining and replacing infrastructure, making it resilient to events such as 
blackouts and extreme weather.  

“Consistency and reliability and power supply.” 

Communication 

Customers noted a range of areas Hydro Ottawa should focus on regarding communications. A few 
customers expressed that Hydro Ottawa should prioritize communications from a customer service 
perspective. These customers mentioned that it is crucial for customer service to be knowledgeable 
so that they can provide customers with accurate information or transfer the customer to the 
correct department to support them with their issue or concern. 

“Be credible, you know, people [customer service employees] who actually know. And if you 
don't know, say you don't know. And again, keep your commitments and your promises. If 
someone's going to call you back, make sure someone calls you back.” 

From an advisory standpoint, most customers want Hydro Ottawa to prioritize what and how they 
communicate to customers in areas such as energy consumption reduction, technology adoption 
programs and incentives. The key theme we heard was customers wanted a more personalized 
communication approach rather than receiving communications that weren’t relevant to their 
organization. Most customers mentioned email as the best channel of communication and suggested 
Hydro Ottawa could provide a link redirecting them to the website or a telephone number to call if 
they were interested in learning more. 

“Having programs to help facilitate heavy duty EVs, and not just for myself, but for the end user 
as well. It's the end user that's going to require it.” 

Innovation 

As Canada is transitioning towards electricity and alternative energy sources, many customers feel 
that Hydro Ottawa should prioritize large scale innovation that can accommodate this change. This 
not only involves ensuring the grid has capacity to support the increasing demand, but also ensuring 
infrastructure is in place to support that demand.  

“EV chargers are such a great current example where there's a lot of encouragement, there's a 
lot of, you know, like a push to implement. There’s also this justification for [Hydro Ottawa] to 
upsize their infrastructure and to kind of go after their own funding and stuff. I feel like they 
are well positioned to kind of manage that.” 

In contrast, customers also want to see innovation on the customer level. A few customers 
expressed wanting to better manage their consumption, suggesting Hydro Ottawa develop a tool or 
app that allows customers to access their consumption in real time as well as historical data. A few 
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customers mentioned it would be neat to incorporate AI to personalize the experience by providing 
tips and programs for that organization based on their usage data.  

“Better apps or better control of using online billing…the online management of your accounts, 
and physically seeing what your usages are everything in real time. Stuff like that, where once 
you're aware of what you're using and how you're using it.” 
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Hydro Ottawa Tomorrow 
Future Challenges 
When asked about the emerging issues or challenges that may impact the services that Hydro 
Ottawa provides, the most common mentions include climate action, customer service needs, aging 
infrastructure, and capacity constraints. 

Climate Action 

Many commercial and industrial customers posed the increasing number of extreme weather events 
as a challenge that will impact Hydro Ottawa services. As these events are inevitable, steps taken to 
improve the resiliency of the grid and harden the system will be beneficial in the long run as it will 
reduce the number of customers impacted in the event of extreme weather.  

“Climate resiliency. It keeps happening, and we keep having tornadoes in Ottawa. Snow, ice 
storms that are likely going to happen if the climate is warmer, we're going to see more zero 
temperatures instead of -20. And that's going to bring ice storms, and all sorts of issues related 
to that.” 

Customer service needs 

As we move toward electrification, a challenge Hydro Ottawa will face is customers’ growing 
demand to obtain information and how to disseminate this information. This involves information 
communicated through digital channels such as through email or website but also in-person. In 
addition, there exists a demand for a personalized service from customers as it pertains to their 
energy needs and preferences.  

“Sometimes some of the things that we see apply more to residential businesses. I don't know if 
Hydro Ottawa looks at their large accounts where they say, ‘Hey, what about this account? 
That's spending $20,000 a month maybe that's a business, let’s target those people with 
specific advertisements or specific type of marketing.’” 

Aging Infrastructure 

To ensure reliability of the electricity grid and minimize costly reactive repairs, Hydro Ottawa’s 
aging infrastructure requires proactive maintenance. This involves focusing first on high priority 
areas or infrastructure that require repairing or replacing.  

“I would assume that they would, they would replace the equipment in a timely manner, you 
know, like, not wait till they actually collapsed. And they'd be proactive in upgrading it and not 
just be reactive, in terms of how much money or percentage of money they should spend on 
this. I assume that they have some components that are aging and vulnerable, and that they 
would have some sort of system to determine. I mean, one thing that I hope that they have is 
that set, it's a system that allows them to determine which components are in the red, orange 
or yellow, you know, and ensure that they dedicate enough money to address at least the 
reds…you know?” 

Capacity Constraints 

With increasing population growth in Ottawa and the shift to electrification, many customers posed 
the question of whether there will be enough capacity to meet the demand of the future. To 
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accommodate the city's evolving needs, this involves (1) the need to expand capacity and (2) to have 
appropriate infrastructure in place to distribute the electricity. 

“Well, to me, I mean, you got the light rail right now that's going to use an enormous amount of 
powers. And I'm assuming that Hydro Ottawa is supplying that power. How is that going to 
impact on our business? Will we get more downtime … in the summer with all the ACs, the 
train, businesses [consuming electricity]?” 

“I think capacity. I think we're going to run out of electricity, especially if we have all these 
electric vehicles going around…there's going to be a gap there that needs to be filled. So, 
increase capacity… if we don't have enough supply, we’re going to have breakdowns all the 
time that jeopardize the system.” 

 

Impact of Leaving Challenges Unaddressed 
On the topic of the consequences that Hydro Ottawa would face leaving challenges unaddressed, the 
top mention was unreliable electricity service which in turn would lead to customer dissatisfaction 
with Hydro Ottawa. Although customers feel electricity prices are higher in Hydro Ottawa, 
compared to other jurisdictions like Quebec, most feel they receive value for money for the service 
they receive. However, if customers experience more outages but are facing increasing electricity 
costs, this may impact their perception of the utility.  

On a larger scale, not addressing identified challenges could lead to negative environmental and 
economic outcomes. For one, if Hydro Ottawa cannot meet customers’ needs in terms of providing 
information, offering incentives and programs, and acting as an advisor, customers may not be 
incentivized to adopt alternative energy or make energy efficiency upgrades. Furthermore, this can 
drive organizations to move their businesses to other jurisdictions where (1) electricity is more 
reliable, (2) the increase in electricity costs is evidenced by the innovation and actions the utility is 
taking to improve and harden the grid, and (3) the utility supports commercial and industrial 
organizations in the energy transition.  

“I think it's gonna be you know, grid breakdowns and power outages. And again, I lived in 
countries where they have blackouts regularly for a few hours during the day, and that is not 
pleasant. And I think Canadians are not used to that. So, I think public opinion would backlash 
if that happened. You know, I don't have a lot of faith in governments taking the rap for 
anything. If we started having breakdowns in first world cities like Toronto, or Ottawa, or any 
big cities in the province, people are going to freak out. It's just like cell phones; every time we 
have a cell phone outage the world and people freak out. Electricity is one of them, especially in 
the winter.” 

When asked about willingness to pay for electricity so that Hydro Ottawa can address future 
challenges and issues, almost all commercial and industrial customers held the view that although 
no one likes price increases, they understood that increases were necessary to ensure the reliability 
of the electricity, tackle environmental issues, and continuously innovate to meet the demand of the 
future.  

However, these customers expressed that to get customers on board with price increases, Hydro 
Ottawa needed to be clear, transparent, and proactive in terms of communicating and executing 
their plan. These customers expect Hydro Ottawa to explain how their dollars would be used to fund 
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projects such as improving or maintaining infrastructure and energy conservation or technology 
adoption programs to benefit customers now and into the future. 

“Everything's expensive. Unfortunately, everything's gonna go up no matter what. There are 
costs to electricity. And we have to do it. So, while I don't like high costs…I understand where 
it's required in order to do what we need to do. And that's what a lot of consumers don't 
understand that you can cut back, but then you're not gonna have the support necessary when 
there isn't a storm or when there are rare things, if we don't have the capability, the tools…or 
backups of our systems to make sure that we have something in place to support us. And I think 
that's something that they're trying to solve [in the] long term, I believe.” 
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Other Topics 
Depending on the length and direction of the interview, the interviewer gave a high-level 
explanation of the customer engagement process and inquired on the types of engagement 
customers would be interested in. In these conversations, customers were pleased with the 
different engagement options available and expressed interest in participating in these activities. 

A few participants mentioned that having an in-person or online conference where individuals 
responsible for managing their organization’s electricity bill can attend and learn from Hydro 
Ottawa as well as their peers would be helpful.  

 
“Maybe it's seminars, and if they are really targeted to our type of organization, I would be 
interested in participating in some sort of seminar or conference where they would talk about 
this. If it's clear that there's some benefit to us I would definitely be interested and I know 
others would be too. Something educational where after the event, they can make resources 
available so that you can contact them or redirect people to a website, or I have an expert that 
is available for detailed conversation.”  
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Methodology 
Innovative Research Group Inc. (INNOVATIVE) was engaged by Hydro Ottawa Limited (Hydro 
Ottawa) to design, execute, and document the results of its customer engagement, as part of Hydro 
Ottawa’s Rate Application to the Ontario Energy Board (OEB) for the years 2026 to 2030.  

The primary goal of the Phase I Key Account (KA) customer interviews was to explore customer 
needs and preferences with regards to the electricity service they receive from Hydro Ottawa today 
as well as into the future. This research is based on feedback from a small group of customers and is 
intended to identify the breadth of opinions to help inform subsequent survey design. 

12 interviews were held among Hydro Ottawa Key Account (KA) customers between March 26th and 
April 26th via the MS Teams platform or telephone. Participants were recruited by e-mail, using Key 
Account lists provided by Hydro Ottawa. 

Interview Structure 
The interviews were facilitated by a trained moderator and followed a structured discussion guide. 
All interviews began with a discussion on the customer’s role and their organization as well as their 
interactions with Hydro Ottawa. 

Customers were then asked about their level of satisfaction with Hydro Ottawa’s services, and what 
Hydro Ottawa could do to better serve them as their electricity distributor. The interview went on 
to discuss their needs and expectations from Hydro Ottawa as well as what priorities they thought 
Hydro Ottawa should focus on. 

The latter half of the interview focused on the future of Hydro Ottawa, starting off with the issues 
and challenges that Hydro Ottawa will face in the next decade, and the consequences of leaving 
these issues unaddressed. This part of the discussion also touched upon willingness to pay. 

Depending on the time and direction of the conversation, the discussion wrapped up with how 
Hydro Ottawa can consult and engage with their customers in the future. 

This report summarizes key findings and offers observations. Respondents' verbatim responses are 
in italics. In general, our approach in reporting is to allow the respondents to be heard as much as 
possible, utilizing representative verbatim comments, offering interpretation and comment where 
necessary. 

Note to the reader: Qualitative research does not hold the statistical reliability or 
representativeness of quantitative research. It is an exploratory research technique that should be 
used for strategic direction only. In qualitative research, the value of the findings lies in the depth 
and range of information provided by the participants, rather than in the number of individuals 
holding each view. 
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Key Findings 
Generally, key account clients are satisfied with the service from Hydro Ottawa.  

Most key account clients commend Hydro Ottawa for its excellent customer service, reliability, and 
proactive efforts in addressing their needs. Key Account customers express high satisfaction with 
their Key Account Representatives, noting that among organizations dealing with multiple utilities, 
Hydro Ottawa stands out as the best in Ontario and even across Canada. However, some clients have 
raised concerns about power quality issues, a lack of flexibility in implementing solutions, and 
limited transparency regarding pricing. 

 

Reliability, communication, and innovation are highlighted as top priorities. 

Most key account clients value Hydro Ottawa's reliable electricity service but stress the importance 
of maintaining it during expansions and in areas with occasional outages. They emphasize the need 
for agility in adopting new technologies and proactive support in the energy transition. Clients also 
seek partnerships to implement innovative solutions and leverage data analytics to improve energy 
efficiency and consumption. 

 

Key account clients expect Hydro Ottawa to take the lead as an advisor in the energy 
transition. 

Key account clients want to be actively involved in the upcoming decision-making process, 
recognizing their significant stake in the decisions ahead. They seek deeper engagement and 
enhanced advisory services to navigate the energy transition, which they view as a major challenge 
for Hydro Ottawa in the coming decade. These clients expect Hydro Ottawa to take a proactive 
approach by (1) expanding capacity, (2) ensuring grid protection in the energy transition, and (3) 
Providing proactive forecasting to understand future demand. 

 

Price increases are acceptable, so long as transparency and value are maintained. 

Most key account participants expressed openness to paying higher electricity costs if they receive 
enhanced services aligned with their business needs, specifically proactive sustainability support, 
innovative financing options, and improved infrastructure resilience. They emphasized the 
importance of fully understanding the additional benefits before making a final decision on rate 
increases. 
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Hydro Ottawa Today 
Interactions with Hydro Ottawa 
When it comes to interactions with Hydro Ottawa, key account clients mostly interact with Hydro 
Ottawa through their key account manager and in various ways depending on their role within the 
organization. Most mentioned having quarterly or biannual meetings with Hydro Ottawa to discuss 
their electricity bills, grid capacity for expansion, energy efficiency programs and incentives. They 
rely on Hydro Ottawa for various services including information, energy rebate applications, and 
assistance with maintenance and construction projects. 

“They schedule meetings, they meet with me, they let me know about the incentive, they're 
doing a really good job. They booked those meetings.”  

“We meet formally quarterly with [KEY ACCOUNT MANAGER], and his team. We talk about a 
lot of the things that you discussed in the preamble. And then also we meet ad hoc about other 
things. We’ve looked at things like electric boilers, EVs, charging stations. They provided us 
with a large incentive many years ago, and so we've had ongoing conversations about that. I 
would say very positive relationship.” 

 

General Satisfaction 
Current Level of Satisfaction 
Overall, the satisfaction with the service from Hydro Ottawa is generally high among the key 
account clients. They appreciate the communication, reliability, and proactive approach of Hydro 
Ottawa in addressing their needs and providing support. Some clients have had great experiences 
and interactions, especially in terms of communication and partnership on initiatives like 
decarbonization and energy efficiency. Most see Hydro Ottawa as the preferred utility provider 
compared to other utility companies. 

“Yeah, very good service. Very responsive. I would say among all the utility providers, Hydro 
Ottawa comes top of the list. It's like Hydro Ottawa partnering with us, coming up to us with 
initiatives, with solutions, with the way forward. They're always proactive and they're always 
there to assist.” 

“I worked with them closely on the incentives and the development of the deep retrofit 
accelerator initiative. Because when I say closely, I'm not taking any credit, we are in 
somewhat constant communication around those types of initiatives. And I like that they're 
thinking that way, as an organization that they're thinking about the future of how they're 
going to support organizations in this move to one acknowledged decarbonization.”  

Some participants highlighted opportunities for simplifying incentive programs to align more 
closely with other utility providers. While many key account customers expressed satisfaction with 
staff-level interactions, they also identified potential for improved collaboration at senior 
management levels. 

“I think a number of initiatives that could have gotten started got derailed, and that has sort of 
percolated, now, we're still dealing with the fallout of that. At the staff level, I would say I'm 
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happy with their relationship, and I recognize that there are limitations with their capacity 
because of the labour disruption.” 

Additionally, one participant noted that addressing occasional power bumps and related power 
quality issues could help prevent equipment damage and associated costs. 

“We have a lot of power bumps and outages, mostly bumps. And we have damaged equipment 
as a result of that. So our most recent power month, [DATE], costs us about $25,000 in repairs, 
and that's not counting time that people had to spend resetting equipment, etc. That's just 
strictly dollars for repair.”  

 

How Hydro Ottawa can better serve its customers 
When asked how Hydro Ottawa could serve them better, most mentioned the need for more 
efficient and streamlined processes. While they recognize and appreciate the efforts of key account 
managers, some expressed a desire for faster progress and more flexible procedures, particularly in 
addressing their needs during emergencies. 

“But I have asked for solutions, I said, is there somebody who can come and look over the site 
and tell us is there something we can do to help ourselves like (reducing the power 
interruptions), and I haven't gotten that response.” 

“Well, so simplicity of the paperwork or a lot of the bigger companies will be willing to hire 
consultants to do it.” 

Additionally, some highlighted the need for enhanced communication and transparency, such as 
providing better access to utility data, clearer billing explanations, and more transparent pricing 
and decision-making processes. A few emphasized the need for more proactive engagement, 
personalized assistance, and program recommendations. One suggested providing more granular 
data, such as minute-by-minute usage data, could empower organizations to optimize their energy 
management strategies effectively.  

“So right now, I think we can get hourly data. As crazy as it sounds, getting minute by minute 
data would be nice. There are certain things that you just can't quite figure out what's going on 
without the minute-by-minute data.” 
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Needs and Expectations 
When addressing needs and expectations, key account clients generally revisited subjects 
previously discussed regarding how Hydro Ottawa could better serve their organization. Reliability 
and power quality, communication, and customer service are commonly mentioned. They also 
addressed the importance of social commitments and value for money.  

Reliability 

While most key account clients believed Hydro Ottawa met their expectations in terms of reliability, 
some say they rely on Hydro Ottawa to provide consistent and reliable service to support their 
operations, especially during severe weather events. They view Hydro Ottawa as a partner and 
expect open communication and proactive measures to address any electrical disruptions promptly. 

“Affected by the derecho. They were affected just before the holidays, like December 2022, there 
was a big storm and stuff like that. So we in that one particular community, we have definitely 
had prolonged power outages.” 

“The labs that we run as well are very important and safety concerns as well like, and some of 
the research that goes on for years with ice cores and with other chemicals, we have to make 
sure that we're keeping up that and along with our dining services…. And those people have to 
eat. And if we lose power in the middle of winter and can't heat and can't feed them, we've got 
a huge problem on our hands.” 

Customer Service 

Most key account clients appreciated good communication and responsiveness from Hydro 
Ottawa's key account managers. Some had concerns about inefficiencies, such as delays in getting 
tasks done and slow response times for quotes or requests for information. Additionally, they 
expect greater proactivity from Hydro Ottawa in terms of reaching out with initiatives and 
solutions, as well as providing transparent information about programs and prices.  

“But sometimes, when we make requests, certainly on the data side or the metering side, I find 
it's surprisingly difficult sometimes for the staff at Hydro Ottawa to answer the question. And it 
gives me a sense that maybe there are some difficulties to work with legacy systems that they 
have in place at Hydro Ottawa.” 

A few express a willingness to collaborate more closely with Hydro Ottawa to improve energy 
efficiency and implement energy-saving initiatives. Specifically, one suggested that Hydro Ottawa 
conduct energy audits and provide support for programs aimed at energy improvements. 

“We do have a lot of energy improvements going on. And we also have energy audits, and we 
also plan. But it will be good if the utility providers themselves could do the walkthrough, 
conduct the audits. If we can get that support from you to improve our program...” 

Community Investment 

One customer expressed a desire for a shift in how investments are made in the community, 
suggesting that the focus should move away from charity-driven initiatives and instead prioritize 
investments that directly benefit and engage the community. They emphasized the opportunity for a 
more strategic, long-term approach to community development, aiming for lasting impact rather 
than short-term relief. 
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“I would love to see them investing in the community in a different way. Not that you don't raise 
an issue, I have nothing against me that way. But I think they have such an opportunity in this 
community to invest in things that are directly in the community, more of an investment focused 
rather than charity focus that could do.” 

Preferences 
When asked the top three priorities Hydro Ottawa should focus on, reliability, communication and 
innovation were commonly mentioned by key account clients. 

Reliability 

Reliability of electricity emerged as the top priority from key account clients. While most noted 
having a reliable electricity service, some expressed frustration about frequent power interruptions 
and have concerns about the grid's capacity to handle decarbonization efforts in the future. They 
emphasized the importance of maintaining reliability during expansions and in areas experiencing 
occasional power outages.  

“One of the big ones is making sure that we're going to have enough power when we expand. 
We already are in communication with them. Let's say, we're building a brand-new large 
building on [LOCATION]. What does that mean for Hydro Ottawa?" 

One customer emphasized the importance of keeping up with metering, renewal, and maintenance 
in particular replacing outdated, analog meters with digital ones, while another customer stressed 
the need for reliability to drive long-term progress. 

“They have to really come to re-enter and calibrate our meters. And if there are meters that are 
for replacement, they should be replaced. I have meters that are analog, they're not digital. And 
that's a problem, I don't want anything of that vintage here, I need to have the best metering 
possible. Imagine I have 165 tenants, I have to charge them, if they receive the meter feed from 
Hydro Ottawa is not reliable, then my bill is not going to be reliable for the tenants....” 
 

“We need to remain competitive from a reliability side of things. We don't want to jeopardize 
that. The second would be reliability, and not reliable in the electrical sense. But the word I 
guess, would be consistency in terms of policy and development. So if they're going down this 
route, and this is a broad criticism of politics and government and that sort of thing, but the 
biggest issue we have with carbon is the lack of consistency.” 

Innovation (Adaptability and Collaboration for Energy Transition) 

Most participants suggested Hydro Ottawa should be nimble and adaptable to new technologies and 
ideas, particularly those related to energy transition and conservation. Some expressed a desire for 
more innovative solutions to support decarbonization efforts, including grid modernization and the 
adoption of renewable energy sources like solar panels and heat pumps.  

“I think they have to be more and more nimble with new ideas and new technology... I think that 
with some of this stuff [is] coming on pretty quickly. …. We’re not installing knob and tube wiring 
anymore. So, I think just kind of being a little bit more open to different strategies.” 

A few participants underscore the importance of leveraging data analytics to enhance energy 
efficiency and consumption monitoring. They advocated for Hydro Ottawa to provide deeper data 
analysis services, highlighting the need to understand consumption patterns and detect anomalies 
to support energy conservation efforts. They also emphasize the potential benefits of creating 
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heatmaps to compare building energy consumption, noting that this could aid in identifying and 
addressing inefficiencies. 

“I think we have a lot of data, for sure. But we don't analyze the data as well. If we have a 
partner, like, I mean, of course, we have contractors, but, let's say Hydro Ottawa can also 
provide a service, we dive deep. And then we say, what's the data telling us? That would be kind 
of very helpful.” 

Communications and Customer Service 

Even though most participants are satisfied with the communication and customer services 
received from Hydro Ottawa, they still prioritize communication as one of the three key areas for 
improvement. They hope that Hydro Ottawa will continue to maintain their current level of 
customer service and act proactively to meet their needs. Some participants emphasized the 
importance of regional-specific programs and communication to address evolving needs related to 
decarbonization.  

“There's a bunch of concern around grids capabilities to handle decarbonization efforts. 
Knowing that they are able to handle that and communicating that to the broader community 
would be useful….” 

A few highlighted the need for improved communication processes to explore opportunities for 
power sharing at various community levels, including across municipalities. They also highlighted 
the importance of establishing a communication protocol between buildings and the local utility to 
support initiatives like vehicle-to-grid chargers and battery storage, which can help reduce peak 
demand. 

“I think there's a ton of opportunities that are gonna come up for power sharing on a 
community level or across the entire city or municipality... Like vehicle to grid chargers, and 
there seems to be lots of opportunities for battery storage and ways to reduce peak demand 
and stuff like that. But it definitely requires some form of communication protocol between the 
buildings themselves and the local utility. And there's been no discussion about that.”  
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Hydro Ottawa Tomorrow 
Future Challenges 
When asked about the emerging issues or challenges that may impact the services that Hydro 
Ottawa provides, the most common mentions include energy transition, capacity constraints, aging 
infrastructure, and customer service needs. 

Energy Transition 

Most key account participants mentioned energy transition is a big challenge for Hydro Ottawa in 
the next decade, particularly in meeting greenhouse gas emission targets and supporting 
electrification initiatives, such as the adoption of electric vehicles. A few mentioned this transition 
requires upgrading electrical services in existing buildings to support decarbonization efforts, 
including designing infrastructure to accommodate future energy demands.  

“So definitely, upgrading services to existing buildings. We know that's going to become a key 
issue. An interesting little conundrum that we've come across on the new construction side is 
we're designing buildings that maybe aren't fully decarbonized day one, but we want them to 
be sort of net zero ready. Which means we're trying to design the electrical infrastructure for 
what we know will be the full load in the future.” 

There is also a demand for innovative solutions like two-way EV charging, although there's a 
perception that Hydro Ottawa is not sufficiently engaged in these areas. Additionally, competition 
from other energy providers, like Enbridge, who offer attractive incentives, poses a challenge for 
Hydro Ottawa to remain competitive and provide cost-effective incentive programs for solar energy 
and other initiatives. 

“So instead of hydro, or we're coming up front and really come up with incentives, then you got 
companies like Enbridge, trying to put a lucrative plan to do the actual incentive that hydro 
could be offering to clients.”  

Capacity Constraints 

With the increasing demand for electrification, economic activities, and the transition to electric 
vehicles and heat pumps, there are concerns about whether the current grid capacity can meet 
future requirements. This involves the need to (1) expand capacity, (2) ensure grid protection 
during the energy transition, and (3) understand future demand through proactive forecasting. 

“My concern right now is the demand in the city and the electric cars. I'm not against electric 
vehicles, I think they're wonderful. But it's a huge demand on the grid, and it's affecting 
Canada. We are getting brownouts in the middle of summer when people are charging their 
cars and the AC is on full pin … Yeah, this is a big concern. Is there enough support? Is there 
enough power? That's probably my biggest concern other from the power quality.”  

“Well, electrification is huge. EV, as a huge part of it. And again, if we start converting all our 
buildings from natural gas to heat pumps and ground source heat pumps, somebody's going to 
have to build 10 nuclear plants somewhere, just for the eight-week period in the middle of the 
wintertime… so they've got to come to the table with them controlling our heating systems. 
We’ve put in a couple sample sites, where we've got a heat pump with natural gas backup, and 
if they're controlling it, they're protecting the grid, they're protecting the distribution system. 
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So they've got to have pricing schedules that make that attractive to us. To help us they have to 
have the ability to push that out.”  

Climate Action 

A few participants emphasized the need to adapt to climate change impacts while ensuring the 
reliability and resilience of the grid. They expressed their concerns about the aging infrastructure's 
ability to withstand extreme weather events, with the need for infrastructure hardening and 
reliability improvements. A few highlighted the necessity of considering undergrounding power 
lines to mitigate weather-related disruptions, although the significant cost implications of such 
measures pose practical challenges. 

“One of the last major events, I think it was the derecho, and there's been a lot of pressure for 
them to put their lines underground, but that's in the billions of dollars. And it's not something 
that is realistic. That’s what I want to understand, particularly as we start to electrify and 
move to a greener system. What are their redundancies? And how do they help assure 
reliability of their infrastructure 

Customer Service 

As we progress towards electrification and decarbonization, one of the challenges Hydro Ottawa 
will encounter is meeting customers' increasing demand for information and effectively 
disseminating this information. Some participants recommended that Hydro Ottawa take a more 
proactive approach and arrange more frequent meetings to guide key account clients through 
energy transitions and streamlining processes related to renewable energy installations. Another 
suggestion is to improve communication and engagement with major customers regarding system 
planning, capacity investments, and opportunities for load sharing or microgrids.  

“We were pushed to put in cogens. But now the market of cleaner energy is pushing away from 
that. So looking at our future, we're not getting rid of them anytime soon. But what are we 
going to replace them with? Yeah, what was our central plant gonna look like in 15 years? And 
how do we get our buildings ready for low temperature hot water over the next 15 years? So 
that when we put in a low temperature hot water, let's say a geothermal system in our central 
plant, are we ready at the building level?” 

Willingness to Pay 
When asked about willingness to pay for electricity so that Hydro Ottawa can address future 
challenges and issues, most key account clients expressed openness under certain conditions. Some 
indicated they would consider paying more if they received enhanced services and value aligned 
with their business needs, such as proactive support to meet sustainability targets, innovative 
financing options to make upgrades more affordable, and improved infrastructure resilience. 

However, the potential cost implications of enhanced services were unknown. A few suggested they 
would need to understand exactly what additional services and benefits they would receive in 
exchange for higher rates before making a final decision. 

“Right now we got 2.5 percent this year for an increase. And if Hydro Ottawa as a portion of the 
utility bill goes up by 15%, then we're going to have to make cuts in other places. We've also got 
to see value for money when we're doing stuff” 
 
“If there was a value to the business, yes, absolutely [we’d pay more].”  
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Other Topics 
The discussion wrapped up with participants offering insights on how Hydro Ottawa should engage 
with them moving forward. It was suggested that Hydro Ottawa should offer enhanced advisory 
services that are proactive and tailored to specific business challenges, demonstrating a deep 
understanding of each customer's unique needs, including navigating incentive programs and 
meeting certification requirements. 

There were a number of participants suggesting that Hydro Ottawa engage with all key account 
clients through regular meetings or sessions, both virtually and in-person, to foster meaningful two-
way dialogue and networking among stakeholders. 

“We could … set up a special advisory group for all of our key accounts, quarterly sessions, and 
four meetings a year, we're going to build an audit into that to help you meet your carbon 
reduction, but also to help you save costs.” 

“I think it'd be good to keep on top of. And maybe it is available somewhere, but it just hasn't 
been. Hey, we're thinking of doing a quarterly meeting with all of our key accounts to bring you 
all together. I mean, you can participate virtually, or maybe they hosted a breakfast or lunch or 
something like that... Because we need to do this together, energy transition is not going to 
happen effectively if it's a one-way dialogue. It has to be a two-way dialogue.” 
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Residential

3

Online Survey
Survey Design & Methodology

Note: Graphs and tables may not always total 100% due to rounding values rather than any error in data. Sums are 
added before rounding numbers.  Caution interpreting results with small n-sizes.

INNOVATIVE was engaged by Hydro Ottawa to gather customer input to assess importance of the 
preferences and priorities identified in the qualitative components of Phase I of the customer 
engagement. 

Field Dates

The Residential Online Survey was sent to a random selection of Hydro Ottawa residential customers who 
provided the utility with an email address. Customers had an opportunity to complete the survey between April 
10th, 2024, and April 26th, 2024. 

Each customer received a unique URL that could be linked back to their annual consumption, region and rate 
class. 

In total, the residential survey was sent to 23,372 customers from info@hydroottawa.com. Reminder emails were 
sent on April 17th, April 19th, April 22nd and April 24th, 2024 after the initial invitation to those who had not yet 
completed the survey. 

Residential Online Survey Completes

A total of 3,357 (unweighted) Hydro Ottawa residential customers completed the online survey.

Sample Weighting

The residential online survey sample was weighted to n=3,357 proportionately by consumption quartiles and 
region in order to be representative of the broader Hydro Ottawa customer base.

The table below summarizes the unweighted and weighted (in brackets) sample breakdown by consumption 
quartile and region.

Region
Consumption Quartiles

Total
Low Medium-Low Medium-High High

Ottawa 547 (521) 379 (341) 338 (312) 257 (307) 1521 (1481)

Gloucester 104 (88) 147 (143) 148 (153) 147 (153) 546 (538)

Nepean 115 (135) 193 (198) 176 (203) 182 (191) 666 (726)

Kanata 58 (62) 130 (98) 98 (102) 92 (99) 378 (361)

Goulbourn 31 (30) 55 (55) 63 (64) 71 (82) 220 (230)

Other 4 (3) 4 (4) 6 (5) 12 (9) 26 (21)

Total 859 (839) 908 (839) 829 (839) 761 (841) 3357 (3357)
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4

Online Survey
Demographic breakdown

AgeQ

13% 16% 17% 21% 19% 12%

18-34 35-44 45-54 55-64 65-74 75 or older

“Prefer not to say” (2%) not shown.

GenderQ

49% 47%

<1%

Men Women Prefer to self describe

“Prefer not to say” (3%) not shown.

n=3,357

n=3,357

EducationQ

9% 23% 37% 20% 5%

High school or less College Bachelor's degree Master's degree Doctorate

Employment StatusQ

53%
3% 2% 2%

34% 5%

Employed
full-time

Employed
part-time

Unemployed Student Retired Other

“Prefer not to say” (5%) not shown. n=3,357

n=3,357“Prefer not to say” (2%) not shown.
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5

Online Survey
Demographic breakdown

Household SizeQ

21%
40%

15% 13% 6% 2% <1%

One Two Three Four Five Six Seven or
more

After Tax Household IncomeQ

7% 8% 6% 6% 12% 15% 23%

Less than
$38,000

$38,001 to
less than
$54,000

$54,001 to
less than
$65,000

$65,001 to
less than
$71,000

$71,001 to
less than
$90,000

$90,001 to
less than
$120,000

$120,001 or
more

LEAP/OESP Qualification (based on household size and income)Q

15% 12%
50%

Qualified Income <$71k, not Qualified Income >$71k, not Qualified

“Prefer not to say” (3%) not shown. n=3,357

n=3,357

n=3,357“Prefer not to say” (23%) not shown.

“Prefer not to say” (23%) not shown.
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6

Online Survey
Environmental Controls

To what extent do you agree or disagree with the following statements?

The cost of my electricity bill has a major impact on my finances and requires I do without 
some other important priorities.Q

17% 31% 26% 23%

Strongly agree Somewhat agree Somewhat disagree Strongly disagree
“Don’t know/no opinion” (3%) not shown. n=3,357

Customers are well-served by the electricity system in Ontario.Q

31%
54%

9% 3%

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

“Don’t know/no opinion” (4%) not shown. n=3,357

Agree: 48%

Agree: 85%
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Residential

7

Before this survey, how familiar were you with the various parts of the electricity system and 
how they work together?Q

Online Survey
Familiarity with Ontario’s Electricity System

As you may know, Ontario’s electricity system has three key components: generation, transmission and 
distribution.

• Generating stations convert various forms of energy into electric power;

• Transmission lines connect the power produced at generating stations to where it is needed across 
the province; and

• Local distribution networks take the electricity from provincial transmission lines and bring it to 
your home through a network of wires, poles and other equipment.

12%
46%

28% 12% 2%

Very familiar and
could explain the
details to others

Somewhat familiar,
but could not
explain all the

details

Have heard of
some of the terms,
but knew very little

I knew nothing
about Ontario's

electricity system

Don’t know

n=3,357

Familiar: 58%

G Region Bill Impact

Ottawa Gloucester Nepean Kanata Goulbourn Other*
Major 
Impact

No Major 
Impact

Very familiar 12% 10% 11% 13% 19% 3 11% 13%
Somewhat familiar 45% 47% 49% 44% 48% 6 43% 51%
Knew very little 28% 29% 28% 30% 23% 7 30% 25%
Knew nothing 13% 13% 11% 12% 10% 4 15% 10%
Don’t know 2% 1% 2% 1% 1% 1 1% 1%
Familiar 
(Very + Somewhat) 57% 57% 60% 57% 67% 9 54% 64%

Note: *Results shown in frequencies rather than percentages due to limited sample (n<30).
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Online Survey
Familiarity with Ontario’s Electricity System

Before this survey, how familiar were you with the various parts of the electricity system and 
how they work together?Q

Consumption Quartiles LEAP/OESP Qualification

Overall Low
Medium-

Low
Medium-

High
High Qualified

<$71k Not 
Qualified

>$71k Not 
Qualified

Very familiar 12% 7% 12% 13% 16% 12% 8% 14%
Somewhat familiar 46% 43% 45% 49% 48% 37% 43% 49%
Knew very little 28% 31% 30% 26% 25% 28% 33% 26%
Knew nothing 12% 16% 12% 11% 10% 20% 15% 10%
Don’t know 2% 2% 2% 1% 1% 3% 1% 1%
Familiar 
(Very + Somewhat) 58% 51% 57% 62% 64% 48% 51% 62%
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9

Before this survey, how familiar were you with Hydro Ottawa, and the role it plays in Ontario’s 
electricity system?Q

Online Survey
Familiarity with Hydro Ottawa

Hydro Ottawa owns and operates all aspects of the local electricity distribution system across most of the 
city of Ottawa and the Village of Casselman. This is the network that takes the electricity from the high-
voltage transmission system and connects it to your home and the local community.

17%

51%
22% 10% 1%

Very familiar Somewhat familiar Not very familiar Not familiar at all Don’t know

n=3,357

Familiar: 68%

Region Bill Impact

Ottawa Gloucester Nepean Kanata Goulbourn Other*
Major 
Impact

No Major 
Impact

Very familiar 15% 18% 17% 18% 26% 5 16% 19%
Somewhat familiar 50% 49% 54% 51% 47% 6 50% 52%
Not very familiar 22% 23% 20% 22% 19% 6 22% 21%
Not familiar at all 11% 9% 8% 9% 8% 4 11% 8%
Don’t know 1% 1% <1% <1% <1% -- 1% <1%
Familiar 
(Very + Somewhat) 66% 67% 72% 69% 73% 11 66% 71%

Note: *Results shown in frequencies rather than percentages due to limited sample (n<30).Note: *Results shown in frequencies rather than percentages due to limited sample (n<30).
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Before this survey, how familiar were you with Hydro Ottawa, and the role it plays in Ontario’s 
electricity system?Q

Online Survey
Familiarity with Hydro Ottawa

Consumption Quartiles LEAP/OESP Qualification

Overall Low
Medium-

Low
Medium-

High
High Qualified

<$71k Not 
Qualified

>$71k Not 
Qualified

Very familiar 17% 13% 17% 19% 21% 13% 14% 19%
Somewhat familiar 51% 48% 50% 53% 51% 46% 48% 53%
Not very familiar 22% 25% 23% 20% 19% 24% 24% 20%
Not familiar at all 10% 13% 9% 8% 8% 16% 12% 8%
Don’t know 1% 1% 1% <1% 1% 1% 1% <1%
Familiar 
(Very + Somewhat) 68% 61% 66% 72% 72% 58% 63% 72%

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 93 of 500 



Residential

11

Online Survey
Overall Satisfaction with Hydro Ottawa

48%

35%

11%

4%

1%

Very satisfied

Somewhat satisfied

Neither satisfied or dissatisfied

Somewhat dissatisfied

Very dissatisfied

n=3,357“Don’t know” (<1%) not shown.

Satisfied: 83%

Generally, how satisfied or dissatisfied are you with the services that you receive from Hydro 
Ottawa?Q

Dissatisfied: 5%

Region Bill Impact

Ottawa Gloucester Nepean Kanata Goulbourn Other*
Major 
Impact

No Major 
Impact

Very satisfied 51% 48% 46% 47% 43% 9 40% 56%

Somewhat satisfied 33% 36% 36% 35% 40% 7 37% 33%

Neither satisfied nor 
dissatisfied 11% 11% 11% 12% 9% 3 15% 7%

Somewhat dissatisfied 3% 4% 5% 5% 6% 1 6% 2%

Very dissatisfied 1% 2% 2% 1% 1% -- 2% 1%

Don’t know <1% <1% <1% <1% <1% -- <1% <1%

Satisfied 
(Very + Somewhat) 83% 84% 82% 82% 83% 16 77% 89%

Dissatisfied 
(Very + Somewhat) 5% 5% 7% 6% 8% 1 8% 3%

Note: *Results shown in frequencies rather than percentages due to limited sample (n<30).
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Online Survey
Overall Satisfaction with Hydro Ottawa

Generally, how satisfied or dissatisfied are you with the services that you receive from Hydro 
Ottawa?Q

Consumption Quartiles LEAP/OESP Qualification

Overall Low
Medium-

Low
Medium-

High
High Qualified

<$71k Not 
Qualified

>$71k Not 
Qualified

Very satisfied 48% 49% 50% 49% 45% 51% 51% 48%

Somewhat satisfied 35% 34% 35% 35% 35% 30% 32% 36%

Neither satisfied nor 
dissatisfied 11% 12% 11% 10% 12% 12% 12% 11%

Somewhat 
dissatisfied 4% 3% 3% 4% 6% 5% 4% 4%

Very dissatisfied 1% 1% 1% 1% 2% 1% 1% 1%

Don’t know <1% <1% 1% <1% 1% 1% <1% <1%

Satisfied 
(Very + Somewhat) 83% 84% 85% 84% 80% 81% 83% 84%

Dissatisfied 
(Very + Somewhat) 5% 4% 4% 5% 8% 6% 5% 5%
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Online Survey
How Hydro Ottawa can improve its services

Is there anything Hydro Ottawa can do to improve its services to you?Q

Response %

Lower bills/provide better rates/make it affordable 12.8%

No issues/satisfied with services 10.8%

Improve reliability of service/reduce outages 8.9%

Improve/maintain infrastructure (e.g. bury lines) 3.4%

Improve communication during outages 2.9%

Improve customer service/reduce wait times/more contact options 1.6%

Billing improvements – bill format/more payment options 1.3%

Promote and educate on energy conservation/incentivize alternative energy 1.2%

Line management (e.g. tree trimming, branch clearing) 0.9%

Develop app/tool for customers to manage consumption/provide historical data 0.9%

Reduce delivery fee 0.6%

Build for the future/increase capacity 0.6%

Improve overall communications/future plan/climate action initiatives 0.5%

Advise on best rates/plans/programs for customer 0.5%

Improve new connection/disconnection experience 0.2%

Other 0.5%

None/Don’t know 52.5%

Note: Only responses >0.1% shown
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Before this survey, how familiar were you with the amount of your electricity bill that went to 
Hydro Ottawa?Q

Online Survey
Bill Remittance Familiarity

While Hydro Ottawa is only responsible for the distribution portion of the system, to make it easier for 
customers, they collect payment for the entire electricity system.

Hydro Ottawa keeps about 23% of the average residential customer’s bill in your area. The rest of the bill 
goes to power generation companies, transmission companies, the provincial government, and 
regulatory agencies.

Before this survey, how familiar were you with the amount of your electricity bill that went to Hydro 
Ottawa?

6%
19% 30%

43%

1%

Very familiar Somewhat familiar Not very familiar Not familiar at all Don’t know

n=3,357

Familiar: 25%

Region Bill Impact

Ottawa Gloucester Nepean Kanata Goulbourn Other*
Major 
Impact

No Major 
Impact

Very familiar 5% 6% 9% 6% 11% -- 8% 4%
Somewhat familiar 17% 22% 20% 20% 19% 5 22% 17%
Not very familiar 30% 29% 33% 29% 30% 5 30% 30%
Not familiar at all 47% 41% 37% 43% 38% 10 39% 48%
Don’t know 1% 1% 1% 2% 2% 1 1% 1%
Familiar 
(Very + Somewhat) 22% 28% 29% 26% 30% 5 30% 21%

Note: *Results shown in frequencies rather than percentages due to limited sample (n<30).
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Before this survey, how familiar were you with the amount of your electricity bill that went to 
Hydro Ottawa?Q

Online Survey
Bill Remittance Familiarity

Consumption Quartiles LEAP/OESP Qualification

Overall Low
Medium-

Low
Medium-

High
High Qualified

<$71k Not 
Qualified

>$71k Not 
Qualified

Very familiar 6% 5% 5% 8% 7% 9% 4% 6%
Somewhat familiar 19% 17% 19% 19% 22% 18% 19% 19%
Not very familiar 30% 27% 32% 31% 30% 30% 31% 31%
Not familiar at all 43% 49% 43% 41% 39% 42% 44% 43%
Don’t know 1% 2% 2% 1% 1% 1% 1% 1%
Familiar 
(Very + Somewhat) 25% 22% 23% 27% 30% 27% 24% 25%
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Residential Customers

Priorities & Preferences
Appendix 04

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 99 of 500 



Residential

17

Online Survey
Importance of Customer Priorities

The second topic in this survey is on outcomes, or services that matter to you. Everyday Hydro Ottawa 
interacts with hundreds of its customers through multiple channels and touchpoints, including surveys, 
SMS/text and email notifications, community outreach, newsletters, their call centre and social media.

In a recent series of customer focus groups, a number of company goals were identified as priorities for 
Hydro Ottawa.

Shortened Customer Priorities Response Labels Full Customer Priorities Response Labels 

Maintaining reliable electrical service Maintaining reliable electrical service for 
customers

Ensuring the grid can withstand severe weather Preparing the grid to withstand increasingly 
severe weather events

Providing timely communications during outages Providing accurate and timely communications 
during power outages

Delivering electricity at a reasonable price Delivering electricity at a reasonable price

Helping customers with energy conservation Helping customers with energy conservation

Expand the grid to meet expected future demand Building capacity for the electricity grid to meet 
the local community’s expected future needs

Replacing aging infrastructure Replacing aging electrical infrastructure operating 
beyond its expected useful life

Investing in new technology to help manage usage Providing tools and new technologies to help 
customers better manage their electricity usage

Ensuring the safety of electricity infrastructure Ensuring the safety of electrical equipment and 
infrastructure

Providing customers with advisory services

Providing customers with advisory services (e.g. 
advice on solar panels, heat-pumps, battery 
storage, EVs, contractors, energy products, etc.) 
so they can make more informed decisions

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 100 of 500 



Residential

18

Online Survey
Importance of Customer Priorities

Using a scale from 0 to 10, where 0 means not important at all and 10 means extremely 
important, how important are each of the following Hydro Ottawa priorities to you as a 
customer?

Q

<1% <1% <1% <1% 1% 2% 1% 2% 7% 12%
74%

1%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Maintaining reliable electrical service                 [average = 9.45]

<1% <1% <1% 1% 1% 3% 2% 3% 10% 14%
66%

1%

0 1 2 3 4 5 6 7 8 9 10 DK

Not at all 
important

Extremely
important

Ensuring the grid can withstand severe weather        [average = 9.21]

<1% <1% <1% 1% 1% 3% 2% 5% 11% 14%
62%

1%

0 1 2 3 4 5 6 7 8 9 10 DK

Not at all 
important

Extremely
important

Providing timely communications during outages      [average = 9.08]

Not at all 
important

Extremely
important

<1% <1% <1% 1% 1% 3% 1% 3% 8% 11%
70%

1%

0 1 2 3 4 5 6 7 8 9 10 DK

Not at all 
important

Extremely
important

Delivering electricity at a reasonable price                  [average = 9.29]

<1% <1% <1% 1% 1% 3% 2% 5% 10% 12%
65%

1%

0 1 2 3 4 5 6 7 8 9 10 DK

Ensuring the safety of electricity infrastructure           [average = 9.15]

Don’t
know

Don’t
know

Don’t
know

Don’t
know

Don’t
know

Note: Priority labels have been shortened for brevity. See slide 17 for full label text. 
“Don’t know” not included in calculation of means.
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Online Survey
Importance of Customer Priorities (Cont’d)

Using a scale from 0 to 10, where 0 means not important at all and 10 means extremely 
important, how important are each of the following Hydro Ottawa priorities to you as a 
customer?

Q

<1% <1% <1% 1% 1% 5% 2% 7% 15% 16% 51%
1%

0 1 2 3 4 5 6 7 8 9 10 DK

Not at all 
important

Extremely
important

Expand the grid to meet expected future demand        [average = 8.80]

<1% <1% <1% 1% 1% 5% 3% 8% 14% 16% 51%
1%

0 1 2 3 4 5 6 7 8 9 10 DK

Not at all 
important

Extremely
important

Replacing aging infrastructure                                        [average = 8.80]

1% 1% 1% 2% 2% 14% 7% 11% 17% 14% 29% 1%

0 1 2 3 4 5 6 7 8 9 10 DK

Not at all 
important

Extremely
important

Investing in new technology to help manage usage   [average = 7.67]

2% 1% 1% 3% 3% 18% 6% 13% 17% 12% 22% 1%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Providing customers with advisory services                 [average = 7.14]

Not at all 
important

Extremely
important

2% <1% 1% 1% 2% 14% 6% 12% 17% 12% 32% 1%

0 1 2 3 4 5 6 7 8 9 10 DK

Helping customers with energy conservation               [average = 7.73]

Don’t
know

Don’t
know

Don’t
know

Don’t
know

Don’t
know

Note: Priority labels have been shortened for brevity. See slide 17 for full label text. 
“Don’t know” not included in calculation of means.
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Region Bill Impact

Average Score Overall Ottawa
Glou-
cester

Nepean Kanata Goulbourn Other*
Major 
Impact

No Major 
Impact

Maintaining 
reliable electrical 
service

9.45 9.37 9.54 9.46 9.59 9.45 9.52 9.37 9.55

Delivering 
electricity at a 
reasonable price

9.29 9.20 9.37 9.31 9.35 9.48 9.34 9.49 9.10

Ensuring the grid 
can withstand 
severe weather

9.21 9.12 9.28 9.28 9.26 9.33 9.37 9.16 9.29

Ensuring the 
safety of 
electricity 
infrastructure

9.15 9.08 9.21 9.13 9.31 9.20 9.26 9.10 9.22

Providing timely 
communications 
during outages

9.08 8.97 9.14 9.08 9.26 9.26 9.28 9.12 9.04

Replacing aging 
infrastructure 8.80 8.71 8.85 8.84 9.02 8.85 8.54 8.77 8.85

Expand the grid 
to meet expected 
future demand

8.80 8.68 8.84 8.81 9.02 9.03 8.70 8.73 8.88

Helping 
customers with 
energy 
conservation

7.73 7.71 7.86 7.69 7.73 7.59 8.47 7.93 7.52

Investing in new 
technology to 
help manage 
usage

7.67 7.63 7.64 7.83 7.61 7.58 7.97 7.96 7.41

Providing 
customers with 
advisory services

7.14 7.13 7.15 7.17 7.07 7.16 7.83 7.34 6.96

Online Survey
Importance of Customer Priorities – Average Scores

Using a scale from 0 to 10, where 0 means not important at all and 10 means extremely 
important, how important are each of the following Hydro Ottawa priorities to you as a 
customer?

Q

Note: Priority labels have been shortened for brevity. See slide 17 for full label text. “Don’t know” not included in 
calculation of means.*Due to limited sample size (n=21) results should be treated as directional.
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Online Survey
Importance of Customer Priorities – Average Scores

Using a scale from 0 to 10, where 0 means not important at all and 10 means extremely 
important, how important are each of the following Hydro Ottawa priorities to you as a 
customer?

Q

Consumption Quartiles LEAP/OESP Qualification

Average Score Overall Low
Medium-

Low
Medium-

High
High Qualified

<$71k Not 
Qualified

>$71k Not 
Qualified

Maintaining reliable 
electrical service 9.45 9.34 9.44 9.57 9.43 9.14 9.53 9.48

Delivering electricity 
at a reasonable 
price

9.29 9.30 9.26 9.25 9.34 9.21 9.47 9.20

Ensuring the grid 
can withstand 
severe weather

9.21 9.10 9.24 9.30 9.21 8.85 9.28 9.24

Ensuring the safety 
of electricity 
infrastructure

9.15 9.06 9.14 9.27 9.12 8.91 9.20 9.16

Providing timely 
communications 
during outages

9.08 9.00 9.01 9.19 9.09 8.84 9.21 9.02

Replacing aging 
infrastructure 8.80 8.62 8.79 8.98 8.82 8.54 8.81 8.82

Expand the grid to 
meet expected 
future demand

8.80 8.61 8.79 8.94 8.84 8.42 8.72 8.86

Helping customers 
with energy 
conservation

7.73 7.83 7.76 7.71 7.61 8.22 7.80 7.56

Investing in new 
technology to help 
manage usage

7.67 7.70 7.69 7.74 7.56 8.05 7.77 7.56

Providing customers 
with advisory 
services

7.14 7.07 7.17 7.15 7.19 7.39 7.11 7.09

Note: Priority labels have been shortened for brevity. See slide 17 for full label text. 
“Don’t know” not included in calculation of means.
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Online Survey
Ranking Customer Priorities

30%

25%

17%

6%

7%

7%

18%

18%

16%

13%

11%

8%

5%

4%

4%

12%

15%

15%

14%

13%

9%

8%

5%

4%

3%

60%

58%

48%

33%

31%

24%

15%

10%

9%

6%

Maintaining reliable electrical service

Delivering electricity at a reasonable price

Ensuring the grid can withstand severe
weather

Replacing aging infrastructure

Expand the grid to meet expected future
demand

Ensuring the safety of electricity
infrastructure

Providing timely communications during
outages

Investing in new technology to help
manage usage

Helping customers with energy
conservation

Providing customers with advisory
services

Top priority Second priority Third priority

Total

n=3,357“Don’t know” not shown.

Thinking of the priorities on the previous page, which would you say is the most important? 
What is the next most important priority you think Hydro Ottawa should focus on? And what 
do you consider the third most important priority?

Q

Note: Priority labels have been shortened for brevity. See slide 17 for full label text. 

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 105 of 500 



Residential

23

Online Survey
Ranking Customer Priorities – Summary

Thinking of the priorities on the previous page, which would you say is the most important? 
What is the next most important priority you think Hydro Ottawa should focus on? And what 
do you consider the third most important priority?

Q

Region Bill Impact

% who select 
as top 3 
priority

Overall Ottawa Gloucester Nepean Kanata Goulbourn Other*
Major 
Impact

No Major 
Impact

Maintaining 
reliable electrical 
service

60% 60% 64% 58% 62% 56% 8 56% 64%

Delivering 
electricity at a 
reasonable price

58% 57% 58% 59% 58% 65% 10 69% 48%

Ensuring the grid 
can withstand 
severe weather

48% 46% 47% 53% 49% 49% 14 44% 53%

Replacing aging 
infrastructure 33% 32% 32% 33% 34% 33% 10 30% 37%

Expand the grid to 
meet expected 
future demand

31% 31% 31% 31% 33% 32% 6 26% 37%

Ensuring the safety 
of electricity 
infrastructure

24% 26% 24% 22% 21% 23% 2 22% 26%

Providing timely 
communications 
during outages

15% 14% 16% 14% 16% 12% 6 16% 13%

Investing in new 
technology to help 
manage usage

10% 9% 9% 11% 12% 9% 2 13% 7%

Helping customers 
with energy 
conservation

9% 11% 9% 8% 7% 6% 2 12% 7%

Providing 
customers with 
advisory services

6% 7% 5% 7% 5% 5% 2 8% 5%

Note: Priority labels have been shortened for brevity. See slide 17 for full label text. 
*Results shown in frequencies rather than percentages due to limited sample (n<30).
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Online Survey
Ranking Customer Priorities – Summary

Thinking of the priorities on the previous page, which would you say is the most important? 
What is the next most important priority you think Hydro Ottawa should focus on? And what 
do you consider the third most important priority?

Q

Consumption Quartiles LEAP/OESP Qualification

% who select as 
top 3 priority

Overall Low
Medium-

Low
Medium-

High
High Qualified

<$71k Not 
Qualified

>$71k Not 
Qualified

Maintaining reliable 
electrical service 60% 58% 61% 60% 61% 51% 59% 61%

Delivering electricity 
at a reasonable 
price

58% 61% 58% 56% 58% 64% 59% 55%

Ensuring the grid 
can withstand 
severe weather

48% 46% 49% 47% 51% 37% 51% 51%

Replacing aging 
infrastructure 33% 31% 31% 34% 35% 32% 35% 33%

Expand the grid to 
meet expected 
future demand

31% 27% 35% 33% 29% 23% 29% 35%

Ensuring the safety 
of electricity 
infrastructure

24% 23% 26% 25% 23% 28% 24% 24%

Providing timely 
communications 
during outages

15% 15% 12% 15% 16% 17% 17% 14%

Investing in new 
technology to help 
manage usage

10% 12% 9% 10% 8% 18% 9% 9%

Helping customers 
with energy 
conservation

9% 12% 9% 8% 8% 15% 7% 9%

Providing customers 
with advisory 
services

6% 7% 5% 7% 6% 10% 5% 6%

Note: Priority labels have been shortened for brevity. See slide 17 for full label text. 
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Online Survey
Additional Priority Areas

Can you think of any other important priorities that Hydro Ottawa should be focusing on?Q

Response %
Expanding electricity grid to meet future needs 2.8%

Replacing aging electrical infrastructure 2.3%

Lower cost/discount for low-income and senior customers 2.0%

Delivering electricity at a reasonable price 1.9%

Providing customers with advisory services (e.g. advice on solar panels, heat-pumps, battery 
storage, EVs, contractors) 1.8%

Maintaining reliable electrical service for customers 1.7%

Providing accurate and timely communications during power outages 1.6%

Transparent and open communication 1.4%

Helping customers with energy conservation 1.3%

Consider impact to environment/protect environment/sustainability 1.2%

Improve ease of connecting alternative energy systems to the grid 1.1%

All previously mentioned priorities are important 1.1%

Provide programs/Incentivize technology adoption 0.7%

Positive comment - General 0.7%

Develop better rates/plans to suit different customers' needs 0.6%

Improve fiscal responsibility/cap salary for executives 0.3%

Other 0.6%

None/Don’t know 77.0%

Note: Only responses >0.1% shown
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Region Bill Impact

Ottawa Gloucester Nepean Kanata Goulbourn Other*
Major 
Impact

No Major 
Impact

No outages 37% 17% 20% 19% 10% -- 26% 27%
1 outage 26% 20% 25% 25% 15% 2 22% 25%
2 outages 20% 25% 25% 25% 24% 5 23% 23%
3 or more outages 10% 30% 21% 23% 45% 13 22% 18%
Don’t know 6% 8% 9% 8% 7% 1 7% 7%
Have experienced 
at least 1 outage 57% 75% 71% 73% 83% 20 67% 66%

Online Survey
Reliability Preferences

Have you experienced any power outages at your home in the past 12 months which lasted 
longer than one minute? If so, approximately how many of these power outages did you 
experience over the past 12 months?

Q

Now, let’s talk about the reliability of electricity service you receive.

26% 24% 23% 20% 7%

No outages 1 outage 2 outages 3 or more
outages

Don't know

n=3,357

Have experienced at least 1 outage: 66%

Consumption Quartiles LEAP/OESP Qualification

Low
Medium-

Low
Medium-

High
High Qualified

<$71k Not 
Qualified

>$71k Not 
Qualified

No outages 37% 27% 21% 20% 34% 27% 25%
1 outage 22% 26% 26% 22% 25% 23% 24%
2 outages 19% 22% 24% 26% 20% 27% 23%
3 or more outages 12% 18% 22% 27% 16% 15% 22%
Don’t know 9% 8% 7% 6% 6% 8% 6%
Have experienced 
at least 1 outage 54% 66% 73% 74% 60% 65% 70%

Note: *Results shown in frequencies rather than percentages due to limited sample (n<30).
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Online Survey
Ranking Reliability Preferences

30%

24%

17%

17%

7%

25%

21%

22%

17%

8%

17%

17%

22%

20%

14%

72%

61%

61%

54%

29%

Reducing the length of time to restore power during
extreme weather events

Reducing the number of outages during extreme
weather events

Reducing the overall length of outages

Reducing the overall number of outages

Improving the quality of power, as judged by
momentary interruptions (less than one minute) in

power that can result in the flickering or dimming of
lights

Top priority Second priority Third priority

Total

n=3,357“Don’t know” not shown.

When it comes to reliability, there are a number of areas that Hydro Ottawa could focus on. 
Among the following reliability outcomes, which would you say is the most important? What 
is the next most important reliability outcome you think Hydro Ottawa should focus on? And 
what do you consider the third most important priority?

Q
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Online Survey
Ranking Reliability Preferences – Summary

Region Bill Impact

% who 
select as top 
3 priority

Overall Ottawa Gloucester Nepean Kanata Goulbourn Other*
Major 
Impact

No Major 
Impact

Reducing the 
length of time 
to restore 
power during 
extreme 
weather

72% 72% 73% 74% 69% 67% 16 73% 73%

Reducing the 
number of 
outages during 
extreme 
weather

61% 61% 60% 61% 61% 66% 12 61% 62%

Reducing the 
overall length 
of outages

61% 61% 60% 59% 62% 63% 9 57% 65%

Reducing the 
overall 
number of 
outages

54% 54% 54% 54% 57% 56% 8 51% 57%

Improving the 
quality of 
power, as 
judged by 
momentary 
interruptions

29% 26% 32% 31% 32% 29% 10 34% 24%

Don’t know 10% 11% 9% 9% 7% 8% 3 10% 9%

When it comes to reliability, there are a number of areas that Hydro Ottawa could focus on. 
Among the following reliability outcomes, which would you say is the most important? What 
is the next most important reliability outcome you think Hydro Ottawa should focus on? And 
what do you consider the third most important priority?

Q

Note: Categories have been shortened for brevity. 
*Results shown in frequencies rather than percentages due to limited sample (n<30).
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Online Survey
Ranking Reliability Preferences – Summary

When it comes to reliability, there are a number of areas that Hydro Ottawa could focus on. 
Among the following reliability outcomes, which would you say is the most important? What 
is the next most important reliability outcome you think Hydro Ottawa should focus on? And 
what do you consider the third most important priority?

Q

Consumption Quartiles LEAP/OESP Qualification

% who select as 
top 3 priority

Overall Low
Medium-

Low
Medium-

High
High Qualified

<$71k Not 
Qualified

>$71k Not 
Qualified

Reducing the 
length of time to 
restore power 
during extreme 
weather

72% 70% 72% 72% 74% 69% 74% 74%

Reducing the 
number of outages 
during extreme 
weather

61% 58% 61% 61% 66% 60% 61% 62%

Reducing the 
overall length of 
outages

61% 59% 61% 61% 61% 53% 58% 65%

Reducing the 
overall number of 
outages

54% 52% 54% 56% 55% 48% 56% 55%

Improving the 
quality of power, 
as judged by 
momentary 
interruptions

29% 30% 30% 28% 27% 35% 32% 27%

Don’t know 10% 13% 9% 9% 7% 15% 9% 7%

Note: Categories have been shortened for brevity.
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Regarding investments in aging infrastructure, which of the following statements best 
represents your point of view?Q

Online Survey
Investment Trade-Offs – System Renewal

The final topic in this survey is on investment trade-offs.

Hydro Ottawa is in the early stages of developing its investment plan for the five years between 2026 
and 2030. While conversations with customers will continue over the next 12 months, the utility wants 
to know your preferences when it comes to finding the right balance between costs and other outcomes 
that customers value.

There are four investment categories that we would like to discuss. 

76%

15% 9%

Hydro Ottawa should invest 
what it takes to replace the 

system’s aging infrastructure to 
maintain system reliability; even 

if that increases my monthly 
electricity bill by a few dollars 

over the next few years

Hydro Ottawa should defer its
investments in replacing aging

infrastructure to lessen the
impact of any bill increase; even
if this could eventually lead to

more frequent or longer power
outages

Don't know

n=3,357

Region Bill Impact

Ottawa Gloucester Nepean Kanata Goulbourn Other*
Major 
Impact

No Major 
Impact

Invest what it 
takes 76% 76% 73% 80% 78% 14 64% 88%

Defer investments 15% 15% 18% 13% 13% 3 25% 6%

Don’t know 9% 9% 9% 7% 9% 3 11% 5%

Note: *Results shown in frequencies rather than percentages due to limited sample (n<30).Note: *Results shown in frequencies rather than percentages due to limited sample (n<30).
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Regarding investments in aging infrastructure, which of the following statements best 
represents your point of view?Q

Online Survey
Investment Trade-Offs – System Renewal

Consumption Quartiles LEAP/OESP Qualification

Overall Low
Medium-

Low
Medium-

High
High Qualified

<$71k Not 
Qualified

>$71k Not 
Qualified

Invest what it takes 76% 73% 78% 78% 75% 65% 78% 81%

Defer investments 15% 16% 14% 13% 17% 23% 14% 13%

Don’t know 9% 11% 8% 8% 9% 12% 8% 6%
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Regarding these types of investments, which of the following statements best represents your 
point of view?Q

Online Survey
Investment Trade-Offs – General Plant

The second category focuses on keeping Hydro Ottawa’s business running. This includes facilities to 
house staff and equipment, vehicles and tools to service equipment, and up-to-date IT systems to 
manage customer data and protect the electricity grid from cybersecurity threats. 

20%

71%

9%

Hydro Ottawa should find ways
to make do with the facilities,

equipment, vehicles and IT
systems it already has

Hydro Ottawa should make the
investments necessary to ensure
its staff have the equipment and

IT systems they need to
efficiently operate and maintain

the grid

Don't know

n=3,357

Region Bill Impact

Ottawa Gloucester Nepean Kanata Goulbourn Other*
Major 
Impact

No Major 
Impact

Make do with what it 
already has 21% 19% 22% 19% 19% 6 25% 16%

Make the necessary 
investments 71% 73% 69% 73% 72% 10 65% 77%

Don’t know 8% 8% 10% 8% 9% 4 9% 7%

Consumption Quartiles LEAP/OESP Qualification

Low
Medium-

Low
Medium-

High
High Qualified

<$71k Not 
Qualified

>$71k Not 
Qualified

Make do with what it 
already has 22% 20% 19% 21% 24% 21% 21%

Make the necessary 
investments 69% 71% 73% 71% 67% 71% 73%

Don’t know 9% 9% 8% 8% 9% 9% 7%

Note: *Results shown in frequencies rather than percentages due to limited sample (n<30).
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With this in mind, which of the following statements best represents your point of view?Q

Online Survey
Investment Trade-Offs – System Service

The third investment category focuses on growth and greater demand for electricity in various parts of 
Hydro Ottawa’s service territory. 

Increased demand for electricity puts pressure on existing electrical infrastructure. Eventually, further 
infrastructure investments are required to support increased demand for electricity.

Region Bill Impact

Ottawa Gloucester Nepean Kanata Goulbourn Other*
Major 
Impact

No Major 
Impact

Delay capacity 
investments until 
reliability declines

28% 27% 27% 22% 21% 5 35% 18%

Proactive 
investments in 
system capacity

60% 62% 61% 65% 66% 14 52% 73%

Don’t know 12% 11% 12% 13% 13% 2 14% 9%

26%

62%

12%

To help keep rate increases
down, Hydro Ottawa should
delay investments in system

capacity needs until customers
start to experience a decline in

reliability

Hydro Ottawa should proactively
invest in system capacity
infrastructure to ensure

customers in high growth areas
do not experience a decrease in
reliability, even if this increases

customer bills

Don't know

n=3,357

Note: *Results shown in frequencies rather than percentages due to limited sample (n<30).
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Online Survey
Investment Trade-Offs – System Service

Consumption Quartiles LEAP/OESP Qualification

Overall Low
Medium-

Low
Medium-

High
High Qualified

<$71k Not 
Qualified

>$71k Not 
Qualified

Delay capacity 
investments until 
reliability declines

26% 30% 26% 24% 24% 32% 27% 24%

Proactive 
investments in 
system capacity

62% 56% 63% 64% 64% 54% 63% 67%

Don’t know 12% 13% 11% 12% 12% 14% 10% 9%

With this in mind, which of the following statements best represents your point of view?Q
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Regarding these types of investments which of the following best represents your view?Q

Online Survey
Investment Trade-Offs – Grid Modernization

Hydro Ottawa can invest in technology that can lead to a wide range of benefits including reliability, 
efficiency, customer service, and reducing environmental impacts.  

When deemed the lowest cost option that will provide equal or improved service, Hydro Ottawa will, in 
most cases, invest in technology. However, there are two other scenarios where Hydro Ottawa needs 
your feedback.

First, there are times when Hydro Ottawa identifies new technology that can improve reliability or 
provide other benefits, but it will cost customers more. For instance, advanced monitoring technology 
can provide signals when there is an outage, allowing Hydro Ottawa to provide customers with better 
information on the areas impacted by outages and helping crews find affected areas more quickly. 

67%

22% 11%

If Hydro Ottawa is clear about the
cost to customers and the

potential benefits, they should
explore new technologies that
would make the system better,

even if it could increase customer
rates

Hydro Ottawa should not explore
new technologies that would make

the system better if they are not
the lowest cost option and would

increase customer rates

Don't know

n=3,357

Region Bill Impact

Ottawa Gloucester Nepean Kanata Goulbourn Other*
Major 
Impact

No Major 
Impact

Explore new 
technologies 67% 63% 67% 68% 68% 13 57% 77%

Should not explore 
new technologies 22% 25% 22% 21% 20% 5 29% 16%

Don’t know 11% 12% 12% 10% 12% 2 14% 8%

Note: *Results shown in frequencies rather than percentages due to limited sample (n<30).
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Online Survey
Investment Trade-Offs – Grid Modernization

Consumption Quartiles LEAP/OESP Qualification

Overall Low
Medium-

Low
Medium-

High
High Qualified

<$71k Not 
Qualified

>$71k Not 
Qualified

Explore new 
technologies 67% 65% 68% 67% 66% 56% 66% 73%

Should not explore 
new technologies 22% 23% 21% 22% 22% 30% 24% 18%

Don’t know 11% 12% 11% 11% 11% 14% 10% 9%

With this in mind, which of the following statements best represents your point of view?Q
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Which of the following best represents your view?Q

Online Survey
Investment Trade-Offs – Grid Modernization (Cont’d)

The second scenario is where Hydro Ottawa identifies new technology that is needed to improve the 
system in the future and would increase costs now, but the benefit might not be felt until later. 

This includes accommodating emerging technologies like solar power, battery storage and electric 
vehicles. Regardless of whether you are considering new energy choices like an electric vehicle for 
yourself today, Hydro Ottawa must be prepared as adoption becomes more widespread over the next 5-
10 years.

For instance, charging each electric vehicle draws as much energy as two average homes. If a dozen or 
so people come home and start changing their vehicles at a period of peak demand, it could overload 
the grid in that neighbourhood. While Hydro Ottawa cannot predict the exact rate of electric vehicle 
adoption in east central Ontario, the utility must make certain investments today that will allow it to 
manage electric vehicle demand in the future. 

68%

22% 10%

If Hydro Ottawa is clear about
the cost to customers and the
potential benefits, they should
explore new technologies that
might not provide immediate
benefit, but will in the future

Hydro Ottawa should not explore
new technologies that would not

provide immediate benefit if it
would increase customer rates

Don't know

n=3,357

Region Bill Impact

Ottawa Gloucester Nepean Kanata Goulbourn Other*
Major 
Impact

No Major 
Impact

Explore new 
technologies 71% 63% 69% 67% 67% 13 60% 78%

Should not explore 
new technologies 20% 26% 22% 22% 20% 3 28% 16%

Don’t know 10% 11% 9% 10% 13% 4 13% 6%

Note: *Results shown in frequencies rather than percentages due to limited sample (n<30).
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Online Survey
Investment Trade-Offs – Grid Modernization (Cont’d)

Consumption Quartiles LEAP/OESP Qualification

Overall Low
Medium-

Low
Medium-

High
High Qualified

<$71k Not 
Qualified

>$71k Not 
Qualified

Explore new 
technologies 68% 65% 70% 70% 68% 60% 67% 74%

Should not explore 
new technologies 22% 23% 20% 21% 22% 27% 21% 19%

Don’t know 10% 12% 10% 9% 10% 13% 12% 7%

Which of the following best represents your view?Q
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Region Bill Impact

Ottawa Gloucester Nepean Kanata Goulbourn Other*
Major 
Impact

No Major 
Impact

Very familiar, could 
explain it to others in 
detail

23% 17% 16% 20% 19% 2 17% 23%

Somewhat familiar, 
cannot explain it to 
others in detail

39% 38% 37% 41% 38% 5 34% 45%

Have heard of it 
before, but don’t know 
the details

24% 30% 32% 26% 25% 8 31% 22%

Haven’t heard of the 
idea of energy 
transition before

11% 13% 11% 11% 14% 3 14% 8%

Don’t know 4% 3% 4% 2% 4% 3 5% 2%

Familiar 
(Very + Somewhat) 62% 54% 53% 61% 57% 6 50% 68%

How familiar are you with the idea of transitioning from its current energy system that 
depends highly on carbon-based fuels to a lower-carbon energy system?Q

Online Survey
Familiarity with Energy Transition

An issue people have been talking about lately in Canada is the idea that Canada and the world may be 
transitioning from its current energy system that depends highly on carbon-based fossil fuels like coal, 
oil and gas to a lower-carbon energy system. 

20%
39% 27%

11% 4%

Very familiar and
could explain it to

others in detail

Somewhat familiar
with the idea but

cannot explain it to
others in detail

I have heard of the
idea of an energy
transition, but I
don't know the

details

I have not heard of
the idea of an

energy transition
before this survey

Don’t know

n=3,357

Familiar: 58%

Note: *Results shown in frequencies rather than percentages due to limited sample (n<30).
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Online Survey
Familiarity with Energy Transition

How familiar are you with the idea of transitioning from its current energy system that 
depends highly on carbon-based fuels to a lower-carbon energy system?Q

Consumption Quartiles LEAP/OESP Qualification

Overall Low
Medium-

Low
Medium-

High
High Qualified

<$71k Not 
Qualified

>$71k Not 
Qualified

Very familiar, could 
explain it to others 20% 14% 21% 22% 23% 15% 15% 24%

Somewhat familiar, 
cannot explain it to 
others

39% 40% 37% 40% 38% 30% 38% 42%

Have heard of it 
before, but don’t 
know the details

27% 30% 28% 25% 24% 31% 30% 24%

Haven’t heard of the 
idea of before 11% 12% 12% 10% 11% 18% 12% 9%

Don’t know 4% 4% 4% 3% 4% 6% 4% 2%

Familiar 
(Very + Somewhat) 58% 54% 57% 61% 60% 45% 53% 65%
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Online Survey
Impression of Energy Transition

18%

37%

30%

4%

1%

10%

All good

Mostly good

Mix of good and bad

Mostly bad

All bad

Don't know

n=3,357

Good thing: 54%

Bad thing: 5%

Region Bill Impact

Ottawa Gloucester Nepean Kanata Goulbourn Other*
Major 
Impact

No Major 
Impact

All good 22% 15% 14% 17% 11% 2 13% 23%

Mostly good 39% 32% 37% 34% 37% 6 31% 43%

Mix of good and bad 26% 34% 33% 35% 33% 8 37% 24%

Mostly bad 3% 5% 3% 4% 5% 1 5% 3%

All bad 1% 1% 2% <1% -- -- 1% 1%

Don’t know 9% 12% 11% 9% 15% 4 13% 7%

Good thing 
(All + Mostly) 61% 47% 51% 51% 47% 8 44% 66%

Bad thing 
(All + Mostly) 4% 6% 5% 4% 5% 1 6% 4%

From what you know or based on your first impression, does energy transition sound like a 
good thing or a bad thing?Q

Note: *Results shown in frequencies rather than percentages due to limited sample (n<30).
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Residential
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Online Survey
Impression of Energy Transition

From what you know or based on your first impression, does energy transition sound like a 
good thing or a bad thing?Q

Consumption Quartiles LEAP/OESP Qualification

Overall Low
Medium-

Low
Medium-

High
High Qualified

<$71k Not 
Qualified

>$71k Not 
Qualified

All good 18% 17% 17% 18% 19% 17% 17% 21%

Mostly good 37% 38% 37% 37% 35% 31% 39% 40%

Mix of good and bad 30% 29% 31% 31% 30% 34% 28% 27%

Mostly bad 4% 3% 3% 5% 4% 3% 3% 3%

All bad 1% 1% 1% 2% 1% 1% 1% 1%

Don’t know 10% 12% 11% 8% 11% 14% 12% 7%

Good thing 
(All + Mostly) 54% 55% 55% 54% 54% 47% 56% 61%

Bad thing 
(All + Mostly) 5% 4% 3% 6% 5% 4% 5% 4%
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32%

39%

22%

7%

 I would like Hydro Ottawa to be a trusted partner
in my energy consumption, supporting me in all my

energy-related decisions

I would like Hydro Ottawa to be a source of
additional information and programs to support my

energy decisions if I request it

I do not want any relationship with Hydro Ottawa
beyond providing my electricity

Don't know

Beyond providing you with electricity, which of the following best describes your desired 
relationship with Hydro Ottawa? Q

Online Survey
Relationship with Hydro Ottawa

Region Bill Impact

Ottawa Gloucester Nepean Kanata Goulbourn Other*
Major 
Impact

No Major 
Impact

Trusted 
partnership with 
decision-making 
support

32% 32% 31% 32% 31% 7 34% 29%

Relationship 
limited to 
information and 
additional 
programs

39% 39% 41% 38% 40% 6 35% 45%

No relationship 
beyond providing 
electricity

22% 22% 21% 23% 20% 2 22% 21%

Don’t know 7% 6% 7% 7% 9% 5 8% 5%

n=3,357

Note: *Results shown in frequencies rather than percentages due to limited sample (n<30).
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Online Survey
Investment Trade-Offs – System Service

Consumption Quartiles LEAP/OESP Qualification

Overall Low
Medium-

Low
Medium-

High
High Qualified

<$71k Not 
Qualified

>$71k Not 
Qualified

Trusted partnership 
with decision-
making support

32% 34% 30% 32% 30% 37% 32% 32%

Relationship limited 
to information and 
additional programs

39% 38% 40% 39% 40% 36% 40% 41%

No relationship 
beyond providing 
electricity

22% 20% 22% 21% 23% 18% 20% 22%

Don’t know 7% 8% 7% 7% 7% 9% 8% 5%

Beyond providing you with electricity, which of the following best describes your desired 
relationship with Hydro Ottawa?Q
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48

Online Survey
Additional Comments or Feedback

Before this survey concludes, do you have any additional comments or feedback you’d like to 
share with Hydro Ottawa?Q

Response %
Positive feedback/Hydro Ottawa doing well/their best 7.3%

Lower rates/keep costs low/maintain affordability 3.1%

Concern or issue with survey/question wording - General 1.8%

Support investment in green energy/energy transition 1.3%

Prioritize reliability (e.g. Plans for underground cables, reduce outages) 1.2%

More information/communication/ability to track usage 1.2%

Increase is necessary, be transparent in plan and pricing 1.0%

Positive feedback about the survey 1.0%

Improve line management (e.g. tree trimming, branch clearing) 0.9%

Support EV investments/prepare grid for EV adoption 0.8%

Investment tradeoff questions were leading/difficult choice/unfair 0.8%

Consider challenges in their plan (e.g. increasing populating, capacity constraints) 0.7%

Provide incentives for technology adoption (e.g. solar panels) 0.7%

Find a middle ground/balanced approach 0.6%

Cap salary for executives 0.5%

More billing and payment options 0.4%

Support nuclear power investment 0.4%

Invest money wisely 0.3%

Survey was too long/took more than 10 minutes 0.3%

Ensure system is secure/not susceptible to cyber attacks 0.2%

Other 1.7%

None/Don’t know 73.5%

Note: Only responses >0.1% shown
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PHASE I: Needs & Preferences

2026 – 2030 Rate Application

Report Navigation

APPENDIX.04 – Residential Needs & Preferences Survey

APPENDIX.05 – Small Business Needs & Preferences Survey

APPENDIX.06 – C&I Needs & Preferences Survey

APPENDIX.08 – Needs and Preferences Planning Placemat 

PHASE II: Trade-offs

APPENDIX.09 – Residential Trade-off Survey

APPENDIX.10 – Small Business Trade-off Survey

APPENDIX.11 – GS>50 kW Trade-off Survey

APPENDIX.01 – Low-Volume Customer Needs & Preference Focus Groups
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APPENDIX.03 – Key Account Needs & Preference Interviews

APPENDIX.07 – Key Accounts Needs & Preferences Survey

Small Business

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 134 of 500 



Small Business

3

Online Survey
Survey Design & Methodology

INNOVATIVE was engaged by Hydro Ottawa to gather customer input to assess 
importance of the preferences and priorities identified in the qualitative components of 
Phase I of the customer engagement. 

Field Dates

The Small Business Online Survey was sent to a random selection of Hydro Ottawa Small Business 
customers who provided the utility with an email address. Customers had an opportunity to complete 
the survey between April 10th, 2024, and April 25th, 2024. 

Each customer received a unique URL that could be linked back to their annual consumption, region 
and rate class. 

In total, the Small Business survey was sent to 9,344 customers from info@hydroottawa.com. A 
reminder email was sent on April 17th, April 19th, April 22nd and April 24th, 2024 to those who had not 
yet completed the survey. 

Small Business Online Survey Completes

A total of 438 (unweighted) Hydro Ottawa Small Business customers completed the online survey.

Sample Weighting

The Small Business online survey sample was weighted to n = 438 proportionately by collapsed 
consumption quartiles and region in order to be representative of the broader Hydro Ottawa customer 
base.

The table below summarizes the unweighted and weighted (in brackets) sample breakdown by collapsed 
consumption quartile and region.

Region
Consumption Quartiles

Total
Low Medium-Low Medium-High High

Ottawa 80 (71) 71 (66) 69 (63) 43 (59) 263 (260)

Gloucester 14 (14) 19 (16) 12 (16) 6 (8) 51 (55) 

Nepean 13 (15) 13 (18) 19 (20) 21 (20) 66 (73)

Kanata 11 (7) 8 (6) 7 (6) 7 (8) 33 (27)

Goulbourn 3 (4) 8 (6) 8 (7) 5 (6) 24 (22)

Other 1 (1) 0 (0) 0 (0) 0 (0) 1 (1)

Total 122 (112) 119 (112) 115 (112) 82 (102) 438 (438)
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Small Business

4

18%

15%

11%

5%

4%

3%

2%

1%

34%

Real Estate

Commercial

Retail

Manufacturing/Industrial

Restaurant/Tavern

Hospitality

Warehouse

Data Centre

Other

Online Survey
Firmographic Breakdown

Business SectorQ

n=438

Business SizeQ

12% 39% 13% 15% 7% 8% 1%

1
person

2 to 5
people

6 to 10
people

11 to 25
people

26 to 50
people

More than
50 people

Don’t know

n=438“Prefer not to say” (6%) not shown.

“Prefer not to say” (8%) not shown.
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Small Business

5

Online Survey
Environmental Controls

To what extent do you agree or disagree with the following statements?

The cost of my electricity bill has a major impact on the bottom line of my organization and 
results in some important spending priorities and investments being put off.Q

25% 39%
19% 12%

Strongly agree Somewhat agree Somewhat disagree Strongly disagree
“Don’t know/no opinion” (5%) not shown. n=438

Customers are well-served by the electricity system in Ontario.Q

27%
54%

11% 3%

Strongly agree Somewhat agree Somewhat disagree Strongly disagree
“Don’t know/no opinion” (5%) not shown. n=438

Agree: 64%

Agree: 81%
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Small Business

6

Before this survey, how familiar were you with the various parts of the electricity system and 
how they work together?Q

Online Survey
Familiarity with Ontario’s Electricity System

As you may know, Ontario’s electricity system has three key components: generation, transmission and 
distribution.

• Generating stations convert various forms of energy into electric power;

• Transmission lines connect the power produced at generating stations to where it is needed across 
the province; and

• Local distribution networks take the electricity from provincial transmission lines and bring it to 
your home through a network of wires, poles and other equipment.

16%
43% 28% 12% 1%

Very familiar and
could explain the
details to others

Somewhat familiar,
but could not
explain all the

details

Have heard of
some of the terms,
but knew very little

I knew nothing
about Ontario's

electricity system

Don’t know

n=438

Familiar: 59%

Consumption Quartiles

Low
Medium-

Low
Medium-

High
High

Very familiar 11% 15% 22% 16%

Somewhat familiar 49% 44% 46% 32%

Knew very little 24% 25% 25% 37%

Knew nothing 16% 14% 5% 16%

Don’t know 1% 2% 2% --

Familiar 
(Very + Somewhat) 59% 59% 68% 48%
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Small Business

7

Before this survey, how familiar were you with Hydro Ottawa, and the role it plays in Ontario’s 
electricity system?Q

Online Survey
Familiarity with Hydro Ottawa

Hydro Ottawa owns and operates all aspects of the local electricity distribution system across 10 
municipalities in the Durham region, Belleville, and Gravenhurst. This is the network that takes the 
electricity from the high-voltage transmission system and connects it to your home and local community.

24%
50%

15% 11% 1%

Very familiar Somewhat familiar Not very familiar Not familiar at all Don’t know

n=438

Familiar: 74%

Consumption Quartiles

Low
Medium-

Low
Medium-

High
High

Very familiar 20% 26% 28% 23%

Somewhat 
familiar 46% 50% 49% 53%

Not very familiar 17% 14% 16% 12%

Not familiar at all 16% 9% 6% 11%

Don’t know -- 1% 1% 1%

Familiar 
(Very + 
Somewhat)

66% 76% 77% 76%
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Small Business

8

Online Survey
Overall Satisfaction with Hydro Ottawa

48%

32%

13%

4%

2%

Very satisfied

Somewhat satisfied

Neither satisfied or dissatisfied

Somewhat dissatisfied

Very dissatisfied

n=438“Don’t know” (<1%) not shown.

Satisfied: 80%

Generally, how satisfied or dissatisfied are you with the services that your organization 
receives from Hydro Ottawa?Q

Dissatisfied: 7%

Consumption Quartiles

Low
Medium-

Low
Medium-

High
High

Very satisfied 48% 52% 46% 45%

Somewhat satisfied 37% 31% 25% 35%

Neither satisfied nor 
dissatisfied 9% 14% 19% 10%

Somewhat dissatisfied 2% 2% 5% 8%

Very dissatisfied 4% 1% 4% 2%

Don’t know -- -- 1% --

Satisfied 
(Very + Somewhat) 86% 83% 71% 80%

Dissatisfied 
(Very + Somewhat) 6% 3% 9% 10%
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Small Business

9

Online Survey
How Hydro Ottawa can improve its services

Is there anything Hydro Ottawa can do to improve its services to your organization?Q

Response %

Lower bills/provide better rates/make it affordable 12.9%

No issues/satisfied with services 10.6%

Improve reliability of service/reduce outages 5.6%

Improve customer service/reduce wait times/more contact options 5.1%

Improve/maintain infrastructure (e.g. bury lines) 3.1%

Billing improvements – bill format/more payment options 2.9%

Improve communication during outages 2.4%

Build for the future/increase capacity 1.5%

Advise on best rates/plans/programs for customer 1.0%

Promote and educate on energy conservation/incentivize alternative energy 0.9%

Line management (e.g. tree trimming, branch clearing) 0.6%

Improve new connection/disconnection experience 0.5%

Improve overall communications/future plan/climate action initiatives 0.4%

Develop app/tool for customers to manage consumption/provide historical data 0.2%

Reduce delivery fee 0.2%

Other 0.7%

None/Don’t know 51.3%

Note: Only responses >0.1% shown
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Small Business

10

Before this survey, how familiar were you with the amount of your organization’s electricity 
bill that went to Hydro Ottawa?Q

Online Survey
Bill Remittance Familiarity

While Hydro Ottawa is only responsible for the distribution portion of the system, to make it easier for 
customers, they collect payment for the entire electricity system.

Hydro Ottawa keeps about 22% of the average small business customer’s bill in your area. The rest of 
the bill goes to power generation companies, transmission companies, the provincial government, and 
regulatory agencies.

10% 18%
31% 40%

2%

Very familiar Somewhat familiar Not very familiar Not familiar at all Don’t know

n=438

Familiar: 27%

Consumption Quartiles

Low
Medium-

Low
Medium-

High
High

Very familiar 4% 10% 14% 10%

Somewhat familiar 20% 17% 20% 14%

Not very familiar 32% 31% 30% 33%

Not familiar at all 44% 41% 34% 38%

Don’t know -- 1% 1% 5%

Familiar 
(Very + Somewhat) 24% 27% 35% 24%
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Small Business Customers

Priorities & Preferences
Appendix 05
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Small Business
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Online Survey
Importance of Customer Priorities

The second topic in this survey is on outcomes, or services that matter to you. Everyday Hydro Ottawa 
interacts with hundreds of its customers through multiple channels and touchpoints, including surveys, 
the customer care centre and social media.

In a recent series of customer focus groups, a number of goals were identified as potential priorities for 
Hydro Ottawa.

Shortened Customer Priorities Response Labels Full Customer Priorities Response Labels 

Maintaining reliable electrical service Maintaining reliable electrical service for 
customers

Ensuring the grid can withstand severe weather Preparing the grid to withstand increasingly 
severe weather events

Providing timely communications during outages Providing accurate and timely communications 
during power outages

Delivering electricity at a reasonable price Delivering electricity at a reasonable price

Helping customers with energy conservation Helping customers with energy conservation

Expanding the grid to meet expected future demand Building capacity for the electricity grid to meet 
the local community’s expected future needs

Replacing aging infrastructure Replacing aging electrical infrastructure operating 
beyond its expected useful life

Investing in new technology to help manage usage Providing tools and new technologies to help 
customers better manage their electricity usage

Ensuring the safety of electricity infrastructure Ensuring the safety of electrical equipment and 
infrastructure

Providing customers with advisory services

Providing customers with advisory services (e.g. 
advice on solar panels, heat-pumps, battery 
storage, EVs, contractors, energy products, etc.) 
so they can make more informed decisions
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Small Business
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Online Survey
Importance of Customer Priorities

Using a scale from 0 to 10, where 0 means not important at all and 10 means extremely 
important, how important are each of the following Hydro Ottawa priorities to you as a 
customer?

Q

0% <1% 0% <1% <1% 2% 1% 1% 3% 12%
78%

1%

0 1 2 3 4 5 6 7 8 9 10
Not at all 
important

Extremely
important

Maintaining reliable electrical service [average = 9.54]

0% <1% 0% 0% 1% 3% 1% 1% 6% 10%
78%

1%

0 1 2 3 4 5 6 7 8 9 10
Not at all 
important

Extremely
important

Delivering electricity at a reasonable price [average = 9.48]

<1% <1% 0% <1% <1% 3% 3% 3% 7% 14%
68%

1%

0 1 2 3 4 5 6 7 8 9 10
Not at all 
important

Extremely
important

Ensuring the grid can withstand severe weather [average = 9.27]

<1% <1 <1 <1% 1% 5% 1% 4% 8% 14%
66%

1%

0 1 2 3 4 5 6 7 8 9 10
Not at all 
important

Extremely
important

Ensuring the safety of electricity infrastructure [average = 9.17]

<1% <1% 0% <1% 1% 4% 2% 4% 9% 14%
64%

1%

0 1 2 3 4 5 6 7 8 9 10
Not at all 
important

Extremely
important

Providing timely communications during outages [average = 9.14]

Don’t
know

Don’t
know

Don’t
know

Don’t
know

Don’t
know

Note: Priority labels have been shortened for brevity. See slide 12 for full label text. 
“Don’t know” not included in calculation of means.
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Small Business
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Online Survey
Importance of Customer Priorities (Cont’d)

Using a scale from 0 to 10, where 0 means not important at all and 10 means extremely 
important, how important are each of the following Hydro Ottawa priorities to you as a 
customer?

Q

1% <1% 0% 1% 1% 5% 4% 5% 9% 18% 55%
1%

0 1 2 3 4 5 6 7 8 9 10
Not at all 
important

Extremely
important

Expanding the grid to meet expected future demand [average = 8.83]

<1% <1% 0% 1% 1% 6% 4% 5% 11% 16%
54%

1%

0 1 2 3 4 5 6 7 8 9 10
Not at all 
important

Extremely
important

Replacing aging infrastructure [average = 8.83]

2% 1% 1% 1% 2% 16% 5% 10% 15% 15% 30% 1%

0 1 2 3 4 5 6 7 8 9 10
Not at all 
important

Extremely
important

Investing in new technology to help manage usage [average = 7.60]

5% 1% 3% 3% 4% 15% 7% 9% 14% 14% 24% 1%

0 1 2 3 4 5 6 7 8 9 10
Not at all 
important

Extremely
important

Providing customers with advisory services [average = 6.98]

2% 1% 1% 2% 2% 14% 7% 9% 13% 13% 35% 1%

0 1 2 3 4 5 6 7 8 9 10
Not at all 
important

Extremely
important

Helping customers with energy conservation [average = 7.72]

Don’t
know

Don’t
know

Don’t
know

Don’t
know

Don’t
know

Note: Priority labels have been shortened for brevity. See slide 12 for full label text. 
“Don’t know” not included in calculation of means.
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Online Survey
Importance of Customer Priorities – Average Scores

Using a scale from 0 to 10, where 0 means not important at all and 10 means extremely 
important, how important are each of the following Hydro Ottawa priorities to you as a 
customer?

Q

Consumption Quartiles

Average Score Overall Low
Medium-

Low
Medium-

High
High

Maintaining reliable 
electrical service 9.54 9.45 9.53 9.53 9.67

Delivering electricity at a 
reasonable price 9.48 9.50 9.42 9.54 9.45

Ensuring the grid can 
withstand severe weather 9.27 9.24 9.27 9.17 9.43

Ensuring the safety of 
electricity infrastructure 9.17 9.20 9.25 8.91 9.35

Providing timely 
communications during 
outages

9.14 9.13 9.17 9.09 9.15

Expanding the grid to 
meet expected future 
demand

8.83 8.85 8.94 8.69 8.85

Replacing aging 
infrastructure 8.83 8.76 8.81 8.64 9.15

Helping customers with 
energy conservation 7.72 7.81 7.93 7.36 7.80

Investing in new 
technology to help 
manage usage 

7.60 7.73 7.69 7.39 7.58

Providing customers with 
advisory services 6.98 6.90 7.02 6.78 7.24

Note: Priority labels have been shortened for brevity. See slide 12 for full label text. 
“Don’t know” not included in calculation of means.
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Small Business

16

Online Survey
Ranking Customer Priorities

31%

28%

13%

6%

7%

7%

4%

19%

19%

16%

12%

11%

8%

4%

4%

4%

12%

15%

13%

16%

13%

11%

8%

5%

4%

62%

62%

42%

34%

31%

25%

16%

10%

9%

4%

Maintaining reliable electrical service

Delivering electricity at a reasonable price

Ensuring the grid can withstand severe weather

Replacing aging infrastructure

Expanding the grid to meet expected future demand

Ensuring the safety of electricity infrastructure

Providing timely communications during outages

Helping customers with energy conservation

Investing in new technology to help manage usage

Providing customers with advisory services

Top priority Second priority Third priority

Total

n=438“Don’t know” not shown.

Thinking of the priorities on the previous page, which would you say is the most important? 
What is the next most important priority you think Hydro Ottawa should focus on? And what 
do you consider the third most important priority?

Q

Note: Priority labels have been shortened for brevity. See slide 12 for full label text. 

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 148 of 500 



Small Business

17

Online Survey
Ranking Customer Priorities – Summary

Thinking of the priorities on the previous page, which would you say is the most important? 
What is the next most important priority you think Hydro Ottawa should focus on? And what 
do you consider the third most important priority?

Q

Consumption Quartiles

% who select as top 3 
priority

Overall Low
Medium-

Low
Medium-

High
High

Maintaining reliable 
electrical service 62% 62% 64% 60% 63%

Delivering electricity at a 
reasonable price 62% 60% 62% 59% 68%

Ensuring the grid can 
withstand severe 
weather

42% 38% 38% 47% 46%

Replacing aging 
infrastructure 34% 37% 32% 38% 30%

Expand the grid to meet 
expected future demand 31% 31% 29% 37% 26%

Ensuring the safety of 
electricity infrastructure 25% 25% 24% 31% 20%

Providing timely 
communications during 
outages

16% 17% 15% 14% 16%

Helping customers with 
energy conservation 10% 11% 12% 5% 12%

Investing in new 
technology to help 
manage usage

9% 6% 11% 8% 13%

Providing customers with 
advisory services 4% 5% 8% 1% 1%

Note: Priority labels have been shortened for brevity. See slide 12 for full label text. 
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Small Business

18

Online Survey
Additional Priority Areas

Can you think of any other important priorities that Hydro Ottawa should be focusing on?Q

Response %

Expanding electricity grid to meet future needs 3.1%

Lower cost/discount for low-income and senior customers 2.5%

Replacing aging electrical infrastructure 2.5%

Develop better rates/plans to suit different customers' needs 2.2%

Transparent and open communication 2.1%

Improve ease of connecting alternative energy systems to the grid 1.9%

Helping customers with energy conservation 1.7%

Delivering electricity at a reasonable price 1.7%

Positive comment - General 1.3%

Consider impact to environment/protect environment/sustainability 1.2%

Maintaining reliable electrical service for customers 1.1%

Providing accurate and timely communications during power outages 1.1%

Providing customers with advisory services (e.g. advice on solar panels, heat-pumps, 
battery storage, EVs, contractors) 1.1%

All previously mentioned priorities are important 0.9%

Other 0.4%

None/Don’t know 75.0%

Note: Only responses >0.1% shown
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Small Business

19

Online Survey
Reliability Preferences

Have you experienced any power outages at your organization in the past 12 months which 
lasted longer than one minute? If so, approximately how many of these power outages did 
you experience over the past 12 months?

Q

Now, let’s talk about the reliability of electricity service you receive.

27% 23% 21% 22% 7%

No outages 1 outage 2 outages 3 or more
outages

Don't know

n=438

Have experienced an outage: 66%

Consumption Quartiles

Low
Medium-

Low
Medium-

High
High

No outages 33% 26% 24% 25%

1 outage 27% 25% 23% 18%

2 outages 13% 23% 26% 21%

3 or more 
outages 19% 19% 19% 29%

Don’t know 8% 7% 7% 7%

Have 
experienced at 
least 1 outage 

59% 67% 69% 68%
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Online Survey
Ranking Reliability Preferences

30%

18%

21%

19%

8%

21%

23%

18%

21%

11%

17%

21%

21%

19%

15%

68%

62%

61%

59%

34%

Reducing the length of time to restore power during
extreme weather events

Reducing the overall length of outages

Reducing the overall number of outages

Reducing the number of outages during extreme
weather events

Improving the quality of power, as judged by
momentary interruptions (less than one minute) in

power that can result in the flickering or dimming of
lights

Top priority Second priority Third priority

Total

n=438“Don’t know” not shown.

When it comes to reliability, there are a number of areas that Hydro Ottawa could focus on. 
Among the following reliability outcomes, which would you say is the most important? What 
is the next most important reliability outcome you think Hydro Ottawa should focus on? And 
what do you consider the third most important priority?

Q
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Small Business

21

Online Survey
Ranking Reliability Preferences – Summary

When it comes to reliability, there are a number of areas that Hydro Ottawa could focus on. 
Among the following reliability outcomes, which would you say is the most important? What 
is the next most important reliability outcome you think Hydro Ottawa should focus on? And 
what do you consider the third most important priority?

Q

Consumption Quartiles

% who select as top 3 
priority

Overall Low
Medium-

Low
Medium-

High
High

Reducing the length of 
time to restore power 
during extreme weather

68% 68% 70% 63% 69%

Reducing the overall 
length of outages 62% 60% 57% 64% 66%

Reducing the overall 
number of outages 61% 58% 59% 65% 62%

Reducing the number of 
outages during extreme 
weather

59% 59% 61% 58% 58%

Improving the quality of 
power, as judged by 
momentary 
interruptions

34% 32% 32% 34% 36%

Don’t know 7% 9% 8% 7% 5%

Note: Categories have been shortened for brevity.
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Small Business Customers

Investment Trade-Offs
Appendix 05

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 154 of 500 



Small Business
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Regarding investments in aging infrastructure, which of the following statements best 
represents your point of view?Q

Online Survey
Investment Trade-Offs – System Renewal

The final topic in this survey is on investment trade-offs.

Hydro Ottawa is in the early stages of developing its investment plan for the five years between 2026 
and 2030. While conversations with customers will continue over the next 12 months, the utility wants 
to know your preferences when it comes to finding the right balance between costs and other outcomes 
that customers value.

There are four investment categories that we would like to discuss. The first category focuses on 
projects that replace and restore aging electrical infrastructure, like overhead poles and underground 
cables. 

74%

18% 8%

Hydro Ottawa should invest 
what it takes to replace the 

system’s aging infrastructure to 
maintain system reliability; even 

if that increases my monthly 
electricity bill by a few dollars 

over the next few years

Hydro Ottawa should defer its
investments in replacing aging

infrastructure to lessen the
impact of any bill increase; even
if this could eventually lead to

more frequent or longer power
outages

Don't know

n=438

Consumption Quartiles

Low
Medium-

Low
Medium-

High
High

Invest what it takes 75% 71% 74% 75%

Defer investments 16% 20% 18% 18%

Don’t know 8% 9% 9% 7%
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Small Business
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Regarding these types of investments, which of the following statements best represents your 
point of view?Q

Online Survey
Investment Trade-Offs – General Plant

The second category focuses on keeping Hydro Ottawa’s business running. This includes facilities to 
house staff and equipment, vehicles and tools to service equipment, and up-to-date IT systems to 
manage customer data and protect the electrical grid from cybersecurity threats. 

64%

27%
9%

Hydro Ottawa should make the
investments necessary to ensure
its staff have the equipment and

IT systems they need to
efficiently operate and maintain

the grid

Hydro Ottawa should find ways
to make do with the facilities,

equipment, vehicles and IT
systems it already has

Don't know

n=438

Consumption Quartiles

Low
Medium-

Low
Medium-

High
High

Make the necessary 
investments 65% 65% 62% 64%

Make do with what it 
already has 25% 27% 28% 28%

Don’t know 10% 9% 11% 8%
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Small Business

25

With this in mind, which of the following statements best represents your point of view?Q

Online Survey
Investment Trade-Offs – System Service

The third investment category focuses on growth and greater demand for electricity in various parts of 
Hydro Ottawa’s service territory. 

Increased demand for electricity puts pressure on existing electrical infrastructure. Eventually, further 
infrastructure investments are required to support increased demand for electricity.

62%

25% 13%

Hydro Ottawa should proactively
invest in system capacity
infrastructure to ensure

customers in high growth areas
do not experience a decrease in
reliability, even if this increases

customer bills

To help keep rate increases
down, Hydro Ottawa should
delay investments in system

capacity needs until customers
start to experience a decline in

reliability

Don't know

n=438

Consumption Quartiles

Low
Medium-

Low
Medium-

High
High

Proactive investments in 
system capacity 68% 57% 68% 56%

Delay capacity 
investments until 
reliability declines

21% 27% 22% 28%

Don’t know 10% 16% 10% 16%
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Small Business
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Regarding these types of investments which of the following best represents your view?Q

Online Survey
Investment Trade-Offs – Grid Modernization

Hydro Ottawa can invest in technology that can lead to a wide range of benefits including reliability, 
efficiency, customer service, and reducing environmental impacts.  

When deemed the lowest cost option that will provide equal or improved service, Hydro Ottawa will, in 
most cases, invest in technology. However, there are two other scenarios where Hydro Ottawa needs 
your feedback.

First, there are times when Hydro Ottawa identifies new technology that can improve reliability or 
provide other benefits, but it will cost customers more. For instance, advanced monitoring technology 
can provide signals when there is an outage, allowing Hydro Ottawa to provide customers with better 
information on the areas impacted by outages and helping crews find affected areas more quickly. 

69%

21% 11%

If Hydro Ottawa is clear about the
cost to customers and the

potential benefits, they should
explore new technologies that
would make the system better,

even if it could increase customer
rates

Hydro Ottawa should not explore
new technologies that would

make the system better if they
are not the lowest cost option and

would increase customer rates

Don't know

n=438

Consumption Quartiles

Low
Medium-

Low
Medium-

High
High

Explore new technologies 69% 67% 72% 66%

Should not explore new 
technologies 22% 19% 20% 21%

Don’t know 9% 14% 8% 13%
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Which of the following best represents your view?Q

Online Survey
Investment Trade-Offs – Grid Modernization (Cont’d)

The second scenario is where Hydro Ottawa identifies new technology that is needed to improve the 
system in the future and would increase costs now, but the benefit might not be felt until later. 

This includes accommodating emerging technologies like solar power, battery storage and electric 
vehicles. Regardless of whether you are considering new energy choices like an electric vehicle for 
yourself today, Hydro Ottawa must be prepared as adoption becomes more widespread over the next 5-
10 years.

For instance, charging each electric vehicle draws as much energy as two average homes. If a dozen or 
so people come home and start changing their vehicles at a period of peak demand, it could overload 
the grid in that neighbourhood. While Hydro Ottawa cannot predict the exact rate of electric vehicle 
adoption in east central Ontario, the utility must make certain investments today that will allow it to 
manage electric vehicle demand in the future. 

65%

23% 13%

If Hydro Ottawa is clear about
the cost to customers and the
potential benefits, they should
explore new technologies that
might not provide immediate
benefit, but will in the future

Hydro Ottawa should not explore
new technologies that would not

provide immediate benefit if it
would increase customer rates

Don't know

n=438

Consumption Quartiles

Low
Medium-

Low
Medium-

High
High

Explore new 
technologies 66% 65% 67% 62%

Should not explore 
new technologies 24% 19% 22% 25%

Don’t know 10% 16% 11% 13%
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Small Business Customers

Energy Transition
Appendix 05
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Small Business

29

How familiar are you with the idea of transitioning from its current energy system that 
depends highly on carbon-based fuels to a lower-carbon energy system?Q

Online Survey
Familiarity with Energy Transition

One issue people have been talking about lately in Canada is the idea that Canada and the world may be 
transitioning from its current energy system that depends highly on carbon-based fossil fuels like coal, 
oil and gas to a lower-carbon energy system.

22%
36% 26%

11% 5%

Very familiar and
could explain it to

others in detail

Somewhat familiar
with the idea but

cannot explain it to
others in detail

I have heard of the
idea of an energy
transition, but I
don't know the

details

I have not heard of
the idea of an

energy transition
before this survey

Don’t know

n=438

Familiar: 59%

Consumption Quartiles

Low
Medium-

Low
Medium-

High
High

Very familiar, could 
explain it to others in 
detail

21% 20% 26% 23%

Somewhat familiar, 
cannot explain it to 
others in detail

39% 39% 37% 30%

Have heard of it before, 
but don’t know the 
details

21% 29% 25% 28%

Haven’t heard of the 
idea of energy transition 
before

13% 9% 8% 13%

Don’t know 6% 3% 4% 5%

Familiar 
(Very + Somewhat) 60% 59% 63% 53%
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Consumption Quartiles

Low
Medium-

Low
Medium-

High
High

All good 14% 10% 19% 10%

Mostly good 39% 39% 33% 39%

Mix of good and 
bad 32% 40% 30% 34%

Mostly bad 4% 2% 8% 8%

All bad 3% 2% 3% 1%

Don’t know 8% 7% 7% 7%

Good thing 
(All + Mostly) 53% 49% 52% 49%

Bad thing 
(All + Mostly) 7% 4% 11% 9%

Online Survey
Impression of Energy Transition

13%

38%

34%

6%

2%

7%

All good

Mostly good

Mix of good and bad

Mostly bad

All bad

Don't know

n=438

Good thing: 51%

Bad thing: 8%

From what you know or based on your first impression, does energy transition sound like a 
good thing or a bad thing?Q
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30%

37%

25%

8%

I would like Hydro Ottawa to be a trusted
partner in my energy consumption,

supporting me in all my energy-related
decisions

I would like Hydro Ottawa to be a source
of additional information and programs to
support my energy decisions if I request it

I do not want any relationship with Hydro
Ottawa beyond providing

my electricity

Don't know

Beyond providing you with electricity, which of the following best describes your desired 
relationship with Hydro Ottawa? Q

Online Survey
Relationship with Hydro Ottawa

n=438

Consumption Quartiles

Low
Medium-

Low
Medium-

High
High

Trusted partnership 
with decision-
making support

33% 26% 28% 33%

Relationship limited 
to information and 
additional programs

40% 33% 38% 38%

No relationship 
beyond providing 
electricity

21% 32% 27% 19%

Don’t know 6% 9% 7% 11%
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Small Business Customers

Final Comments
Appendix 05
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Online Survey
Additional Comments or Feedback

Before this survey concludes, do you have any additional comments or feedback you’d like to 
share with Hydro Ottawa?Q

Response %
Positive feedback/Hydro Ottawa doing well/their best 7.6%

Lower rates/keep costs low/maintain affordability 3.3%

More information/communication/ability to track usage 2.5%

Investment tradeoff questions were leading/difficult choice/unfair 1.6%

Prioritize reliability (e.g. Plans for underground cables, reduce outages) 1.6%

Increase is necessary, be transparent in plan and pricing 1.2%

Consider challenges in their plan (e.g. increasing populating, capacity constraints) 1.1%

Positive feedback about the survey 1.1%

Find a middle ground/balanced approach 1.1%

Cap salary for executives 0.9%

Support investment in green energy/energy transition 0.9%

Concern or issue with survey/question wording - General 0.8%

Provide incentives for technology adoption (e.g. solar panels) 0.7%

Support nuclear power investment 0.7%

Reinvest profits into improving the system/infrastructure rather than increasing costs 0.6%

Improve line management (e.g. tree trimming, branch clearing) 0.6%

More billing and payment options 0.2%

Support EV investments/prepare grid for EV adoption 0.2%

Other 3.1%

None/Don’t know 70.0%

Note: Only responses >0.1% shown
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Phase I Customer Engagement
2026 Rate Application
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APPENDICIES
PHASE I: Needs & Preferences

2026 – 2030 Rate Application

Report Navigation

APPENDIX.04 – Residential Needs & Preferences Survey

APPENDIX.05 – Small Business Needs & Preferences Survey

APPENDIX.06 – C&I Needs & Preferences Survey

APPENDIX.08 – Needs and Preferences Planning Placemat 

PHASE II: Trade-offs

APPENDIX.09 – Residential Trade-off Survey

APPENDIX.10 – Small Business Trade-off Survey

APPENDIX.11 – GS>50 kW Trade-off Survey

APPENDIX.01 – Low-Volume Customer Needs & Preference Focus Groups

APPENDIX.02 – C&I Customer Needs & Preference Interviews

APPENDIX.03 – Key Account Needs & Preference Interviews

APPENDIX.07 – Key Accounts Needs & Preferences Survey

C&I
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C&I

3

Online Survey
Survey Design & Methodology

Note: Graphs and tables may not always total 100% due to rounding values rather than any error in data. Sums 
are added before rounding numbers. Caution interpreting results with small n-sizes.

Field Dates

The C&I Online Survey was sent to all of Hydro Ottawa’s Commercial & Industrial customers who 
provided the utility with an email address. Customers had an opportunity to complete the survey 
between May 9th and May 27th, 2024. 

Each customer received a unique URL that could be linked back to their average monthly consumption, 
and region. 

In total, the C&I survey was sent to 867 customers from info@hydroottawa.com. Reminder emails were 
sent on May 16th, May 21st and May 24th to those who had not yet completed the survey.

C&I Online Survey Completes

A total of 50 (unweighted) Hydro Ottawa’s C&I customers completed the online survey. 

Given the limited sample size among C&I customers, results should be treated as directional.

Sample Weighting

The C&I online survey sample was weighted to 50 proportionately by consumption quartiles and region 
in order to be representative of the broader Hydro Ottawa’s customer base.

The table below summarizes the unweighted and weighted (in brackets) sample breakdown by collapsed 
consumption quartile and region.

Region
Consumption Quartiles

Total
Low-Medium Medium-High

Ottawa 9 (11) 13 (18) 22 (30)

West 16 (10) 6 (4) 22 (14)

East 4 (4) 2 (2) 6 (6)

Total 29 (25) 21 (25) 50 (50)
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C&I

4

28%

25%

16%

10%

7%

4%

10%

Commercial

Multi-Unit Residential Building(s) (MURB)

Hospitality

Manufacturing/Industrial

Retail

Municipal / Academic / Schools /
Hospitals (MASH)

Other

Online Survey
Firmographic Breakdown

Organization SectorQ

n=50
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C&I

5

23%

17%

15%

8%

37%

Executive Manager

Senior Manager

Facilities Manager

Operations Manager

Other

Online Survey
Firmographic Breakdown

Role at OrganizationQ

n=50

Organization SizeQ

56%
30%

5% 1% 7%

Less than
100 people

100 to less than
250 people

250 to less than
500 people

500 to less than
1,000 people

1,000 people
or more

n=50

Other includes: 
Accountant, Project 
Manager, Owner etc.
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C&I

6

Online Survey
Firmographic Breakdown

63%
37%

0%

A single bill Multiple bills Don't know
n=50

As part of your job, are you responsible for managing or overseeing your organization’s 
electricity usage?Q

Does your organization receive electrical bills from utilities other than Hydro Ottawa?Q

17%

83%

0%

Yes – we have operations in 
multiple jurisdictions

No – we only operate in Hydro 
Ottawa's service territory

Don’t know

n=50

Does your organization receive a single bill or multiple bills from Hydro Ottawa?Q

43% 39%

14%
3%

I am responsible It’s a shared responsibility Another member of my
organization is

responsible

Don’t know

n=50
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C&I

7

Online Survey
Familiarity with Hydro Ottawa

Before this survey, how familiar were you with Hydro Ottawa, and the role it plays in Ontario’s 
electricity system?Q

Hydro Ottawa owns and operates all aspects of the local electricity distribution system across 10 
municipalities in the Durham region, Belleville, and Gravenhurst. This is the network that takes the 
electricity from the high-voltage transmission system and connects it to your home and local community.

27%
40%

21% 9% 3%

Very familiar Somewhat familiar Not very familiar Not familiar at all Don’t know

n=50

Familiar: 67%
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C&I

8

Online Survey
Overall Satisfaction with Hydro Ottawa

Generally, how satisfied or dissatisfied are you with the services that your organization 
receives from Hydro Ottawa?Q

45%

43%

8%

0%

0%

Very satisfied

Somewhat satisfied

Neither satisfied or dissatisfied

Somewhat dissatisfied

Very dissatisfied

n=50“Don’t know” (3%) not shown.

Satisfied: 89%

Dissatisfied: 0%
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C&I

9

Online Survey
How Hydro Ottawa can improve its services

Is there anything Hydro Ottawa can do to improve its services to your organization?Q

Response %

No issues/satisfied with service 15.3%

Improve customer service experience 6.3%

Other billing concerns (e.g. accurate bills, more info, bill generation) 4.0%

Provide conservation tips/info/incentives 3.7%

Lower rates 3.7%

Enable customers to manage multiple accounts 3.5%

More reliable service, specifically fewer outages 3.1%

Other 5.9%

None/Don’t know 54.5%

Note: Only responses >0.1% shown
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C&I

10

Before this survey, how familiar were you with the amount of your organization’s electricity 
bill that went to Hydro Ottawa? Q

Online Survey
Bill Remittance Familiarity

While Hydro Ottawa is responsible for collecting payment for the entire electricity bill, it retains only a 
small percentage of C&I customer’s bill in your area. The majority of the bill goes to power generation 
companies, transmission companies, the provincial government, and regulatory agencies.

35% 27% 31%

6% 1%

Very familiar Somewhat familiar Not very familiar Not familiar at all Don’t know

n=50

Familiar: 62%
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C&I Customers

Priorities & Preferences
Appendix 06
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C&I
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Online Survey
Importance of Customer Priorities

Shortened General Outcomes Priorities 
Response Labels 

Full General Outcomes Priorities Response 
Labels 

Delivering reliable electrical service
Delivering reliable electrical service, including power 
quality (e.g. minimizing voltage fluctuations and 
momentary interruptions)

Reasonable electricity distribution rates Providing reasonable electricity distribution rates

Hardening the grid to withstand severe 
weather

Hardening the local grid to withstand increasingly 
severe weather events (e.g. windstorms, derechos, 
tornados, floods, and ice storms)

Ensuring electrical capacity meets future 
demand 

Ensuring electrical capacity is available to meet 
future customer demand

Ensuring the safe operations of its 
infrastructure

Ensuring the safe operations of its infrastructure

Ensuring reasonable costs for capital projects Ensuring reasonable costs for capital projects (e.g. 
new connections/service upgrades)

Reasonable timelines for capital projects Providing reasonable timelines for capital projects 
(e.g. new connections/service upgrades/relocations)

Investing in technology to help manage usage
Investing in technology that permits customers to 
better manage and monitor their electricity usage 
and/or local generation

Providing enhanced advisory services 
Providing enhanced advisory services (e.g. advice on 
solar panels, heat-pumps, battery storage, EV 
charging stations, contractors, energy products, etc.)

Providing electricity solutions and services 

Providing “behind the meter” electricity solutions 
and services (e.g. designing, building, or maintaining 
distributed generation or battery storage solutions 
for customers)

The second topic in this survey is on outcomes, or services that matter to you. 

Hydro Ottawa regularly holds discussions with its customers to better understand how it should set 
spending priorities with ratepayer dollars.

In a recent series of C&I  customer interviews, several areas were identified as priorities for Hydro 
Ottawa.
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C&I

13

Online Survey
Importance of Customer Priorities

Using a scale from 0 to 10, where 0 means not important at all and 10 means extremely 
important, how important are each of the following Hydro Ottawa priorities to your 
organization?

Q

0% 0% 2% 0% 2% 2% 2% 2% 7% 17%
64%

1%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Delivering reliable electrical service [average = 9.2]

0% 0% 0% 2% 4% 5% 0% 2% 7% 16%
62%

1%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Reasonable electricity distribution rates [average = 9.0]

0% 1% 0% 0% 5% 2% 2% 0% 16% 13%
59%

1%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Hardening the grid to withstand severe weather [average = 8.9]

0% 0% 0% 3% 5% 2% 4% 1% 14% 1%
65%

4%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Ensuring the safe operations of its infrastructure [average = 8.8]

0% 0% 0% 0% 2% 9% 1% 6% 11% 4%
66%

1%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Ensuring electrical capacity meets future demand [average = 8.9]

Note: Priority labels have been shortened for brevity. See slide 12 for full label text. 
“Don’t know” not included in calculation of means.

Don’t
know

Don’t
know

Don’t
know

Don’t
know

Don’t
know
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C&I

14

Online Survey
Importance of Customer Priorities (Cont’d)

Using a scale from 0 to 10, where 0 means not important at all and 10 means extremely 
important, how important are each of the following Hydro Ottawa priorities to your 
organization?

Q

0% 0% 0% 5% 6% 7% 2% 10% 5% 15% 49%
1%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Ensuring reasonable costs for capital projects [average = 8.3]

0% 0% 2% 1% 4% 5% 18% 10% 6% 13% 37% 4%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Reasonable timelines for capital projects [average = 7.9]

1% 0% 2% 0% 0% 18% 2% 13% 11% 11% 38% 1%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Investing in technology to help manage usage [average = 7.9]

0% 0% 0% 2% 5% 18% 4% 6% 17% 19% 25% 2%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Providing enhanced advisory services [average = 7.7]

Note: Priority labels have been shortened for brevity. See slide 12 for full label text. 
“Don’t know” not included in calculation of means.

Don’t
know

Don’t
know

Don’t
know

Don’t
know

0% 0% 0% 2% 4% 16% 23% 5% 16% 12% 19% 4%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Providing electricity solutions and services [average = 7.2]

Don’t
know
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Online Survey
Ranking Customer Priorities

17%

20%

10%

22%

12%

7%

4%

23%

12%

24%

13%

6%

7%

8%

25%

25%

9%

7%

7%

5%

8%

7%

5%

65%

58%

44%

42%

25%

19%

19%

12%

8%

5%

Reasonable electricity distribution rates

Hardening the grid to withstand severe weather

Ensuring electrical capacity meets future
demand

Delivering reliable electrical service

Ensuring the safe operations of its infrastructure

Investing in technology to help manage usage

Ensuring reasonable costs for capital projects

Providing enhanced advisory services

Reasonable timelines for capital projects

Providing electricity solutions and services

Top priority Second priority Third priority

Total

n=50

Thinking of the priorities on the previous page, which would you say is the most important? 
What is the next most important priority you think Hydro Ottawa should focus on? And what 
do you consider the third most important priority?

Q

Note: Priority labels have been shortened for brevity. See slide 12 for full label text. 
Data labels are removed where 3% or less. “Don’t know” is not shown.
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C&I

16

Online Survey
Power Quality and Reliability Outcomes

The following statements are about the electrical service that your organization receives from Hydro 
Ottawa. For each statement, please indicate your level of satisfaction or dissatisfaction.

Power quality, as judged by the absence of voltage fluctuations that may affect your 
equipment or operations.Q

54% 36%
2% 0% 7%

Very satisfied Somewhat
satisfied

Neither satisfied
nor dissatisfied

Somewhat
dissatisfied

Very dissatisfied

“Don’t know” (1%) not shown. n=50

The reliability of your electricity service, as judged by the number of power outages you 
experience.Q

The amount of time it takes to restore power when unscheduled outages occur.Q

Satisfied: 90%

52% 33%
0% 10% 5%

Very satisfied Somewhat
satisfied

Neither satisfied
nor dissatisfied

Somewhat
dissatisfied

Very dissatisfied

“Don’t know” (1%) not shown. n=50

Satisfied: 84%

44% 33%
7% 7% 3%

Very satisfied Somewhat
satisfied

Neither satisfied
nor dissatisfied

Somewhat
dissatisfied

Very dissatisfied

“Don’t know” (6%) not shown. n=50

Satisfied: 77%

Dissatisfied: 7%

Dissatisfied: 14%

Dissatisfied: 10%
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Online Survey
Ranking Reliability Preferences

28%

24%

25%

12%

7%

22%

32%

8%

24%

11%

20%

12%

25%

20%

14%

70%

68%

58%

57%

32%

Reducing the overall number of outages

Reducing the length of time to restore power during
and after extreme weather events

Reducing the number of outages during extreme
weather events

Reducing the overall length of outages

Improving the quality of power, as judged by
momentary interruptions (less than one minute) in

power that can result in the flickering or dimming of
lights

Top priority Second priority Third priority

Total

n=50

When it comes to reliability, there are a number of areas that Hydro Ottawa could focus on. 
Among the following reliability outcomes, which would you say is the most important? What 
is the next most important reliability outcome you think Hydro Ottawa should focus on? And 
what do you consider the third most important priority?

Q

Note: “Don’t know” not shown.
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Online Survey
Additional Priority Areas

Can you think of any other priorities that Hydro Ottawa should be focusing on, not listed on 
the previous pages? Q

Response %

Provide customers with technology adoption options/incentives 4.9%

[Priority listed] Providing reasonable electricity distribution rates 3.7%

[Priority listed] Delivering reliable electrical service, including power quality 2.6%

Prioritize clean sources of energy (e.g. solar, wind) 2.4%

No issues/satisfied with service 1.2%

Other 6.6%

Don’t know 78.7%

Note: Only responses >0.1% shown
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Investment Trade-Offs
Appendix 06
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Online Survey
Investment Trade-Offs – System Renewal

69%

17% 14%

Hydro Ottawa should invest 
what it takes to replace the 

system’s aging infrastructure to 
maintain system reliability; even 

if that increases my monthly 
electricity over the next few 

years

Hydro Ottawa should defer its
investments in replacing aging

infrastructure to lessen the
impact of any bill increase; even
if this could eventually lead to

more frequent or longer power
outages

Don’t know

n=50

Regarding investments in aging infrastructure, which of the following statements best 
represents your point of view?Q

The final topic in this survey is on investment trade-offs.

Hydro Ottawa is in the early stages of developing its investment plan for the five years between 2026 
and 2030. While conversations with customers will continue over the next 12 months, the utility wants 
to know your preferences when it comes to finding the right balance between costs and other outcomes 
that customers value. 

There are four investment categories that we would like to discuss. 

The first category focuses on projects that replace and restore aging electrical infrastructure, like 
overhead poles and underground cables. 
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C&I

21

Regarding these types of investments, which of the following statements best represents your 
point of view?Q

Online Survey
Investment Trade-Offs – General Plant

The second category focuses on keeping Hydro Ottawa’s business running. This includes facilities to 
house staff and equipment, vehicles and tools to service equipment, and up-to-date IT systems to 
manage customer data and protect the electrical grid from cybersecurity threats. 

75%

18% 7%

Hydro Ottawa should make the
investments necessary to ensure
its staff have the equipment and

IT systems they need to
efficiently operate and maintain

the grid

Hydro Ottawa should find ways
to make do with the facilities,

equipment, vehicles and IT
systems it already has

Don't know

n=50
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With this in mind, which of the following statements best represents your point of view?Q

Online Survey
Investment Trade-Offs – System Service

The third investment category focuses on growth and greater demand for electricity in various parts of 
Hydro Ottawa’s service territory. 

Increased demand for electricity puts pressure on existing electrical infrastructure. Eventually, further 
infrastructure investments are required to support increased demand for electricity.

n=50

63%

18% 19%

Hydro Ottawa should proactively
invest in system capacity
infrastructure to ensure

customers in high growth areas
do not experience a decrease in
reliability, even if this increases

customer bills

To help keep rate increases
down, Hydro Ottawa should
delay investments in system

capacity needs until customers
start to experience a decline in

reliability

Don't know
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Online Survey
Investment Trade-Offs – Grid Modernization

Hydro Ottawa can invest in technology that can lead to a wide range of benefits including reliability, 
efficiency, customer service, and reducing environmental impacts.  

When deemed the lowest cost option that will provide equal or improved service, Hydro Ottawa will, in 
most cases, invest in technology. 

However, there are two other scenarios where Hydro Ottawa needs your feedback. 

First, there are times when Hydro Ottawa identifies new technology that can improve reliability or 
provide other benefits, but it will cost customers more. For instance, advanced monitoring technology 
can provide signals when there is an outage, allowing Hydro Ottawa to provide customers with better 
information on the areas impacted by outages and helping crews find affected areas more quickly. 

Regarding these types of investments which of the following best represents your view?Q

66%

18% 16%

If Hydro Ottawa is clear about the
cost to customers and the

potential benefits, they should
explore new technologies that
would make the system better,

even if it could increase customer
rates

Hydro Ottawa should not explore
new technologies that would

make the system better if they
are not the lowest cost option and

would increase customer rates

Don't know

n=50
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Online Survey
Investment Trade-Offs – Grid Modernization (Cont’d)

Which of the following best represents your view?Q

The second scenario is where Hydro Ottawa identifies new technology that is needed to improve the 
system in the future and would increase costs now, but the benefit might not be felt until later. 

This includes accommodating emerging technologies like solar power, battery storage and electric 
vehicles.

Regardless of whether you are considering new energy choices like battery storage, distributed energy 
resources (e.g. solar power), or onsite EV charging stations today, Hydro Ottawa must be prepared as 
adoption becomes more widespread over the next 5-10 years.

While Hydro Ottawa cannot predict the exact rate of new technology adoption in east central Ontario, 
the utility must make certain investments today that will allow it to manage demand in the future. 

59%
27% 14%

If Hydro Ottawa is clear about
the cost to customers and the
potential benefits, they should
explore new technologies that
might not provide immediate
benefit, but will in the future

Hydro Ottawa should not explore
new technologies that would not

provide immediate benefit if it
would increase customer rates

Don't know

n=50
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Energy Transition
Appendix 06
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Online Survey
Carbon Reduction Initiatives 

26%
5%

45%
24%

Yes – carbon reduction 
targets currently in place

Yes – “net zero” 
targets

No targets
currently set

Don’t know

n=50

Does your organization have a carbon reduction program in place?Q

n=2*

What is your organization’s “net zero” target date?Q

2

0 0 0 0 0

2030 or
before

Between
2031 and 2035

Between
2036 and 2040

Between
2041 and 2050

After
2050

Don’t know

Yes: 31%

Note: *Asked among those who have “net zero” targets in place.
             Results shown in frequencies rather than percentages due to limited sample (n<50).
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31%

40%

15%

13%

I would like Hydro Ottawa to be a
proactive, trusted partner in my energy

management, supporting me in all my
energy-related decisions

I would like Hydro Ottawa to support me
in energy-related decisions if I request it

I do not want any relationship with Hydro
Ottawa beyond providing my electricity

Don’t know

Beyond providing you with electricity, which of the following best describes your 
organization’s desired relationship with Hydro Ottawa? Q

Online Survey
Relationship with Hydro Ottawa

n=50
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Online Survey
Financing for Energy Transition

Do you support Hydro Ottawa helping finance capital costs of energy transition projects 
through monthly bills (i.e. finance behind-the-meter solutions and new equipment over an 
extended period through your organization’s operating costs)?

Q

10%

42%

28%

2%

5%

Strongly support

Somewhat support

Neither support nor oppose

Somewhat oppose

Strongly oppose

n=50“Don’t know” (12%) not shown.

Support: 52%

Oppose: 8%

In a recent series of interviews with C&I customers, the idea of project financing was discussed. 
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Environmental Controls
Appendix 06
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Online Survey
Environmental Controls

Please indicate if you agree or disagree with the following statements.

The cost of my organization’s electricity bill has a major impact on the bottom line and results 
in some important spending priorities and investments being put off.Q

Customers are well served by the electricity system in Ontario.Q

Fossil fuels should be phased out as quickly as possible to speed up the shift to a lower-
carbon future.Q

47% 31%
12% 2%

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

“Don’t know/No opinion” (8%) not shown.

Agree: 78% Disagree: 13%

n=50

34%
52%

6% 0%

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

“Don’t know/No opinion” (8%) not shown.

Agree: 86% Disagree: 6%

n=50

28% 25% 27% 10%

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

“Don’t know/No opinion” (9%) not shown.

Agree: 53% Disagree: 38%

n=50
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Appendix 06
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Online Survey
Additional Comments or Feedback

Before this survey concludes, do you have any additional comments or feedback you’d like to 
share with Hydro Ottawa?Q

Response %

Comments showing appreciation/positive feedback 4.7%

Invest in alternative/clean energy sources 2.4%

Improve customer service experience 1.2%

Other 4.9%

None/Don’t know 86.8%

Note: Only responses >0.1% shown
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STRICTLY PRIVILEGED AND CONFIDENTIAL

This report and all of the information and data 
contained within it may not be released, shared or 
otherwise disclosed to any other party, without the 
prior, written consent of Hydro Ottawa Limited.

Phase I Customer Engagement
2026 Rate Application

Key Accounts Needs & 
Preferences Survey

APPENDIX
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APPENDICIES
PHASE I: Needs & Preferences

2026 – 2030 Rate Application

Report Navigation

APPENDIX.04 – Residential Needs & Preferences Survey

APPENDIX.05 – Small Business Needs & Preferences Survey

APPENDIX.06 – C&I Needs & Preferences Survey

APPENDIX.08 – Needs and Preferences Planning Placemat 

PHASE II: Trade-offs

APPENDIX.09 – Residential Trade-off Survey

APPENDIX.10 – Small Business Trade-off Survey

APPENDIX.11 – GS>50 kW Trade-off Survey

APPENDIX.01 – Low-Volume Customer Needs & Preference Focus Groups

APPENDIX.02 – C&I Customer Needs & Preference Interviews

APPENDIX.03 – Key Account Needs & Preference Interviews

APPENDIX.07 – Key Accounts Needs & Preferences Survey

Key Account
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Key Account

3

Online Survey
Survey Design & Methodology

Note: Graphs and tables may not always total 100% due to rounding values rather than any error in data.  Sums are added before 
rounding numbers.  Caution interpreting results with small n-sizes.

Field Dates

The Key Account Online Survey was sent to all of Hydro Ottawa’s Key Accounts via email. Customers had 
an opportunity to complete the survey between May 9th and May 27th, 2024. 

Each customer received a unique URL that could be linked back to their customer type.

In total, the Key Account survey was sent to 185 customers from info@hydroottawa.com. Reminder 
emails were sent on May 16th and May 21st to those who had not yet completed the survey.

Key Account Online Survey Completes

A total of 37 (unweighted) Hydro Ottawa’s Key Account customers completed the online survey. 

Given the limited sample size among Key Account customers, results should be treated as directional.

Sample Weighting

The Key Account online survey sample was weighted to 37 proportionately by business type in order to 
be representative of Hydro Ottawa’s broader Key Account customer base.

The table below summarizes the unweighted and weighted (in brackets) sample breakdown by business 
type.

Sector Unweighted n (Weighted n)

Commercial 7 (12)

Industrial 4 (6)

Municipal / Academic / Schools / Hospitals (MASH) 16 (9)

Multi-Unit Residential Building(s) (MURB) 10 (11)

Total 37 (37)
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32%

15%

12%

11%

7%

6%

4%

12%

Commercial

Municipal / Academic / Schools /
Hospitals (MASH)

Manufacturing/Industrial

Multi-Unit Residential Building(s) (MURB)

Retail

Data Centre

Hospitality

Other

Online Survey
Firmographic Breakdown

Organization SectorQ

n=37
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27%

24%

17%

9%

23%

Senior Manager

Facilities Manager

Executive Manager

Operations Manager

Other

Online Survey
Firmographic Breakdown

Role at OrganizationQ

n=37

Organization SizeQ

15% 19% 19% 17% 29%
1%

Less than
100 people

100 to less than
250 people

250 to less than
500 people

500 to less than
1,000 people

1,000 people
or more

Don’t know

n=37

Other includes: Project 
Manager, Director, 
Business Analyst etc.
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Key Account

6

Online Survey
Firmographic Breakdown

20%

79%

1%

A single bill Multiple bills Don't know
n=37

As part of your job, are you responsible for managing or overseeing your organization’s 
electricity usage?Q

Does your organization receive electrical bills from utilities other than Hydro Ottawa?Q

48% 52%

0%

Yes – we have operations in 
multiple jurisdictions

No – we only operate in Hydro 
Ottawa’s service territory

Don’t know

n=37

Does your organization receive a single bill or multiple bills from Hydro Ottawa?Q

30%
49%

16%
4%

I am responsible It’s a shared responsibility Another member of my
organization is

responsible

Don’t know

n=37
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7

Online Survey
Familiarity with Hydro Ottawa

Before this survey, how familiar were you with Hydro Ottawa, and the role it plays in Ontario’s 
electricity system?Q

Hydro Ottawa owns and operates all aspects of the local electricity distribution system across 10 
municipalities in the Durham region, Belleville, and Gravenhurst. This is the network that takes the 
electricity from the high-voltage transmission system and connects it to your home and local community.

50% 48%

1% 0% 0%

Very familiar Somewhat familiar Not very familiar Not familiar at all Don’t know

n=37

Familiar: 99%
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8

Online Survey
Overall Satisfaction with Hydro Ottawa

Generally, how satisfied or dissatisfied are you with the services that your organization 
receives from Hydro Ottawa?Q

51%

33%

12%

4%

0%

Very satisfied

Somewhat satisfied

Neither satisfied or dissatisfied

Somewhat dissatisfied

Very dissatisfied

n=37

Satisfied: 84%

Dissatisfied: 4%
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Online Survey
How Hydro Ottawa can improve its services

Is there anything Hydro Ottawa can do to improve its services to your organization?Q

Response %

No issues/satisfied with service 17.8%

Quicker response to inquiries/requests 10.3%

Provide conservation tips/info/incentives 4.3%

Enable customers to manage multiple accounts 4.3%

More reliable service, specifically better power quality 4.1%

More communication (e.g. global adjustment, plan) 2.9%

Other billing concerns (e.g. accurate bills, more info, bill generation) 1.5%

Other 5.8%

None/Don’t know 49.0%

Note: Only responses >0.1% shown
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Before this survey, how familiar were you with the amount of your organization’s electricity 
bill that went to Hydro Ottawa? Q

Online Survey
Bill Remittance Familiarity

While Hydro Ottawa is responsible for collecting payment for the entire electricity bill, it retains only a 
small percentage of Key Account customer’s bill in your area. The majority of the bill goes to power 
generation companies, transmission companies, the provincial government, and regulatory agencies.

51%
30%

16%
3% 0%

Very familiar Somewhat familiar Not very familiar Not familiar at all Don’t know

n=37

Familiar: 81%
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Key Account Customers

Priorities & Preferences
Appendix 07
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12

Online Survey
Importance of Customer Priorities

Shortened General Outcomes Priorities 
Response Labels 

Full General Outcomes Priorities Response 
Labels 

Reasonable electricity distribution rates Providing reasonable electricity distribution rates

Reasonable timelines for capital projects Providing reasonable timelines for capital projects 
(e.g. new connections/service upgrades/relocations)

Ensuring reasonable costs for capital projects Ensuring reasonable costs for capital projects (e.g. 
new connections/service upgrades)

Delivering reliable electrical service
Delivering reliable electrical service, including power 
quality (e.g. minimizing voltage fluctuations and 
momentary interruptions)

Hardening the grid to withstand severe 
weather

Hardening the local grid to withstand increasingly 
severe weather events (e.g. windstorms, derechos, 
tornados, floods, and ice storms)

Providing enhanced advisory services 
Providing enhanced advisory services (e.g. advice on 
solar panels, heat-pumps, battery storage, EV 
charging stations, contractors, energy products, etc.)

Ensuring electrical capacity meets future 
demand 

Ensuring electrical capacity is available to meet 
future customer demand

Investing in technology to help manage usage
Investing in technology that permits customers to 
better manage and monitor their electricity usage 
and/or local generation

Ensuring the safe operations of its 
infrastructure

Ensuring the safe operations of its infrastructure

Providing electricity solutions and services 

Providing “behind the meter” electricity solutions 
and services (e.g. designing, building, or maintaining 
distributed generation or battery storage solutions 
for customers)

The second topic in this survey is on outcomes, or services that matter to you. 

Hydro Ottawa regularly holds discussions with its customers to better understand how it should set 
spending priorities with ratepayer dollars.

In a recent series of Key Account customer interviews, several areas were identified as priorities for 
Hydro Ottawa.
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Online Survey
Importance of Customer Priorities

Using a scale from 0 to 10, where 0 means not important at all and 10 means extremely 
important, how important are each of the following Hydro Ottawa priorities to your 
organization?

Q

0% 0% 0% 0% 4% 1% 1% 0% 10% 12%
71%

0%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Ensuring electrical capacity meets future demand          [average = 9.3]

0% 0% 0% 0% 4% 1% 1% 0% 10% 13%
70%

0%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Hardening the grid to withstand severe weather           [average = 9.3]

0% 0% 0% 0% 0% 0% 0% 15% 6% 16%
63%

0%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Ensuring the safe operations of its infrastructure           [average = 9.3]

0% 0% 0% 1% 0% 0% 4% 7% 13% 13%
61%

0%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Reasonable electricity distribution rates                           [average = 9.1]

0% 0% 0% 0% 0% 3% 0% 7% 13% 12%
66%

0%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Delivering reliable electrical service                                  [average = 9.3]

Note: Priority labels have been shortened for brevity. See slide 12 for full label text. 
“Don’t know” not included in calculation of means.

Don’t
know

Don’t
know

Don’t
know

Don’t
know

Don’t
know
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Online Survey
Importance of Customer Priorities (Cont’d)

Using a scale from 0 to 10, where 0 means not important at all and 10 means extremely 
important, how important are each of the following Hydro Ottawa priorities to your 
organization?

Q

0% 1% 0% 1% 3% 3% 3% 9% 22% 12% 42%
0%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Reasonable timelines for capital projects                          [average = 8.5]

0% 1% 0% 3% 0% 4% 7% 10% 10% 12% 44%
0%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Ensuring reasonable costs for capital projects                  [average = 8.4]

0% 0% 0% 1% 3% 7% 4% 7% 26% 22% 29% 0%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Investing in technology to help manage usage                [average = 8.2]

3% 0% 6% 4% 6% 4% 3% 7% 24% 10% 32% 0%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Providing enhanced advisory services                                 [average = 7.5]

Note: Priority labels have been shortened for brevity. See slide 12 for full label text. 
“Don’t know” not included in calculation of means.

Don’t
know

Don’t
know

Don’t
know

Don’t
know

0% 0% 6% 6% 0% 13% 14% 12% 11% 6% 29% 0%

0 1 2 3 4 5 6 7 8 9 10 DK
Not at all 
important

Extremely
important

Providing electricity solutions and services                       [average = 7.2]

Don’t
know
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Online Survey
Ranking Customer Priorities

29%

32%

10%

11%

8%

17%

17%

33%

13%

10%

22%

9%

11%

7%

16%

7%

6%

10%

68%

59%

54%

31%

20%

19%

19%

16%

4%

3%

Hardening the grid to withstand severe weather

Delivering reliable electrical service

Ensuring electrical capacity meets future
demand

Reasonable electricity distribution rates

Investing in technology to help manage usage

Reasonable timelines for capital projects

Ensuring reasonable costs for capital projects

Ensuring the safe operations of its infrastructure

Providing electricity solutions and services

Providing enhanced advisory services

Top priority Second priority Third priority

Total

n=37

Thinking of the priorities on the previous page, which would you say is the most important? 
What is the next most important priority you think Hydro Ottawa should focus on? And what 
do you consider the third most important priority?

Q

Note: Priority labels have been shortened for brevity. See slide 12 for full label text. 
Data labels are removed where 3% or less. “Don’t know” is not shown.
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Online Survey
Power Quality and Reliability Outcomes

The following statements are about the electrical service that your organization receives from Hydro 
Ottawa. For each statement, please indicate your level of satisfaction or dissatisfaction.

Power quality, as judged by the absence of voltage fluctuations that may affect your 
equipment or operations.Q

42% 35%
10% 9% 4%

Very satisfied Somewhat
satisfied

Neither satisfied
nor dissatisfied

Somewhat
dissatisfied

Very dissatisfied

n=37

The reliability of your electricity service as judged by the number of power outages you 
experience.Q

The amount of time it takes to restore power when unscheduled outages occur.Q

Satisfied: 77%

36% 45%
10% 4% 4%

Very satisfied Somewhat
satisfied

Neither satisfied
nor dissatisfied

Somewhat
dissatisfied

Very dissatisfied

n=37

Satisfied: 81%

36% 46%
10% 4% 0%

Very satisfied Somewhat
satisfied

Neither satisfied
nor dissatisfied

Somewhat
dissatisfied

Very dissatisfied

“Don’t know” (3%) not shown. n=37

Satisfied: 82%

Dissatisfied: 13%

Dissatisfied: 9%

Dissatisfied: 4%
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Online Survey
Ranking Reliability Preferences

13%

16%

38%

20%

10%

30%

32%

9%

17%

25%

13%

14%

18%

17%

68%

61%

61%

55%

30%

Reducing the overall number of outages

Reducing the overall length of outages

Reducing the number of outages during extreme
weather events

Reducing the length of time to restore power
during and after extreme weather events

Improving the quality of power, as judged by
momentary interruptions (less than one minute)

in power that can result in the flickering or
dimming of lights

Top priority Second priority Third priority

Total

n=37

When it comes to reliability, there are a number of areas that Hydro Ottawa could focus on. 
Among the following reliability outcomes, which would you say is the most important? What 
is the next most important reliability outcome you think Hydro Ottawa should focus on? And 
what do you consider the third most important priority?

Q

Note: “Don’t know” not shown.
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Online Survey
Additional Priority Areas

Can you think of any other priorities that Hydro Ottawa should be focusing on, not listed on 
the previous pages? Q

Response %

[Priority listed] Ensuring electrical capacity is available to meet future customer demand 2.9%

[Priority listed] Hardening the local grid to withstand increasingly severe weather 2.9%

Prioritize clean sources of energy (e.g. solar, wind) 1.5%

Other 2.9%

None/Don’t know 89.9%

Note: Only responses >0.1% shown
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Key Account Customers

Investment Trade-Offs
Appendix 07
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Online Survey
Investment Trade-Offs – System Renewal

83%

4% 13%

Hydro Ottawa should invest 
what it takes to replace the 

system’s aging infrastructure to 
maintain system reliability; even 

if that increases my monthly 
electricity over the next few 

years

Hydro Ottawa should defer its
investments in replacing aging

infrastructure to lessen the
impact of any bill increase; even
if this could eventually lead to

more frequent or longer power
outages

Don’t know

n=37

Regarding investments in aging infrastructure, which of the following statements best 
represents your point of view?Q

The final topic in this survey is on investment trade-offs.

Hydro Ottawa is in the early stages of developing its investment plan for the five years between 2026 
and 2030. While conversations with customers will continue over the next 12 months, the utility wants 
to know your preferences when it comes to finding the right balance between costs and other outcomes 
that customers value. 

There are four investment categories that we would like to discuss. 

The first category focuses on projects that replace and restore aging electrical infrastructure, like 
overhead poles and underground cables. 
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Regarding these types of investments, which of the following statements best represents your 
point of view?Q

Online Survey
Investment Trade-Offs – General Plant

The second category focuses on keeping Hydro Ottawa’s business running. This includes facilities to 
house staff and equipment, vehicles and tools to service equipment, and up-to-date IT systems to 
manage customer data and protect the electrical grid from cybersecurity threats. 

74%

21%
6%

Hydro Ottawa should make the
investments necessary to ensure
its staff have the equipment and

IT systems they need to
efficiently operate and maintain

the grid

Hydro Ottawa should find ways
to make do with the facilities,

equipment, vehicles and IT
systems it already has

Don't know

n=37
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22

With this in mind, which of the following statements best represents your point of view?Q

Online Survey
Investment Trade-Offs – System Service

The third investment category focuses on growth and greater demand for electricity in various parts of 
Hydro Ottawa’s service territory. 

Increased demand for electricity puts pressure on existing electrical infrastructure. Eventually, further 
infrastructure investments are required to support increased demand for electricity.

n=37

81%

9% 10%

Hydro Ottawa should proactively
invest in system capacity
infrastructure to ensure

customers in high growth areas
do not experience a decrease in
reliability, even if this increases

customer bills

To help keep rate increases
down, Hydro Ottawa should
delay investments in system

capacity needs until customers
start to experience a decline in

reliability

Don't know
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Online Survey
Investment Trade-Offs – Grid Modernization

Hydro Ottawa can invest in technology that can lead to a wide range of benefits including reliability, 
efficiency, customer service, and reducing environmental impacts.  

When deemed the lowest cost option that will provide equal or improved service, Hydro Ottawa will, in 
most cases, invest in technology. 

However, there are two other scenarios where Hydro Ottawa needs your feedback. 

First, there are times when Hydro Ottawa identifies new technology that can improve reliability or 
provide other benefits, but it will cost customers more. For instance, advanced monitoring technology 
can provide signals when there is an outage, allowing Hydro Ottawa to provide customers with better 
information on the areas impacted by outages and helping crews find affected areas more quickly. 

Regarding these types of investments which of the following best represents your view?Q

77%

10% 13%

If Hydro Ottawa is clear about the
cost to customers and the

potential benefits, they should
explore new technologies that
would make the system better,

even if it could increase customer
rates

Hydro Ottawa should not explore
new technologies that would

make the system better if they
are not the lowest cost option and

would increase customer rates

Don't know

n=37
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Online Survey
Investment Trade-Offs – Grid Modernization (Cont’d)

Which of the following best represents your view?Q

The second scenario is where Hydro Ottawa identifies new technology that is needed to improve the 
system in the future and would increase costs now, but the benefit might not be felt until later. 

This includes accommodating emerging technologies like solar power, battery storage and electric 
vehicles.

Regardless of whether you are considering new energy choices like battery storage, distributed energy 
resources (e.g. solar power), or onsite EV charging stations today, Hydro Ottawa must be prepared as 
adoption becomes more widespread over the next 5-10 years.

While Hydro Ottawa cannot predict the exact rate of new technology adoption in east central Ontario, 
the utility must make certain investments today that will allow it to manage demand in the future. 

73%

19% 8%

If Hydro Ottawa is clear about
the cost to customers and the
potential benefits, they should
explore new technologies that
might not provide immediate
benefit, but will in the future

Hydro Ottawa should not explore
new technologies that would not

provide immediate benefit if it
would increase customer rates

Don't know

n=37
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Key Account Customers

Energy Transition
Appendix 07
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Online Survey
Carbon Reduction Initiatives 

42%
17%

30%
10%

Yes – carbon reduction 
targets currently in place

Yes – “net zero” 
targets

No targets
currently set

Don’t know

n=37

Does your organization have a carbon reduction program in place?Q

2 2
2

1

0 0

2030 or
before

Between
2031 and 2035

Between
2036 and 2040

Between
2041 and 2050

After
2050

Don’t know

n=6*

What is your organization’s “net zero” target date?Q

Yes: 60%

Note: *Asked among those who have “net zero” targets in place.
             Results shown in frequencies rather than percentages due to limited sample (n<30).
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58%

35%

0%

7%

I would like Hydro Ottawa to be a
proactive, trusted partner in my energy

management, supporting me in all my
energy-related decisions

I would like Hydro Ottawa to support me
in energy-related decisions if I request it

I do not want any relationship with Hydro
Ottawa beyond providing my electricity

Don’t know

Beyond providing you with electricity, which of the following best describes your 
organization’s desired relationship with Hydro Ottawa? Q

Online Survey
Relationship with Hydro Ottawa

n=37
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Online Survey
Financing for Energy Transition

Do you support Hydro Ottawa helping finance capital costs of energy transition projects 
through monthly bills (i.e. finance behind-the-meter solutions and new equipment over an 
extended period through your organization’s operating costs)?

Q

43%

22%

22%

4%

0%

Strongly support

Somewhat support

Neither support nor oppose

Somewhat oppose

Strongly oppose

n=37“Don’t know” (8%) not shown.

Support: 65%

Oppose: 4%

In a recent series of interviews with Key Account customers, the idea of project financing was 
discussed. 
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Key Account Customers

Key Account Assessment
Appendix 07
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Online Survey
Overall Satisfaction with Key Account Management Services

67%

26%

4%

0%

0%

Very satisfied

Somewhat satisfied

Neither satisfied or dissatisfied

Somewhat dissatisfied

Very dissatisfied

n=37“Don’t know” (3%) not shown.

Satisfied: 93%

Overall, how satisfied are you with Hydro Ottawa’s Key Account management services?Q

Dissatisfied: 0%
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Online Survey
Key Account Assessment

Please indicate if you agree or disagree with the following statements.

Hydro Ottawa understands my organization and its challenges.Q

Hydro Ottawa proactively provides my organization with business solutions.Q

Hydro Ottawa is more than an electricity distributor, it is a trusted partner to my organization.Q

38% 32% 20% 4% 6%

Strongly agree Somewhat agree Neither agree
nor disagree

Somewhat
disagree

Strongly
disagree

Agree: 70% Disagree: 10%

n=37

35% 30% 20% 7% 7%

Strongly agree Somewhat agree Neither agree
nor disagree

Somewhat
disagree

Strongly
disagree

Agree: 66% Disagree: 14%

n=37

38% 29% 25%
3% 6%

Strongly agree Somewhat agree Neither agree
nor disagree

Somewhat
disagree

Strongly
disagree

Agree: 67% Disagree: 8%

n=37
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Online Survey
Key Account Assessment (Cont’d)

Please indicate if you agree or disagree with the following statements.

Hydro Ottawa staff are easily accessible to my organization.Q

Hydro Ottawa staff provide my organization with quality advice and guidance when I have 
questions about my service.Q

Hydro Ottawa provides my organization with good value for money.Q

52%
34%

6% 3% 6%

Strongly agree Somewhat agree Neither agree
nor disagree

Somewhat
disagree

Strongly
disagree

Agree: 86% Disagree: 8%

n=37

51% 34%
7% 3% 6%

Strongly agree Somewhat agree Neither agree
nor disagree

Somewhat
disagree

Strongly
disagree

Agree: 84% Disagree: 8%

n=37

35% 40%
16% 7% 1%

Strongly agree Somewhat agree Neither agree
nor disagree

Somewhat
disagree

Strongly
disagree

Agree: 75% Disagree: 8%

n=37
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Online Survey
Unregulated Services 

Are there services that are currently offered by Hydro Ottawa’s Key Account Team that could 
be done differently to better fit your needs?Q

No/Don't know, 34

Yes, 3

Verbatims

Reliability

“More reliable power.”

“Visibility and coordination on extreme weather outages.”

Are there any additional services that you would look to Hydro Ottawa’s Key Account Team to 
provide and would be willing to pay for? Q

No/Don't know, 33

Yes, 4

Verbatims

Reliability

“More reliable power.”

Enhanced customer services 

“Manage our various applications through the process at HOL. Provide updates 
and possibly increase timelines. ”

“Grant application support.”

Other

“Sub-metering program that meters more than electricity.”
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Key Account Customers

Environmental Controls
Appendix 07
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Online Survey
Environmental Controls

Please indicate if you agree or disagree with the following statements.

The cost of my organization’s electricity bill has a major impact on the bottom line and results 
in some important spending priorities and investments being put off.Q

Customers are well served by the electricity system in Ontario.Q

Fossil fuels should be phased out as quickly as possible to speed up the shift to a lower-
carbon future.Q

26% 42%
10% 16%

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

“Don’t know/No opinion” (6%) not shown.

Agree: 68% Disagree: 26%

n=37

22%
58%

16% 0%

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

“Don’t know/No opinion” (4%) not shown.

Agree: 80% Disagree: 16%

n=37

26% 43%
11% 12%

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

“Don’t know/No opinion” (7%) not shown.

Agree: 70% Disagree: 23%

n=37
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Key Account Customers

Final Comments
Appendix 07
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Online Survey
Additional Comments or Feedback

Before this survey concludes, do you have any additional comments or feedback you’d like to 
share with Hydro Ottawa?Q

Response %

Comments showing appreciation/positive feedback 5.8%

More information (e.g. Net Zero) 1.5%

Other 1.5%

None/Don’t know 91.3%

Note: Only responses >0.1% shown
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February 2025
STRICTLY PRIVILEGED AND CONFIDENTIAL

This report and all of the information and data 
contained within it may not be released, shared or 
otherwise disclosed to any other party, without the 
prior, written consent of Hydro Ottawa Limited.

Phase I Customer Engagement 
2026 Rate Application

Needs and Preferences 
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APPENDICIES
PHASE I: Needs & Preferences

2026 – 2030 Rate Application

Report Navigation

APPENDIX.04 – Residential Needs & Preferences Survey

APPENDIX.05 – Small Business Needs & Preferences Survey

APPENDIX.06 – C&I Needs and Preferences Survey

APPENDIX.08 – Needs and Preferences Planning Placemat 

PHASE II: Trade-offs

APPENDIX.09 – Residential Trade-off Survey

APPENDIX.10 – Small Business Trade-off Survey

APPENDIX.11 – GS>50 kW Trade-off Survey

APPENDIX.01 – Low-Volume Customer Needs & Preference Focus Groups

APPENDIX.02 – C&I Customer Needs & Preference Interviews

APPENDIX.03 – Key Account Needs & Preference Interviews

APPENDIX.07 – Key Accounts Needs and Preferences Survey
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Phase I Customer Engagement
Hydro Ottawa’s 2026 Rate Application
Needs and Preferences Planning Placemat (May 2024)
Rate Class
Sample Size (Weighted n)

Residential
(n=3,357)

Small Business
(n=438)

C&I
(n=50)

Key Accounts
(n=37)

Needs
What are customer needs?
Most customers are generally satisfied with the service they receive from Hydro Ottawa. When asked how Hydro Ottawa can improve service, the top 
customer needs continue to be “ensure reliability” and “lower or reduce rates” in addition to “customer service.”

Top Customer Needs 
Rates Rates Customer Service Customer Service

Reliability Reliability Billing Advisory

Preferences
Prioritizing Outcomes

General Priorities
(%) indicates total percentage by rate class 

that place specific priority in their top 3 
outcomes

Reliable service (60%) Reliable service (62%) Reasonable rates (65%)
Hardening the grid to 

withstand severe 
weather (68%)

Reasonable rates (58%) Reasonable rates (62%)
Hardening the grid to 

withstand severe 
weather (58%)

Reliable service (59%) 

Prepare the grid to 
withstand severe 

weather events (48%)

Prepare the grid to 
withstand severe 

weather events (42%)

Grid capacity expansion 
for future demand (44%)

Grid capacity expansion 
for future demand (54%)

Prioritizing Reliability Investments

Reliability
(%) indicates total percentage by rate class 

that place specific priority in their top 3 
outcomes

Reduce restoration time 
in extreme weather 

(72%)

Reduce restoration time 
in extreme weather 

(68%)
Reduce outages (70%) Reduce outages (68%)

Reduce outages in 
extreme weather (61%)

Reduce length of outages 
(62%)

Reduce restoration time 
in extreme weather 

(68%)

Reduce length of outages 
(61%)

Reduce length of outages 
(61%) Reduce outages (61%) Reduce outages in 

extreme weather (58%)
Reduce outages in 

extreme weather (61%)

INVESTMENT TRADE-OFFS: GENERAL

System Renewal
Necessary investments in aging 

infrastructure to maintain 
system reliability.

General Plant
Necessary investments to 
ensure staff have reliable 

equipment and IT systems.

System Service
Proactive investments to 
ensure customers in high 

growth areas do not 
experience a decrease in 

reliability.

INVESTMENT TRADE-OFFS: GRID MODERNIZATION
Higher Cost Technologies
Explore new technologies that 
would make the system better 

even if it could increase 
customer rates.

Delayed Benefit
Explore new technologies that 

that might not provide 
immediate benefit, but will in 

the future.

FINANCING                                                                                                                     % Total Support
Financing 

(%) indicates support of Hydro Ottawa 
helping finance capital costs of energy 

transition projects through monthly bills

N/A N/A 52% 65%

ENERGY TRANSITION: CARBON REDUCTION INITIATIVES                                                % who say “Yes"
Carbon Reduction Program

(%) who have a carbon reduction target or 
a net zero target in place

N/A N/A 31% 60%

Support  Oppose  Don’t know

Support  Oppose  Don’t know

9%

15%

76%

8%

18%

74%

14%

17%

69%

13%

4%

83%

9%

20%

71%

9%

27%

64%

7%

18%

75%

6%

21%

74%

12%

26%

62%

13%

25%

62%

19%

18%

63%

10%

9%

81%

11%

22%

67%

11%

21%

69%

16%

18%

66%

13%

10%

77%

10%

22%

68%

13%

23%

65%

14%

27%

59%

8%

19%

73%
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February 2025
STRICTLY PRIVILEGED AND CONFIDENTIAL

This report and all of the information and data 
contained within it may not be released, shared or 
otherwise disclosed to any other party, without the 
prior, written consent of Hydro Ottawa Limited.

Phase II Customer Engagement
2026 Rate Application

Residential Trade-offs 
Survey

APPENDIX
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APPENDICIES
PHASE I: Needs & Preferences

2026 – 2030 Rate Application

Report Navigation

APPENDIX.04 – Residential Needs & Preferences Survey

APPENDIX.05 – Small Business Needs & Preferences Survey

APPENDIX.06 – C&I Needs and Preferences Survey

APPENDIX.08 – Needs and Preferences Planning Placemat 

PHASE II: Trade-offs

APPENDIX.09 – Residential Trade-off Survey

APPENDIX.10 – Small Business Trade-off Survey

APPENDIX.11 – GS>50 kW Trade-off Survey

APPENDIX.01 – Low-Volume Customer Needs & Preference Focus Groups

APPENDIX.02 – C&I Customer Needs & Preference Interviews

APPENDIX.03 – Key Account Needs & Preference Interviews

APPENDIX.07 – Key Accounts Needs and Preferences Survey

Residential
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3

Introduction
Representative Online Workbook

Hydro Ottawa’s 2026-2030 Rate Application Customer Engagement 

Innovative Research Group Inc. (INNOVATIVE) was engaged by Hydro Ottawa to assist in meeting Hydro 
Ottawa’s customer engagement commitments under the Renewed Regulatory Framework for Electricity 
Distributors.

This report covers the second phase of engagement which focused on customer preferences on program 
timing and balancing outcomes. To obtain this feedback from customers, an online “workbook” was deployed 
to all customers with an email address, as well as promoted through a generic link on Hydro Ottawa’s 
website, social media platforms, and through bill inserts and print media. 

For residential customers, responses were weighted by region and usage to ensure the responses were 
representative of the broader customer base. INNOVATIVE is confident that the online trade-off survey 
results contained within this report are representative of Hydro Ottawa’s actual customer base. This 
determination was reached by comparing the Phase I and II results based on key demographic, general 
attitudes towards electricity, as well as individual customer experience. 

In addition to segmenting customers based on their geographical location within Hydro Ottawa's service 
territory, it is important to be able to identify factors that may influence customer preferences and distinguish 
between what is within, and what is outside of Hydro Ottawa's influence or control. 

Perceptions of LDCs often tend to move with general perceptions of the sector rather than in response to the 
local utility. 

Throughout this report, environmental control questions are used to help distinguish whether opinions 
regarding Hydro Ottawa’s plans are utility-driven preferences or externally driven.

Segmentation “side bars” have been used throughout this report to look beyond the topline numbers to 
analyze the results for key segments. The makeup of these side bars varies based on rate class. 

1. Regional Segmentation: Using customer postal codes, Hydro Ottawa’s service territory is divided and 
analyzed based five sub-regions. 

2. Bill Impact on Finances: To what extent do customers agree with the following statement: 

a) Residential: The cost of my electricity bill has a major impact on my finances and requires I do 
without some other important priorities.

3. Customer quartiles: The residential online survey sample was weighted proportionately by consumption 
quartiles and region in order to be representative of the broader Hydro Ottawa customer base.

4. Vulnerable Consumers: Using a combination of household size and combined household income, the 
residential portion of this report identifies customer who would be eligible for financial assistance 
programs. The methodology used to calculate this segmentation is based on the OEB’s Low-income Energy 
Assistance Program (LEAP).

Residential
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4

Sample Validation
Overall Approach

Online 
Workbook

Results

Hydro Ottawa’s residential customer engagement workbook featured two streams – representative and 
voluntary. 

The voluntary stream created an open process that allowed anyone who wants to be heard an 
opportunity to express themselves, including those who have not provided the utility with an email 
address. 

The representative stream ensures a representative sample of customers are engaged, allowing for the 
generalizability of findings. This is a report of those responses.

Residential

E-Blast to all 
residential 
customers 

with an email 
address

Voluntary

Representative
Sample

Representative

Validating the sample

Voluntary
Sample

*Customers
  redirected

n=21,280
Note: respondents with a valid customer account number are included in the representative sample, regardless of which 
channel they entered the survey through.

Promoted 
through bill 

inserts, social, 
traditional 
media and 

website

n=962
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5

Sample Validation
Email Sample Versus Broader Sample

Overall Coverage

Average Consumption

Full Population Email Sample Coverage

Residential 313,802 
records

260,314 
records 83%

Full Population Email Sample Difference

Residential 7,239 kWh 7,254 kWh +0.2%

Five sixths of each 
population is included 
in the email sample.

Residential customers with 
email addresses consume 
an average of 20% more 
energy than the full 
population.

Comparing the overall population to the sample of that population with email addresses 
across known variables, we can see that no group is substantially underrepresented in 
the email sample.

Residential
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6

Sample Validation
Survey Design and Methodology

Note: Graphs and tables may not always total 100% due to rounding values rather than any error in data.  Sums are added before rounding 
numbers.  Caution interpreting results with small n-sizes.

Region

Unweighted N Weighted N

Consumption Quartiles Consumption Quartiles

Low Medium-
Low

Medium-
High High Total Low Medium-

Low
Medium-

High High Total

Gloucester 10% 17% 18% 19% 16% 10% 17% 18% 19% 16%

Goulbourn/
Casselman 4% 7% 8% 10% 7% 4% 7% 8% 10% 7%

Kanata 7% 11% 12% 12% 11% 7% 11% 12% 12% 11%

Nepean 15% 23% 24% 23% 21% 15% 23% 24% 23% 22%

Ottawa 63% 42% 37% 36% 45% 63% 41% 37% 36% 44%

Total 5,832 5,507 5,337 5,119 21,795 5,320 5,320 5,319 5,320 21,280

Residential Representative Online Workbook

Both the residential online survey and representative online workbook were weighted based on known 
variables, including rate zone and rate class. Furthermore, both surveys were weighted to be 
proportionate based on the actual distribution of residential customers throughout Hydro Ottawa’s 
service territory. 

Weighted and unweighted sample sizes are outlined below.

Residential
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Residential Customers

Online Workbook Results
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8

Representative Workbook
Survey Design & Methodology

INNOVATIVE was engaged by Hydro Ottawa to gather input on preferences on program 
timing and balancing outcomes. Pages watermarked with ‘workbook page’ show the 
actual pages of the workbook that was sent and completed by customers. The only 
additions are the actual results. 

Field Dates & Workbook Delivery

The Residential Online Workbook was sent to all Hydro Ottawa residential customers who have 
provided the utility with an email address. Customers had an opportunity to complete the workbook 
between September 16th and October 6th, 2024. 

Each customer received a unique URL that could be linked back to their annual consumption, region 
and rate class. 

In total, the residential workbook was sent to 313,802 customers by-way-of e-blast from 
INNOVATIVE.

Residential Online Workbook Completes

A total of 21,795 (unweighted) Hydro Ottawa residential customers completed the online workbook 
through a unique URL.

Sample Weighting

The residential online workbook sample has been weighted proportionately by region and 
consumption quartiles in order to be representative of the broader Hydro Ottawa service territory.

The table below summarizes the weighted sample breakdown by rate zone and quartile. 
Region

Consumption Quartiles
Total Distribution

Low Medium-Low Medium-High High

Gloucester 537 889 982 1,012 3,419 16%

Goulbourn/Casselman 235 378 427 546 1,586 7%

Kanata 366 605 648 641 2,260 11%

Nepean 821 1,244 1,294 1,233 4,593 22%

Ottawa 3,361 2,204 1,968 1,889 9,422 44%

Total 5,320 5,320 5,319 5,320 21,280 100%

Residential

Note: Graphs and tables may not always total 100% due to rounding values rather than any error in data. Sums are 
added before rounding numbers.  Caution interpreting results with small n-sizes.
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Representative Workbook
Demographic Breakdown

9

Age & Gender

Mother Tongue Household Size

After Tax Household Income LEAP/OESP Qualification*

14%

75%

10%

French

English

Other

20%

39%

16%

14%

8%

One

Two

Three

Four

Five or More

9%

8%

7%

7%

49%

Less than $38,000

$38,001 to
$54,000

$54,001 to
$65,000

$65,001 to
$71,000

$71,001 or more

17%

14%

49%

21%

Qualified

<$71k Not
Qualified

>$71k
Not Qualified

Prefer not to say

“Prefer not to say” (4%) not shown.

“Prefer not to say” (21%) not shown. *Calculation based on household size and after-tax income.

8%
21%
28%

9%
16%
18%

M 18-34

M 35-54

M 55+

W 18-34

W 35-54

W 55+

Region

16%

7%

11%

22%

44%

Gloucester

Goulbourn/Casselman

Kanata

Nepean

Ottawa

n=21,280 n=21,280

n=21,280 n=21,280

n=21,280 n=21,280

Residential

“Don’t know” (<1%) not shown.
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10

The cost of my electricity bill has a major impact on my 
finances and requires I do without some other important 
priorities.

Phase 2 
Workbook

Strongly agree 19%

Somewhat agree 31%

Somewhat disagree 23%

Strongly disagree 24%

Don’t know/No opinion 3%

Agree (Strongly + Somewhat) 50%

Disagree (Strongly + Somewhat) 47%

Representative Workbook
Environmental Controls

Before this Customers are well served by the electricity 
system in Ontario.

Phase 2 
Workbook

Strongly agree 31%

Somewhat agree 50%

Somewhat disagree 11%

Strongly disagree 4%

Don’t know/No opinion 4%

Agree (Strongly + Somewhat) 81%

Disagree (Strongly + Somewhat) 14%

Residential

Note: Graphs and tables may not always total 100% due to rounding values rather than any error in data. Sums are 
added before rounding numbers.  Caution interpreting results with small n-sizes.

n=21,280

n=21,280
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11

Welcome to Hydro Ottawa Limited’s (Hydro Ottawa) customer feedback survey
Hydro Ottawa wants your input to ensure a sustainable balance between the services you receive and the price 
you pay.

Your electricity rates pay for this plan, so your views should be considered. 

You don’t need to be an electricity expert to participate. The survey will provide you with background 
information and walk you through service level options so that you can answer questions.

Hydro Ottawa and its research partner have designed this survey to include diagrams, charts, and images to 
help explain Hydro Ottawa’s draft plan and what it means for you.

Depending on how much feedback you wish to provide, this survey should take approximately 20-30 
minutes to complete. If you need to pause and return later to finish the survey, your completed answers 
will be saved.

Some of the survey content may not display correctly on a mobile browser. It is strongly recommended that 
you complete this survey on a desktop or laptop computer.

All individual responses will be kept confidential.
Innovative Research Group (www.innovativeresearch.ca), an independent research company, has been hired by 
Hydro Ottawa to gather your feedback, while protecting your confidentiality. Your individual answers will not be shared
with Hydro Ottawa in any identifiable way.

Those who complete the survey will be invited to enter a draw to win one of four prizes of $500 on-bill credits!

Land Acknowledgement: The Algonquin Anishinaabeg is the Indigenous Nation of what we know today as the National Capital 
Region (Ottawa/Gatineau). Hydro Ottawa Limited acknowledges the traditional and unceded territory of the Algonquin 
Anishinaabeg people whose territories we work from and live in. Ottawa is now home to many diverse First Nations peoples, 
Inuit, and Métis. Hydro Ottawa honours all First Nations, Inuit and Métis peoples and their valuable past and present 
contributions to this land.

The purpose of this survey is to get your feedback on the draft 2026-2030 investment plan. Your feedback will help 
Hydro Ottawa align this plan with customer needs and preferences.

2

3

4

5

1

Customer Engagement Survey
Background Information Residential
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Every five years, Hydro Ottawa is required to submit a plan for its proposed rates and 
spending to the Ontario Energy Board (OEB) for approval. 

• In early 2024, thousands of Hydro Ottawa customers responded to an initial engagement to 
support the preparation of Hydro Ottawa's draft investment plan. 

• Hydro Ottawa is now looking for your input on this draft plan to ensure they understood 
what customer priorities are when deciding on future investments. 

• Early next year, Hydro Ottawa will present its proposed investment plan to the independent 
regulator, the OEB. Your feedback is important to both Hydro Ottawa and the OEB and how it 
is incorporated into Hydro Ottawa’s plans will be reviewed by the OEB. 

How will this customer engagement work?

1. The survey explains what Hydro Ottawa does and how much of your electricity 
bill goes to Hydro Ottawa.

2. The survey explains key considerations in Hydro Ottawa's planning process, how 
the draft investment plan benefits you and the impact on the 2026-2030 rates.

3. The survey asks for your input on 5 key choices that will affect the services you 
receive and the price you pay from 2026-2030. 

Once you have finished giving feedback on the key choices, you will have an 
opportunity to review and change your responses until you feel you have found 
the right balance.

Want to know more about Hydro Ottawa’s customer engagement process? 
Click here to learn more.

What is this customer engagement about?

The goal of this engagement is to share Hydro Ottawa’s draft five-year investment plan 

for the future of its electrical grid and to collect your feedback. This will help Hydro 
Ottawa confirm the level of spending and investments in equipment and infrastructure, 
and the services they provide along with the rates you'll pay.

Customer Engagement Survey
Background Information Residential
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Do you feel that the purpose of Hydro Ottawa’s customer engagement is clear?

13

Representative Workbook
Clarity of Survey Purpose

64%

33%

3%

Very clear Somewhat clear Not clear at all

Q

Residential

n=21,280

Region Bill Impact on Finances

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa
Significant

Impact
Impact No Impact

Very clear 63% 62% 63% 62% 65% 56% 59% 71%

Somewhat clear 34% 34% 35% 35% 32% 38% 38% 27%

Not clear at all 3% 3% 2% 3% 3% 6% 3% 2%

Consumption Quartiles LEAP/OESP Qualification

Low Mid-
Low

Mid-
High High Qualified

<$71k 
Not 

Qualified

>$71k 
Not 

Qualified

Prefer 
not to 

say

Very clear 63% 64% 63% 64% 63% 64% 68% 55%

Somewhat clear 34% 33% 34% 32% 34% 34% 29% 41%

Not clear at all 3% 3% 3% 3% 3% 3% 3% 4%
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How will your feedback impact Hydro Ottawa’s plan and rates?

Hydro Ottawa has a five-step approach to customer feedback.

We are here

1. Identify customer needs, preferences and priorities
In 2024, Hydro Ottawa asked customers from across its service territory about their 
needs and priorities for electricity distribution service.

2. Use customer feedback to guide development of draft plan
Hydro Ottawa used the feedback from the initial customer engagement to prioritize 
investments in the distribution grid, supporting systems and customer services.

3. Collect customer feedback on draft plan
Hydro Ottawa is asking customers to provide additional feedback on the draft 
plan to ensure it meets their needs and preferences.

4. Use customer feedback to finalize the plan
Hydro Ottawa will re-examine and make appropriate changes to the plan based on the 
feedback provided by customers in this engagement. 

5. Submit the plan to the Ontario Energy Board (OEB)
Hydro Ottawa will file its detailed investment plan with the OEB along with a report 
summarizing the results of its customer engagement. The OEB, consumer advocates and 
other interested groups will examine the plan in an open and transparent public process 
known as a rate application.

Customer Engagement Survey
Background Information Residential
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Distribution
How electricity is delivered to you

Hydro Ottawa is responsible for the last step of the journey: distributing 
electricity to customers’ homes and businesses.
• Hydro Ottawa does not transmit or generate electricity.

• Its local distribution system is connected to the transmission grid through its distribution stations and 
transformers, allowing high voltages to be decreased so it can be distributed and safely used in homes 
and businesses across Hydro Ottawa’s service territory. 

• Its distribution system consists of approximately 50,000 poles, 2,700 km of overhead power lines, 3,000 
km of underground cable, and 45,000 transformers.

Hydro Ottawa’s role in Ontario’s electricity system
Ontario's electricity system is made up of three parts: generation, transmission and distribution.

Generation
Where electricity comes from
About half of the electricity used in Ontario comes from nuclear power. The rest comes from a mix of 
hydroelectric, natural gas, wind and solar sources. Ontario Power Generation, a government-owned 
company, generates almost half of Ontario’s electricity. The other half comes from other generators 
contracted by the grid operator. 

Transmission
How electricity travels across Ontario
Once electricity is made, it is sent to urban and rural areas across the province. This happens by way of high 
voltage transmission lines that serve as highways for electricity. Ontario has approximately 30,000 
kilometers of transmission lines, mostly owned and operated by Hydro One.

Customer Engagement Survey
Background Information: Electricity 101 Residential
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• A private corporation wholly owned by its shareholder, the City of Ottawa

• Third largest municipally-owned electricity distributor in Ontario

• Serves approximately 364,000 homes and businesses (more than one million consumers)

• Service territory of 1,116 square kilometers that includes most of the City of Ottawa and the 
Village of Casselman

• Does not receive taxpayer money to fund its operations or its investments in the distribution 
system

• Entirely funded through the distribution rates its customers pay

Hydro Ottawa Fast Facts

Customer Engagement Survey
Shaping Ottawa’s energy future together Residential
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17

Before this engagement, how familiar were you with Hydro Ottawa, and the role it plays in 
Ontario’s electricity system?Q

Representative Workbook
Familiarity with Ontario’s Electricity System Residential

Region Bill Impact on Finances

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa
Significant

Impact
Impact No Impact

Very familiar 13% 16% 16% 15% 13% 18% 11% 14%

Somewhat 
familiar 47% 47% 47% 45% 44% 40% 47% 47%

Not very familiar 27% 26% 26% 27% 28% 25% 29% 26%

Not familiar 
at all 12% 11% 11% 12% 15% 15% 12% 12%

Don’t know 1% <1% <1% <1% 1% 1% <1% <1%

Familiar
(Very + Somewhat) 60% 63% 63% 61% 57% 58% 58% 61%

Not familiar
(Very + Somewhat) 39% 37% 37% 39% 42% 41% 41% 39%

14%

45%

27%

13%

Very familiar Somewhat familiar Not very familiar Not familiar at all

n=21,280

Familiar: 59%
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18

LEAP/OESP Qualification

Overall Qualified
<$71k Not 
Qualified

>$71k Not 
Qualified

Prefer not to 
say

Very familiar 14% 17% 11% 14% 13%
Somewhat familiar 45% 39% 45% 47% 46%
Not very familiar 27% 28% 29% 26% 27%
Not familiar at all 13% 15% 14% 12% 13%
Don’t know 1% 1% <1% <1% 1%
Familiar 
(Very + Somewhat) 59% 56% 56% 62% 59%

Residential

Before this engagement, how familiar were you with Hydro Ottawa, and the role it plays in 
Ontario’s electricity system?Q

Representative Workbook
Familiarity with Ontario’s Electricity System

Consumption Quartiles

Overall Low Medium-Low Medium-High High

Very familiar 14% 11% 14% 14% 17%
Somewhat familiar 45% 41% 46% 47% 48%
Not very familiar 27% 30% 27% 27% 24%
Not familiar at all 13% 18% 13% 12% 10%
Don’t know 1% 1% <1% 1% <1%
Familiar 
(Very + Somewhat) 59% 52% 60% 61% 65%
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19

How much of my electricity bill goes to Hydro Ottawa?
Every item on your bill is required by provincial regulation. 

• Hydro Ottawa collects payment for the entire electricity system, but only keeps the 
distribution portion of the “Delivery” charge. The delivery charge pays for both Hydro 
Ottawa’s distribution system and the transmission system (run by other utilities), as well as 
other charges such as line losses (power that is lost when electricity travels across the 
wires). 

• About 21% of a typical residential electricity bill goes to Hydro Ottawa to pay for the local 
distribution grid. The remaining 79% of the bill goes to generation companies, transmission 
companies, the federal and provincial governments, and regulatory agencies.

Typical Residential Bill

Note: The sample bill above uses an average consumption level of 750kWh per month, however 
your usage may vary above or below this assumed level. These types of variations would mostly 
impact your electricity (On, Mid and Off-Peak) charges. Diagram excludes Ontario Electricity 
Rebate and may not total 100% due to rounding.

Who holds Hydro Ottawa accountable?

The OEB holds Hydro Ottawa accountable for:
▪ How it spends your money in current and future plans.
▪ Reporting on key outcomes (e.g. reliability) through an annual scorecard.
▪ Finding savings and efficiencies to help offset rising costs.

The Ontario Energy Board (OEB) is the public interest 
regulator responsible for setting electricity distribution rates 
and charges and for protecting customers in Ontario.

Customer Engagement Survey
Planning for the future: Rates 101 Residential
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20

Before this customer engagement, how familiar were you with the amount of your electricity 
bill that went to Hydro Ottawa? Q

Representative Workbook
Familiarity with Bill Remittance to Hydro Ottawa

14%

45%

27%

Very familiar Somewhat familiar Not very familiar
n=21,280

Familiar: 57%

Residential

Region Bill Impact on Finances

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa
Significant

Impact
Impact No Impact

Very familiar 14% 16% 15% 16% 13% 22% 13% 12%

Somewhat 
familiar 45% 45% 44% 44% 40% 41% 47% 40%

Not familiar 
at all 41% 39% 41% 41% 46% 38% 40% 48%

Familiar
(Very + Somewhat) 59% 61% 59% 59% 54% 62% 60% 52%

“Don’t know” (<1%) not shown.
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21

LEAP/OESP Qualification

Overall Qualified
<$71k Not 
Qualified

>$71k Not 
Qualified

Prefer not to 
say

Very familiar 14% 20% 13% 14% 13%

Somewhat familiar 42% 41% 42% 42% 46%

Not familiar at all 43% 39% 45% 45% 42%

Familiar 
(Very + Somewhat) 57% 61% 55% 55% 58%

Before this customer engagement, how familiar were you with the amount of your electricity 
bill that went to Hydro Ottawa? Q

Representative Workbook
Familiarity with Bill Remittance to Hydro Ottawa Residential

Consumption Quartiles

Overall Low Medium-Low Medium-High High

Very familiar 14% 14% 14% 14% 15%

Somewhat familiar 42% 40% 43% 43% 44%

Not familiar at all 43% 46% 42% 43% 42%

Familiar 
(Very + Somewhat) 57% 54% 58% 57% 58%
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Key challenges that Hydro Ottawa’s 2026 - 2030 draft plan addresses:

Hydro Ottawa’s Draft Plan

To learn more about what Hydro Ottawa must consider in preparing its draft plan, click 
on the key challenges listed below:

What is Hydro Ottawa’s draft plan about?

Hydro Ottawa's draft plan involves significant investment in our infrastructure to support 
the energy transition. Key elements include boosting the capacity of substations, 
transformers, and both overhead and underground lines; expanding and enhancing 
connections with provincial transmission lines to handle larger electricity deliveries; and 
preparing to commission a new substation annually to meet the growing demand of a 
service territory with more customers. 

Hydro Ottawa plans to deploy new technologies such as large-scale batteries for energy 
storage, replace aging assets that are at higher risk for failure, and bolster grid resilience to 
ensure reliable service amid more frequent severe weather events.

In preparing its plan, Hydro Ottawa’s 2026-2030 draft plan must consider many existing and 
emerging challenges of delivering safe, reliable and clean electricity at a reasonable price. 

$

Customer Engagement Survey
Planning for the future: Key challenges

Enabling the energy transition and reducing emissions

Fixing and replacing aging assets

Responding to rising costs

Adapting to how customers use electricity

Powering a growing and diverse community

Responding and adapting to an increasing number of extreme weather 
events

Responding to cyber security attacks/threats

Addressing workforce challenges and employee safety

Residential
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Key challenges that Hydro Ottawa’s 2026 - 2030 draft plan addresses:

Hydro Ottawa’s Draft Plan

Enabling the energy transition and reducing emissions
• Hydro Ottawa has built a plan that aligns with the anticipated increased electrification of 

heating and transportation in our community (adoption of EVs, heat pumps, renewables 
and light rail transit). 

• Based on current projections, Hydro Ottawa anticipates that by 2030, peak demand will 
increase due to heating needs and other forms of electrification. To accommodate this 
shift, Hydro Ottawa will need to construct one new substation per year through 2050.

• The City of Ottawa’s Climate Change Master Plan aims for a 100% reduction in local 
greenhouse gas emissions by 2050. To meet this goal, Hydro Ottawa is expected to invest 
in reducing emissions from its vehicles and work centres and help businesses and 
households do the same.

• Hydro Ottawa continues to reduce emissions as part of its objective of being the first 
municipally-owned utility in Canada to achieve net-zero operations by 2030.

Fixing and replacing aging infrastructure
• Effective management of equipment is critical to the safe, reliable and efficient delivery 

of electricity to our customers.
• Like many distribution companies, much of Hydro Ottawa’s grid was installed in the 1950s 

and 1960s and needs to be replaced or upgraded.  Hydro Ottawa faces rising costs in 
purchasing equipment for the grid and doing construction work in your community.

• For example, nearly 25% of assets have surpassed their expected service life, raising 
safety, environmental, and reliability concerns.

Responding to rising costs
• Many customers are concerned about the rising cost of living. 
• Hydro Ottawa provides information and resources to help customers conserve energy, be 

more efficient and find incentives that work for them.
• Like many businesses, Hydro Ottawa faces rising costs of purchasing essential equipment 

for the grid and supporting new construction in the community. The utility must find the 
right balance between the investment needs of the local grid and the financial needs of 
its customers.

Adapting to how customers use electricity
• Customers are relying more heavily on technology to manage their changing  electricity 

needs through heat pumps, electric vehicles, solar panels,  battery storage, and energy 
efficiency.

• Hydro Ottawa is upgrading and modernizing the grid so everyone can connect these new 
technologies safely and reliably.

Powering a growing and diverse community
• Hydro Ottawa serves a diverse mix of urban and rural areas, each with their own 

challenges and growth patterns.
• As Hydro Ottawa's service territory continues to grow, there is an increasing need to 

expand and enhance the capacity of its distribution system to power new 
residential/commercial buildings, densification, and major projects.

$

Customer Engagement Survey
Planning for the future: Key challenges Residential
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Planning Considerations (continued)

Responding and adapting to an increasing number of extreme weather events
• Ottawa has become the weather-alert capital of Canada. Extreme weather events such as 

high heat, high winds, flooding and ice storms are increasingly straining and damaging the 
electricity grid.

• All utilities in Ontario, including Hydro Ottawa are expected to continue investing (above 
and beyond what is required to maintain and operate the system) in the resilience of our 
grid through a broad suite of measures such as hardening our assets; reconfiguring 
segments of our network; and enhancing our approach to tree trimming.

Responding to cyber security attacks/threats
• Cybercrime is on the rise across Canada. As the capital city of a G7 country which is a high-

value target for malicious actors, Hydro Ottawa must enhance the resilience of its 
electrical grid against cyber security threats. 

• Hydro Ottawa continues to invest in cybersecurity protections and controls for key assets 
and networks to prevent compromises that could compromise reliability and put 
customers at risk.

Addressing workforce challenges and employee safety
• There is a growing need for new skills and positions to adapt to changing energy sector 

needs and Hydro Ottawa will invest in new hires and upskilling of current employees.
• The safety of our employees and the public is at the forefront of our operations on a day-

to-day basis.

Customer Engagement Survey
Planning for the future: Key challenges Residential
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How much does it cost to run the local grid?

Like most businesses, Hydro Ottawa manages both an operating budget and a capital budget.

• Hydro Ottawa’s operating budget covers recurring expenses, such as the maintenance of assets and 
tools, customer services, as well as the cost of employees who ensure these activities are completed.

• Its capital budget includes the equipment that is part of the distribution system, such as the overhead 
and underground infrastructure, computers and information systems, vehicles and facilities. These 
items, once purchased, provide long term benefits for many.

Actual and Forecasted Budgets per year ($ millions)

2021–2025

2026–2030
Rate Application Forecast

(Draft Plan)

Operational Budget Operational Budget

Capital Budget Capital Budget

Actuals Estimated Budget

$0

$100

$200

$300

$400

$500

2021 2022 2023 2024 2025 2026 2027 2028 2029 2030

The above investments will result in a funding requirement of $1.8 billion over the next five 
years, 2026-2030. The 2021-2025 OEB approved funding was for $1.2 billion, but did not 
account for recent weather events, inflation, and other unforeseen factors that have 
increased costs. 

The final budget for 2026-2030 will be adjusted to reflect customer feedback collected 
through this engagement and any necessary adjustments prior to filing with the OEB. The OEB 
and other stakeholders will complete an extensive review before rates are set for 2026-2030.

Customer Engagement Survey
Planning for the future: Background Residential
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How much will Hydro Ottawa’s draft plan cost me?
At the end of the five-year plan (2030), the typical residential customer would see the 
distribution portion of their monthly electricity bill increase by $17.76: from an estimated rate 
(price) of $34.51 in 2025 to a proposed rate (price) of $52.27 by 2030. 

*Note: 
• Average monthly bill includes taxes and the Ontario Electricity Rate.
• These estimated rate increases are preliminary and are subject to change based on customer feedback, 

regulatory approval and other factors. A typical residential customer is assumed to use 750 kWh per month 
and enrolled under Time-of-use Regulated Price Plan.

• Bill projections assume a general inflation increase of 2.1% for other aspects of the electricity bill that are 
outside of Hydro Ottawa’s control (commodity, transmission, government, regulatory fees).

59%

41%

58%

42%$1.2B $1.8B

2021-2025 2026-2030

Year
Avg. Monthly 

Bill*
Non-Distribution 

Component

Distribution 
Component 

(Hydro Ottawa's 
portion)

Annual Increase 
to Monthly Bill    

(%)

Annual Increase 
to Monthly Bill     

($)

CURRENT 2024 $132.49 $98.30 $34.19  n/a  n/a 

BUDGTED 2025 $132.06 $97.55 $34.51 1% $0.32

2026 $140.99 $100.41 $40.58 18% $6.07

2027 $147.10 $102.28 $44.82 10% $4.24

2028 $152.21 $104.25 $47.96 7% $3.14

2029 $156.15 $106.31 $49.84 4% $1.88

2030 $160.75 $108.48 $52.27 5% $2.43

5-yr impact $17.76 51% $17.76

Hydro Ottawa's Portion

Ra
te

 P
er

io
d
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Finding Operating Efficiencies
Hydro Ottawa is continuing its focus on productivity and continuous improvement initiatives; which 
offset continuing costs and improves organizational effectiveness.

Hydro Ottawa’s total operating costs are reported every year to the OEB and benchmarked against other 
distribution companies in Ontario. In publicly available data collected by the OEB, Hydro Ottawa’s total 
operating cost per customer averaged $279 over the last three years. This was, and historically has been, 
lower than the average Ontario distribution company cost of $362 per customer over the same period.

Six Largest Provincial Distributors: Operating Cost per Customer ($)
Source: 2021 – 2023 OEB Yearbook of Electricity Distributors (3-year average)

Want to know more about how Hydro Ottawa is finding ways to use customer dollars 
efficiently? Click here to learn more.

$450 
$358 

$279 $277 $266 $260 

Hydro One Toronto
Hydro

Hydro OttawaLondon Hydro Elexicon Alectra
Utilities

6 Largest Ontario Electricity Distributors

Provincial Utility Average: $362

Customer Engagement Survey
Planning for the future: Background Residential
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What has Hydro Ottawa done to become more efficient?

Achieved over $3.3 million in annual savings on paper, printing and postage 
by successfully increasing online billing enrollment to 66% of customers, also 
contributing to environmental sustainability goals.

Hydro Ottawa's has undergone several changes to improve productivity and efficiency. 
These changes include:

• Restructuring to align resources by lines of business, co-locating teams for better 
collaboration and communication.

• Introduction of new roles to improve project oversight, support supervisors, and attract 
quality candidates.

• Implementing seasonal construction shifts to increase productivity during longer daylight 
hours.

• These changes have resulted in a 8.8% decrease in the average cost per pole installed, 
despite rising input costs.

Cloud-based office productivity solutions were also implemented in 2021. This cloud 
productivity suite is focused on improving collaboration. The following were key 
business processes which were measured pre and post implementation

• Conditions of Service: Saw a 50% reduction in meeting and preparation time. This 
document is a large initiative requiring multiple resources from across the organization.  
Reducing meeting time and preparation time for this type of activity delivers significant 
savings in resource time.

• Field Reporting : This was originally a paper-based process that used emails for back-and-
forth communication between internal and external staff. With the use of a cloud-based 
system all staff can now collaborate in a single document, ensure all necessary 
information is gathered and easily track progress without sorting through emails. This has 
reduced paper in vehicles, ensured data is complete and increased time on value-added 
activities.

Streamlined Move-in/Move-out processes through self-serve and 
automation, enabling a significant reduction in account setup fees for 
customers starting in 2026.

Hydro Ottawa’s Customer Engagement Survey
Planning for the future: Background Residential
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This survey leaves detailed discussion of Hydro Ottawa’s operating budget to 
experts from the OEB and intervenors in the formal OEB review; the survey 
focuses on collecting your views on competing trade-offs for capital 
investments.

Does this customer engagement process seem like the right approach to bring 
customer needs and preferences into Hydro Ottawa’s plan?

□ Definitely the right approach
□ Probably the right approach
□ Probably not the right approach
□ Definitely not the right approach
□ Don’t know

The choices Hydro Ottawa makes in its operating budget are primarily driven by 
technical analysis and expert assessments of best practices. 

As promised earlier, this survey does not ask questions that expect you to be an electricity expert.

The OEB runs an open and transparent review process where experts from the OEB and intervenor 
groups review and have the opportunity to question Hydro Ottawa’s analyses and assessments. 
Anyone, including you are welcome to participate in the OEB process.

Customer Engagement Survey
Planning for the future: Budget overview Residential
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30

Does this customer engagement process seem like the right approach to bring customer needs 
and preferences into Hydro Ottawa’s plan?

Q

Representative Workbook
Meeting customer needs

19%

63%

7% 2%
10%

Definitely the right
approach

Probably the right
approach

Probably not the
right approach

Definitely not the
right approach

Don’t know

n=21,280

Right Approach: 82%

Residential

Region Bill Impact on Finances

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa
Significant

Impact
Impact No Impact

Definitely the 
right approach 19% 18% 19% 20% 19% 25% 16% 19%

Probably the 
right approach 63% 64% 62% 62% 63% 51% 67% 66%

Probably not 
the right 
approach

6% 7% 7% 6% 7% 10% 6% 5%

Definitely not 
the right 
approach

2% 2% 2% 1% 2% 4% 1% 1%

Don’t know 10% 9% 10% 10% 10% 11% 10% 9%

Right 
Approach 
(Definitely + 
Probably)

83% 82% 82% 82% 81% 75% 83% 85%
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31

Does this customer engagement process seem like the right approach to bring customer needs 
and preferences into Hydro Ottawa’s plan?

Q

LEAP/OESP Qualification

Overall Qualified
<$71k Not 
Qualified

>$71k Not 
Qualified

Prefer not to 
say

Definitely the right 
approach 19% 26% 20% 18% 15%

Probably the right 
approach 63% 58% 64% 66% 58%

Probably not the right 
approach 7% 6% 6% 6% 9%

Definitely not the right 
approach 2% 1% 1% 1% 2%

Don’t know 10% 9% 8% 8% 16%
Right Approach 
(Definitely + Probably) 82% 84% 84% 84% 73%

Representative Workbook
Meeting customer needs Residential

Consumption Quartiles

Overall Low Medium-Low Medium-High High

Definitely the right 
approach 19% 21% 20% 19% 18%

Probably the right 
approach 63% 61% 63% 63% 63%

Probably not the right 
approach 7% 7% 7% 6% 7%

Definitely not the right 
approach 2% 2% 2% 2% 2%

Don’t know 10% 10% 10% 10% 10%

Right Approach 
(Definitely + Probably) 82% 82% 82% 82% 81%
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32

Are there things that you would change about how Hydro Ottawa brings customer needs 
and preferences into Hydro Ottawa’s plan? If so, what would you change?

n=21,280

Q

Representative Workbook
Meeting customer needs Residential

Response %
More collaborative/extensive and regular customer engagement 2.3%

Disapproval with rate increase 2.1%

General approval of current methods 1.9%

System improvement requests/underground grid 1.6%

More transparency in decision-making process 1.5%

Criticism of survey being overly complicated 0.9%

Equity concerns, protect low-income customers 0.7%

Criticism of survey being biased 0.7%

Focus on efficiency/cut costs 0.7%

Request for focus groups and townhalls 0.5%

Climate change concerns 0.4%

Not qualified to respond/need experts 0.4%

Billing improvements/explanations/TOU changes 0.4%

Inclusion of videos in outreach strategies 0.2%

More information on incentives 0.2%

How HO will deal with increased future energy needs 0.2%

More government assistance/reduce dividend to City of Ottawa 0.2%

Other 0.5%

None / Don't know 1.9%

No response 82.8%
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33

Are there things that you would change about how Hydro Ottawa brings customer needs 
and preferences into Hydro Ottawa’s plan? If so, what would you change?

Sample Verbatims

More collaborative/extensive and regular customer engagement
“A few more updates, either in the form of a flyer or, so as not to waste paper, an email explaining what 
has been accomplished. Perhaps, once a year or so. People tend to accept higher costs if it is explained to 
them.”

Disapproval with rate increase

“A 50% price increase over 5 years sounds unreasonable no matter what the rationale provided is.”

General approval of current methods
“After reading all the information that you have provided, this seems like the most logical solution for the 
growing population of Ottawa. And thinking of the future. As much as I do not want my bill to increase, it is 
just inevitable with the aging infrastructure and the technology that is coming down the line so to speak.”

System improvement requests/underground grid

“All systems have to continually be updated and upgraded. One thing that should be happening is more 
transparency in what is planned and how that plan is executed. Many things go on behind closed doors 
that don't get revealed. Relevant things that affect the end user cost should be transparently disclosed.

More transparency in decision-making process
“Although it is clear WHAT you are communicating to customers about distribution and impacting factors, 
it seems uni-directional.  I have no visibility on what Hydro Ottawa understands about the customer 
beyond usage and rates. How are you measuring and evaluating your approach beyond this survey? How 
are you measuring success?  It feels like an exercise to justify rate hikes where distribution rates are highly 
visible on our bills and as a customer, I feel manipulated.  I do not know if you have the right”

Q

Representative Workbook
Meeting customer needs Residential
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33%

7% 55%

5%

Grid Resilience

Aging Infrastructure

Growth & Electrification
Grid Modernization

$1.2 billion
between 2026 and 2030

Focus on investments in 
response to decarbonization and 
changing customer expectations.

Focus on investments to upkeep 
old equipment that is in poor 
condition and replace outdated 
equipment.

Focus on investments in the 
capacity to power the growing 
community and serve 
customers’ changing needs for 
electricity, including solutions 
such as new technologies and  
programs to get the most out 
of existing grid infrastructure.

Focuses on investments in technology to get more use out 
of existing equipment. This section includes burying lines, 
hardening the grid, tree trimming, improving emergency 
planning and response.

Hydro Ottawa draft capital investment plan
Hydro Ottawa’s five-year 2026-2030 draft plan is made up of four capital investment categories, 
totalling an estimated $1.2 billion between 2026 and 2030.

The remainder of this feedback survey will focus on the discretionary capital investment within Hydro 
Ottawa’s draft plan.

Non-discretionary Capital Investments
All proposed capital investment in Hydro Ottawa’s draft plan are regarded as necessary to provide customers 
with the services they require today and in the future. However, federal, provincial and municipal governments 
as well as regulators may set requirements and standards that Hydro Ottawa must satisfy. These non-
discretionary expenditures can be broken down into four areas:

1. Connecting customers: This includes connecting customers to the grid when a new home or building is 
constructed or modified. 

2. Relocating equipment: This includes moving equipment like overhead power lines and underground cables 
for road widening and other municipal infrastructure needs such as transit.

3. Mandated services: This includes installing and maintaining meters and distributing electricity from the grid.

4. Compliance requirements: This includes meeting and maintaining regulatory, technical, environmental, and 
safety standards.

Customer Engagement Survey
Planning process: 2026-2030 key investment areas

Residential
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35

Which of the following statements best represents your point of view regarding Hydro Ottawa’s 
approach to discretionary and non-discretionary spending?Q

Representative Workbook
Discretionary Spending

n=21,280

As government and regulatory demands change and unexpected weather events damage the grid, 
Hydro Ottawa may need to implement unplanned, non-discretionary expenditures. It has a 
decision to make about how to accommodate unexpected non-discretionary spending which 
could impact other planned priorities. 

Residential

Region Bill Impact on Finances

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa
Significant

Impact
Impact No Impact

Postpone 
discretionary 
spending

35% 39% 36% 38% 34% 51% 40% 26%

Maintain 
discretionary 
spending

46% 46% 48% 45% 47% 27% 40% 60%

Don’t know 19% 15% 17% 17% 19% 22% 20% 13%

36%

46%

18%

When unforeseen non-discretionary costs are
incurred, Hydro Ottawa should postpone planned

discretionary spending to minimize rate increases for
customers, even if that could lead to a potential

decline in service quality in the near future.

When unforeseen non-discretionary costs are
incurred, Hydro Ottawa should prioritize maintaining

planned discretionary spending, even if that might
lead to increased costs to customers over the next

five years.

Don't know
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36

LEAP/OESP Qualification

Overall Qualified
<$71k Not 
Qualified

>$71k Not 
Qualified

Prefer not to 
say

Postpone discretionary 
spending 36% 41% 35% 33% 37%

Maintain discretionary 
spending 46% 35% 47% 54% 37%

Don’t know 18% 24% 18% 13% 26%

Which of the following statements best represents your point of view regarding Hydro Ottawa’s 
approach to discretionary and non-discretionary spending?Q

As government and regulatory demands change and unexpected weather events damage the grid, 
Hydro Ottawa may need to implement unplanned, non-discretionary expenditures. It has a 
decision to make about how to accommodate unexpected non-discretionary spending which 
could impact other planned priorities. 

Representative Workbook
Discretionary Spending Residential

Consumption Quartiles

Overall Low Medium-Low Medium-High High

Postpone discretionary 
spending 36% 38% 34% 35% 35%

Maintain discretionary 
spending 46% 42% 48% 47% 48%

Don’t know 18% 19% 18% 18% 17%
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37

n=21,280

Representative Workbook
Discretionary Spending Residential

Additional FeedbackQ

As government and regulatory demands change and unexpected weather events damage the grid, 
Hydro Ottawa may need to implement unplanned, non-discretionary expenditures. It has a 
decision to make about how to accommodate unexpected non-discretionary spending which 
could impact other planned priorities. 

Response %
Approval - Need to address issues in the present 1.7%
Preparedness - accounting for unexpected events 1.6%
Criticism - responses require more nuance and information 1.5%
Disapproval - cost concerns 1.5%
Support for a 'somewhere in the middle' approach 0.9%
Prioritize grid resilience/burying lines 0.7%
Approval 'within reason' 0.7%
Operational efficiencies - corporate/management salaries 0.6%
Survey is biased 0.5%
Prioritize updating aging infrastructure/maintaining reliability 0.4%
Developers/customers involved should contribute 0.4%
Role of government 0.3%
Service should not be affected 0.3%
Discretionary spending should be postponed/kept to a minimum 0.3%
Environmental sustainability- solar energy, EVs 0.3%
More customer education/engagement required 0.2%
Survey complicated/difficult to understand/too long 0.2%
Less focus on growth/electrification/modernization 0.2%
Prioritize grid modernization 0.1%
Other 0.4%
None / Don't know 0.4%
No response 86.7%
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38

Sample Verbatims

Approval - Need to address issues in the present
"A stitch in time saves nine". I wholeheartedly believe that repairing/maintaining equipment is preferable 
to replacing equipment because of major breakdowns. Long-term planning and maintenance should not 
be put off for the sake of short-term convenience.”

Preparedness - accounting for unexpected events
“A portion of income received from customer billing should be set aside in a fund for unforeseen non-
discretionary costs. We know that there is always something that arises that was not planned for.  A 
homeowner faces the same issues and can't just demand a wage increase to meet his/her needs.  Best to 
have a fund in place to minimize sudden impact on the customer rates while allowing discretionary 
spending to continue.”

Criticism - responses require more nuance and information
“After the 5 years, what will happen? Does the price decrease or keep increasing? For sure during the 
renovation, consumers accept to pay higher price but do we get a break or do we keep paying more 
because the new technology requires consumer to pay more to keep it running?”

Disapproval - cost concerns
“51% increase over 5 years is unacceptable and unsustainable.  Find cost saving instead, and better return 
on investment. How can people afford this out of control level of inflation?!”

Support for a 'somewhere in the middle' approach
“Perhaps prioritize SOME planned spending on infrastructure, but postpone less urgent upgrades, so that 
costs might increase more moderately than they would, while also limiting risk to service decline?!”

Representative Workbook
Discretionary Spending Residential

Additional FeedbackQ

As government and regulatory demands change and unexpected weather events damage the grid, 
Hydro Ottawa may need to implement unplanned, non-discretionary expenditures. It has a 
decision to make about how to accommodate unexpected non-discretionary spending which 
could impact other planned priorities. 
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How do I make choices?
Each discretionary investment choice has a summary of three options that Hydro Ottawa 
would like you to consider:

In each option, there is a table that enables you to select the draft plan, accelerate or slow 
down the pace of investment. While Hydro Ottawa’s technical experts can tell us the 
maximum and minimum amounts we can practically spend, Hydro Ottawa also wants to 
know what customers like you have to say. 

Hydro Ottawa needs your feedback on its draft investment plan 
The next sections are about 5 key choices that Hydro Ottawa would like your feedback on. 

Each section provides some key background information. We encourage you to take the 
time to learn about your local electricity grid and where investments are made from 
distribution rates.

We know your time is valuable. While many people find this information interesting, if you 
would prefer to skip over the background information, you can jump right to the key 
choices.

Is it clear that you can select the option that best reflects your personal view of the best 
balance between lower costs and faster improvements?

□ Yes
□ No

Accelerated Pace: A faster paced spending option that makes additional progress 
towards better outcomes while recognizing practical limits due to resources and 
construction issues. 

Hydro Ottawa’s Draft Plan: An option currently in the draft plan that proposes 
measures and investments meant to ensure the safety and reliability of the grid.

Slower Pace: A minimum spending option that keeps prices lower and meets the basic 
performance requirements but may entail some trade-offs on key outcomes, such as 
reliability. 

Customer Engagement Survey
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40

Is it clear that you can select the option that best reflects your personal view of the best 
balance between lower costs and faster improvements?Q

Representative Workbook
Clarity of Process

90%

10%

Yes No
n=21,280

LEAP/OESP Qualification

Qualified <$71k Not Qualified >$71k Not Qualified Prefer not to say

Yes 89% 91% 92% 85%

No 11% 9% 8% 15%

Residential

Region Bill Impact on Finances

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa
Significant

Impact
Impact No Impact

Yes 90% 91% 92% 90% 90% 84% 90% 93%

No 10% 9% 8% 10% 10% 16% 10% 7%

Consumption Quartiles

Low Medium-Low Medium-High High

Yes 90% 91% 90% 89%

No 10% 9% 10% 11%
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Aging Infrastructure
Taking care of our existing assets

This spending category makes up 33% of the draft investment plan. In terms of bill 
impact, this category (and any associated operating costs) represents an estimated 
$5.89 of the proposed $17.76 increase in distribution rates by 2030.

What is this section about? 
This section focuses on investments to upkeep 
old equipment that is in poor condition and 
replace outdated equipment.

33%

There are two questions in this section:

1) The pace of replacing end-of-life or deteriorating infrastructure; and

2) The pace of replacing older, obsolete meters.

Customer Engagement Survey
Planning process: Aging Infrastructure Residential
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Making Choices (1 of 5): Replacing Aging Infrastructure
Overview
Hydro Ottawa owns a significant number (approximately 165,000) of assets (i.e. infrastructure and 
equipment) across its stations including overhead and underground lines. Each of these systems 
contains distinct assets with varying risk profiles. 

A substantial portion of these assets, around 25%, have reached the end of their expected service life, 
increasing the likelihood of failure. An additional 15% of assets will reach this critical point within the 
next decade.

Overall, approximately 6% of Hydro Ottawa's assets are currently classified as being in Poor or Very Poor 
condition. These assets pose a higher risk of failure. To proactively address this, Hydro Ottawa is 
focusing its asset investment and maintenance programs on minimizing the number of assets in poor 
condition.

Impact on customers
For the current investment plan, Hydro Ottawa needs to decide how many assets to replace between 
2026-2030 and how many replacements can be pushed into the future. 

• Reliability considerations: Failure of a station or distribution asset can interrupt service, causing 
unplanned outages for customers. The duration of these outages depends on the asset affected.

• Resiliency considerations:  Proactive replacement of poor conditioned assets can enhance the grid's 
resilience to extreme weather events and other disruptions. Delaying these replacements may 
increase the system's vulnerability and the risk of prolonged outages.

• Capacity considerations: The community’s expected growth (including electrification forecast) has 
surpassed the capacity limitations of Hydro Ottawa's existing stations. To accommodate the 
forecasted demand (including electrification forecast), regions will be transitioned from lower 
voltage systems to a higher voltage system as many of these lower voltage systems are already 
operating at or beyond their intended service life, further compounding the issue.

• Cost considerations: If Hydro Ottawa defers investments in aging assets, the short-term costs for 
customers are lower. However, pushing replacements into the future also means less cost certainty 
and likely steeper increases in the long run.

Hydro Ottawa's draft plan aims to sustain system reliability and minimize extended outages through a 
proactive asset replacement strategy. This approach prioritizes assets that support a large customer 
base and those critical for future grid modernization and electrification efforts. 

33%
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Making Choices (1 of 5): Replacing Aging Infrastructure
By 2030, Hydro Ottawa’s draft plan to replace and upgrade infrastructure in poor condition would 
cost the typical residential customer $4.11 more per month on their monthly electricity bill. 

Choice 1 of 5: 
How much do you think Hydro Ottawa should invest in replacing infrastructure in 
poor condition?

Option What is included Expected Outcome

Accelerated Pace

Rate Impact 
$4.29 more per month 
by 2030

Invest more than 
draft plan on 
replacing aging 
infrastructure

• By 2030, this investment initiative will 
significantly improve the reliability of Hydro 
Ottawa's electrical infrastructure and will focus 
on replacing the majority of poorly rated station, 
overhead, and underground assets to 
substantially reduce the risk of system failures.

• Furthermore, it will enhance system resilience 
through the implementation of smart switches 
and evaluation of end-of-life overhead lines for 
potential undergrounding.

• In addition, this initiative will address capacity 
constraints in certain areas by converting older, 
lower voltage systems to higher voltage systems.

Draft Plan

Rate Impact 
$4.11 more per month 
by 2030

Focus on minimizing 
the number of assets 
in poor condition and 
reducing the risk of 
asset failure

• By 2030, this investment initiative will slightly 
improve the reliability of Hydro Ottawa's electrical 
infrastructure and will focus on replacing poorly 
rated station, overhead, and underground assets to 
substantially reduce system failures.

• System monitoring and resilience will be enhanced 
through smart switches and evaluation of end-of-
life overhead lines for potential undergrounding in 
high-impact locations. 

• In addition, this initiative will address 
capacity constraints in high-risk areas by converting 
older, lower voltage systems to a higher voltage 
system.

Slower Pace

Rate Impact
$2.78 more per month 
by 2030

Invest less than draft 
plan on replacing 
aging infrastructure

• By 2030, this investment initiative will partially 
address Hydro Ottawa's infrastructure in poor 
condition.

• It will focus on replacing some poorly rated 
assets to reduce the risk of failure in areas with 
poor reliability.

• By only addressing upgrades to infrastructure at 
the greatest risk of failure, overall system 
reliability will likely decrease.

• In addition, this initiative will address 
capacity constraints in high-risk areas by 
converting older, lower voltage systems to a 
higher voltage system.

33%
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44

Which of the following investment plans would you most be comfortable with?Q

43%
37%

20%

Accelerated pace Draft Plan Slower pace
n=21,280

Representative Workbook
Planning process: Replacing Aging Infrastructure Residential

Region Bill Impact on Finances

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa
Significant

Impact
Impact No Impact

Accelerated 
pace 41% 40% 44% 42% 44% 27% 35% 55%

Draft plan 37% 38% 35% 37% 36% 34% 41% 35%

Slower pace 21% 22% 20% 21% 19% 39% 23% 10%

$4.29 $4.11 $2.78
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45

LEAP/OESP Qualification

Overall Qualified
<$71k Not 
Qualified

>$71k Not 
Qualified

Prefer not to 
say

Accelerated pace 43% 32% 40% 50% 37%

Draft plan 37% 39% 40% 35% 37%

Slower pace 20% 30% 20% 15% 26%

Representative Workbook
Planning process: Replacing Aging Infrastructure

Which of the following investment plans would you most be comfortable with?Q

Residential

Consumption Quartiles

Overall Low Medium-Low Medium-High High

Accelerated pace 43% 38% 43% 44% 46%

Draft plan 37% 39% 37% 36% 35%

Slower pace 20% 23% 20% 19% 19%
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46

Do you have additional feedback on Hydro Ottawa’s draft replacement of infrastructure in 
poor condition?Q

Representative Workbook
Planning process: Replacing Aging Infrastructure Residential

Response %
Cost concerns 2.5%

Request for solar/clean energy options regarding climate change 1.9%

Criticism of information overload/did not understand 1.6%

Support for survey/general positive comment 1.0%

Criticism of biased survey 0.8%

Request for alternative presentation of info (ie: video, infographic) 0.6%

Corporate salaries/spending 0.6%

Initiatives/Rebates/incentives 0.4%

Comments on system upgrades/disposal practices 0.2%

Concerns over extreme weather patterns (disaster mitigation) 0.2%

Questions regarding the role of government 0.2%

What public can do to help lower costs/consumption 0.2%

Comparison with other regions 0.2%

Need more information/not properly informed 0.2%

Infrastructure 0.2%

Buying or Owing an EV/Electric Vehicles 0.2%

Negative-General 0.2%

Other 1.7%

None / Don't know 2.1%

No response 85.0%

n=21,280

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 286 of 500 



47

Do you have additional feedback on Hydro Ottawa’s draft replacement of infrastructure in 
poor condition? 

Sample Verbatims

Cost concerns
“Living conditions for the middle class in Ottawa (across Canada) has deteriorated tremendously in the last 
5 years.  our salaries are not in par with cost of living. The middle class is struggling. Before entertaining 
additional costs federally, provincially and municipally especially on the Middle Class, a better solution has 
to be entertained.”

Request for solar/clean energy options regarding climate change

“Replace it in a way that makes our grids resilient and climate conscious: when citizens can feed in with 
small scale solar, wind, geothermal and storage, everyone wins!”

Support for survey/general positive comment

“Seems like the long term costs of not replacing stuff could outweigh replacing it slowly.”

Criticism of biased survey
“This is an unfair question since all options offer a price increase. This survey is not fair and does not 
accurately describe the customers opinion since the choices are premeditated to yield a rate increase.”

Q

Representative Workbook
Planning process: Replacing Aging Infrastructure Residential
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Making Choices (2 of 5): Metering Renewal
Overview

Hydro Ottawa owns approximately 367,000 meters, with 61% operating beyond their 
service life. The planned meter replacement initiative includes upgrading existing meters 
and the data management platform. This initiative also presents an opportunity to deploy 
grid-edge devices that support Hydro Ottawa's grid modernization goals (i.e. smart 
meters, solar panels).

Impact on customers

For the current investment plan, Hydro Ottawa needs to decide how many meters to replace between 
2026-2030, and how many replacements can be pushed further into the future, to mitigate in-field 
failures of the existing aging meters. 

Without replacing aging meters, Hydro Ottawa faces the risk of relying on estimates for billing. 
Moreover, the absence of more reliable data impedes grid modernization initiatives and limits Hydro 
Ottawa’s ability to optimize operations and deliver innovative customer solutions.

• Reliability impacts: Without higher resolution data, the ability to further improve upon Hydro 
Ottawa's restoration timing is reduced.

• Capacity impacts: Without more granular data at the supply point, the ability to understand usage 
patterns and peak times to support future energy needs is limited. 

• Cost considerations: If Hydro Ottawa defers investments in metering, the short-term costs for 
customers are lower. However, pushing replacements into the future also means less cost 
certainty and likely steeper increases in the long run.

Hydro Ottawa's draft plan aims to sustain system reliability and minimize extended outages through a 
proactive asset replacement strategy. This approach prioritizes assets that support a large customer 
base and those critical for future grid modernization and electrification efforts, while maintaining 
regulatory billing requirements.

Customer Engagement Survey
Planning process: Metering Renewal

33%

Residential
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Making Choices (2 of 5): Metering renewal
By 2030, Hydro Ottawa’s draft plan to install new smart meter would cost the typical residential 
customer $1.78 more per month on their monthly electricity bill. 

Confirm

Confirm selection above to continue.

Choice 2 of 5: 

How much do you think Hydro Ottawa should invest in metering renewal by 2030?

Option What is included Expected Outcome

Accelerated Pace

Rate Impact
$3.22 more per month by 
2030

Replacement of all Hydro 
Ottawa meters (approximately 
367,500 meters replaced in 5 
years)

• The achievement of a fully 
upgraded smart meter system will 
help to foster customer 
engagement programs and 
enhanced grid visibility.

Draft Plan

Rate Impact
$1.78 more per month by 
2030

Replacement of a subset of 
Hydro Ottawa meters 
(approximately 161,000 
meters replaced in 5 years)

• To minimize ratepayer impact, 
upgraded smart meter system 
implementations will extend 
beyond 2030.

Slower Pace

Rate Impact
$1.32 more per month by 
2030

Replacement of fewer than 
161,000 Hydro Ottawa meters.

• The initiative will only include 
reactionary replacement of end-of-
life meters posing risks to 
information and operational 
technology that could potentially 
hinder customer engagement and 
grid visibility efforts.

33%

Hydro Ottawa’s Customer Engagement Survey
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Which of the following investment plans would you most be comfortable with?Q

19%

54%

27%

Accelerated pace Draft Plan Slower pace
n=21,280

Representative Workbook
Planning process: Metering Renewal Residential

Region Bill Impact on Finances

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa
Significant

Impact
Impact No Impact

Accelerated 
pace 20% 16% 18% 19% 20% 18% 16% 22%

Draft plan 54% 56% 54% 53% 54% 42% 56% 58%

Slower pace 26% 28% 28% 28% 26% 40% 28% 20%

$1.78$3.22 $1.32
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LEAP/OESP Qualification

Overall Qualified
<$71k Not 
Qualified

>$71k Not 
Qualified

Prefer not to 
say

Accelerated pace 19% 21% 19% 21% 14%

Draft plan 54% 50% 57% 55% 52%

Slower pace 27% 29% 24% 23% 34%

Representative Workbook
Planning process: Metering Renewal

Which of the following investment plans would you most be comfortable with?Q

Residential

Consumption Quartiles

Overall Low Medium-Low Medium-High High

Accelerated pace 19% 18% 19% 19% 21%

Draft plan 54% 54% 54% 55% 52%

Slower pace 27% 28% 26% 26% 27%
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52

Do you have additional feedback on Hydro Ottawa’s draft metering renewal plan? 

n=21,280

Q

Representative Workbook
Planning process: Metering Renewal Residential

Response %
Equipment replacement/renewal 2.3%

General approval 1.4%

General disapproval - costs 0.7%

Prioritzation of reliable infrastructure/modernization 0.5%

Higher consumers should pay higher costs 0.3%

Cost of living concerns/affordability 0.2%

Operational efficencies- corporate/management salaries 0.2%

Do not charge customers- take from profits 0.2%

Criticism of survey bias 0.2%

System improvements (ie underground grid) 0.2%

Climate change concerns 0.1%

Electric Vehicle concerns 0.1%

Support for a 'somewhere in between' approach 0.1%

Other 1.0%

None / Don't know 0.9%

No response 91.7%
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53

Do you have additional feedback on Hydro Ottawa’s draft metering renewal plan? 

Sample Verbatims

Equipment replacement/renewal

“Get the obsolete equipment out and replaced with functional equipment. This will help with many not 
being overcharged for Hydro and more work on your end to fix the issues.”

General approval
“I wholeheartedly support a proactive approach! Again, the difference between the Accelerated rate 

impact and the Draft Plan rate impact is negligible.”

General disapproval - costs

“These risks included with 'slower pace' don't seem to be very important to me.”

Q

Representative Workbook
Planning process: Metering Renewal Residential
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Grid Modernization
Investing in new assets and technology

This spending category makes up 7% of the draft investment plan. In terms of bill 
impact, this category (and any associated operating costs) represents an estimated 
$1.37 of the proposed $17.76 increase is distribution rates by 2030.

What is this section about? 
Focus on investments in response to 
decarbonization and changing 
customer expectations.

7%

Customer Engagement Survey
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Making Choices (3 of 5): Grid Modernization
Overview
Hydro Ottawa’s grid modernization strategy is a comprehensive plan to address evolving challenges in 
the utility sector. Developed in response to aging infrastructure, decarbonization, and changing 
customer expectations, the strategy aims to enhance grid reliability, flexibility, resilience, and customer 
engagement while promoting sustainability.

Hydro Ottawa’s grid modernization plan has five key objectives: 

• Enhanced Reliability: Improving the grid's reliability through advanced monitoring, proactive failure 
detection, fast fault detection, automated power quality control, automated system restoration, and 
reduced outage times.

• Adaptive Grid Flexibility: Enabling the grid to adapt to the changing energy demand and incorporate 
different energy generation sources.

• Fortified Resilience & Robust Security: Improving the grid's ability to withstand service disruptions 
due to system faults or climate events and safeguarding the grid’s assets against cyber threats.

• Strengthened Customer Engagement & Empowerment: Engaging and empowering customers 
through real-time data, efficient billing, and tools to manage their energy use.

• Sustainable Decarbonization & Renewable Integration: Enabling carbon emissions reduction by 
optimizing planning and operations to support the integration of renewable energy sources into the 
grid and promote sustainability.

Impact on customers
Hydro Ottawa needs to determine what level of investment should be made in grid modernization, 
specifically through investments in software upkeep required to operate the grid, replacement and 
upgrade of protection and control relay equipment, addition of smart devices that provide remote 
visibility into Hydro Ottawa's grid, and expansion of Hydro Ottawa's communication infrastructure.

• Reliability considerations: If grid modernization is not pursued, Hydro Ottawa's ability to improve 
reliability will decrease, as grid modernization facilitates the necessary tools to increase and 
continually improve upon grid uptime.

• Cost considerations: If Hydro Ottawa defers investments in grid modernization, the short-term costs 
for customers are lower; however, as technology and electrification become more prevalent, Hydro 
Ottawa's ability to rapidly respond to outages, as well as Hydro Ottawa's ability to integrate 
distributed energy resources (e.g. solar panels and battery storage) in a market that is steering 
towards the prosumer (i.e. customers that both produce and consume electricity and can send their 
stored or generated electricity back to the grid) would be limited.

In its draft plan, Hydro Ottawa is proposing a balanced approach to grid modernization, ensuring 
reliability, flexibility, security, customer empowerment and integration of distributed energy resources.

7%
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Making Choices (3 of 5): Grid Modernization
By 2030, Hydro Ottawa’s draft plan to invest in real-time visibility and remote control of feeders. 
This would cost the typical residential customer $1.37 more per month on their monthly 
electricity bill.

Confirm

Confirm selection above to continue.

Choice 3 of 5: 

Which of the following investment plans would you most be comfortable with?

Option What is included Expected Outcome

Accelerated Pace

Rate Impact
$1.62 more per month by 
2030

Invest more in 
functionality, optical 
transport network, 
wireless solutions, and 
grid visibility.

• Significant investment in visibility and 
remote control of feeders, self-healing 
grid pilots, and centralized wireless 
management to enhance efficiency, 
reduce outages, and improve 
cybersecurity.

Draft Plan

Rate Impact
$1.37 more per month by 
2030

Invest in core 
functionality, optical 
transport network, 
wireless solutions  and 
grid visibility.

• Targeted investments in real-time 
visibility and remote control of feeders to 
improve situational awareness and 
reduce outage duration. 

• Continued upkeep of the Advanced 
Distribution Management System 
(ADMS) that allows Hydro Ottawa to 
identify problems with the grid and re-
route electricity to isolate faults and 
restore power.

Slower Pace

Rate Impact
$1.12 more per month by 
2030

Invest less in 
functionality, optical 
transport network, 
wireless solutions, and 
grid visibility.

• Limited investments in real-time visibility 
and remote control of feeders.

• The reduced spend will limit the 
expansion of the optical transport 
network for critical network diversity. 
This would not allow for a reduction to 
outage duration. 

7%
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57

Which of the following investment plans would you most be comfortable with?Q

35%
48%

17%

Accelerated pace Draft Plan Slower pace
n=21,280

Representative Workbook
Planning process: Grid Modernization Residential

Region Bill Impact on Finances

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa
Significant

Impact
Impact No Impact

Accelerated 
pace 34% 31% 35% 35% 37% 25% 28% 45%

Draft plan 48% 51% 48% 47% 47% 41% 54% 46%

Slower pace 17% 18% 17% 18% 16% 33% 18% 9%

$1.37$1.62 $1.12
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LEAP/OESP Qualification

Overall Qualified
<$71k Not 
Qualified

>$71k Not 
Qualified

Prefer not to 
say

Accelerated pace 35% 29% 32% 41% 28%

Draft plan 48% 48% 51% 46% 49%

Slower pace 17% 23% 17% 13% 23%

Representative Workbook
Planning process: Grid Modernization

Which of the following investment plans would you most be comfortable with?Q

Residential

Consumption Quartiles

Overall Low Medium-Low Medium-High High

Accelerated pace 35% 32% 35% 36% 38%

Draft plan 48% 48% 49% 48% 46%

Slower pace 17% 20% 16% 16% 16%
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59

Do you have additional feedback on Hydro Ottawa’s draft grid modernization plan? 

n=21,280

Q

Representative Workbook
Planning process: Grid Modernization Residential

Response %
Prioritization of reliable infrastructure/modernization 1.7%

General approval 1.6%

Climate change concerns 0.5%

General disapproval - costs 0.4%

System improvements (ie underground grid) 0.3%

Cost of living concerns/affordability 0.2%

Criticism of survey bias 0.2%

Equipment replacement/renewal 0.2%

Operational efficencies- corporate/management salaries 0.1%

Do not charge customers- take from profits 0.1%

Electric Vehicle concerns 0.1%

Governement/beauracratic criticism 0.1%

Higher consumers should pay higher costs 0.1%

Consumer education 0.1%

Other 0.6%

None / Don't know 0.8%

No response 92.9%
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60

Do you have additional feedback on Hydro Ottawa’s draft grid modernization plan? 

Sample Verbatims

Prioritization of reliable infrastructure/modernization
“Grid modernization should be #1 priority, we need to adapt to changing times and accommodate for 
more electric vehicles on the grid.  Also, the climate change with more extreme weather will mean hotter 
summers and colder winters, we need the grid to support more people working from home and having the 
air conditioning on in the summer and the furnace on more in the winter.”

General approval
“The future is coming faster than we have anticipated and accepted.  An additional 3% won't make a huge 
difference, but I think it is manageable.”

Climate change concerns

“I've suffered too many prolonged energy black outs and only expect them to become more frequent 
given climate change risks, short-term thinking and chronic under-investment in public infrastructure.”

Q

Representative Workbook
Planning process: Grid Modernization Residential
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Growth and Electrification
Investing in the grid to meet growing demand for electricity

This spending category makes up 55% of the draft investment plan. In terms of 
bill impact, this category (and any associated operating costs) represents an 
estimated $4.60 of the proposed $17.76 increase is distribution rates by 2030.

What is this section about? 
This section focuses on investments 
in capacity to power the growing 
community and serve customers’ 
growing and changing needs for 
electricity.

55%

Customer Engagement Survey
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Making Choices (4 of 5): Preparing for Electrification
Overview
Hydro Ottawa is proactively preparing for the future by strategically planning infrastructure investments 
to support the anticipated growth in electricity demand. Electrification, the transition from fossil fuels to 
electricity, is driving significant changes in energy consumption patterns, creating both opportunities 
and challenges for the electricity distribution system.

The surge in electrification is fueling an unprecedented increase in demand, stemming from new 
customer connections and a rising demand from existing customers who are adopting technologies like 
electric vehicles, heat pumps, and switching to electricity for commercial purposes.

To ensure a reliable and resilient system that can meet the evolving needs of the community, Hydro 
Ottawa is employing a multifaceted approach to address the challenges of this growth:

• Expanding Infrastructure: New substations, increased operating voltages, and new lines will be 
added to enhance the capacity and flexibility of the distribution system.

• Embracing Innovation: This will include battery energy storage systems which will be integrated to 
better manage peak demand and support the increasing reliance on renewable energy sources.

• Empowering Customers: Innovative customer programs will be developed. These programs  
promote efficient electricity usage and encourage participation in demand-side management 
initiatives. These solutions go beyond traditional infrastructure by offering customer incentives in 
targeted areas of growth to provide additional electricity capacity, reduce peak demand, improve 
grid flexibility, and reduce costs for customers. They can also be implemented and scaled up or 
down faster than building traditional infrastructure. 

These measures will not only ensure that Hydro Ottawa's distribution system can 
accommodate the growing demand but will also contribute to a cleaner and more sustainable 
energy future for the community it serves.

55%

Customer Engagement Survey
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What’s driving the energy transition? Public policy; technology; 
economic factors; and evolving expectations from customers. All 
these factors are happening against the backdrop of the need to 
address climate change and prepare to adapt to its effects.  

How much more electricity is required? A Chat GPT search on Google 
consumes 10 times more energy than a traditional search. Today, some of the 
largest data centres have the same power footprint as running 7 million 
laptops.

How much electricity does it take to charge an Electric Vehicle (EV)? Did you 
know that when an EV is charging it can use as much electricity as two average 
homes? If everyone in a neighbourhood came home from work or school and 
started charging their EVs at the same time, the electricity demand could 
overload the grid. 

Impact on customers
Failure to invest in necessary infrastructure upgrades will have a cascading effect, hindering Hydro 
Ottawa's ability to meet the demands of a rapidly changing energy landscape.

• Reliability and Outages: An overloaded and outdated system will buckle under the pressure of 
increased demand, leading to frequent and widespread power outages, disrupting daily life, 
businesses, and essential services.

• Economic Impacts: Constraints on new connections and unreliable power will stifle economic 
growth and development, discouraging businesses and industries from investing in the region, 
ultimately affecting job creation and prosperity.

• Environmental Consequences: An inability to support electrification efforts will hinder the 
transition away from fossil fuels, resulting in increased greenhouse gas emissions and missed 
opportunities to embrace renewable energy sources.

• Customer Dissatisfaction: Frequent outages, limited access to new energy technologies and 
incentive programs, and potentially higher electricity costs will lead to frustration and a negative 
perception of Hydro Ottawa's service.

55%
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Making Choices (4 of 5): Preparing for Electrification

By 2030, Hydro Ottawa’s draft plan to invest in system capacity to prepare for electrification 
would cost the typical residential customer $4.60 more per month on their monthly electricity 
bill. 

Confirm
Confirm selection above to continue.

Choice 4 of 5: 

Which of the following investment plans would you most be comfortable with? 

Option What is included Expected Outcome

Accelerated Pace

Rate Impact
$6.94 more per month by 
2030

• Increased 
annual capacity 
investment to 
meet future 
electrification 
load growth by 
2035.

• System capacity is increased to meet all 
growth related to electrification needs by 
2035, eliminating reliability risk during 
system peak days.

Draft Plan

Rate Impact
$4.60 more per month by 
2030

• Slow capacity 
investments to 
only critical 
needs by 2030 
with some 
investments 
deferred to the 
next rate period

• System capacity will maintain pace with 
growth in the community, or slightly lagging. 
Limited impact timing and ability to connect 
customers. Includes non-wire solutions to 
support station peaks in high growth regions.

• Will result in modest increased reliability risk 
in specific growth areas - risk of added outage 
duration or inability to restore some 
customers, if failures occur on peak loading 
days.

Slower Pace

Rate Impact
$2.26 more per month by 
2030

• Slow capacity 
investments to 
only meet 
critical needs.

• System capacity will be slightly lagging to 
meet electrification needs by 2035. There 
might be some impact on the ability to 
connect customers in certain regions.

• Will result in larger increased reliability risk in 
specific growth areas - risk of added outage 
duration or inability to restore some 
customers, if failures occur on peak loading 
days.

55%
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65

Which of the following investment plans would you most be comfortable with?Q

24%

48%

28%

Accelerated pace Draft Plan Slower pace
n=21,280

Representative Workbook
Planning process: Growth and Electrification Residential

Region Bill Impact on Finances

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa
Significant

Impact
Impact No Impact

Accelerated 
pace 24% 19% 23% 23% 26% 17% 17% 32%

Draft plan 48% 50% 49% 48% 47% 37% 52% 50%

Slower pace 27% 31% 28% 29% 26% 46% 31% 17%

$4.60 $2.26$6.94
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LEAP/OESP Qualification

Overall Qualified
<$71k Not 
Qualified

>$71k Not 
Qualified

Prefer not to 
say

Accelerated pace 24% 20% 22% 29% 19%

Draft plan 48% 45% 50% 49% 46%

Slower pace 28% 34% 28% 22% 35%

Representative Workbook
Planning process: Growth and Electrification

Which of the following investment plans would you most be comfortable with?Q

Residential

Consumption Quartiles

Overall Low Medium-Low Medium-High High

Accelerated pace 24% 21% 24% 25% 27%

Draft plan 48% 48% 49% 48% 47%

Slower pace 28% 31% 27% 27% 26%
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Do you have additional feedback on Hydro Ottawa’s draft electrification plan? 

n=21,280

Q

Representative Workbook
Planning process: Growth and Electrification Residential

Response %
Electric Vehicle concerns 2.7%

General approval 1.2%

Higher consumers should pay higher costs 1.1%

Prioritization of reliable infrastructure/modernization 0.7%

Climate change concerns 0.6%

General disapproval - costs 0.4%

System improvements (i.e. underground grid) 0.3%

Government/beauracratic criticism 0.3%

Cost of living concerns/affordability 0.3%

Criticism of survey bias 0.2%

Consumer education 0.1%

Do not charge customers- take from profits 0.1%

Support for a 'somewhere in between' approach 0.1%

Operational efficencies- corporate/management salaries 0.1%

Equipment replacement/renewal 0.1%

Conflicted (uncertain in response) 0.1%

Other 0.7%

None/Don't know 0.7%

No response 90.3%
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Do you have additional feedback on Hydro Ottawa’s draft electrification plan? 

Sample Verbatims

Electric Vehicle concerns
“My feeling is that EV vehicles will eventually overwhelm the currently installed system.  So increasing the 
capacity to be able to accommodate newly purchased EVs should be taken into account.  I fear that not 
doing so could either potentially cause overloading; or at least preventing further adoption of EVs.”

General approval
“ I think we need to do this or we'll regret it. It's expensive, but if some of us install solar panels we can 
reduce our monthly costs that way and help out with the grid.”

Higher consumers should pay higher costs

“People installing electric vehicle charging stations should pay a fee that off-sets costs.”

Prioritization of reliable infrastructure/modernization
“Given the importance of decarbonizing, it is absolutely essential that the utility ensure that it is more than 
ready to handle the increased demand. Otherwise, that will reduce confidence in the system and will give 
people an excuse to hold back.”

Q

Representative Workbook
Planning process: Growth and Electrification Residential
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5%

Grid Resilience
Investments to make the grid more resilient against external factors

This spending category makes up 5% of the draft investment plan. In terms of 
bill impact, this category (and any associated operating costs) represents an 
estimated $1.22 of the proposed $17.76 increase is distribution rates by 2030.

What is this section about? 

This section focuses on investments in 
technology to get more use out of existing 
equipment. This section includes burying 
lines, hardening the grid, tree trimming, 
improving emergency planning and 
response.

Customer Engagement Survey
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Making Choices (5 of 5): Grid Resilience
Overview
Distribution system resilience refers to the ability of Hydro Ottawa's distribution network to withstand, 
adapt to, and recover from disruptions. These disruptions can stem from various sources, including 
severe weather events, natural disasters, equipment failures, cyberattacks, or unexpected surges in 
demand.

Resilience goes beyond simply preventing outages; it encompasses the ability to:

5%

Impact on customers
Hydro Ottawa needs to determine what level of investment should be made in burying lines, 
hardening its infrastructure, proactively removing or trimming trees and improving emergency 
planning and response between 2026 and 2030. If Hydro Ottawa does not invest sufficiently in grid 
resilience in the face of increasing severe weather events, the consequences could be severe:

• More frequent and longer outages: Existing infrastructure may not be able to withstand the 
increased stress from intensified storms, leading to more widespread and prolonged power 
outages.

• Increased costs for repairs and restoration: Each storm that causes damage to the grid requires 
significant resources for repairs and restoration, placing a financial burden on the utility and 
potentially leading to higher rates for customers.

• Economic disruption: Power outages can disrupt businesses, schools, and other essential 
services, impacting productivity and economic activity in the region.

• Public safety concerns: Power outages can create safety risks, particularly for vulnerable 
populations who rely on electricity for medical devices or other critical needs.

• Damage to public confidence: Frequent outages can erode public trust in Hydro Ottawa and its 
ability to provide reliable service.

In recent years, Hydro Ottawa has experienced a series of severe weather events that have impacted its 
distribution system, notably the devastating Derecho storm of 2022. The Ottawa region has seen an increase in 
the frequency of severe weather events, including tornados, lightning storms, ice storms and heavy snowfalls. 
These frequent and intense weather events have posed ongoing challenges for Hydro Ottawa in maintaining a 
reliable power supply, highlighting the need for continued investment in grid resilience to withstand the growing 
impact of climate change.

1. Anticipate and mitigate risks: Proactively identify and address vulnerabilities in the system 
to reduce the likelihood and impact of disruptions.

2. Withstand disruptions: Maintain critical functions and minimize the extent of outages 
during an event.

3. Recover quickly: Restore power and normal operations as rapidly as possible after a 
disruption.

4. Adapt and learn: Improve the system based on lessons learned from past events to 
enhance future resilience.
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Making Choices (5 of 5): Grid Resilience

By 2030, Hydro Ottawa’s draft plan to bury lines, harden infrastructure, proactively remove or 
trim trees and improve emergency planning and response between 2026 and 2030. This would
cost the typical residential customer $1.22 more per month on their monthly electricity bill.

Confirm

Confirm selection above to continue.

Choice 5 of 5: 

How much do you think Hydro Ottawa should invest in Grid Resilience?

Option What is included Expected Outcome

Accelerated Pace

Rate Impact
$1.36 more per month by 
2030

• Increased undergrounding.
• Increased vegetation 

management.
• Additional feeder 

connectivity/ties above and 
beyond recommended 
program.

• Same as draft plan, however, to a 
greater extent

• Fewer customers impacted by 
severe storms

• Quicker restoration efforts
• Greater flexibility in response to 

outages
• Quicker recovery and system 

stabilization post-storms

Draft Plan

Rate Impact
$1.22 more per month by 
2030

• Some proactive 
undergrounding of 
overhead lines

• Less customers impacted by 
severe storms.

• Quicker restoration efforts.
• Greater flexibility in response to 

outages.
• Quicker recovery and system 

stabilization post storms.

Slower Pace

Rate Impact
$0.98 more per month by 
2030

• No proactive 
undergrounding of 
overhead lines.

• Vegetation management in 
line with 2021-2025.

• Limited feeder ties to base 
planning requirements.

• No significant change to the 
present state of impacts of major 
storms, or to restoration efforts 
and system recovery. 

• Risk of increased reactive 
spending, as the system is not 
preemptively "hardened".

• Increased spending on emergency 
and storm response.

5%
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72

Which of the following investment plans would you most be comfortable with?Q

50%

36%

14%

Accelerated pace Draft Plan Slower pace
n=21,280

Representative Workbook
Planning process: Grid Resilience Residential

Region Bill Impact on Finances

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa
Significant

Impact
Impact No Impact

Accelerated 
pace 48% 48% 50% 49% 51% 35% 42% 62%

Draft plan 37% 37% 35% 37% 35% 37% 43% 31%

Slower pace 14% 15% 14% 15% 13% 28% 15% 7%

$1.22$1.36 $0.98
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LEAP/OESP Qualification

Overall Qualified
<$71k Not 
Qualified

>$71k Not 
Qualified

Prefer not to 
say

Accelerated pace 50% 40% 47% 57% 43%

Draft plan 36% 40% 40% 33% 39%

Slower pace 14% 20% 14% 10% 18%

Representative Workbook
Planning process: Grid Resilience

Which of the following investment plans would you most be comfortable with?Q

Residential

Consumption Quartiles

Overall Low Medium-Low Medium-High High

Accelerated pace 50% 44% 50% 53% 53%

Draft plan 36% 39% 37% 34% 34%

Slower pace 14% 17% 13% 13% 13%
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Do you have additional feedback on Hydro Ottawa’s draft grid resilience plan? 

n=21,280

Q

Representative Workbook
Planning process: Grid Resilience Residential

Response %
Prioritization of reliable infrastructure/modernization 2.0%
System improvements (i.e underground grid) 1.8%
General approval 1.5%
Climate change concerns 0.6%
General disapproval - costs 0.2%
Cost of living concerns/affordability 0.1%
Criticism of survey bias 0.1%
Equipment replacement/renewal 0.1%
Operational efficencies- corporate/management salaries 0.1%
Governement/beauracratic criticism 0.1%
Do not charge customers- take from profits 0.1%

Other 0.4%

None / Don't know 0.7%

No response 92.1%
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Do you have additional feedback on Hydro Ottawa’s draft grid resilience plan? 

Sample Verbatims

Prioritization of reliable infrastructure/modernization

“Serious changes in weather patterns have already demonstrated that grid resilience should be a high 
priority.”

System improvements (i.e. underground grid)
“Incorporate off-grid and net metering solutions; what is the viability of hydro Ottawa reducing electrical 
bills in exchange for residential hosting/leasing roof solar or other renewable?”

General approval
“I would pay more than $1.36 per month to ensure that my service is rarely affected or short term.  The 
cost of having no power to customers is not measurable so easily.. If your infrastructure is solid you will 
have less interruptions.”

Climate change concerns
“Climate change is real, and we must adapt as quickly as possible - therefore the accelerated option is a 
MUST.”

Q

Representative Workbook
Planning process: Grid Resilience Residential
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At the bottom of this page, you will find the total bill impact of all your answers.

Having seen the total bill impact, please review your answers and change your responses if you 
desire, and your potential rate impact will be re-calculated. You will have the opportunity to 
continue adjusting your answers until you feel you’ve reached the best balance for you.

The total impact of your choices would result in an estimated distribution 
charge of $XX.XX ($47.65 to $56.62) by 2030.

For the typical residential customer, this translates to an increase over 
2025’s monthly distribution rates by xx% (38% to 64%) or $XX.XX ($13.14 
to $22.11)

SubmitClick the submit button after you have finalized your choices above.

Key Choices Calculator: Dollars and Cents
Throughout this survey, you have been asked about 5 key choices that could impact your rates. 
Below is a summary of your answers to the questions that could impact your rates. 

Don’t 
know

$1.32 $1.78 $3.22

$1.12 $1.62$1.37

Don’t 
know

Aging Infrastructure
(Metering Renewal)

$2.26 $6.94$4.60

Don’t 
know

Growth & 
Electrification

$0.98 $1.36$1.22

Don’t 
know

Grid 
Modernization

Accelerated Pace
   $4.29

Draft Plan 
$4.11

Slower Pace
$2.78

Grid Resilience

Don’t 
know

Aging Infrastructure
(Replacing Equipment)

Customer Engagement Survey
Dynamic bill calculator Residential
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Representative Workbook
Planning Process: Key Investment Areas Overview

77

Residential

After reviewing the workbook and selecting their answers, respondents were given the opportunity to 
adjust their choices and observe the impact of those choices on a typical small business customers 
overall bill, displayed as both a percentage and dollar increase over a 5-year period.

While the workbook pages for the initial option selection did not include a ‘Don’t know’ option, this 
choice was available on the calculator page. The results are as follows:

Residential
5 Key Choices Accelerated Draft Plan Slower Don't know

Replacing Aging Infrastructure 41% 35% 18% 6%

Metering Renewal 19% 50% 25% 6%

Grid Modernization 35% 44% 15% 6%

Growth & Electrification 23% 45% 26% 6%

Grid Resilience 48% 33% 12% 6%

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 317 of 500 



Hydro Ottawa has calculated an overall cost for its draft plan. While the plan may change 
based on feedback from the earlier questions in this survey, Hydro Ottawa would like to 
know how you feel about the total rate impact of its current draft plan.

Considering what you have learned about Hydro Ottawa’s 2026–2030 draft plan and that 
this may result in a $17.76 increase in the distribution portion of the typical residential 
customer’s monthly electricity bill by 2030, which of the following best represents your 
point of view?

□ I think Hydro Ottawa should accelerate spending beyond its proposed draft plan to 
deliver better system outcomes

□ I support the proposed bill increase when it comes to preparing Hydro Ottawa’s grid for 
the future

□ I don’t like the proposed bill increase, but I think it’s necessary to maintain the grid to a 
reasonable standard and prepare for the future

□ I oppose the bill increase and think Hydro Ottawa needs to scale back its plan

□ I don’t know

Do you have any final comments regarding Hydro Ottawa’s draft plan for 2026–2030 and 
the proposed rate increase? 
(Response Optional)

*Note: 
• Average monthly bill includes taxes and the Ontario Electricity Rate.
• These estimated rate increases are preliminary and are subject to change based on customer feedback, regulatory approval 

and other factors. A typical residential customer is assumed to use 750 kWh per month and enrolled under Time-of-use 
Regulated Price Plan.

• Bill projections assume a general inflation increase of 2.1% for other aspects of the electricity bill that are outside of Hydro 
Ottawa’s control (commodity, transmission, government, regulatory fees).

Year
Avg. Monthly 

Bill*
Non-Distribution 

Component

Distribution 
Component 

(Hydro Ottawa's 
portion)

Annual Increase 
to Monthly Bill    

(%)

Annual Increase 
to Monthly Bill     

($)

CURRENT 2024 $132.49 $98.30 $34.19  n/a  n/a 

BUDGTED 2025 $132.06 $97.55 $34.51 1% $0.32

2026 $140.99 $100.41 $40.58 18% $6.07

2027 $147.10 $102.28 $44.82 10% $4.24

2028 $152.21 $104.25 $47.96 7% $3.14

2029 $156.15 $106.31 $49.84 4% $1.88

2030 $160.75 $108.48 $52.27 5% $2.43

5-yr impact $17.76 51% $17.76

Hydro Ottawa's Portion

Ra
te

 P
er

io
d

Representative Workbook
Social Permission Residential
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Considering what you have learned about Hydro Ottawa’s 2026–2030 draft plan and that this 
may result in a $17.76 increase in the distribution portion of the typical residential customer’s 
monthly electricity bill by 2030, which of the following best represents your point of view?

Q

n=21,280

Hydro Ottawa has calculated an overall cost for its draft plan. While the plan may change based on 
feedback from the earlier questions in this survey, Hydro Ottawa would like to know how you feel 
about the total rate impact of its current draft plan.

19%

28%

37%

11%

5%

I think Hydro Ottawa should accelerate
spending beyond its proposed draft plan to

deliver better system outcomes

I support the proposed bill increase when it 
comes to preparing Hydro Ottawa’s grid for the 

future

I don’t like the proposed bill increase, but I 
think it’s necessary to maintain the grid to a 

reasonable standard and prepare for the future

I oppose the bill increase and think Hydro
Ottawa needs to scale back its plan

Don't know

Social Permission: 84%

Representative Workbook
Social Permission Residential
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Considering what you have learned about Hydro Ottawa’s 2026–2030 draft plan and that this 
may result in a $17.76 increase in the distribution portion of the typical residential customer’s 
monthly electricity bill by 2030, which of the following best represents your point of view?

Q

Representative Workbook
Social Permission

Hydro Ottawa has calculated an overall cost for its draft plan. While the plan may change based on 
feedback from the earlier questions in this survey, Hydro Ottawa would like to know how you feel 
about the total rate impact of its current draft plan.

Region

Overall Gloucester
Goulbourn/
Casselman

Kanata Nepean Ottawa

Accelerate spending 19% 18% 16% 19% 17% 20%

Support proposed bill 28% 28% 30% 28% 28% 28%

Necessary to maintain grid 37% 38% 37% 38% 38% 37%

Oppose the bill increase 11% 11% 13% 12% 12% 11%

Don’t know 5% 5% 4% 4% 5% 5%

Social Permission 84% 85% 83% 84% 83% 84%

Bill Impact on Finances

Overall
Significant

Impact
Impact No Impact

Accelerate spending 19% 14% 10% 27%

Support proposed bill 28% 16% 28% 33%

Necessary to maintain grid 37% 37% 46% 32%

Oppose the bill increase 11% 26% 11% 5%

Don’t know 5% 8% 4% 2%

Social Permission 84% 67% 84% 92%

Residential
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Consumption Quartiles

Overall Low Medium-Low Medium-High High

Accelerate spending 19% 15% 18% 19% 23%
Support proposed bill 28% 26% 29% 29% 27%
Necessary to maintain grid 37% 40% 38% 37% 34%
Oppose the bill increase 11% 13% 11% 10% 11%
Don’t know 5% 6% 5% 5% 4%
Social Permission 84% 81% 85% 85% 85%

LEAP/OESP Qualification

Overall Qualified
<$71k Not 
Qualified

>$71k Not 
Qualified

Prefer not to 
say

Accelerate spending 19% 14% 15% 24% 13%
Support proposed bill 28% 23% 31% 31% 22%
Necessary to maintain grid 37% 41% 40% 34% 40%
Oppose the bill increase 11% 14% 11% 8% 17%
Don’t know 5% 8% 4% 3% 8%

Social Permission 84% 78% 85% 89% 75%

Considering what you have learned about Hydro Ottawa’s 2026–2030 draft plan and that this 
may result in a $17.76 increase in the distribution portion of the typical residential customer’s 
monthly electricity bill by 2030, which of the following best represents your point of view?

Q

Hydro Ottawa has calculated an overall cost for its draft plan. While the plan may change based on 
feedback from the earlier questions in this survey, Hydro Ottawa would like to know how you feel 
about the total rate impact of its current draft plan.

Representative Workbook
Social Permission Residential
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Do you have any final comments regarding Hydro Ottawa’s draft plan for 2026–2030 and 
the proposed rate increase? 

n=21,280

Q

Representative Workbook
Social permission Residential

Response %
Support for the increase (general) 1.7%

Lower salaries, cut wasteful spending, find efficiencies 1.4%

Oppose increase- unaffordable/unrealistic 0.9%

Need more information/transparency 0.9%

Increases should be tailored to income level/usage 0.9%

Focus on improving infrastructure/increased reliability 0.8%

Dislike rate increase but understand the need/it’s necessary 0.6%

Concern about climate change- prioritize solar/wind, EVs 0.6%

Companies/government should fund the investment cost 0.5%

Gradually increase to align with inflation/match with inflation 0.5%

General positive comment (not targeted to increase) 0.4%

Accelerate plan/support measures that go beyond those proposed 0.4%

Criticism of survey bias 0.3%

General negative comment (not targeted to increase) 0.3%

Provide education/assistance/incentives for energy conservation 0.2%

Support for increase if rates decrease once goals are reached 0.2%

Support different focus for allocation of funds 0.2%

Concern regarding EVs/heat pumps/electric technology 0.1%

Concern that costs will be higher than stated 0.1%

Support for in-home solutions/local generation 0.1%

Concern over delivery fees vs cost of electricity/billing issues 0.1%

Other 0.4%

None / Don't know 0.7%

No response 87.8%
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Do you have any final comments regarding Hydro Ottawa’s draft plan for 2026–2030 and the 
proposed rate increase? 

Sample Verbatims

Support for the increase (general)

“Continue to meet infrastucture demand. The associated cost increases are unavoidable”

Lower salaries, cut wasteful spending, find efficiencies

“You need to work on the costs in this bill that come before it reaches Hydro Ottawa.  The salaries paid 
executives are out of control and need reigning in.  If they don't achieve objectives set, no bonuses.”

Oppose increase- unaffordable/unrealistic

“An annual increase of 51% to a bill for most Canadians who are already struggling seems impossible.”

Need more information/transparency

“I don't know how you calculated those increases and therefore I don't know if the numbers are legit or 
not.”

Increases should be tailored to income level/usage

“This change may disproportionately impact families in lower socioeconomic groups whom are already 
feeling the impacts of inflation and a higher cost of living.”

Q

Representative Workbook
Social permission Residential
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Customer service enhancements
Planning for the future

Customer Engagement Survey
Planning process: 2026-2030 rate application Residential
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Hydro Ottawa is dedicated to enhancing the overall customer experience. This means investing in 
digital technologies and other solutions to provide greater personalization, choice, convenience, and 
control over customers’ energy services. Examples include enhancements to customer care and 
billing systems, customer relationship management (CRM), and digital customer engagement 
platforms.

Impact on customers
• Enhanced reliability, expanded functionality, and scalability lead to increased customer 

satisfaction.

• Advanced energy insights enable more touchpoints, programs, and offers, empowering 
customers to make informed decisions.

• Advanced self-serve options for customers to support and facilitate their energy transition and 
provide convenience and operational efficiency.

• Strengthened customer relationships and trust through reliable communication during major 
events.

Supporting our customers

Customer Engagement Survey
Planning process: 2026-2030 rate application Residential

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 325 of 500 



86

In the context of Hydro Ottawa's 2026-2030 rate application, do you support or oppose 
investments in enhanced customer programs and services?Q

Representative Workbook
Customer programs and services

Region Bill Impact on Finances

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa
Significant

Impact
Impact No Impact

Strongly support 21% 20% 20% 19% 20% 22% 14% 23%

Somewhat 
support 39% 37% 37% 39% 37% 27% 44% 40%

Neither support 
nor oppose 23% 24% 24% 23% 25% 22% 25% 24%

Somewhat 
oppose 9% 10% 10% 9% 9% 10% 10% 9%

Strongly oppose 4% 6% 4% 5% 4% 11% 3% 2%

Don’t know 4% 3% 4% 4% 5% 7% 3% 3%

Support
(Strongly + 
Somewhat)

60% 57% 58% 58% 57% 50% 58% 63%

Oppose
(Strongly + 
Somewhat)

14% 16% 15% 14% 13% 21% 13% 11%

Residential

20%

38%

24%

9% 4% 4%

Strongly
support

Somewhat
support

Neither support
nor oppose

Somewhat
oppose

Strongly oppose Don’t know
n=21,280

Support: 58%
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In the context of Hydro Ottawa's 2026-2030 rate application, do you support or oppose 
investments in enhanced customer programs and services?Q

Representative Workbook
Customer programs and services Residential

Consumption Quartiles

Overall Low Medium-Low Medium-
High High

Strongly support 20% 19% 19% 19% 22%

Somewhat support 38% 37% 39% 39% 37%

Neither support nor oppose 24% 25% 24% 24% 24%

Somewhat oppose 9% 10% 9% 9% 9%

Strongly oppose 4% 5% 4% 4% 5%

Don’t know 4% 5% 5% 4% 4%
Support
(Strongly + Somewhat) 58% 56% 58% 58% 59%
Oppose
(Strongly + Somewhat) 14% 14% 13% 14% 13%

LEAP/OESP Qualification

Overall Qualified
<$71k Not 
Qualified

>$71k Not 
Qualified

Prefer not to 
say

Strongly support 20% 22% 20% 22% 14%

Somewhat support 38% 36% 41% 40% 32%

Neither support nor oppose 24% 23% 23% 23% 29%

Somewhat oppose 9% 8% 9% 9% 11%

Strongly oppose 4% 4% 4% 4% 7%

Don’t know 4% 6% 3% 3% 8%
Support
(Strongly + Somewhat) 58% 59% 60% 62% 46%
Oppose
(Strongly + Somewhat) 14% 12% 13% 12% 18%
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Which of the following options do you prefer?Q

Representative Workbook
Customer programs and services

Region Bill Impact on Finances

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa
Significant

Impact
Impact

No 
Impact

Prioritizing and pacing 
investments to increase 
productivity, improve 
customer service and 
reliability 

54% 51% 52% 51% 52% 45% 43% 60%

Prioritizing and pacing 
investments only to 
improve productivity, 
reduce operational 
costs and lower 
distribution rates over 
the 2026-2030 period

41% 45% 43% 44% 42% 50% 52% 35%

Don't know 5% 4% 5% 5% 6% 5% 5% 5%

Residential

52%
43%

5%

Prioritizing and pacing
investments to increase

productivity, improve customer
service and reliability

Prioritizing and pacing
investments only to improve

productivity, reduce operational
costs and lower distribution rates

over the 2026-2030 period

Don't know

n=8,947

Note: Only asked those who ‘Support’
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Which of the following options do you prefer?Q

Representative Workbook
Customer programs and services Residential

Consumption Quartiles

Overall Low Medium-
Low

Medium-
High High

Prioritizing and pacing 
investments to increase 
productivity, improve customer 
service and reliability 

52% 48% 51% 54% 54%

Prioritizing and pacing 
investments only to improve 
productivity, reduce operational 
costs and lower distribution rates 
over the 2026-2030 period

43% 46% 44% 40% 41%

Don't know 5% 6% 5% 6% 5%

LEAP/OESP Qualification

Overall Qualified
<$71k Not 
Qualified

>$71k Not 
Qualified

Prefer not 
to say

Prioritizing and pacing 
investments to increase 
productivity, improve customer 
service and reliability 

52% 46% 51% 55% 49%

Prioritizing and pacing 
investments only to improve 
productivity, reduce operational 
costs and lower distribution rates 
over the 2026-2030 period

43% 48% 44% 40% 44%

Don't know 5% 6% 5% 5% 7%

Note: Only asked those who ‘Support’
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Overall, what is your impression of the survey you just completed?Q

Representative Workbook
Workbook Impression

Region Bill Impact on Finances

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa
Significant

Impact
Impact No Impact

Very favourable 32% 30% 33% 30% 31% 31% 25% 37%

Somewhat 
favourable 51% 52% 50% 53% 51% 44% 58% 51%

Somewhat 
unfavourable 10% 10% 9% 9% 10% 12% 10% 8%

Very unfavourable 3% 3% 3% 2% 3% 6% 2% 2%

Don’t know 5% 5% 5% 5% 5% 7% 5% 3%

Favourable
(Very + Somewhat) 83% 82% 83% 83% 82% 75% 83% 87%

Unfavourable
(Very + Somewhat) 12% 13% 12% 11% 13% 18% 12% 10%

Residential

31%

51%

10%
3% 5%

Very favourable Somewhat
favourable

Somewhat
unfavourable

Very unfavourable Don’t know
n=21,280

Favourable: 83%

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 330 of 500 



91

Overall, what is your impression of the survey you just completed?Q

Representative Workbook
Workbook Impression Residential

Consumption Quartiles

Overall Low Medium-Low Medium-
High High

Very favourable 31% 30% 31% 32% 31%

Somewhat favourable 51% 51% 53% 51% 50%

Somewhat unfavourable 10% 10% 9% 10% 10%

Very unfavourable 3% 3% 3% 3% 3%

Don’t know 5% 5% 5% 5% 5%
Favourable
(Very + Somewhat) 83% 82% 83% 83% 82%

Unfavourable
(Very + Somewhat) 12% 13% 12% 12% 13%

LEAP/OESP Qualification

Overall Qualified
<$71k Not 
Qualified

>$71k Not 
Qualified

Prefer not to 
say

Very favourable 31% 34% 33% 34% 22%

Somewhat favourable 51% 50% 53% 52% 50%

Somewhat unfavourable 10% 9% 8% 9% 14%

Very unfavourable 3% 2% 2% 2% 5%

Don’t know 5% 5% 4% 3% 10%
Favourable
(Very + Somewhat) 83% 84% 86% 86% 72%
Unfavourable
(Very + Somewhat) 12% 11% 10% 11% 19%
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In this survey, do you feel that Hydro Ottawa provided too much information, not enough, or 
just the right amount?Q

Representative Workbook
Workbook Impression

Region Bill Impact on Finances

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa
Significant

Impact
Impact

No 
Impact

Too little information 6% 6% 6% 6% 6% 11% 5% 4%

Just the right amount 
of information 74% 76% 74% 74% 72% 68% 73% 76%

Too much information 21% 18% 20% 20% 23% 22% 22% 20%

Residential

6%

73%

21%

Too little information Just the right amount of
information

Too much information
n=21,280
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In this survey, do you feel that Hydro Ottawa provided too much information, not enough, or 
just the right amount?Q

Representative Workbook
Workbook Impression Residential

Consumption Quartiles

Overall Low Medium-Low Medium-
High High

Too little information 6% 5% 6% 6% 6%
Just the right amount of 
information 73% 73% 73% 73% 74%

Too much information 21% 22% 21% 21% 20%

LEAP/OESP Qualification

Overall Qualified
<$71k Not 
Qualified

>$71k Not 
Qualified

Prefer not to 
say

Too little information 6% 7% 5% 5% 8%
Just the right amount of 
information 73% 74% 77% 74% 68%

Too much information 21% 19% 19% 21% 24%
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Was there any content missing that you would have liked to have seen included in this 
survey?

n=21,280

Q

Representative Workbook
Workbook Impression Residential

Response %
Cost concerns 2.2%

Support for survey/general positive comment 1.8%

Request for solar/clean energy options regarding climate change 1.3%

Criticism of biased survey 0.9%

Need more information/not properly informed 0.9%

Criticism of an information overload/did not understand 0.7%

Coorporate salaries/spending 0.6%

Request for alternative presentation of info (ie: video, infographic) 0.5%

What public can do to help lower costs/consumption 0.4%

Comparison with other regions 0.4%

Buying or Owing Electric Vehicles 0.4%

Infrastructure 0.3%

Comments on system upgrades/disposal practices 0.3%

Concerns about extreme weather and related disaster costs 0.2%

Negative-General 0.2%

Questions regarding the role of government 0.2%

Initiatives/Rebates/incentives 0.2%

Seniors and People with Disabilities 0.1%

Other 0.5%

None / Don't know 2.5%

No response 85.3%
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Was there any content missing that you would have liked to have seen included in this 
survey?

Sample Verbatims

Cost concerns
“The cost of living is increasing all around, I feel this survey was created in an attempt to soften the 
financial impact to consumers. All the while understanding that costs will rise, I think it is more important 
for corporations to absorb the majority of these costs, especially seeing as the "delivery charge" for my 
hydro seems to be the highest amount charged to me. So the infrastructure is in place, yet I pay for the 
delivery, this charge should be placed aside for improvements going forward.”

Support for survey/general positive comment
“Good overview of critical issues, very informative! expandable sections providing further details for those 
interested could be helpful and appear more transparent. Understandable that infrastructure is in dire 
need of attention, but at times, the framing of the options/questions came across as leading and self-
interested, not genuine or favourable. Overall made me blame you less for the insane cost of utilities 
though.”

Request for solar/clean energy options regarding climate change

“I didn't see any specific mention of consumers also being able to generate power, e.g. through roof-top 
solar panels, and selling the surplus to Hydro Ottawa. I also didn't see any mention of the possibility that 
Hydro Ottawa could generate some of the power it distributes, e.g from solar panels, wind turbines, or 
hydro-electric. Such initiatives would help meet rising demand without increasing reliance on fossil fuels 
or nuclear for power generation.”

Criticism of biased survey

“Your survey was designed to force the customer to select between options that are equally bad for 
them.  Would you like to: 1) Pay more? 2) Have less service/quality? 3) Throw away your vote?  I want 
my rates to remain LOW, AND I want you to INCREASE service quality.  You've got people struggling to 
get by on minimum wage, and your asking them what they want to give up, money or services? For 
shame!”

Need more information/not properly informed
“Perhaps a bit more detail to speak to what would happen if we do not do A, B or C. To drive home the 
importance to acting now - vs. reacting later.  Always better to be proactive than reactive.”
“More information on managerial  efficiencies would have been helpful.  There tends to be too many 
overpaid managers and not enough workers in may organizations and I would like to know how you would 
address this.”

Q

Representative Workbook
Workbook Impression Residential
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Is there anything that you would still like answered?

n=21,280

Q

Representative Workbook
Workbook Impression Residential

Response %
Cost complaints 1.7%

General Positive Comment 1.0%

Solar panels/clean energy transition 0.7%

Criticism of biased survey 0.6%

Need more information/not properly informed 0.4%

Executive Salaries/managment costs 0.4%

Share information post survey 0.3%

Role of government 0.3%

General Negative Comment 0.2%

Climate Change concerns and mitigation 0.2%

Performance and reliability in the coming years 0.2%

Incentives/Credits/Rebates 0.2%

Disaster/system failure management 0.1%

Address equity/protect low-income customers 0.1%

Alternative payment methods 0.1%

Other 0.3%

None / Don't know 2.7%

No response 90.5%
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Is there anything that you would still like answered?

Sample Verbatims

Cost complaints
“After post-2030, will customers see a decrease in their bills? Maintenance to the system would be the 
main concern, yet shouldn't be as expensive. Therefore, the proposed increased $18 rate (you never 
stated if it was pre- or post-tax) will remain the same or potentially drop to a lower rate.”

General Positive Comment
“This was a very interesting survey and has helped me to understand all the implications of the draft plan 
for the next few years.”

Solar panels/clean energy transition
“An option that maximizes what could be done with locally generated, renewable energy, distributed 
through the local grid, using other generators for supplement rather than the other way around.  How 
much could we produce, if we took that option seriously.   Incentivize solar generation on every feasible 
location.  Incentivize conservation.  Incentivize local, regional circular systems to produce and conserve 
power.”

Criticism of biased survey
“This survey seems biased towards getting people to agree that a 50% increase in the cost on bills for the 
Ottawa Hydro portion is justified.”

Q

Representative Workbook
Workbook Impression Residential

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 337 of 500 



Building Understanding.

© Copyright 2025 Innovative Research Group 

Acknowledgement
This report has been prepared by Innovative Research Group Inc. (INNOVATIVE) for 
Hydro Ottawa. The conclusions drawn and opinions expressed are those of the 
authors.

Toronto Office

18 King Street East, Suite 515

Toronto, Ontario M5C 1C4

Tel: 416.642.6340

www.innovativeresearch.ca

Vancouver Office

888 Dunsmuir Street, Suite 350

Vancouver, British Columbia V6C 3K4

Tel: 604.662.4022

www.innovativeresearch.ca

Innovative Research Group Inc.

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 338 of 500 



February 2025
STRICTLY PRIVILEGED AND CONFIDENTIAL

This report and all of the information and data contained 
within it may not be released, shared or otherwise disclosed 
to any other party, without the prior, written consent of 
Hydro Ottawa Limited.

Phase II Customer Engagement
2026 Rate Application

Small Business Trade-off 
Survey

APPENDIX

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 339 of 500 



APPENDICIES
PHASE I: Needs & Preferences

2026 – 2030 Rate Application

Report Navigation

APPENDIX.04 – Residential Needs & Preferences Survey

APPENDIX.05 – Small Business Needs & Preferences Survey

APPENDIX.06 – C&I Needs and Preferences Survey

APPENDIX.08 – Needs and Preferences Planning Placemat 

PHASE II: Trade-offs

APPENDIX.09 – Residential Trade-off Survey

APPENDIX.10 – Small Business Trade-off Survey
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Introduction
Regional and Environmental Control Segmentation

Hydro Ottawa’s 2026-2030 Rate Application Customer Engagement 

Innovative Research Group Inc. (INNOVATIVE) was engaged by Hydro Ottawa to assist in meeting Hydro 
Ottawa’s customer engagement commitments under the Renewed Regulatory Framework for Electricity 
Distributors.

This report covers the second phase of engagement which focused on customer preferences on program 
timing and balancing outcomes. To obtain this feedback from customers, an online “workbook” was 
deployed to all customers with an email address, as well as promoted through a generic link on Hydro 
Ottawa’s website, social media platforms, and through bill inserts and print media. 

For residential customers, responses were weighted by region and usage to ensure the responses were 
representative of the broader customer base. INNOVATIVE is confident that the online trade-off survey 
results contained within this report are representative of Hydro Ottawa’s actual customer base. This 
determination was reached by comparing the Phase I and II results based on key demographic, general 
attitudes towards electricity, as well as individual customer experience. 

In addition to segmenting customers based on their geographical location within Hydro Ottawa's service 
territory, it is important to be able to identify factors that may influence customer preferences and 
distinguish between what is within, and what is outside of Hydro Ottawa's influence or control. 

Perceptions of LDCs often tend to move with general perceptions of the sector rather than in response to 
the local utility. 

Throughout this report, environmental control questions are used to help distinguish whether opinions 
regarding Hydro Ottawa’s plans are utility-driven preferences or externally driven. 

Segmentation “side bars” have been used throughout this report to look beyond the topline numbers to 
analyze the results for key segments. The makeup of these side bars varies based on rate class. 

1. Regional Segmentation: Using customer postal codes, Hydro Ottawa’s service territory is divided and 
analyzed based five sub-regions. 

2. Customer quartiles: The small business online survey sample was weighted proportionately by 
consumption quartiles and region in order to be representative of the broader Hydro Ottawa customer 
base.

3. Business sector: The small business sectors are grouped into four broad categories.

Small Business
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Sample Validation
Overall Approach

Online 
Workbook

Results

Hydro Ottawa’s Small Business customer engagement workbook featured two streams – representative 
and voluntary. 

The voluntary stream created an open process that allowed anyone who wants to be heard an 
opportunity to express themselves, including those who have not provided the utility with an email 
address. 

The representative stream ensures a representative sample of customers are engaged, allowing for the 
generalizability of findings. This is a report of those responses.

E-Blast to all 
small 

business 
customers 

with an email 
address

Voluntary

Representative
Sample

Representative

Validating the sample

Voluntary
Sample

*Customers
  redirected

n=515
* Respondents with a valid customer account number are included in the representative sample, regardless of 
the channel they entered through

Promoted 
through bill 

inserts, social, 
traditional 
media and 

website

Small Business

n=15
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Sample Validation
Email Sample Versus Broader Sample

Overall Coverage
Full Population Email Sample Coverage

Small Business 11,378 records 8,844 records 77.7%

Full Population Email Sample Difference

Small Business 32,287 kWh 35,671 kWh +10.5%

Three quarters of each 
population is included 
in the email sample.

Comparing the overall population to the sample of that population with email addresses 
across known variables, we can see that no group is substantially underrepresented in 
the email sample.

Average Consumption

Small businesses with email 
addresses consume an 
average of 10.5% more 
energy than the full 
population.

Small Business
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Sample Validation
Survey Design and Methodology

Small Business Representative Online Workbook

Both the Small Business online survey and representative online workbook were weighted based on 
known variables, including rate zone and rate class. Furthermore, both surveys were weighted to be 
proportionate based on the actual distribution of Small Business customers throughout Hydro Ottawa’s 
service territory. 

Weighted and unweighted sample sizes are outlined below.

Small Business

Region

Unweighted N Weighted N

Consumption Quartiles Consumption Quartiles

Low Medium-
Low

Medium-
High High Total Low Medium-

Low
Medium-

High High Total

Gloucester 13% 15% 11% 13% 13% 14% 16% 16% 14% 15%

Goulbourn/
Casselman 8% 5% 13% 7% 8% 7% 7% 7% 6% 6%

Kanata 9% 6% 13% 8% 9% 4% 5% 7% 7% 6%

Nepean 16% 17% 13% 16% 16% 13% 17% 19% 18% 17%

Ottawa 55% 56% 51% 55% 55% 63% 56% 52% 55% 57%

Total 131 155 144 85 515 129 129 129 129 515

Note: Graphs and tables may not always total 100% due to rounding values rather than any error in data. Sums are 
added before rounding numbers.  Caution interpreting results with small n-sizes.
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Small Business Customers

Online Workbook Results
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Representative Workbook
Survey Design & Methodology

INNOVATIVE was engaged by Hydro Ottawa to gather input on preferences on program 
timing and balancing outcomes. Pages watermarked with ‘workbook page’ show the 
actual pages of the workbook that was sent and completed by customers. The only 

additions are the actual results. 

Field Dates & Workbook Delivery

The Small Business Online Workbook was sent to all Hydro Ottawa small business customers who have 
provided the utility with an email address. Customers had an opportunity to complete the workbook 
between September 16th and October 6th, 2024. 

Each customer received a unique URL that could be linked back to their annual consumption, region and 
rate class. 

In total, the small business workbook was sent to 8,844 customers by-way-of e-blast from INNOVATIVE.

Small Business Online Workbook Completes

A total of 515 (unweighted) Hydro Ottawa small business customers completed the online workbook 
through a unique URL.

Sample Weighting

The small business online workbook sample has been weighted proportionately by region and 
consumption quartiles in order to be representative of the broader Hydro Ottawa service territory.

The table below summarizes the weighted sample breakdown by rate zone and quartile.

Region
Consumption Quartiles

Total Distribution
Low Medium-Low Medium-High High

Gloucester 18 20 20 17 76 15%

Goulbourn/Casselman 8 9 9 7 33 6%

Kanata 5 7 9 9 30 6%

Nepean 16 21 24 24 85 17%

Ottawa 81 72 67 71 291 57%

Total 129 129 129 129 515 100%

Small Business

Note: Graphs and tables may not always total 100% due to rounding values rather than any error in data. Sums are 
added before rounding numbers.  Caution interpreting results with small n-sizes.
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Representative Workbook
Demographic Breakdown

9

Estimated Monthly Spend on Electricity

Sector

Number of Employees at the Organization

19%
14%

11%
9%

4%
4%
4%

2%
2%

Commercial
Multi-residential unit

Retail
Real Estate
Hospitality

Municipal/ Academic/ Hospital/ School (MASH)
Manufacturing/Industrial

Warehouse
Data Centre

17%
40%

11%
12%

4%
9%

1 person

2 to 5 people

6 to 10 people

11 to 25 people

26 to 50 people

More than 50 people

“Don’t know” (7%) not shown.

“Don’t know” (10%) not shown.

48%
21%

12%
3%

2%
1%
2%
1%

Less than $500
$500 to less than $1,000

$1,000 to less than $2,500
$2,500 to less than $5,000
$5,000 to less than $7,500

$7,500 to less than $10,000
$10,000 to less than $25,000

$25,000 or more

“Other” (20%) not shown and Don’t know”(11%) not shown.

n=515

n=515

n=515

Small Business
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The cost of my electricity bill has a major impact on my 
finances and requires I do without some other important 
priorities.

Phase 2 
Workbook

Strongly agree 20%

Somewhat agree 34%

Somewhat disagree 20%

Strongly disagree 14%

Don’t know/No opinion 12%

Agree (Strongly + Somewhat) 54%

Disagree (Strongly + Somewhat) 34%

Representative Workbook
Environmental Controls

Customers are well served by the electricity system in 
Ontario.

Phase 2 
Workbook

Strongly agree 27%

Somewhat agree 49%

Somewhat disagree 12%

Strongly disagree 3%

Don’t know/No opinion 9%

Agree (Strongly + Somewhat) 76%

Disagree (Strongly + Somewhat) 15%

Small Business

Note: Graphs and tables may not always total 100% due to rounding values rather than any error in data. Sums are 
added before rounding numbers.  Caution interpreting results with small n-sizes.

n=515

n=515
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Welcome to Hydro Ottawa Limited’s (Hydro Ottawa) customer feedback survey
Hydro Ottawa wants your input to ensure a sustainable balance between the services you receive and the price 
you pay.

Your electricity rates pay for this plan, so your views should be considered. 

You don’t need to be an electricity expert to participate. The survey will provide you with background 
information and walk you through service level options so that you can answer questions.

Hydro Ottawa and its research partner have designed this survey to include diagrams, charts, and images to 
help explain Hydro Ottawa’s draft plan and what it means for you.

Depending on how much feedback you wish to provide, this survey should take approximately 20-30 
minutes to complete. If you need to pause and return later to finish the survey, your completed answers 
will be saved.

Some of the survey content may not display correctly on a mobile browser. It is strongly recommended that 
you complete this survey on a desktop or laptop computer.

All individual responses will be kept confidential.
Innovative Research Group (www.innovativeresearch.ca), an independent research company, has been hired by 
Hydro Ottawa to gather your feedback, while protecting your confidentiality. Your individual answers will not be shared
with Hydro Ottawa in any identifiable way.

Those who complete the survey will be invited to enter a draw to win one of four prizes of $500 on-bill credits!

Land Acknowledgement: The Algonquin Anishinaabeg is the Indigenous Nation of what we know today as the National Capital 
Region (Ottawa/Gatineau). Hydro Ottawa Limited acknowledges the traditional and unceded territory of the Algonquin 
Anishinaabeg people whose territories we work from and live in. Ottawa is now home to many diverse First Nations peoples, 
Inuit, and Métis. Hydro Ottawa honours all First Nations, Inuit and Métis peoples and their valuable past and present 
contributions to this land.

The purpose of this survey is to get your feedback on the draft 2026-2030 investment plan. Your feedback will help 
Hydro Ottawa align this plan with customer needs and preferences.
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Every five years, Hydro Ottawa is required to submit a plan for its proposed rates and 
spending to the Ontario Energy Board (OEB) for approval. 

• In early 2024, thousands of Hydro Ottawa customers responded to an initial engagement to 
support the preparation of Hydro Ottawa's draft investment plan. 

• Hydro Ottawa is now looking for your input on this draft plan to ensure they understood 
what customer priorities are when deciding on future investments. 

• Early next year, Hydro Ottawa will present its proposed investment plan to the independent 
regulator, the OEB. Your feedback is important to both Hydro Ottawa and the OEB and how it 
is incorporated into Hydro Ottawa’s plans will be reviewed by the OEB. 

How will this customer engagement work?

1. The survey explains what Hydro Ottawa does and how much of your electricity 
bill goes to Hydro Ottawa.

2. The survey explains key considerations in Hydro Ottawa's planning process, how 
the draft investment plan benefits you and the impact on the 2026-2030 rates.

3. The survey asks for your input on 5 key choices that will affect the services you 
receive and the price you pay from 2026-2030. 

Once you have finished giving feedback on the key choices, you will have an 
opportunity to review and change your responses until you feel you have found 
the right balance.

Want to know more about Hydro Ottawa’s customer engagement process? 
Click here to learn more.

What is this customer engagement about?

The goal of this engagement is to share Hydro Ottawa’s draft five-year investment plan 

for the future of its electrical grid and to collect your feedback. This will help Hydro 
Ottawa confirm the level of spending and investments in equipment and infrastructure, 
and the services they provide along with the rates you'll pay.
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13

Representative Workbook
Clarity of Survey Purpose

Region Consumption Quartiles

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa Low Mid-
Low

Mid-
High High

Very clear 65% 70% 68% 55% 63% 65% 62% 59% 64%

Somewhat
  clear 30% 23% 32% 42% 34% 34% 32% 38% 31%

Not clear at all 4% 7% - 3% 4% 1% 6% 3% 5%

63%

34%

4%

Very clear Somewhat clear Not clear at all

n=515

Q Do you feel that the purpose of Hydro Ottawa’s customer engagement is clear?

Sector

MASH MURB Commercial Industrial

Very clear 68% 62% 59% 67%

Somewhat
  clear 30% 38% 36% 33%

Not clear at all 2% - 4% -
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How will your feedback impact Hydro Ottawa’s plan and rates?

Hydro Ottawa has a five-step approach to customer feedback.

We are here

1. Identify customer needs, preferences and priorities
In 2024, Hydro Ottawa asked customers from across its service territory about their 
needs and priorities for electricity distribution service.

2. Use customer feedback to guide development of draft plan
Hydro Ottawa used the feedback from the initial customer engagement to prioritize 
investments in the distribution grid, supporting systems and customer services.

3. Collect customer feedback on draft plan
Hydro Ottawa is asking customers to provide additional feedback on the draft 
plan to ensure it meets their needs and preferences.

4. Use customer feedback to finalize the plan
Hydro Ottawa will re-examine and make appropriate changes to the plan based on the 
feedback provided by customers in this engagement. 

5. Submit the plan to the Ontario Energy Board (OEB)
Hydro Ottawa will file its detailed investment plan with the OEB along with a report 
summarizing the results of its customer engagement. The OEB, consumer advocates and 
other interested groups will examine the plan in an open and transparent public process 
known as a rate application.
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Distribution
How electricity is delivered to you

Hydro Ottawa is responsible for the last step of the journey: distributing electricity to 
customers’ homes and businesses.
• Hydro Ottawa does not transmit or generate electricity.

• Its local distribution system is connected to the transmission grid through its distribution stations and 
transformers, allowing high voltages to be decreased so it can be distributed and safely used in homes 
and businesses across Hydro Ottawa’s service territory. 

• Its distribution system consists of approximately 50,000 poles, 2,700 km of overhead power lines, 3,000 
km of underground cable, and 45,000 transformers.

Hydro Ottawa’s role in Ontario’s electricity system
Ontario's electricity system is made up of three parts: generation, transmission and distribution.

Generation
Where electricity comes from
About half of the electricity used in Ontario comes from nuclear power. The rest comes from a mix of 
hydroelectric, natural gas, wind and solar sources. Ontario Power Generation, a government-owned 
company, generates almost half of Ontario’s electricity. The other half comes from other generators 
contracted by the grid operator. 

Transmission
How electricity travels across Ontario
Once electricity is made, it is sent to urban and rural areas across the province. This happens by way of high 
voltage transmission lines that serve as highways for electricity. Ontario has approximately 30,000 
kilometers of transmission lines, mostly owned and operated by Hydro One.
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• A private corporation wholly owned by its shareholder, the City of Ottawa

• Third largest municipally-owned electricity distributor in Ontario

• Serves approximately 364,000 homes and businesses (more than one million consumers)

• Service territory of 1,116 square kilometers that includes most of the City of Ottawa and the 
Village of Casselman

• Does not receive taxpayer money to fund its operations or its investments in the distribution 
system

• Entirely funded through the distribution rates its customers pay

Hydro Ottawa Fast Facts
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Before this engagement, how familiar were you with Hydro Ottawa, and the role it plays in 
Ontario’s electricity system?

17

Representative Workbook
Familiarity with Ontario’s Electricity System

Region Consumption Quartiles

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa Low Mid-
Low

Mid-
High High

Very familiar 21% 26% 19% 19% 21% 16% 21% 23% 23%

Somewhat 
familiar 47% 46% 49% 55% 43% 44% 47% 48% 45%

Not very 
familiar 24% 24% 22% 16% 24% 28% 22% 18% 22%

Not familiar 
at all 8% 3% 8% 10% 12% 11% 10% 9% 9%

Don’t know - - 2% - 1% <1% - 1% -

Familiar 
(Very + 
Somewhat)

68% 72% 68% 74% 64% 61% 68% 71% 68%

Not familiar 
(Very + 
Somewhat)

32% 28% 30% 26% 36% 39% 32% 27% 32%

18%

48%

0%

34%

Very familiar Somewhat familiar Not very familiar Not familiar at all

n=515

Familiar: 66%

“Don’t know” (0%) not shown.

Q
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18

Representative Workbook
Familiarity with Ontario’s Electricity System

Q Before this engagement, how familiar were you with Hydro Ottawa, and the role it plays in 
Ontario’s electricity system?

Sector

Overall MASH MURB Commercial Industrial

Very familiar 21% 22% 18% 24% 24%

Somewhat familiar 46% 48% 52% 43% 49%

Not very familiar 22% 11% 26% 20% 18%

Not familiar 
at all 10% 19% 5% 13% 9%

Don’t know <1% - - 1% -

Not familiar 
(Very + Somewhat) 67% 69% 70% 67% 73%

Not familiar 
(Very + Somewhat) 33% 31% 30% 32% 27%

Small Business
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20

Before this customer engagement, how familiar were you with the amount of your electricity 
bill that went to Hydro Ottawa? Q

Representative Workbook
Familiarity with Bill Remittance to Hydro Ottawa

18%

48%

34%

Very familiar Somewhat familiar Not familiar at all
n=515

Sector

MASH MURB Commercial Industrial

Very familiar 8% 13% 24% 28%
Not very 
familiar 63% 55% 43% 48%

Not familiar 
at all 30% 32% 33% 24%

Familiar 
(Very + 
Somewhat)

70% 68% 67% 76%

Region Consumption Quartiles

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa Low Mid-
Low

Mid-
High High

Very familiar 25% 12% 12% 14% 18% 17% 18% 19% 19%

Somewhat 
familiar 45% 56% 58% 55% 44% 45% 49% 49% 48%

Not familiar 
at all 30% 32% 30% 31% 37% 38% 34% 33% 33%

Familiar 
(Very + 
Somewhat)

70% 68% 70% 69% 63% 62% 66% 67% 67%

Small Business

Familiar: 66%
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Key challenges that Hydro Ottawa’s 2026 - 2030 draft plan addresses:

Hydro Ottawa’s Draft Plan

To learn more about what Hydro Ottawa must consider in preparing its draft plan, click 
on the key challenges listed below:

What is Hydro Ottawa’s draft plan about?

Hydro Ottawa's draft plan involves significant investment in our infrastructure to support 
the energy transition. Key elements include boosting the capacity of substations, 
transformers, and both overhead and underground lines; expanding and enhancing 
connections with provincial transmission lines to handle larger electricity deliveries; and 
preparing to commission a new substation annually to meet the growing demand of a 
service territory with more customers. 

Hydro Ottawa plans to deploy new technologies such as large-scale batteries for energy 
storage, replace aging assets that are at higher risk for failure, and bolster grid resilience to 
ensure reliable service amid more frequent severe weather events.

In preparing its plan, Hydro Ottawa’s 2026-2030 draft plan must consider many existing and 
emerging challenges of delivering safe, reliable and clean electricity at a reasonable price. 

$

Customer Engagement Survey
Planning for the Future: Key Challenges

Enabling the energy transition and reducing emissions

Fixing and replacing aging assets

Responding to rising costs

Adapting to how customers use electricity

Powering a growing and diverse community

Responding and adapting to an increasing number of extreme weather 
events

Responding to cyber security attacks/threats

Addressing workforce challenges and employee safety
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Key challenges that Hydro Ottawa’s 2026 - 2030 draft plan addresses:

Hydro Ottawa’s Draft Plan

Enabling the energy transition and reducing emissions
• Hydro Ottawa has built a plan that aligns with the anticipated increased electrification of 

heating and transportation in our community (adoption of EVs, heat pumps, renewables 
and light rail transit). 

• Based on current projections, Hydro Ottawa anticipates that by 2030, peak demand will 
increase due to heating needs and other forms of electrification. To accommodate this 
shift, Hydro Ottawa will need to construct one new substation per year through 2050.

• The City of Ottawa’s Climate Change Master Plan aims for a 100% reduction in local 
greenhouse gas emissions by 2050. To meet this goal, Hydro Ottawa is expected to invest 
in reducing emissions from its vehicles and work centres and help businesses and 
households do the same.

• Hydro Ottawa continues to reduce emissions as part of its objective of being the first 
municipally-owned utility in Canada to achieve net-zero operations by 2030.

Fixing and replacing aging infrastructure
• Effective management of equipment is critical to the safe, reliable and efficient delivery 

of electricity to our customers.
• Like many distribution companies, much of Hydro Ottawa’s grid was installed in the 1950s 

and 1960s and needs to be replaced or upgraded.  Hydro Ottawa faces rising costs in 
purchasing equipment for the grid and doing construction work in your community.

• For example, nearly 25% of assets have surpassed their expected service life, raising 
safety, environmental, and reliability concerns.

Responding to rising costs
• Many customers are concerned about the rising cost of living. 
• Hydro Ottawa provides information and resources to help customers conserve energy, be 

more efficient and find incentives that work for them.
• Like many businesses, Hydro Ottawa faces rising costs of purchasing essential equipment 

for the grid and supporting new construction in the community. The utility must find the 
right balance between the investment needs of the local grid and the financial needs of 
its customers.

Adapting to how customers use electricity
• Customers are relying more heavily on technology to manage their changing  electricity 

needs through heat pumps, electric vehicles, solar panels,  battery storage, and energy 
efficiency.

• Hydro Ottawa is upgrading and modernizing the grid so everyone can connect these new 
technologies safely and reliably.

Powering a growing and diverse community
• Hydro Ottawa serves a diverse mix of urban and rural areas, each with their own 

challenges and growth patterns.
• As Hydro Ottawa's service territory continues to grow, there is an increasing need to 

expand and enhance the capacity of its distribution system to power new small 
business/commercial buildings, densification, and major projects.

$
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Planning Considerations (continued)

Responding and adapting to an increasing number of extreme weather events
• Ottawa has become the weather-alert capital of Canada. Extreme weather events such as 

high heat, high winds, flooding and ice storms are increasingly straining and damaging the 
electricity grid.

• All utilities in Ontario, including Hydro Ottawa are expected to continue investing (above 
and beyond what is required to maintain and operate the system) in the resilience of our 
grid through a broad suite of measures such as hardening our assets; reconfiguring 
segments of our network; and enhancing our approach to tree trimming.

Responding to cyber security attacks/threats
• Cybercrime is on the rise across Canada. As the capital city of a G7 country which is a high-

value target for malicious actors, Hydro Ottawa must enhance the resilience of its 
electrical grid against cyber security threats. 

• Hydro Ottawa continues to invest in cybersecurity protections and controls for key assets 
and networks to prevent compromises that could compromise reliability and put 
customers at risk.

Addressing workforce challenges and employee safety
• There is a growing need for new skills and positions to adapt to changing energy sector 

needs and Hydro Ottawa will invest in new hires and upskilling of current employees.
• The safety of our employees and the public is at the forefront of our operations on a day-

to-day basis.
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How much does it cost to run the local grid?

Like most businesses, Hydro Ottawa manages both an operating budget and a capital budget.

• Hydro Ottawa’s operating budget covers recurring expenses, such as the maintenance of assets and 
tools, customer services, as well as the cost of employees who ensure these activities are completed.

• Its capital budget includes the equipment that is part of the distribution system, such as the overhead 
and underground infrastructure, computers and information systems, vehicles and facilities. These 
items, once purchased, provide long term benefits for many.

Actual and Forecasted Budgets per year ($ millions)

2021–2025

2026–2030
Rate Application Forecast

(Draft Plan)

Operational Budget Operational Budget

Capital Budget Capital Budget

Actuals Estimated Budget

$0

$100

$200

$300

$400

$500

2021 2022 2023 2024 2025 2026 2027 2028 2029 2030

The above investments will result in a funding requirement of $1.8 billion over the next five 
years, 2026-2030. The 2021-2025 OEB approved funding was for $1.2 billion, but did not 
account for recent weather events, inflation, and other unforeseen factors that have 
increased costs. 

The final budget for 2026-2030 will be adjusted to reflect customer feedback collected 
through this engagement and any necessary adjustments prior to filing with the OEB. The OEB 
and other stakeholders will complete an extensive review before rates are set for 2026-2030.
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Year Avg. Monthly 
Bill*

Non-Distribution 
Component

Distribution 
Component 

(Hydro Ottawa's 
portion)

Annual Increase 
to Monthly Bill    

(%)

Annual Increase 
to Monthly Bill     

($)

CURRENT 2024 $344.87 $260.32 $84.55  n/a  n/a 

BUDGTED 2025 $344.03 $258.10 $85.93 2% $1.38

2026 $362.71 $263.35 $99.36 16% $13.43

2027 $378.20 $268.13 $110.07 11% $10.71

2028 $392.20 $273.31 $118.89 8% $8.82

2029 $403.94 $278.67 $125.27 5% $6.38

2030 $417.18 $284.14 $133.04 6% $7.77

5-yr impact $47.11 55% $47.11

Hydro Ottawa's Portion

Ra
te

 P
er

io
d

How much will Hydro Ottawa’s draft plan cost me?
At the end of the five-year plan (2030), the typical small business customer would see the 
distribution portion of their monthly electricity bill increase by $47.11: from an estimated rate 
(price) of $85.93 in 2025 to a proposed rate (price) of $133.04 by 2030. 

*Note: 
• Average monthly bill includes taxes and the Ontario Electricity Rate.
• These estimated rate increases are preliminary and are subject to change based on customer feedback, 

regulatory approval and other factors. A typical small business (general service under 50kW) customer is 
assumed to use 2,000 kWh per month and enrolled under Time-of-use Regulated Price Plan. 

• Bill projections assume a general inflation increase of 2.1% for other aspects of the electricity bill that are 
outside of Hydro Ottawa’s control (commodity, transmission, government, regulatory fees).

59%

41%

58%

42%$1.2B $1.8B

2021-2025 2026-2030
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Finding Operating Efficiencies
Hydro Ottawa is continuing its focus on productivity and continuous improvement initiatives; which 
offset continuing costs and improves organizational effectiveness.

Hydro Ottawa’s total operating costs are reported every year to the OEB and benchmarked against other 
distribution companies in Ontario. In publicly available data collected by the OEB, Hydro Ottawa’s total 
operating cost per customer averaged $279 over the last three years. This was, and historically has been, 
lower than the average Ontario distribution company cost of $362 per customer over the same period.

Six Largest Provincial Distributors: Operating Cost per Customer ($)
Source: 2021 – 2023 OEB Yearbook of Electricity Distributors (3-year average)

Want to know more about how Hydro Ottawa is finding ways to use customer dollars 
efficiently? Click here to learn more.

$450 
$358 

$279 $277 $266 $260 

Hydro One Toronto
Hydro

Hydro OttawaLondon Hydro Elexicon Alectra
Utilities

6 Largest Ontario Electricity Distributors

Provincial Utility Average: $362
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What has Hydro Ottawa done to become more efficient?

Achieved over $3.3 million in annual savings on paper, printing and postage 
by successfully increasing online billing enrollment to 66% of customers, also 
contributing to environmental sustainability goals.

Hydro Ottawa's has undergone several changes to improve productivity and efficiency. 
These changes include:

• Restructuring to align resources by lines of business, co-locating teams for better 
collaboration and communication.

• Introduction of new roles to improve project oversight, support supervisors, and attract 
quality candidates.

• Implementing seasonal construction shifts to increase productivity during longer daylight 
hours.

• These changes have resulted in a 8.8% decrease in the average cost per pole installed, 
despite rising input costs.

Cloud-based office productivity solutions were also implemented in 2021. This cloud 
productivity suite is focused on improving collaboration. The following were key 
business processes which were measured pre and post implementation

• Conditions of Service: Saw a 50% reduction in meeting and preparation time. This 
document is a large initiative requiring multiple resources from across the organization.  
Reducing meeting time and preparation time for this type of activity delivers significant 
savings in resource time.

• Field Reporting: This was originally a paper-based process that used emails for back-and-
forth communication between internal and external staff. With the use of a cloud-based 
system all staff can now collaborate in a single document, ensure all necessary 
information is gathered and easily track progress without sorting through emails. This has 
reduced paper in vehicles, ensured data is complete and increased time on value-added 
activities.

Streamlined Move-in/Move-out processes through self-serve and 
automation, enabling a significant reduction in account setup fees for 
customers starting in 2026.
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The choices Hydro Ottawa makes in its operating budget are primarily driven by 
technical analysis and expert assessments of best practices. 

As promised earlier, this survey does not ask questions that expect you to be an electricity expert.

The OEB runs an open and transparent review process where experts from the OEB and intervenor 
groups review and have the opportunity to question Hydro Ottawa’s analyses and assessments. 
Anyone, including you are welcome to participate in the OEB process.

Customer Engagement Survey
Planning for the Future: Background

Small Business

This survey leaves detailed discussion of Hydro Ottawa’s operating budget to 
experts from the OEB and intervenors in the formal OEB review; the survey 
focuses on collecting your views on competing trade-offs for capital 
investments.

Does this customer engagement process seem like the right approach to bring 
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Does this customer engagement process seem like the right approach to bring customer needs 
and preferences into Hydro Ottawa’s plan?

Q

Representative Workbook
Meeting customer needs

20%

61%

8% 3% 8%

Definitely the right
approach

Probably the right
approach

Probably not the
right approach

Definitely not the
right approach

Don’t know

n=515

Right Approach: 81%

Region Consumption Quartiles

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa Low Mid-
Low

Mid-
High High

Definitely the 
right 
approach

29% 16% 18% 22% 19% 22% 16% 23% 20%

Probably the 
right 
approach

56% 68% 64% 63% 60% 57% 64% 58% 64%

Probably not 
the right 
approach

9% 5% 9% 9% 8% 12% 8% 9% 5%

Definitely not 
the right 
approach

1% - 4% 2% 4% 2% 3% 1% 5%

Don’t know 4% 11% 5% 5% 9% 6% 9% 10% 6%

Right 
Approach 
(Definitely + 
Probably)

85% 83% 82% 84% 79% 80% 80% 81% 85%

Small Business
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30

Does this customer engagement process seem like the right approach to bring customer needs 
and preferences into Hydro Ottawa’s plan?

Q

Representative Workbook
Meeting customer needs

Sector

Overall MASH MURB Commercial Industrial

Definitely the right 
approach 20% 39% 21% 20% 29%

Probably the right 
approach 61% 61% 60% 57% 57%

Probably not the right 
approach 8% - 8% 10% 10%

Definitely not the right 
approach 3% - 2% 3% 4%

Don’t know 8% - 8% 10% -

Right Approach 
(Definitely + Probably) 81% 100% 81% 77% 86%

Small Business
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Are there things that you would change about how Hydro Ottawa brings customer needs and 
preferences into Hydro Ottawa’s plan? If so, what would you change?Q

Representative Workbook
Meeting customer needs

Small Business

Response %
Disapproval with rate increase 2.3%

More transparency in decision-making process 1.9%

More collaborative/extensive and regular customer engagement 1.6%

System improvement requests/underground grid 1.4%

Criticism of survey being biased 1.0%

General approval of current methods 0.8%

More information on incentives 0.8%

Focus on efficiency/cut costs 0.8%

Request for focus groups and townhalls 0.6%

Not qualified to respond/need experts 0.6%

Climate change concerns 0.4%

Equity concerns, protect low-income customers 0.4%

Criticism of survey being overly complicated 0.2%

Billing improvements/explanations/TOU changes 0.2%

More government assistance/reduce dividend to City of Ottawa 0.2%

How Hydro Ottawa will deal with increased future energy needs 0.2%

Other 1.0%

None/ Don’t know 1.4%

No response 84.5%

n=515
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32

Are there things that you would change about how Hydro Ottawa brings customer needs and 
preferences into Hydro Ottawa’s plan? If so, what would you change?

Sample Verbatims

Disapproval with rate increase 

“Customers are being over priced. Large cooperate company's with their bottom line being over 
1 or 2 million should take more of the burden.”

More transparency in decision making process 

“I think you are the experts so long as the regulatory bodies are overseeing operations in a 
transparent manner then I don't see the issue.” 

More collaborative/extensive and regular customer engagement 

“Possibly an open message board through hydro Ottawa customer login for all eligible clients.”

System improvement requests/underground grid 

“We need more efficient stable power, the green agenda is not for Canada, no power we freeze 
to death here, all investment scheduled for GREEN projects must be redirected to creating as 
much nuclear power as possible, anything else is a waste!”

Other

“Options for alternative heating systems and info on grants for old heritage sites.”

“It would be helpful to use this data to build customer profiles based on type (single/multi-
residential, ICI); location (urban/suburban / rural); and user profile (family/individual, time of 
use, identify current EV owners)”

Q

Representative Workbook
Meeting customer needs

Small Business
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33%

7% 55%

5%

Grid Resilience

Aging Infrastructure

Growth & ElectrificationGrid Modernization

$1.2 billion
between 2026 and 2030

Focus on investments in 
response to decarbonization and 
changing customer expectations.

Focus on investments to upkeep 
old equipment that is in poor 
condition and replace outdated 
equipment.

Focus on investments in the 
capacity to power the growing 
community and serve 
customers’ changing needs for 
electricity, including solutions 
such as new technologies and  
programs to get the most out 
of existing grid infrastructure.

Focuses on investments in technology to get more use out 
of existing equipment. This section includes burying lines, 
hardening the grid, tree trimming, improving emergency 
planning and response.

Hydro Ottawa draft capital investment plan
Hydro Ottawa’s five-year 2026-2030 draft plan is made up of four capital investment categories, 
totalling an estimated $1.2 billion between 2026 and 2030.

The remainder of this feedback survey will focus on the discretionary capital investment within Hydro 
Ottawa’s draft plan.

Non-discretionary Capital Investments
All proposed capital investment in Hydro Ottawa’s draft plan are regarded as necessary to provide customers 
with the services they require today and in the future. However, federal, provincial and municipal governments 
as well as regulators may set requirements and standards that Hydro Ottawa must satisfy. These non-
discretionary expenditures can be broken down into four areas:

1. Connecting customers: This includes connecting customers to the grid when a new home or building is 
constructed or modified. 

2. Relocating equipment: This includes moving equipment like overhead power lines and underground cables 
for road widening and other municipal infrastructure needs such as transit.

3. Mandated services: This includes installing and maintaining meters and distributing electricity from the grid.

4. Compliance requirements: This includes meeting and maintaining regulatory, technical, environmental, and 
safety standards.

Customer Engagement Survey
Planning process: 2026-2030 key investment areas

Small Business
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34

Which of the following statements best represents your point of view regarding Hydro Ottawa’s 
approach to discretionary and non-discretionary spending?Q

Representative Workbook
Discretionary Spending

n=515

As government and regulatory demands change and unexpected weather events damage the grid, 
Hydro Ottawa may need to implement unplanned, non-discretionary expenditures. It has a 
decision to make about how to accommodate unexpected non-discretionary spending which 
could impact other planned priorities. 

39%

43%

18%

When unforeseen non-discretionary costs are
incurred, Hydro Ottawa should postpone planned

discretionary spending to minimize rate increases for
customers, even if that could lead to a potential

decline in service quality in the near future.

When unforeseen non-discretionary costs are
incurred, Hydro Ottawa should prioritize maintaining

planned discretionary spending, even if that might
lead to increased costs to customers over the next

five years.

Don't know

Small Business
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35

Representative Workbook
Discretionary Spending

Which of the following statements best represents your point of view regarding Hydro Ottawa’s 
approach to discretionary and non-discretionary spending?Q

As government and regulatory demands change and unexpected weather events damage the grid, 
Hydro Ottawa may need to implement unplanned, non-discretionary expenditures. It has a 
decision to make about how to accommodate unexpected non-discretionary spending which 
could impact other planned priorities. 

Region Consumption Quartiles

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa Low Mid-
Low

Mid-
High High

Postpone 
discretionary 
spending

40% 46% 31% 44% 37% 32% 38% 39% 46%

Maintain 
discretionary 
spending

38% 36% 60% 42% 45% 51% 43% 46% 34%

Don’t know 22% 18% 9% 14% 19% 18% 19% 15% 20%

Sector

Overall MASH MURB Commercial Industrial

Postpone 
discretionary 
spending

39% 32% 39% 43% 48%

Maintain 
discretionary 
spending

43% 62% 49% 37% 45%

Don’t know 18% 6% 12% 20% 7%

Small Business
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36

Additional FeedbackQ

As government and regulatory demands change and unexpected weather events damage the grid, 
Hydro Ottawa may need to implement unplanned, non-discretionary expenditures. It has a 
decision to make about how to accommodate unexpected non-discretionary spending which 
could impact other planned priorities. 

Representative Workbook
Discretionary Spending

Small Business

Response %
Support for a 'somewhere in the middle' approach 1.6%

Preparedness - accounting for unexpected events 1.4%

Operational efficiencies - corporate/management salaries 1.2%

Criticism - responses require more nuance and information 1.2%

Survey is biased 1.0%

Environmental sustainability- solar energy, EVs 0.8%

Prioritize grid resilience/burying lines 0.8%

Survey complicated/difficult to understand/too long 0.6%

Approval - Need to address issues in the present 0.4%

Approval 'within reason' 0.4%

Disapproval - cost concerns 0.4%

Discretionary spending should be postponed/kept to a minimum 0.4%

More customer education/engagement required 0.4%

Prioritize updating aging infrastructure/maintaining reliability 0.2%

Developers/customers involved should contribute 0.2%

Service should not be affected 0.2%

Prioritize grid modernization 0.2%

Other 0.8%

None/ Don’t know 0.2%

No response 88.0%

n=515
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37

Sample Verbatims

Support for a 'somewhere in the middle' approach

“The answer is in the middle - not cancel ALL planned spending to make up for the loss but also realizing 
that hydro costs in ON are grossly overpriced compared to other provinces. Some things will need 
reduction.”

Preparedness - accounting for unexpected events

“Non-discretionary costs are going to happen. Hydro Ottawa should set aside some of the funds to cover 
the cost of these non-discretionary costs, an "emergency" fund so to speak.”

Operational efficiencies - corporate/management salaries

“Again, does Hydro Ottawa make a profit? If so they should also be responsible for incresed costs along 
with the end users.”

Criticism - responses require more nuance and information

“Impossible to comment on since circumstances must be known before a comment can be made.”

Other

“There should be a mechanism to increase and DECREASE temporary costs, not just INCREASE.”

“I don't see how tree trimming and emergency planning are capital expenses; are they not operating? 
The other aspect of having a capital program is being able to deliver it as budgeted. Does Hydro Ottawa 
have the necessary resources available?”

Representative Workbook
Discretionary Spending

Additional FeedbackQ

As government and regulatory demands change and unexpected weather events damage the grid, 
Hydro Ottawa may need to implement unplanned, non-discretionary expenditures. It has a 
decision to make about how to accommodate unexpected non-discretionary spending which 
could impact other planned priorities. 

Small Business
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How do I make choices?
Each discretionary investment choice has a summary of three options that Hydro Ottawa 
would like you to consider:

In each option, there is a table that enables you to select the draft plan, accelerate or slow 
down the pace of investment. While Hydro Ottawa’s technical experts can tell us the 
maximum and minimum amounts we can practically spend, Hydro Ottawa also wants to 
know what customers like you have to say. 

Hydro Ottawa needs your feedback on its draft investment plan 
The next sections are about 5 key choices that Hydro Ottawa would like your feedback on. 

Each section provides some key background information. We encourage you to take the 
time to learn about your local electricity grid and where investments are made from 
distribution rates.

We know your time is valuable. While many people find this information interesting, if you 
would prefer to skip over the background information, you can jump right to the key 
choices.

Accelerated Pace: A faster paced spending option that makes additional progress 
towards better outcomes while recognizing practical limits due to resources and 
construction issues. 

Hydro Ottawa’s Draft Plan: An option currently in the draft plan that proposes 
measures and investments meant to ensure the safety and reliability of the grid.

Slower Pace: A minimum spending option that keeps prices lower and meets the basic 
performance requirements but may entail some trade-offs on key outcomes, such as 
reliability. 

Customer Engagement Survey
Planning process: 2026-2030 rate application
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39

Is it clear that you can select the option that best reflects your personal view of the best 
balance between lower costs and faster improvements?Q

Representative Workbook
Clarity of Process

89%

11%

Yes No
n=515

Region

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa

Yes 92% 89% 91% 93% 87%
No 8% 11% 9% 7% 13%

Consumption Quartiles

Low Medium-Low Medium-High High

Yes 90% 89% 91% 87%

No 10% 11% 9% 13%

Sector

MASH MURB Commercial Industrial

Yes 90% 92% 88% 89%

No 10% 8% 12% 11%

Small Business
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Aging Infrastructure
Taking care of our existing assets

This spending category makes up 33% of the draft investment plan. In terms of bill 
impact, this category (and any associated operating costs) represents an estimated 
$12.29 of the proposed $47.11 increase in distribution rates by 2030.

What is this section about? 
This section focuses on investments to upkeep 
old equipment that is in poor condition and 
replace outdated equipment.

33%

There are two questions in this section:

1) The pace of replacing end-of-life or deteriorating infrastructure; and

2) The pace of replacing older, obsolete meters.

Customer Engagement Survey
Planning Process: Aging Infrastructure

Small Business
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Making Choices (1 of 5): Replacing Aging Infrastructure
Overview
Hydro Ottawa owns a significant number (approximately 165,000) of assets (i.e. infrastructure and 
equipment) across its stations including overhead and underground lines. Each of these systems 
contains distinct assets with varying risk profiles. 

A substantial portion of these assets, around 25%, have reached the end of their expected service life, 
increasing the likelihood of failure. An additional 15% of assets will reach this critical point within the 
next decade.

Overall, approximately 6% of Hydro Ottawa's assets are currently classified as being in Poor or Very Poor 
condition. These assets pose a higher risk of failure. To proactively address this, Hydro Ottawa is 
focusing its asset investment and maintenance programs on minimizing the number of assets in poor 
condition.

Impact on customers
For the current investment plan, Hydro Ottawa needs to decide how many assets to replace between 
2026-2030 and how many replacements can be pushed into the future. 

• Reliability considerations: Failure of a station or distribution asset can interrupt service, causing 
unplanned outages for customers. The duration of these outages depends on the asset affected.

• Resiliency considerations:  Proactive replacement of poor conditioned assets can enhance the grid's 
resilience to extreme weather events and other disruptions. Delaying these replacements may 
increase the system's vulnerability and the risk of prolonged outages.

• Capacity considerations: The community’s expected growth (including electrification forecast) has 
surpassed the capacity limitations of Hydro Ottawa's existing stations. To accommodate the 
forecasted demand (including electrification forecast), regions will be transitioned from lower 
voltage systems to a higher voltage system as many of these lower voltage systems are already 
operating at or beyond their intended service life, further compounding the issue.

• Cost considerations: If Hydro Ottawa defers investments in aging assets, the short-term costs for 
customers are lower. However, pushing replacements into the future also means less cost certainty 
and likely steeper increases in the long run.

Hydro Ottawa's draft plan aims to sustain system reliability and minimize extended outages through a 
proactive asset replacement strategy. This approach prioritizes assets that support a large customer 
base and those critical for future grid modernization and electrification efforts. 

33%

Customer Engagement Survey
Planning Process: Replacing Aging Infrastructure
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Making Choices (1 of 5): Replacing Aging Infrastructure
By 2030, Hydro Ottawa’s draft plan to replace and upgrade infrastructure in poor condition would 
cost the typical small business customer $8.36 more per month on their monthly electricity bill. 

Choice 1 of 5: 
How much do you think Hydro Ottawa should invest in replacing infrastructure in 
poor condition?

Option What is included Expected Outcome

Accelerated Pace

Rate Impact 
$8.89 more per month 
by 2030

Invest more than 
draft plan on 
replacing aging 
infrastructure

• By 2030, this investment initiative will 
significantly improve the reliability of Hydro 
Ottawa's electrical infrastructure and will focus 
on replacing the majority of poorly rated station, 
overhead, and underground assets to 
substantially reduce the risk of system failures.

• Furthermore, it will enhance system resilience 
through the implementation of smart switches 
and evaluation of end-of-life overhead lines for 
potential undergrounding.

• In addition, this initiative will address capacity 
constraints in certain areas by converting older, 
lower voltage systems to higher voltage systems.

Draft Plan

Rate Impact 
$8.36 more per month 
by 2030

Focus on minimizing 
the number of assets 
in poor condition and 
reducing the risk of 
asset failure

• By 2030, this investment initiative will slightly 
improve the reliability of Hydro Ottawa's electrical 
infrastructure and will focus on replacing poorly 
rated station, overhead, and underground assets to 
substantially reduce system failures.

• System monitoring and resilience will be enhanced 
through smart switches and evaluation of end-of-
life overhead lines for potential undergrounding in 
high-impact locations. 

• In addition, this initiative will address 
capacity constraints in high-risk areas by converting 
older, lower voltage systems to a higher voltage 
system.

Slower Pace

Rate Impact
$5.76 more per month 
by 2030

Invest less than draft 
plan on replacing 
aging infrastructure

• By 2030, this investment initiative will partially 
address Hydro Ottawa's infrastructure in poor 
condition.

• It will focus on replacing some poorly rated 
assets to reduce the risk of failure in areas with 
poor reliability.

• By only addressing upgrades to infrastructure at 
the greatest risk of failure, overall system 
reliability will likely decrease.

• In addition, this initiative will address 
capacity constraints in high-risk areas by 
converting older, lower voltage systems to a 
higher voltage system.

33%

Customer Engagement Survey
Planning Process: Replacing Aging Infrastructure
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43

Which of the following investment plans would you most be comfortable with?Q

40% 36%
24%

Accelerated pace Draft Plan Slower pace n=515

Representative Workbook
Planning Process: Replacing Aging Infrastructure

Region Consumption Quartiles

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa Low Mid-
Low

Mid-
High High

Accelerated 
pace 40% 31% 46% 43% 39% 46% 35% 39% 39%

Draft plan 49% 45% 38% 36% 32% 33% 42% 34% 37%

Slower pace 11% 24% 16% 21% 29% 21% 23% 28% 24%

Sector

MASH MURB Commercial Industrial

Accelerated 
pace 47% 44% 37% 40%

Draft plan 30% 35% 33% 43%

Slower pace 22% 21% 30% 17%

Small Business

$8.89 $8.36 $5.76
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44

Do you have additional feedback on Hydro Ottawa’s draft replacement of infrastructure in 
poor condition? 

n=515

Q

Representative Workbook
Planning Process: Replacing Aging Infrastructure

Small Business

Response %
General approval 3.9%

Equipment replacement/renewal 2.9%

System improvements (i.e. underground grid) 1.9%

Prioritization of reliable infrastructure/modernization 1.4%

General disapproval - costs 1.0%

Government/bureaucratic criticism 0.8%

Cost of living concerns/affordability 0.4%

Climate change concerns 0.4%

Operational efficiencies- corporate/management salaries 0.2%

Support for a 'somewhere in between' approach 0.2%

Conflicted (uncertain in response) 0.2%

Electric Vehicle concerns 0.2%

Other 0.8%

None/ Don’t know 1.4%

No response 84.5%
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45

Do you have additional feedback on Hydro Ottawa’s draft replacement of infrastructure in 
poor condition? 

Sample Verbatims

General approval

“I believe the upfront cost of replacing old infrastructure at an accelerated pace outweighs potential 
elevated costs and inflation in the future.”

Equipment replacement/renewal

“Not dealing with replacement in a timely fashion will make it harder to respond to electrification 
requirements in the future. Important to highlight the life expectancy of new assets. Replacing aging 
infrastructure is important to preventing fires and worse. Though I would spend more on upgrading 
items rather than replacing.”

System improvements (i.e. underground grid)

“I like the idea of undergrounding existing overhead lines. In theory this should improve reliability in 
severe weather.”

Prioritization of reliable infrastructure/modernization

“In some older neighbourhoods where power outages have often exceeded several days, the physical 
losses (food etc.) and inconvenience to customers is expensive and frustrating.”

Other

“The difference between the options is not much so it seems strange that a $3 difference makes such a 
difference unless there are hidden costs. something is not right here.”

Q

Representative Workbook
Planning Process: Replacing Aging Infrastructure

Small Business
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Making Choices (2 of 5): Metering Renewal
Overview

Hydro Ottawa owns approximately 367,000 meters, with 61% operating beyond their 
service life. The planned meter replacement initiative includes upgrading existing meters 
and the data management platform. This initiative also presents an opportunity to deploy 
grid-edge devices that support Hydro Ottawa's grid modernization goals (i.e. smart 
meters, solar panels).

Impact on customers

For the current investment plan, Hydro Ottawa needs to decide how many meters to replace between 
2026-2030, and how many replacements can be pushed further into the future, to mitigate in-field 
failures of the existing aging meters. 

Without replacing aging meters, Hydro Ottawa faces the risk of relying on estimates for billing. 
Moreover, the absence of more reliable data impedes grid modernization initiatives and limits Hydro 
Ottawa’s ability to optimize operations and deliver innovative customer solutions.

• Reliability impacts: Without higher resolution data, the ability to further improve upon Hydro 
Ottawa's restoration timing is reduced.

• Capacity impacts: Without more granular data at the supply point, the ability to understand usage 
patterns and peak times to support future energy needs is limited. 

• Cost considerations: If Hydro Ottawa defers investments in metering, the short-term costs for 
customers are lower. However, pushing replacements into the future also means less cost 
certainty and likely steeper increases in the long run.

Hydro Ottawa's draft plan aims to sustain system reliability and minimize extended outages through a 
proactive asset replacement strategy. This approach prioritizes assets that support a large customer 
base and those critical for future grid modernization and electrification efforts, while maintaining 
regulatory billing requirements.

Customer Engagement Survey
Planning Process: Metering Renewal
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Making Choices (2 of 5): Metering renewal
By 2030, Hydro Ottawa’s draft plan to install new smart meter would cost the typical small 
business customer $3.93 more per month on their monthly electricity bill. 

Confirm

Confirm selection above to continue.

Choice 2 of 5: 

How much do you think Hydro Ottawa should invest in metering renewal by 2030?

Option What is included Expected Outcome

Accelerated Pace

Rate Impact
$7.01 more per month by 
2030

Replacement of all Hydro 
Ottawa meters (approximately 
367,500 meters replaced in 5 
years)

• The achievement of a fully 
upgraded smart meter system will 
help to foster customer 
engagement programs and 
enhanced grid visibility.

Draft Plan

Rate Impact
$3.93  more per month by 
2030

Replacement of a subset of 
Hydro Ottawa meters 
(approximately 161,000 
meters replaced in 5 years)

• To minimize ratepayer impact, 
upgraded smart meter system 
implementations will extend 
beyond 2030.

Slower Pace

Rate Impact
$2.81 more per month by 
2030

Replacement of fewer than 
161,000 Hydro Ottawa meters.

• The initiative will only include 
reactionary replacement of end-of-
life meters posing risks to 
information and operational 
technology that could potentially 
hinder customer engagement and 
grid visibility efforts.

33%

Customer Engagement Survey
Planning Process: Metering Renewal
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48

Which of the following investment plans would you most be comfortable with?Q

18%

48%

34%

Accelerated pace Draft Plan Slower pace
n=515

Representative Workbook
Planning Process: Metering Renewal

Region Consumption Quartiles

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa Low Mid-
Low

Mid-
High High

Accelerated 
pace 16% 24% 9% 24% 17% 20% 19% 21% 14%

Draft plan 64% 43% 68% 43% 43% 46% 48% 46% 51%

Slower pace 20% 33% 23% 33% 39% 34% 33% 33% 36%

Sector

MASH MURB Commercial Industrial

Accelerated 
pace 16% 13% 19% 17%

Draft plan 65% 48% 42% 64%

Slower pace 19% 39% 39% 19%

Small Business

$7.01 $3.93 $2.81
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49

Do you have additional feedback on Hydro Ottawa’s draft metering renewal plan? 

n=515

Q

Representative Workbook
Planning Process: Metering Renewal

Small Business

Response %
Equipment replacement/renewal 2.3%

General approval 2.1%

General disapproval - costs 0.8%

Do not charge customers- take from profits 0.4%

System improvements (ie underground grid) 0.4%

Prioritization of reliable infrastructure/modernization 0.2%

Cost of living concerns/affordability 0.2%

Operational efficiencies- corporate/management salaries 0.2%

Government/bureaucratic criticism 0.2%

Higher consumers should pay higher costs 0.2%

Electric Vehicle concerns 0.2%

Other 0.6%

None/ Don’t know 0.6%

No response 91.7%
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50

Do you have additional feedback on Hydro Ottawa’s draft metering renewal plan? 

Sample Verbatims

Equipment replacement/renewal

“Customers need to be made aware that old meters tend to understate the actual usage, and that new 
meters will be more accurate and the result will be more revenue to Ottawa Hydro for the same usage.”

General approval

“I might support an accelerated pace at a less cost of $7.01, which is a lot more than the draft plan.  
Also, as a property manager, I would recommend contacting people or the building office in advance of 
the change so that those who experience a temporary shut down are not taken off guard.”

General disapproval - costs

“I don't have enough information to know the benefits of upgrading the meters to correctly give an 
opinion. At moment I don't see the justification for an accelerated pace.”

Other

“You are not clear how customer engagement and grid visibility provides any tangible benefits to the 
rate payers. As long as the meter is working, you can generate revenue. It is not clear to me, how smart 
meters provide enhanced service to the ratepayer; Hydro Ottawa reaps the benefit of more real time 
data, not the customer.”

Q

Representative Workbook
Planning Process: Metering Renewal

Small Business
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Grid Modernization
Investing in new assets and technology

This spending category makes up 7% of the draft investment plan. In terms of bill 
impact, this category (and any associated operating costs) represents an estimated 
$3.06 of the proposed $47.11 increase is distribution rates by 2030.

What is this section about? 
Focus on investments in response to 
decarbonization and changing 
customer expectations.

7%

Customer Engagement Survey
Planning Process: Grid Modernization
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Making Choices (3 of 5): Grid Modernization
Overview
Hydro Ottawa’s grid modernization strategy is a comprehensive plan to address evolving challenges in 
the utility sector. Developed in response to aging infrastructure, decarbonization, and changing 
customer expectations, the strategy aims to enhance grid reliability, flexibility, resilience, and customer 
engagement while promoting sustainability.

Hydro Ottawa’s grid modernization plan has five key objectives: 

• Enhanced Reliability: Improving the grid's reliability through advanced monitoring, proactive failure 
detection, fast fault detection, automated power quality control, automated system restoration, and 
reduced outage times.

• Adaptive Grid Flexibility: Enabling the grid to adapt to the changing energy demand and incorporate 
different energy generation sources.

• Fortified Resilience & Robust Security: Improving the grid's ability to withstand service disruptions 
due to system faults or climate events and safeguarding the grid’s assets against cyber threats.

• Strengthened Customer Engagement & Empowerment: Engaging and empowering customers 
through real-time data, efficient billing, and tools to manage their energy use.

• Sustainable Decarbonization & Renewable Integration: Enabling carbon emissions reduction by 
optimizing planning and operations to support the integration of renewable energy sources into the 
grid and promote sustainability.

Impact on customers
Hydro Ottawa needs to determine what level of investment should be made in grid modernization, 
specifically through investments in software upkeep required to operate the grid, replacement and 
upgrade of protection and control relay equipment, addition of smart devices that provide remote 
visibility into Hydro Ottawa's grid, and expansion of Hydro Ottawa's communication infrastructure.

• Reliability considerations: If grid modernization is not pursued, Hydro Ottawa's ability to improve 
reliability will decrease, as grid modernization facilitates the necessary tools to increase and 
continually improve upon grid uptime.

• Cost considerations: If Hydro Ottawa defers investments in grid modernization, the short-term costs 
for customers are lower; however, as technology and electrification become more prevalent, Hydro 
Ottawa's ability to rapidly respond to outages, as well as Hydro Ottawa's ability to integrate 
distributed energy resources (e.g. solar panels and battery storage) in a market that is steering 
towards the prosumer (i.e. customers that both produce and consume electricity and can send their 
stored or generated electricity back to the grid) would be limited.

In its draft plan, Hydro Ottawa is proposing a balanced approach to grid modernization, ensuring 
reliability, flexibility, security, customer empowerment and integration of distributed energy resources.

7%

Customer Engagement Survey
Planning Process: Grid Modernization
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Making Choices (3 of 5): Grid Modernization
By 2030, Hydro Ottawa’s draft plan to invest in real-time visibility and remote control of feeders. 
This would cost the typical small business customer $3.06 more per month on their monthly 
electricity bill.

Confirm

Confirm selection above to continue.

Choice 3 of 5: 

Which of the following investment plans would you most be comfortable with?

Option What is included Expected Outcome

Accelerated Pace

Rate Impact
$3.61 more per month by 
2030

Invest more in 
functionality, optical 
transport network, 
wireless solutions, and 
grid visibility.

• Significant investment in visibility and 
remote control of feeders, self-healing 
grid pilots, and centralized wireless 
management to enhance efficiency, 
reduce outages, and improve 
cybersecurity.

Draft Plan

Rate Impact
$3.06 more per month by 
2030

Invest in core 
functionality, optical 
transport network, 
wireless solutions  and 
grid visibility.

• Targeted investments in real-time 
visibility and remote control of feeders to 
improve situational awareness and 
reduce outage duration. 

• Continued upkeep of the Advanced 
Distribution Management System 
(ADMS) that allows Hydro Ottawa to 
identify problems with the grid and re-
route electricity to isolate faults and 
restore power.

Slower Pace

Rate Impact
$2.51 more per month by 
2030

Invest less in 
functionality, optical 
transport network, 
wireless solutions, and 
grid visibility.

• Limited investments in real-time visibility 
and remote control of feeders.

• The reduced spend will limit the 
expansion of the optical transport 
network for critical network diversity. 
This would not allow for a reduction to 
outage duration. 

7%
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54

Which of the following investment plans would you most be comfortable with?Q

36% 41%

22%

Accelerated pace Draft Plan Slower pace
n=515

Representative Workbook
Planning Process: Grid Modernization

Region Consumption Quartiles

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa Low Mid-
Low

Mid-
High High

Accelerated 
pace 35% 44% 32% 38% 36% 40% 33% 44% 29%

Draft plan 48% 28% 42% 45% 40% 38% 40% 37% 50%

Slower pace 17% 28% 26% 17% 24% 22% 26% 19% 21%

Sector

MASH MURB Commercial Industrial

Accelerated 
pace 32% 36% 35% 30%

Draft plan 49% 40% 38% 53%

Slower pace 19% 23% 27% 17%

Small Business

$3.61 $3.06 $2.51
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55

Do you have additional feedback on Hydro Ottawa’s draft grid modernization plan? 

n=515

Q

Representative Workbook
Planning Process: Grid Modernization

Small Business

Response %
Prioritization of reliable infrastructure/modernization 1.9%

General approval 1.7%

System improvements (i.e. underground grid) 1.0%

Operational efficiencies- corporate/management salaries 0.6%

Climate change concerns 0.6%

General disapproval - costs 0.2%

Criticism of survey bias 0.2%

Government/bureaucratic criticism 0.2%

Other 0.8%

None/ Don’t know 0.8%

No response 92.0%
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56

Do you have additional feedback on Hydro Ottawa’s draft grid modernization plan? 

Sample Verbatims

Prioritization of reliable infrastructure/modernization

“It is very disappointing that only 7% is budgeted for grid modernization. The amount is so small that this 
is not even a choice with impact on the most recalcitrant rate-payer: only $1.10 separates the extremes 
here. Place higher priority on a more agile, responsive, two-way grid. Solar tech is getting both cheaper 
and more efficient. This budget poorly equips the utility to profit from to these facts by adequately 
planning for more customer feed-ins.”

General approval

“The price difference is minimal so go with faster.”

System improvements (i.e. underground grid)

“Business and residential Housing should be integrated as a energy supplier using battery storage and 
vehicle power storage.”

Other

“Focus on nuclear power only , when planning transmission, infrastructure and grid improvement.”

“Otherwise we will not keep up. We absolutely should be considering the smaller nuclear power hubs, 
like France, but that would be a gov't decision, I assume, not a single company.”

Q

Representative Workbook
Planning Process: Grid Modernization

Small Business
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Growth and Electrification
Investing in the grid to meet growing demand for electricity

This spending category makes up 55% of the draft investment plan. In terms of bill 
impact, this category (and any associated operating costs) represents an estimated 
$9.58 of the proposed $47.11 increase is distribution rates by 2030.

What is this section about? 
This section focuses on investments 
in capacity to power the growing 
community and serve customers’ 
growing and changing needs for 
electricity.

55%

Customer Engagement Survey
Planning Process: Growth and Electrification
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Making Choices (4 of 5): Preparing for Electrification
Overview
Hydro Ottawa is proactively preparing for the future by strategically planning infrastructure investments 
to support the anticipated growth in electricity demand. Electrification, the transition from fossil fuels to 
electricity, is driving significant changes in energy consumption patterns, creating both opportunities 
and challenges for the electricity distribution system.

The surge in electrification is fueling an unprecedented increase in demand, stemming from new 
customer connections and a rising demand from existing customers who are adopting technologies like 
electric vehicles, heat pumps, and switching to electricity for commercial purposes.

To ensure a reliable and resilient system that can meet the evolving needs of the community, Hydro 
Ottawa is employing a multifaceted approach to address the challenges of this growth:

• Expanding Infrastructure: New substations, increased operating voltages, and new lines will be 
added to enhance the capacity and flexibility of the distribution system.

• Embracing Innovation: This will include battery energy storage systems which will be integrated to 
better manage peak demand and support the increasing reliance on renewable energy sources.

• Empowering Customers: Innovative customer programs will be developed. These programs  
promote efficient electricity usage and encourage participation in demand-side management 
initiatives. These solutions go beyond traditional infrastructure by offering customer incentives in 
targeted areas of growth to provide additional electricity capacity, reduce peak demand, improve 
grid flexibility, and reduce costs for customers. They can also be implemented and scaled up or 
down faster than building traditional infrastructure. 

These measures will not only ensure that Hydro Ottawa's distribution system can 
accommodate the growing demand but will also contribute to a cleaner and more sustainable 
energy future for the community it serves.

55%

Customer Engagement Survey
Planning Process: Growth and Electrification
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What’s driving the energy transition? Public policy; technology; economic 
factors; and evolving expectations from customers. All these factors are 
happening against the backdrop of the need to address climate change and 
prepare to adapt to its effects.  

How much more electricity is required? A Chat GPT search on Google 
consumes 10 times more energy than a traditional search. Today, some of the 
largest data centres have the same power footprint as running 7 million 
laptops.

How much electricity does it take to charge an Electric Vehicle (EV)? Did you 
know that when an EV is charging it can use as much electricity as two average 
homes? If everyone in a neighbourhood came home from work or school and 
started charging their EVs at the same time, the electricity demand could 
overload the grid. 

Impact on customers
Failure to invest in necessary infrastructure upgrades will have a cascading effect, hindering Hydro 
Ottawa's ability to meet the demands of a rapidly changing energy landscape.

• Reliability and Outages: An overloaded and outdated system will buckle under the pressure of 
increased demand, leading to frequent and widespread power outages, disrupting daily life, 
businesses, and essential services.

• Economic Impacts: Constraints on new connections and unreliable power will stifle economic 
growth and development, discouraging businesses and industries from investing in the region, 
ultimately affecting job creation and prosperity.

• Environmental Consequences: An inability to support electrification efforts will hinder the 
transition away from fossil fuels, resulting in increased greenhouse gas emissions and missed 
opportunities to embrace renewable energy sources.

• Customer Dissatisfaction: Frequent outages, limited access to new energy technologies and 
incentive programs, and potentially higher electricity costs will lead to frustration and a negative 
perception of Hydro Ottawa's service.

55%

Customer Engagement Survey
Planning Process: Growth and Electrification

Small Business
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Making Choices (4 of 5): Preparing for Electrification

By 2030, Hydro Ottawa’s draft plan to invest in system capacity to prepare for electrification 
would cost the typical small business customer $9.58 more per month on their monthly electricity 
bill. 

Confirm
Confirm selection above to continue.

Choice 4 of 5: 

Which of the following investment plans would you most be comfortable with? 

Option What is included Expected Outcome

Accelerated Pace

Rate Impact
$14.37 more per month 
by 2030

• Increased 
annual capacity 
investment to 
meet future 
electrification 
load growth by 
2035.

• System capacity is increased to meet all 
growth related to electrification needs by 
2035, eliminating reliability risk during 
system peak days.

Draft Plan

Rate Impact
$9.58 more per month by 
2030

• Slow capacity 
investments to 
only critical 
needs by 2030 
with some 
investments 
deferred to the 
next rate period

• System capacity will maintain pace with 
growth in the community, or slightly lagging. 
Limited impact timing and ability to connect 
customers. Includes non-wire solutions to 
support station peaks in high growth regions.

• Will result in modest increased reliability risk 
in specific growth areas - risk of added outage 
duration or inability to restore some 
customers, if failures occur on peak loading 
days.

Slower Pace

Rate Impact
$4.59 more per month by 
2030

• Slow capacity 
investments to 
only meet 
critical needs.

• System capacity will be slightly lagging to 
meet electrification needs by 2035. There 
might be some impact on the ability to 
connect customers in certain regions.

• Will result in larger increased reliability risk in 
specific growth areas - risk of added outage 
duration or inability to restore some 
customers, if failures occur on peak loading 
days.

55%
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61

Which of the following investment plans would you most be comfortable with?Q

26%

48%

26%

Accelerated pace Draft Plan Slower pace
n=515

Representative Workbook
Planning Process: Growth and Electrification

Region Consumption Quartiles

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa Low Mid-
Low

Mid-
High High

Accelerated 
pace 21% 22% 30% 26% 27% 25% 28% 26% 25%

Draft plan 57% 63% 36% 50% 44% 48% 48% 50% 45%

Slower pace 22% 14% 34% 23% 29% 27% 24% 24% 30%

Sector

MASH MURB Commercial Industrial

Accelerated 
pace 30% 21% 25% 25%

Draft plan 54% 44% 44% 48%

Slower pace 15% 36% 31% 27%

Small Business

$14.37 $9.58 $4.59
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62

Do you have additional feedback on Hydro Ottawa’s draft electrification plan? Q

Representative Workbook
Planning Process: Growth and Electrification

Small Business

Response %
Electric Vehicle concerns 2.5%

Climate change concerns 1.7%

General approval 1.2%

General disapproval - costs 0.8%

System improvements (i.e. underground grid) 0.8%

Prioritization of reliable infrastructure/modernization 0.6%

Operational efficiencies- corporate/management salaries 0.6%

Government/bureaucratic criticism 0.6%

Higher consumers should pay higher costs 0.4%

Consumer education 0.2%

Other 0.8%

None/ Don’t know 0.8%

No response 89.1%

n=515
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63

Do you have additional feedback on Hydro Ottawa’s draft electrification plan? 

Sample Verbatims

Electric Vehicle concerns

“EV sales have slowed. I would say monitor the increase demand and move between the first two options 
when needed.”

Climate change concerns

“Climate Change is here. So we are long past the point of needing to prepare.  Increasing demand for 
electricity (heat pumps, plug-in vehicles etc.)  Major increase in population. Hydro Ottawa has a major 
gap to fill.”

General approval

“Again, I think we need to live with the fact that prices will go up in order to keep the infrastructure on 
par with necessary needs.”

Other

“Allow private enterprise to participate in the electrification plan. Business and residential can alleviate 
some of these issues.”

Q

Representative Workbook
Planning Process: Growth and Electrification

Small Business
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5%

Grid Resilience
Investments to make the grid more resilient against external factors

This spending category makes up 5% of the draft investment plan. In terms of bill 
impact, this category (and any associated operating costs) represents an estimated 
$2.50 of the proposed $47.11 increase is distribution rates by 2030.

What is this section about? 

This section focuses on investments in 
technology to get more use out of existing 
equipment. This section includes burying 
lines, hardening the grid, tree trimming, 
improving emergency planning and 
response.

Customer Engagement Survey
Planning Process: Grid Resilience
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Making Choices (5 of 5): Grid Resilience
Overview
Distribution system resilience refers to the ability of Hydro Ottawa's distribution network to withstand, 
adapt to, and recover from disruptions. These disruptions can stem from various sources, including 
severe weather events, natural disasters, equipment failures, cyberattacks, or unexpected surges in 
demand.

Resilience goes beyond simply preventing outages; it encompasses the ability to:

5%

Impact on customers
Hydro Ottawa needs to determine what level of investment should be made in burying lines, 
hardening its infrastructure, proactively removing or trimming trees and improving emergency 
planning and response between 2026 and 2030. If Hydro Ottawa does not invest sufficiently in grid 
resilience in the face of increasing severe weather events, the consequences could be severe:

• More frequent and longer outages: Existing infrastructure may not be able to withstand the 
increased stress from intensified storms, leading to more widespread and prolonged power 
outages.

• Increased costs for repairs and restoration: Each storm that causes damage to the grid requires 
significant resources for repairs and restoration, placing a financial burden on the utility and 
potentially leading to higher rates for customers.

• Economic disruption: Power outages can disrupt businesses, schools, and other essential 
services, impacting productivity and economic activity in the region.

• Public safety concerns: Power outages can create safety risks, particularly for vulnerable 
populations who rely on electricity for medical devices or other critical needs.

• Damage to public confidence: Frequent outages can erode public trust in Hydro Ottawa and its 
ability to provide reliable service.

In recent years, Hydro Ottawa has experienced a series of severe weather events that have impacted its 
distribution system, notably the devastating Derecho storm of 2022. The Ottawa region has seen an increase in 
the frequency of severe weather events, including tornados, lightning storms, ice storms and heavy snowfalls. 
These frequent and intense weather events have posed ongoing challenges for Hydro Ottawa in maintaining a 
reliable power supply, highlighting the need for continued investment in grid resilience to withstand the growing 
impact of climate change.

1. Anticipate and mitigate risks: Proactively identify and address vulnerabilities in the system 
to reduce the likelihood and impact of disruptions.

2. Withstand disruptions: Maintain critical functions and minimize the extent of outages 
during an event.

3. Recover quickly: Restore power and normal operations as rapidly as possible after a 
disruption.

4. Adapt and learn: Improve the system based on lessons learned from past events to 
enhance future resilience.
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Making Choices (5 of 5): Grid Resilience

By 2030, Hydro Ottawa’s draft plan to bury lines, harden infrastructure, proactively remove or 
trim trees and improve emergency planning and response between 2026 and 2030. This would
cost the typical small business customer $2.50 more per month on their monthly electricity bill.

Confirm

Confirm selection above to continue.

Choice 5 of 5: 

How much do you think Hydro Ottawa should invest in Grid Resilience?

Option What is included Expected Outcome

Accelerated Pace

Rate Impact
$2.77 more per month by 
2030

• Increased undergrounding.
• Increased vegetation 

management.
• Additional feeder 

connectivity/ties above and 
beyond recommended 
program.

• Same as draft plan, however, to a 
greater extent

• Fewer customers impacted by 
severe storms

• Quicker restoration efforts
• Greater flexibility in response to 

outages
• Quicker recovery and system 

stabilization post-storms

Draft Plan

Rate Impact
$2.50 more per month by 
2030

• Some proactive 
undergrounding of 
overhead lines

• Less customers impacted by 
severe storms.

• Quicker restoration efforts.
• Greater flexibility in response to 

outages.
• Quicker recovery and system 

stabilization post storms.

Slower Pace

Rate Impact
$2.07 more per month by 
2030

• No proactive 
undergrounding of 
overhead lines.

• Vegetation management in 
line with 2021-2025.

• Limited feeder ties to base 
planning requirements.

• No significant change to the 
present state of impacts of major 
storms, or to restoration efforts 
and system recovery. 

• Risk of increased reactive 
spending, as the system is not 
preemptively "hardened".

• Increased spending on emergency 
and storm response.

5%

Customer Engagement Survey
Planning Process: Grid Resilience
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67

Which of the following investment plans would you most be comfortable with?Q

52%

31%

17%

Accelerated pace Draft Plan Slower pace
n= 515

Representative Workbook
Planning Process: Grid Resilience

Region Consumption Quartiles

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa Low Mid-
Low

Mid-
High High

Accelerated 
pace 55% 51% 50% 51% 51% 51% 48% 51% 56%

Draft plan 32% 31% 33% 33% 30% 30% 33% 37% 25%

Slower pace 12% 18% 17% 16% 19% 19% 19% 12% 19%

Sector

MASH MURB Commercial Industrial

Accelerated 
pace 53% 53% 48% 52%

Draft plan 38% 26% 32% 36%

Slower pace 9% 21% 20% 12%

Small Business

$2.77 $2.50 $2.07
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68

Do you have additional feedback on Hydro Ottawa’s draft grid resilience plan? Q

Representative Workbook
Planning Process: Grid Resilience

Small Business

Response %
Prioritization of reliable infrastructure/modernization 2.1%

System improvements (i.e. underground grid) 1.6%

General approval 1.4%

Climate change concerns 1.0%

General disapproval - costs 0.4%

Government/bureaucratic criticism 0.4%

Higher consumers should pay higher costs 0.4%

Equipment replacement/renewal 0.2%

Cost of living concerns/affordability 0.2%

Operational efficiencies- corporate/management salaries 0.2%

Other 0.4%

None/ Don’t know 0.4%

No response 91.5%

n=515
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69

Do you have additional feedback on Hydro Ottawa’s draft grid resilience plan? 

n=4,000

Q

Representative Workbook
Planning Process: Grid Resilience

Small Business

Sample Verbatims

Prioritization of reliable infrastructure/modernization

“Grid resilience is greatly necessary. 60 years has shown me that much of  our power outage issues are 
due to poor maintenance of green space around electrical grid.”

System improvements (i.e. underground grid)

“Undergrounding of power lines when there is no concurrent street/sewer reconstruction is not 
financially responsible.”

General approval

“I think Hydro Ottawa does an excellent job in this area so I respect their knowledge and support their 
assessment and plan.”

Climate change concerns

“Our environment crisis is real and so are these storms - planning for more is also essential at this point.”
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Customer Engagement Survey
Dynamic bill calculator
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71

Small Business
5 Key Choices Accelerated Draft Plan Slower Don't know

Replacing Aging Infrastructure 39% 34% 20% 7%

Metering Renewal 18% 47% 28% 7%

Grid Modernization 34% 41% 17% 7%

Growth & Electrification 25% 46% 22% 6%

Grid Resilience 48% 31% 13% 8%

Representative Workbook
Planning Process: Key Investment Areas Overview

Small Business

After reviewing the workbook and selecting their answers, respondents were given the opportunity to 
adjust their choices and observe the impact of those choices on a typical small business customers 
overall bill, displayed as both a percentage and dollar increase over a 5-year period.

While the workbook pages for the initial option selection did not include a ‘Don’t know’ option, this 
choice was available on the calculator page. The results are as follows:
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Hydro Ottawa has calculated an overall cost for its draft plan. While the plan may change 
based on feedback from the earlier questions in this survey, Hydro Ottawa would like to 
know how you feel about the total rate impact of its current draft plan.

Considering what you have learned about Hydro Ottawa’s 2026–2030 draft plan and that 
this may result in a $47.11 increase in the distribution portion of the typical small business 
customer’s monthly electricity bill by 2030, which of the following best represents your 
point of view?

□ I think Hydro Ottawa should accelerate spending beyond its proposed draft plan to 
deliver better system outcomes

□ I support the proposed bill increase when it comes to preparing Hydro Ottawa’s grid for 
the future

□ I don’t like the proposed bill increase, but I think it’s necessary to maintain the grid to a 
reasonable standard and prepare for the future

□ I oppose the bill increase and think Hydro Ottawa needs to scale back its plan

□ I don’t know

Do you have any final comments regarding Hydro Ottawa’s draft plan for 2026–2030 and 
the proposed rate increase? 
(Response Optional)

*Note: 
• Average monthly bill includes taxes and the Ontario Electricity Rate.
• These estimated rate increases are preliminary and are subject to change based on customer feedback, regulatory 

approval and other factors. A typical small business (general service under 50kW) customer is assumed to use 2,000 
kWh per month and enrolled under Time-of-use Regulated Price Plan. 

• Bill projections assume a general inflation increase of 2.1% for other aspects of the electricity bill that are outside of 
Hydro Ottawa’s control (commodity, transmission, government, regulatory fees).

Representative Workbook
Social Permission

Small Business

Year Avg. Monthly 
Bill*

Non-Distribution 
Component

Distribution 
Component 

(Hydro Ottawa's 
portion)

Annual Increase 
to Monthly Bill    

(%)

Annual Increase 
to Monthly Bill     

($)

CURRENT 2024 $344.87 $260.32 $84.55  n/a  n/a 

BUDGTED 2025 $344.03 $258.10 $85.93 2% $1.38

2026 $362.71 $263.35 $99.36 16% $13.43

2027 $378.20 $268.13 $110.07 11% $10.71

2028 $392.20 $273.31 $118.89 8% $8.82

2029 $403.94 $278.67 $125.27 5% $6.38

2030 $417.18 $284.14 $133.04 6% $7.77

5-yr impact $47.11 55% $47.11

Hydro Ottawa's Portion

Ra
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 P
er
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d
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73

Considering what you have learned about Hydro Ottawa’s 2026–2030 draft plan and that this 
may result in a $47.11 increase in the distribution portion of the typical small business 
customer’s monthly electricity bill by 2030, which of the following best represents your point of 
view?

Q

n=515

Hydro Ottawa has calculated an overall cost for its draft plan. While the plan may change based on 
feedback from the earlier questions in this survey, Hydro Ottawa would like to know how you feel 
about the total rate impact of its current draft plan.

20%

25%

39%

13%

4%

I think Hydro Ottawa should accelerate
spending beyond its proposed draft plan to

deliver better system outcomes

I support the proposed bill increase when it 
comes to preparing Hydro Ottawa’s grid for the 

future

I don’t like the proposed bill increase, but I 
think it’s necessary to maintain the grid to a 

reasonable standard and prepare for the future

I oppose the bill increase and think Hydro
Ottawa needs to scale back its plan

Don't know

Social Permission: 83%

Representative Workbook
Social Permission

Small Business
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Representative Workbook
Social Permission

Hydro Ottawa has calculated an overall cost for its draft plan. While the plan may change based on 
feedback from the earlier questions in this survey, Hydro Ottawa would like to know how you feel 
about the total rate impact of its current draft plan.

Region

Overall Gloucester
Goulbourn/C

asselman
Kanata Nepean Ottawa

Accelerate spending 20% 23% 13% 24% 22% 18%
Support proposed bill 25% 29% 40% 25% 22% 22%
Necessary to maintain 
grid 39% 37% 31% 35% 36% 42%

Oppose the bill 
increase 13% 6% 16% 16% 15% 14%

Don’t know 4% 5% - - 6% 4%

Social Permission 83% 89% 84% 84% 79% 83%

Consumption Quartiles

Overall Low Medium-Low Medium-High High

Accelerate spending 20% 22% 16% 21% 20%
Support proposed bill 25% 23% 24% 28% 24%
Necessary to maintain 
grid 39% 39% 47% 31% 39%

Oppose the bill 
increase 13% 15% 11% 15% 11%

Don’t know 4% 2% 2% 6% 6%

Social Permission 83% 83% 87% 79% 83%

Considering what you have learned about Hydro Ottawa’s 2026–2030 draft plan and that this 
may result in a $47.11 increase in the distribution portion of the typical small business 
customer’s monthly electricity bill by 2030, which of the following best represents your point of 
view?

Q

Small Business
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Sector

Overall MASH MURB Commercial Industrial

Accelerate spending 20% 18% 16% 19% 19%

Support proposed bill 25% 34% 23% 22% 15%

Necessary to maintain grid 39% 28% 51% 36% 56%

Oppose the bill increase 13% 20% 9% 18% 11%

Don’t know 4% - 1% 5% -

Social Permission 83% 80% 90% 77% 89%

Considering what you have learned about Hydro Ottawa’s 2026–2030 draft plan and that this 
may result in a $17.76 increase in the distribution portion of the typical small business 
customer’s monthly electricity bill by 2030, which of the following best represents your point of 
view?

Q

Hydro Ottawa has calculated an overall cost for its draft plan. While the plan may change based on 
feedback from the earlier questions in this survey, Hydro Ottawa would like to know how you feel 
about the total rate impact of its current draft plan.

Representative Workbook
Social Permission

Small Business
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Do you have any final comments regarding Hydro Ottawa’s draft plan for 2026–2030 and 
the proposed rate increase? 

n=515

Q

Representative Workbook
Social Permission

Small Business

Response %
Lower salaries, cut wasteful spending, find efficiencies 1.9%

Support for the increase (general) 1.2%

General positive comment (not targeted to increase) 1.0%

Companies/government should fund the investment cost 1.0%

Focus on improving infrastructure/increased reliability 1.0%

Criticism of survey bias 0.6%

Increases should be tailored to income level/usage 0.6%

Gradually increase to align with inflation/match with inflation 0.6%

Concern about climate change- prioritize solar/wind, EVs 0.4%

General negative comment (not targeted to increase) 0.4%

Accelerate plan/support measures that go beyond those proposed 0.4%

Support for increase if rates decrease once goals are reached 0.4%

Support for in-home solutions/local generation 0.4%

Concern that costs will be higher than stated 0.4%

Oppose increase- unaffordable/unrealistic 0.2%

Need more information/transparency 0.2%

Other 0.6%

None/ Don’t know 0.8%

No response 88.2%

No response 88.0%
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77

Do you have any final comments regarding Hydro Ottawa’s draft plan for 2026–2030 and the 
proposed rate increase? 

Sample Verbatims

Lower salaries, cut wasteful spending, find efficiencies

“You need to work on the costs in this bill that come before it reaches Hydro Ottawa.  The 
salaries paid to executives are out of control and need reigning in.  If they don't achieve 
objectives set, no bonuses.”

Support for the increase (general)

“These changes seem necessary. People need to pay the extra now to ensure their electricity 
needs ongoing in the future.”

General positive comment

“I appreciate all of this information. It really helps me to understand what is involved with all of 
the energy services we are so fortunate to have and how the costs for these services is 
calculated and spent.”

Companies/Government should fund the investment cost 

“I think the federal and provincial governments should be responsible for some of the bill 
increase, given that they have benefited from oil and gas extraction industries. It is not right 
that the cost of climate crisis be borne almost exclusively by individuals who did not reap the 
profits or benefits from the oil and gas industries.”

Other

“Inevitably we will have to go with the majority....”

Q

Representative Workbook
Social Permission

Small Business
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Customer service enhancements
Planning for the future

Customer Engagement Survey
Planning process: 2026-2030 rate application

Small Business
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Hydro Ottawa is dedicated to enhancing the overall customer experience. This means investing in 
digital technologies and other solutions to provide greater personalization, choice, convenience, and 
control over customers’ energy services. Examples include enhancements to customer care and 
billing systems, customer relationship management (CRM), and digital customer engagement 
platforms.

Impact on customers
• Enhanced reliability, expanded functionality, and scalability lead to increased customer 

satisfaction.

• Advanced energy insights enable more touchpoints, programs, and offers, empowering 
customers to make informed decisions.

• Advanced self-serve options for customers to support and facilitate their energy transition and 
provide convenience and operational efficiency.

• Strengthened customer relationships and trust through reliable communication during major 
events.

Supporting our customers

Customer Engagement Survey
Planning process: 2026-2030 rate application

Small Business
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80

In the context of Hydro Ottawa's 2026-2030 rate application, do you support or oppose 
investments in enhanced customer programs and services?Q

21%

38%

23%

10%
4% 4%

Strongly
support

Somewhat
support

Neither support
nor oppose

Somewhat
oppose

Strongly oppose Don’t know
n=515

Representative Workbook
Customer programs and services

Support: 59%

Region Consumption Quartiles

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa Low Mid-
Low

Mid-
High High

Strongly 
support 16% 23% 22% 22% 21% 21% 20% 19% 23%

Somewhat 
support 50% 46% 36% 35% 36% 32% 42% 39% 40%

Neither 
support nor 
oppose

20% 19% 29% 22% 24% 28% 23% 20% 21%

Somewhat 
oppose 3% 9% 5% 13% 11% 14% 9% 9% 6%

Strongly 
oppose 3% 1% 8% 4% 5% 4% 4% 5% 5%

Don’t know 8% 1% - 4% 4% 2% 2% 7% 5%

Support: 
Strongly + 
Somewhat

66% 69% 58% 57% 57% 53% 62% 58% 63%

Oppose: 
Strongly + 
Somewhat

6% 10% 13% 17% 16% 18% 14% 14% 11%

Small Business
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81

In the context of Hydro Ottawa's 2026-2030 rate application, do you support or oppose 
investments in enhanced customer programs and services?Q

Representative Workbook
Customer programs and services

Sector

Overall MASH MURB Commercial Industrial

Strongly support 21% 21% 20% 22% 22%

Somewhat support 38% 67% 25% 36% 49%

Neither support nor oppose 23% 12% 37% 20% 19%

Somewhat oppose 10% - 13% 12% 3%

Strongly oppose 4% - 5% 6% 4%

Don’t know 4% - - 3% 3%

Support: Strongly + 
Somewhat 59% 88% 45% 59% 71%

Oppose: Strongly + 
Somewhat 14% - 18% 18% 7%

Small Business
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82

Which of the following options do you prefer?Q

Representative Workbook
Customer programs and services

48% 46%

5%

Prioritizing and pacing
investments to increase

productivity, improve customer
service and reliability

Prioritizing and pacing
investments only to improve

productivity, reduce operational
costs and lower distribution rates

over the 2026-2030 period

Don't know

n=301

Small Business

Region

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa

Prioritizing investments to 
enhance productivity and 
service

48% 64% 54% 39% 49%

Prioritizing and pacing 
investments only to 
improve productivity, 
reduce operational costs 
and lower distribution 
rates

44% 25% 43% 56% 47%

Don’t know 8% 11% 3% 5% 4%

Note: Only asked those who ‘Support’
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83

Which of the following options do you prefer?Q

Representative Workbook
Customer programs and services

Consumption Quartiles

Overall Low Medium-Low Medium-
High High

Prioritizing and pacing 
investments to increase 
productivity, improve 
customer service and 
reliability 

48% 48% 51% 54% 54%

Prioritizing and pacing 
investments only to improve 
productivity, reduce 
operational costs and lower 
distribution rates over the 
2026-2030 period

46% 46% 44% 40% 41%

Don't know 5% 6% 5% 6% 5%

Sector

Overall MASH MURB Commercial Industrial

Prioritizing and pacing 
investments to increase 
productivity, improve 
customer service and 
reliability 

48% 46% 51% 55% 49%

Prioritizing and pacing 
investments only to improve 
productivity, reduce 
operational costs and lower 
distribution rates over the 
2026-2030 period

46% 48% 44% 40% 44%

Don't know 5% 6% 5% 5% 7%

Small Business

Note: Only asked those who ‘Support’
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84

Overall, what is your impression of the survey you just completed?Q

28%

53%

9% 6% 4%

Very favourable Somewhat
favourable

Somewhat
unfavourable

Very unfavourable Don’t know
n=515

Representative Workbook
Workbook Impression

Favourable: 81%

Region Consumption Quartiles

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa Low Mid-
Low

Mid-
High High

Very 
favourable 34% 22% 40% 20% 29% 32% 31% 20% 30%

Somewhat 
favourable 48% 62% 51% 54% 52% 50% 53% 59% 48%

Somewhat 
unfavourable 10% 16% 4% 10% 9% 9% 10% 11% 8%

Very 
unfavourable 4% - 2% 7% 6% 5% 3% 8% 6%

Don’t know 3% - 4% 10% 4% 4% 3% 2% 7%

Favourable: 
Strongly + 
Somewhat

82% 84% 91% 74% 81% 82% 84% 79% 78%

Unfavourable: 
Strongly + 
Somewhat

15% 16% 5% 17% 15% 14% 13% 19% 15%

Small Business
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85

Overall, what is your impression of the survey you just completed?Q

Representative Workbook
Workbook Impression

Sector

Overall MASH MURB Commercial Industrial

Very favourable 28% 16% 32% 34% 26%

Somewhat favourable 53% 73% 50% 47% 54%

Somewhat unfavourable 9% 10% 4% 10% 14%

Very unfavourable 6% - 7% 6% 7%

Don’t know 4% - 6% 3% -

Favourable
(Very + Somewhat) 81% 90% 83% 81% 80%

Unfavourable
(Very + Somewhat) 62% 10% 11% 16% 20%

Small Business
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86

In this survey, do you feel that Hydro Ottawa provided too much information, not enough, or 
just the right amount?Q

12%

69%

19%

Too little information Just the right amount of
information

Too much information
n=515

Representative Workbook
Workbook Impression

Region Consumption Quartiles

Gloucester
Goulbourn
/Casselman

Kanata Nepean Ottawa Low Mid-
Low

Mid-
High High

Too little 
information 20% 13% 13% 10% 10% 10% 12% 13% 12%

Just the right 
amount of 
information

63% 78% 73% 72% 69% 70% 70% 70% 68%

Too much 
information 17% 9% 15% 18% 21% 21% 19% 17% 20%

Sector

MASH MURB Commercial Industrial

Too little 
information 16% 5% 13% 18%

Just the right 
amount of 
information

78% 75% 68% 71%

Too much 
information 6% 20% 19% 11%

Small Business
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87

Was there any content missing that you would have liked to have seen included in this 
survey?Q

Representative Workbook
Workbook Impression

Small Business

Response %
Cost concerns 2.5%

Request for solar/clean energy options regarding climate change 1.9%

Criticism of an information overload/did not understand 1.6%

Support for survey/general positive comment 1.0%

Criticism of biased survey 0.8%

Request for alternative presentation of info (ie: video, infographic) 0.6%

Corporate salaries/spending 0.6%

Initiatives/Rebates/incentives 0.4%

Comments on system upgrades/disposal practices 0.2%
Concerns over extreme weather patterns (disaster mitigation and 
related costs) 0.2%

Questions regarding the role of government 0.2%

What public can do to help lower costs/consumption 0.2%

Comparison with other regions 0.2%

Need more information/not properly informed 0.2%

Infrastructure 0.2%

Buying or Owing an EV/Electric Vehicles 0.2%

Negative-General 0.2%

Other 1.7%

None/ Don’t know 2.1%

No response 85.0%

n=515
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88

Was there any content missing that you would have liked to have seen included in this survey?

Sample Verbatims

Cost concerns 

“For the small business customers, there should be an option for the "delivery" charge to be a 
percentage of their electrical usage OR LESS to avoid overburdening very small companies with 
debilitating cost increases.”

Request for solar/clean energy options regarding climate change 

“We need to encourage homeowners to generate solar power.” 

Criticism of an information overload/did not understand 

“I don't believe I could consume more information at this time. I think, that I spent an hour or 
more to get to this point and I'm at the end of my ability to continue.”

Support for survey/general positive comment 

“Thank you for providing a platform for customers to share their thoughts.”

Other

“Will you preserve your heritage buildings for eg at Bronson and Glebe, Carling at Westgate?”

“I have provided all feedback.”

Q

Representative Workbook
Workbook Impression

Small Business
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89

Is there anything that you would still like answered?Q

Representative Workbook
Workbook Impression

Small Business

Response %
Cost complaints 1.0%

Solar panels/clean energy transition 0.6%

General Positive Comment 0.6%

Criticism of biased survey 0.4%

Role of government 0.4%

Performance and reliability in the coming years 0.4%

Disaster/system failure management 0.2%

Share information post survey 0.2%

Executive Salaries/management costs 0.2%

General Negative Comment 0.2%

Other 0.2%

None/ Don’t know 2.5%

No response 93.2%

n=515
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90

Is there anything that you would still like answered?

Sample Verbatims

Cost complaints

“Why is Ottawa’s cost higher than any other Ontario system?”

Solar panels/clean energy transition 

“Scrap any green agenda issues, concentrate on nuclear, and efficiency!!!!!” 

General positive comment 

“No, but I really appreciate how huge of an undertaking these projects are. Thank you!”

Q

Representative Workbook
Workbook Impression

Small Business
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Building Understanding.
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February 2025
STRICTLY PRIVILEGED AND CONFIDENTIAL

This report and all of the information and data 
contained within it may not be released, shared or 
otherwise disclosed to any other party, without the 
prior, written consent of Hydro Ottawa Limited.

Phase II Customer Engagement
2026 Rate Application

GS>50kW  Trade-off 
Survey

APPENDIX
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2026 – 2030 Rate Application
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3

Introduction
Regional and Environmental Control Segmentation

GS>50kW 

Hydro Ottawa’s 2026-2030 Rate Application Customer Engagement 

Innovative Research Group Inc. (INNOVATIVE) was engaged by Hydro Ottawa to assist in meeting Hydro 
Ottawa’s customer engagement commitments under the Renewed Regulatory Framework for Electricity 
Distributors.

This report covers the second phase of engagement which focused on customer preferences on program 
timing and balancing outcomes. To obtain this feedback from customers, an online “workbook” was 
deployed to all customers with an email address, as well as promoted through a generic link on Hydro 
Ottawa’s website, social media platforms, and through bill inserts and print media. 

For residential customers, responses were weighted by region and usage to ensure the responses were 
representative of the broader customer base. INNOVATIVE is confident that the online trade-off survey 
results contained within this report are representative of Hydro Ottawa’s actual customer base. This 
determination was reached by comparing the Phase I and II results based on key demographic, general 
attitudes towards electricity, as well as individual customer experience. 

In addition to segmenting customers based on their geographical location within Hydro Ottawa's service 
territory, it is important to be able to identify factors that may influence customer preferences and 
distinguish between what is within, and what is outside of Hydro Ottawa's influence or control. 

Perceptions of LDCs often tend to move with general perceptions of the sector rather than in response to 
the local utility. 

Throughout this report, environmental control questions are used to help distinguish whether opinions 
regarding Hydro Ottawa’s plans are utility-driven preferences or externally driven. 

Segmentation “side bars” have been used throughout this report to look beyond the topline numbers to 
analyze the results for key segments. The makeup of these side bars varies based on rate class. 

1. Organization sector: The organization sectors are grouped into four broad categories.

2. Organization size: The organization size are grouped into three categories.
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4

Sample Validation
Email Sample Versus Broader Sample

Overall Coverage
Full Population Email Sample Coverage

GS>50kW 1,047 records 1,047 records 100%
Full population is 
included in the email 
sample.

Comparing the overall population to the sample of that population with email addresses 
across known variables, we can see that no group is substantially underrepresented in 
the email sample.

GS>50kW 

GS>50kW  Representative Online Workbook

The GS>50kW  online survey sample was weighted to 44 proportionately by business type to be 
representative of Hydro Ottawa’s broader GS>50kW customer base.

The table below summarizes the unweighted and weighted (in brackets) sample breakdown by 
business type.

Sector Unweighted n (Weighted n)

Multi-Unit Residential Building(s) (MURB) 3 (7)

Municipal / Academic / Schools / Hospitals (MASH) 14 (10)

Commercial 20 (19)

Industrial 7 (7)

Total 44 (44)

Note: Graphs and tables may not always total 100% due to rounding values rather than any error in data. Sums are 
added before rounding numbers.  Caution interpreting results with small n-sizes.
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GS>50kW  Customers

Online Workbook Results
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6

Representative Workbook
Survey Design & Methodology

INNOVATIVE was engaged by Hydro Ottawa to gather input on preferences on program timing and 
balancing outcomes. Pages watermarked with ‘workbook page’ show the actual pages of the 
workbook that was sent and completed by customers. The only additions are the actual results. 

Field Dates & Workbook Delivery

The GS>50kW Online Workbook was sent to all Hydro Ottawa GS>50kW  customers who have 
provided the utility with an email address. Customers had an opportunity to complete the workbook 
between September 16th and October 6th, 2024. 

Each customer received a unique URL that could be linked back to their annual consumption, region 
and rate class. In total, the GS>50kW  workbook was sent to 1,047 customers by-way-of e-blast from 
INNOVATIVE.

GS>50kW  Online Workbook Completes

A total of 44 Hydro Ottawa GS>50kW  customers completed the online workbook through a unique 
URL. Given the limited sample size among GS>50kW customers, results should be treated as 
directional.

Sample Weighting

The GS>50kW  online workbook sample has been weighted proportionately by business type in order 
to be representative of Hydro Ottawa’s broader GS>50kW  customer base.

The table below summarizes the unweighted and weighted (in brackets) sample breakdown by 
business type.

GS>50kW 

Sector Unweighted n (Weighted n)

Multi-Unit Residential Building(s) (MURB) 3 (7)

Municipal / Academic / Schools / Hospitals (MASH) 14 (10)

Commercial 20 (19)

Industrial 7 (7)

Total 44 (44)

Note: Graphs and tables may not always total 100% due to rounding values rather than any error in data. Sums are 
added before rounding numbers.  Caution interpreting results with small n-sizes.
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Representative Workbook
Demographic Breakdown

7

Managing/Overseeing Organization’s Electrical or Hydro Bill

Sector

Number of Employees at the Organization (Hydro Ottawa’s Service Territory)

17%

24%

43%

16%

Multi-Unit Residential
Building (MURB)

Municipal / Academic /
Schools / Hospitals (MASH)

Commercial

Industrial

14%
12%

24%
6%
7%

37%

Less than 50 people

50 to less than 100 people

100 to less than 250 people

250 to less than 500 people

500 to less than 1,000 people

1,000 people or more

76%

67%

63%

Deal with electrical utility
companies

Understand and select
electricity-related equipment for

your business

Manage electricity use by your
company

n=44

n=44

n=44

GS>50kW 

Multiple mention; “Don’t know” (17%) not shown.
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8

The cost of my organization’s electricity bill has a major 
impact on the bottom line and results in some important 
spending priorities and investments being put off.

Phase 2 
Workbook

Strongly agree 38%

Somewhat agree 46%

Somewhat disagree 8%

Strongly disagree 6%

Don’t know/No opinion 2%

Agree (Strongly + Somewhat) 84%

Disagree (Strongly + Somewhat) 14%

Representative Workbook
Environmental Controls

Customers are well served by the electricity system in 
Ontario.

Phase 2 
Workbook

Strongly agree 25%

Somewhat agree 59%

Somewhat disagree 12%

Strongly disagree 4%

Don’t know/No opinion -

Agree (Strongly + Somewhat) 84%

Disagree (Strongly + Somewhat) 16%

GS>50kW 

Note: Graphs and tables may not always total 100% due to rounding values rather than any error in data. Sums are 
added before rounding numbers.  Caution interpreting results with small n-sizes.

n=44

n=44
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9

Welcome to Hydro Ottawa Limited’s (Hydro Ottawa) customer feedback survey
Hydro Ottawa wants your input to ensure a sustainable balance between the services you receive and the price 
you pay.

Your electricity rates pay for this plan, so your views should be considered. 

You don’t need to be an electricity expert to participate. The survey will provide you with background 
information and walk you through service level options so that you can answer questions.

Hydro Ottawa and its research partner have designed this survey to include diagrams, charts, and images to 
help explain Hydro Ottawa’s draft plan and what it means for you.

Depending on how much feedback you wish to provide, this survey should take approximately 20-30 
minutes to complete. If you need to pause and return later to finish the survey, your completed answers 
will be saved.

Some of the survey content may not display correctly on a mobile browser. It is strongly recommended that 
you complete this survey on a desktop or laptop computer.

All individual responses will be kept confidential.
Innovative Research Group (www.innovativeresearch.ca), an independent research company, has been hired by 
Hydro Ottawa to gather your feedback, while protecting your confidentiality. Your individual answers will not be shared
with Hydro Ottawa in any identifiable way.

Those who complete the survey will be invited to enter a draw to win one of four prizes of $500 on-bill credits!

Land Acknowledgement: The Algonquin Anishinaabeg is the Indigenous Nation of what we know today as the National Capital 
Region (Ottawa/Gatineau). Hydro Ottawa Limited acknowledges the traditional and unceded territory of the Algonquin 
Anishinaabeg people whose territories we work from and live in. Ottawa is now home to many diverse First Nations peoples, 
Inuit, and Métis. Hydro Ottawa honours all First Nations, Inuit and Métis peoples and their valuable past and present 
contributions to this land.

The purpose of this survey is to get your feedback on the draft 2026-2030 investment plan. Your feedback will help 
Hydro Ottawa align this plan with customer needs and preferences.

2

3

4

5

1

Customer Engagement Survey
Background Information GS>50kW 
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Every five years, Hydro Ottawa is required to submit a plan for its proposed rates and 
spending to the Ontario Energy Board (OEB) for approval. 

• In early 2024, thousands of Hydro Ottawa customers responded to an initial engagement to 
support the preparation of Hydro Ottawa's draft investment plan. 

• Hydro Ottawa is now looking for your input on this draft plan to ensure they understood 
what customer priorities are when deciding on future investments. 

• Early next year, Hydro Ottawa will present its proposed investment plan to the independent 
regulator, the OEB. Your feedback is important to both Hydro Ottawa and the OEB and how it 
is incorporated into Hydro Ottawa’s plans will be reviewed by the OEB. 

How will this customer engagement work?

1. The survey explains what Hydro Ottawa does and how much of your electricity 
bill goes to Hydro Ottawa.

2. The survey explains key considerations in Hydro Ottawa's planning process, how 
the draft investment plan benefits you and the impact on the 2026-2030 rates.

3. The survey asks for your input on 5 key choices that will affect the services you 
receive and the price you pay from 2026-2030. 

Once you have finished giving feedback on the key choices, you will have an 
opportunity to review and change your responses until you feel you have found 
the right balance.

Want to know more about Hydro Ottawa’s customer engagement process? 
Click here to learn more.

What is this customer engagement about?

The goal of this engagement is to share Hydro Ottawa’s draft five-year investment plan 
for the future of its electrical grid and to collect your feedback. This will help Hydro 
Ottawa confirm the level of spending and investments in equipment and 
infrastructure, and the services they provide along with the rates you'll pay.

Customer Engagement Survey
Background Information GS>50kW 
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11

Representative Workbook
Clarity of Survey Purpose

Sector Organization Size

MURB MASH Commercial Industrial <100 
people

100 –499 
people

>499 
people

Very clear 100% 71% 60% 86% 75% 72% 74%

Somewhat
  clear - 29% 40% 14% 25% 28% 26%

Not clear at all - - - - - - -

74%

26%

0%

Very clear Somewhat clear Not clear at all

n=44

Q Do you feel that the purpose of Hydro Ottawa’s customer engagement is clear?

GS>50kW 
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How will your feedback impact Hydro Ottawa’s plan and rates?

Hydro Ottawa has a five-step approach to customer feedback.

We are here

1. Identify customer needs, preferences and priorities
In 2024, Hydro Ottawa asked customers from across its service territory about their 
needs and priorities for electricity distribution service.

2. Use customer feedback to guide development of draft plan
Hydro Ottawa used the feedback from the initial customer engagement to prioritize 
investments in the distribution grid, supporting systems and customer services.

3. Collect customer feedback on draft plan
Hydro Ottawa is asking customers to provide additional feedback on the draft 
plan to ensure it meets their needs and preferences.

4. Use customer feedback to finalize the plan
Hydro Ottawa will re-examine and make appropriate changes to the plan based on the 
feedback provided by customers in this engagement. 

5. Submit the plan to the Ontario Energy Board (OEB)
Hydro Ottawa will file its detailed investment plan with the OEB along with a report 
summarizing the results of its customer engagement. The OEB, consumer advocates and 
other interested groups will examine the plan in an open and transparent public process 
known as a rate application.

Customer Engagement Survey
Background Information
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Distribution
How electricity is delivered to you

Hydro Ottawa is responsible for the last step of the journey: distributing electricity to 
customers’ homes and businesses.
• Hydro Ottawa does not transmit or generate electricity.

• Its local distribution system is connected to the transmission grid through its distribution stations and 
transformers, allowing high voltages to be decreased so it can be distributed and safely used in homes 
and businesses across Hydro Ottawa’s service territory. 

• Its distribution system consists of approximately 50,000 poles, 2,700 km of overhead power lines, 3,000 
km of underground cable, and 45,000 transformers.

Hydro Ottawa’s role in Ontario’s electricity system
Ontario's electricity system is made up of three parts: generation, transmission and distribution.

Generation
Where electricity comes from
About half of the electricity used in Ontario comes from nuclear power. The rest comes from a mix of 
hydroelectric, natural gas, wind and solar sources. Ontario Power Generation, a government-owned 
company, generates almost half of Ontario’s electricity. The other half comes from other generators 
contracted by the grid operator. 

Transmission
How electricity travels across Ontario
Once electricity is made, it is sent to urban and rural areas across the province. This happens by way of high 
voltage transmission lines that serve as highways for electricity. Ontario has approximately 30,000 
kilometers of transmission lines, mostly owned and operated by Hydro One.

Customer Engagement Survey
Background Information: Electricity 101
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• A private corporation wholly owned by its shareholder, the City of Ottawa

• Third largest municipally-owned electricity distributor in Ontario

• Serves approximately 364,000 homes and businesses (more than one million consumers)

• Service territory of 1,116 square kilometers that includes most of the City of Ottawa and the 
Village of Casselman

• Does not receive taxpayer money to fund its operations or its investments in the distribution 
system

• Entirely funded through the distribution rates its customers pay

Hydro Ottawa Fast Facts

Hydro Ottawa’s Customer Survey
Shaping Ottawa’s Energy Future Together
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Representative Workbook
Familiarity with Ontario’s electricity system

41%
53%

2% 4%

Very familiar Somewhat familiar Not very familiar Not familiar at all

n=44

Familiar: 94%

Q Before this engagement, how familiar were you with Hydro Ottawa, and the role it plays in 
Ontario’s electricity system?

Sector Organization Size

MURB MASH Commercial Industrial <100 
people

100 –499 
people

>499 
people

Very familiar 67% 43% 25% 57% 38% 47% 39%

Somewhat 
familiar 33% 50% 65% 43% 62% 46% 52%

Not very familiar - - 5% - - - 5%

Not familiar 
at all - 7% 5% - - 7% 4%

Familiar 
(Very + 
Somewhat)

100% 93% 90% 100% 100% 93% 91%

Not familiar 
(Very + 
Somewhat)

- 7% 10% - - 7% 9%
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Customer Engagement Survey
Planning for the future: Rates 101
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17

Before this customer engagement, how familiar were you with the amount of your electricity 
bill that went to Hydro Ottawa? Q

Representative Workbook
Familiarity with Bill Remittance to Hydro Ottawa

20%

59%

0%

21%

Very familiar Somewhat familiar Not very familiar Not familiar at all

Familiar: 79%

n=44

Sector Organization Size

MURB MASH Commercial Industrial <100 
people

100 –499 
people

>499 
people

Very familiar - 7% 20% 57% 17% 15% 24%

Somewhat familiar 67% 64% 60% 43% 66% 54% 59%

Not very familiar - - - - - - -

Not familiar 
at all 33% 29% 20% - 16% 31% 17%

Familiar 
(Very + Somewhat) 67% 71% 80% 100% 84% 69% 83%
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Key challenges that Hydro Ottawa’s 2026 - 2030 draft plan addresses:

Hydro Ottawa’s Draft Plan

To learn more about what Hydro Ottawa must consider in preparing its draft plan, click 
on the key challenges listed below:

What is Hydro Ottawa’s draft plan about?

Hydro Ottawa's draft plan involves significant investment in our infrastructure to support 
the energy transition. Key elements include boosting the capacity of substations, 
transformers, and both overhead and underground lines; expanding and enhancing 
connections with provincial transmission lines to handle larger electricity deliveries; and 
preparing to commission a new substation annually to meet the growing demand of a 
service territory with more customers. 

Hydro Ottawa plans to deploy new technologies such as large-scale batteries for energy 
storage, replace aging assets that are at higher risk for failure, and bolster grid resilience to 
ensure reliable service amid more frequent severe weather events.

In preparing its plan, Hydro Ottawa’s 2026-2030 draft plan must consider many existing and 
emerging challenges of delivering safe, reliable and clean electricity at a reasonable price. 

$

Customer Engagement Survey
Planning for the future: Key challenges

Enabling the energy transition and reducing emissions

Fixing and replacing aging assets

Responding to rising costs

Adapting to how customers use electricity

Powering a growing and diverse community

Responding and adapting to an increasing number of extreme weather 
events

Responding to cyber security attacks/threats

Addressing workforce challenges and employee safety
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Key challenges that Hydro Ottawa’s 2026 - 2030 draft plan addresses:

Hydro Ottawa’s Draft Plan

Enabling the energy transition and reducing emissions
• Hydro Ottawa has built a plan that aligns with the anticipated increased electrification of 

heating and transportation in our community (adoption of EVs, heat pumps, renewables 
and light rail transit). 

• Based on current projections, Hydro Ottawa anticipates that by 2030, peak demand will 
increase due to heating needs and other forms of electrification. To accommodate this 
shift, Hydro Ottawa will need to construct one new substation per year through 2050.

• The City of Ottawa’s Climate Change Master Plan aims for a 100% reduction in local 
greenhouse gas emissions by 2050. To meet this goal, Hydro Ottawa is expected to invest 
in reducing emissions from its vehicles and work centres and help businesses and 
households do the same.

• Hydro Ottawa continues to reduce emissions as part of its objective of being the first 
municipally-owned utility in Canada to achieve net-zero operations by 2030.

Fixing and replacing aging infrastructure
• Effective management of equipment is critical to the safe, reliable and efficient delivery 

of electricity to our customers.
• Like many distribution companies, much of Hydro Ottawa’s grid was installed in the 1950s 

and 1960s and needs to be replaced or upgraded.  Hydro Ottawa faces rising costs in 
purchasing equipment for the grid and doing construction work in your community.

• For example, nearly 25% of assets have surpassed their expected service life, raising 
safety, environmental, and reliability concerns.

Responding to rising costs
• Many customers are concerned about the rising cost of living. 
• Hydro Ottawa provides information and resources to help customers conserve energy, be 

more efficient and find incentives that work for them.
• Like many businesses, Hydro Ottawa faces rising costs of purchasing essential equipment 

for the grid and supporting new construction in the community. The utility must find the 
right balance between the investment needs of the local grid and the financial needs of 
its customers.

Adapting to how customers use electricity
• Customers are relying more heavily on technology to manage their changing  electricity 

needs through heat pumps, electric vehicles, solar panels,  battery storage, and energy 
efficiency.

• Hydro Ottawa is upgrading and modernizing the grid so everyone can connect these new 
technologies safely and reliably.

Powering a growing and diverse community
• Hydro Ottawa serves a diverse mix of urban and rural areas, each with their own 

challenges and growth patterns.
• As Hydro Ottawa's service territory continues to grow, there is an increasing need to 

expand and enhance the capacity of its distribution system to power new GS>50kW 
/commercial buildings, densification, and major projects.

$

Customer Engagement Survey
Planning for the future: Key challenges
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Planning Considerations (continued)

Responding and adapting to an increasing number of extreme weather events
• Ottawa has become the weather-alert capital of Canada. Extreme weather events such as 

high heat, high winds, flooding and ice storms are increasingly straining and damaging the 
electricity grid.

• All utilities in Ontario, including Hydro Ottawa are expected to continue investing (above 
and beyond what is required to maintain and operate the system) in the resilience of our 
grid through a broad suite of measures such as hardening our assets; reconfiguring 
segments of our network; and enhancing our approach to tree trimming.

Responding to cyber security attacks/threats
• Cybercrime is on the rise across Canada. As the capital city of a G7 country which is a high-

value target for malicious actors, Hydro Ottawa must enhance the resilience of its 
electrical grid against cyber security threats. 

• Hydro Ottawa continues to invest in cybersecurity protections and controls for key assets 
and networks to prevent compromises that could compromise reliability and put 
customers at risk.

Addressing workforce challenges and employee safety
• There is a growing need for new skills and positions to adapt to changing energy sector 

needs and Hydro Ottawa will invest in new hires and upskilling of current employees.
• The safety of our employees and the public is at the forefront of our operations on a day-

to-day basis.

Customer Engagement Survey
Planning for the future: Key challenges
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How much does it cost to run the local grid?

Like most businesses, Hydro Ottawa manages both an operating budget and a capital budget.

• Hydro Ottawa’s operating budget covers recurring expenses, such as the maintenance of assets and 
tools, customer services, as well as the cost of employees who ensure these activities are completed.

• Its capital budget includes the equipment that is part of the distribution system, such as the overhead 
and underground infrastructure, computers and information systems, vehicles and facilities. These 
items, once purchased, provide long term benefits for many.

Actual and Forecasted Budgets per year ($ millions)

2021–2025

2026–2030
Rate Application Forecast

(Draft Plan)

Operational Budget Operational Budget

Capital Budget Capital Budget

Actuals Estimated Budget

$0

$100

$200

$300

$400

$500

2021 2022 2023 2024 2025 2026 2027 2028 2029 2030

The above investments will result in a funding requirement of $1.8 billion over the next five 
years, 2026-2030. The 2021-2025 OEB approved funding was for $1.2 billion, but did not 
account for recent weather events, inflation, and other unforeseen factors that have 
increased costs. 

The final budget for 2026-2030 will be adjusted to reflect customer feedback collected 
through this engagement and any necessary adjustments prior to filing with the OEB. The OEB 
and other stakeholders will complete an extensive review before rates are set for 2026-2030.

Customer Engagement Survey
Planning for the future: Background
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How much will Hydro Ottawa’s draft plan cost me?
At the end of the five-year plan (2030), the typical Commercial & Industrial (GS>50kW 
kW) customer would see the distribution portion of their monthly electricity bill increase 
by $1,219.15: from an estimated rate (price) of $1,776.90 in 2025 to a proposed rate 
(price) of $2,996.05 by 2030. 

59%

41%

58%

42%$1.2B $1.8B

2021-2025 2026-2030

Customer Engagement Survey
Planning for the future: Background
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Finding Operating Efficiencies
Hydro Ottawa is continuing its focus on productivity and continuous improvement initiatives; which 
offset continuing costs and improves organizational effectiveness.

Hydro Ottawa’s total operating costs are reported every year to the OEB and benchmarked against other 
distribution companies in Ontario. In publicly available data collected by the OEB, Hydro Ottawa’s total 
operating cost per customer averaged $279 over the last three years. This was, and historically has been, 
lower than the average Ontario distribution company cost of $362 per customer over the same period.

Six Largest Provincial Distributors: Operating Cost per Customer ($)
Source: 2021 – 2023 OEB Yearbook of Electricity Distributors (3-year average)

Want to know more about how Hydro Ottawa is finding ways to use customer dollars 
efficiently? Click here to learn more.

$450 
$358 

$279 $277 $266 $260 

Hydro One Toronto
Hydro

Hydro OttawaLondon Hydro Elexicon Alectra
Utilities

6 Largest Ontario Electricity Distributors

Provincial Utility Average: $362

Customer Engagement Survey
Planning for the future: Background
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What has Hydro Ottawa done to become more efficient?

Achieved over $3.3 million in annual savings on paper, printing and postage 
by successfully increasing online billing enrollment to 66% of customers, also 
contributing to environmental sustainability goals.

Hydro Ottawa's has undergone several changes to improve productivity and efficiency. 
These changes include:

• Restructuring to align resources by lines of business, co-locating teams for better 
collaboration and communication.

• Introduction of new roles to improve project oversight, support supervisors, and attract 
quality candidates.

• Implementing seasonal construction shifts to increase productivity during longer daylight 
hours.

• These changes have resulted in a 8.8% decrease in the average cost per pole installed, 
despite rising input costs.

Cloud-based office productivity solutions were also implemented in 2021. This cloud 
productivity suite is focused on improving collaboration. The following were key 
business processes which were measured pre and post implementation

• Conditions of Service: Saw a 50% reduction in meeting and preparation time. This 
document is a large initiative requiring multiple resources from across the organization.  
Reducing meeting time and preparation time for this type of activity delivers significant 
savings in resource time.

• Field Reporting : This was originally a paper-based process that used emails for back-and-
forth communication between internal and external staff. With the use of a cloud-based 
system all staff can now collaborate in a single document, ensure all necessary 
information is gathered and easily track progress without sorting through emails. This has 
reduced paper in vehicles, ensured data is complete and increased time on value-added 
activities.

Streamlined Move-in/Move-out processes through self-serve and 
automation, enabling a significant reduction in account setup fees for 
customers starting in 2026.

Customer Engagement Survey
Planning for the future: Background
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The choices Hydro Ottawa makes in its operating budget are primarily driven by 
technical analysis and expert assessments of best practices. 

As promised earlier, this survey does not ask questions that expect you to be an electricity expert.

The OEB runs an open and transparent review process where experts from the OEB and intervenor 
groups review and have the opportunity to question Hydro Ottawa’s analyses and assessments. 
Anyone, including you are welcome to participate in the OEB process.

Customer Engagement Survey
Planning for the Future: Budget overview

This survey leaves detailed discussion of Hydro Ottawa’s operating budget to 
experts from the OEB and intervenors in the formal OEB review; the survey 
focuses on collecting your views on competing trade-offs for capital 
investments.

Does this customer engagement process seem like the right approach to bring 
customer needs and preferences into Hydro Ottawa’s plan?

□ Definitely the right approach
□ Probably the right approach
□ Probably not the right approach
□ Definitely not the right approach
□ Don’t know
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26

Does this customer engagement process seem like the right approach to bring customer needs 
and preferences into Hydro Ottawa’s plan?

Q

Representative Workbook
Meeting customer needs

22%

72%

4% 0% 2%

Definitely the right
approach

Probably the right
approach

Probably not the
right approach

Definitely not the
right approach

Don’t know

n=44

Right Approach: 94%

Sector Organization Size

MURB MASH Commercial Industrial <100 
people

100 –499 
people

>499 
people

Definitely the 
right approach - 36% 25% 14% - 25% 32%

Probably the 
right approach 100% 57% 65% 86% 100% 68% 59%

Probably not the 
right approach - - 10% - - 7% 5%

Definitely not 
the right 
approach

- - - - - - -

Don’t know - 7% - - - - 4%

Right Approach 
(Definitely + 
Probably)

100% 93% 90% 100% 100% 93% 91%
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27

Are there things that you would change about how Hydro Ottawa brings customer needs and 
preferences into Hydro Ottawa’s plan? If so, what would you change?

Sample Verbatims

Build closer partnership to improve energy efficiency

“A closer partnership with our utility provider to find ways to reduce our energy consumption and 
improve energy efficiency to counter $/kWh increase for the upcoming years.”

Prioritize the network; address issues and upgrade aging infrastructure

“The network takes priority. Storms happen. Poles break. Postponing future infrastructure modernization 
or upgrades is not the correct approach on an aging system. Fix the problem and upgrade the system as 
planned.”

Simplify solar guidelines to help offset rising energy costs

“I would like to see a simplification of the solar generation guidelines to allow customers and businesses 
to use solar energy to offset the rising costs of power but also to allow them to make a contribution to 
reducing our carbon footprint Example: Our business has a 130KW solar array on the roof which is 
capped at 100KW. Our operations consume all of the solar power generated internally and it could easily 
consume all the array could generate if we were allowed to.”

More engagement

“I have seen a transformation over the last few years where Hydro Ottawa is truly leaning on the 
feedback from its customers - more engagement.”

Collaboration with generators and transmission organizations 

“This should be done together with the generators and transmission organizations. Trying to only look at 
one parts costs without understanding what's happening with the other parts is a waste of time.”

Q

Representative Workbook
Meeting customer needs
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33%

7% 55%

5%

Grid Resilience

Aging Infrastructure

Growth & Electrification
Grid Modernization

$1.2 billion
between 2026 and 2030

Focus on investments in 
response to decarbonization and 
changing customer expectations.

Focus on investments to upkeep 
old equipment that is in poor 
condition and replace outdated 
equipment.

Focus on investments in the 
capacity to power the growing 
community and serve 
customers’ changing needs for 
electricity, including solutions 
such as new technologies and  
programs to get the most out 
of existing grid infrastructure.

Focuses on investments in technology to get more use out 
of existing equipment. This section includes burying lines, 
hardening the grid, tree trimming, improving emergency 
planning and response.

Hydro Ottawa draft capital investment plan
Hydro Ottawa’s five-year 2026-2030 draft plan is made up of four capital investment categories, 
totalling an estimated $1.2 billion between 2026 and 2030.

The remainder of this feedback survey will focus on the discretionary capital investment within Hydro 
Ottawa’s draft plan.

Non-discretionary Capital Investments
All proposed capital investment in Hydro Ottawa’s draft plan are regarded as necessary to provide customers 
with the services they require today and in the future. However, federal, provincial and municipal governments 
as well as regulators may set requirements and standards that Hydro Ottawa must satisfy. These non-
discretionary expenditures can be broken down into four areas:

1. Connecting customers: This includes connecting customers to the grid when a new home or building is 
constructed or modified. 

2. Relocating equipment: This includes moving equipment like overhead power lines and underground cables 
for road widening and other municipal infrastructure needs such as transit.

3. Mandated services: This includes installing and maintaining meters and distributing electricity from the grid.

4. Compliance requirements: This includes meeting and maintaining regulatory, technical, environmental, and 
safety standards.

Customer Engagement Survey
Planning Process: 2026-2030 key investment areas
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29

Which of the following statements best represents your point of view regarding Hydro Ottawa’s 
approach to discretionary and non-discretionary spending?Q

Representative Workbook
Discretionary Spending

n=44

As government and regulatory demands change and unexpected weather events damage the grid, 
Hydro Ottawa may need to implement unplanned, non-discretionary expenditures. It has a 
decision to make about how to accommodate unexpected non-discretionary spending which 
could impact other planned priorities. 

40%

48%

12%

When unforeseen non-discretionary costs are
incurred, Hydro Ottawa should postpone planned

discretionary spending to minimize rate increases for
customers, even if that could lead to a potential

decline in service quality in the near future.

When unforeseen non-discretionary costs are
incurred, Hydro Ottawa should prioritize maintaining

planned discretionary spending, even if that might
lead to increased costs to customers over the next

five years.

Don't know

GS>50kW 

Sector Organization Size

MURB MASH Commercial Industrial <100 
people

100 –499 
people

>499 
people

Postpone 
discretionary 
spending

33% 43% 45% 29% - 67% 45%

Maintain 
discretionary 
spending

67% 36% 45% 57% 92% 20% 42%

Don’t know - 21% 10% 14% 8% 13% 13%
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30

Sample Verbatims

Prioritize replacing end-of-life equipment over aggressive meter renewal

“While meter renewal is important, the funds available might be better suited to replacing the end-of-life 
equipment as a priority. Draft plan seems aggressive for metering so I would recommend a slightly 
slower approach but not as complete slow down indicated by option three.”

Increase grid resilience spending to cover unforeseen costs

“5% on grid resilience spending is too little for what is coming will lead to postponing planned 
discretionary spending to cover unforeseen non-discretionary costs. Increase non-discretionary allocating 
funds.”

Prioritize upgrades for critical services

“Again, upgrades should prioritize elements of the network which support clients critical services”

Clear, safe and planned approach

“Clear, safe and planned approach is best.”

Representative Workbook
Discretionary Spending

GS>50kW 

Additional FeedbackQ

As government and regulatory demands change and unexpected weather events damage the grid, 
Hydro Ottawa may need to implement unplanned, non-discretionary expenditures. It has a 
decision to make about how to accommodate unexpected non-discretionary spending which 
could impact other planned priorities. 
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How do I make choices?
Each discretionary investment choice has a summary of three options that Hydro Ottawa 
would like you to consider:

In each option, there is a table that enables you to select the draft plan, accelerate or slow 
down the pace of investment. While Hydro Ottawa’s technical experts can tell us the 
maximum and minimum amounts we can practically spend, Hydro Ottawa also wants to 
know what customers like you have to say. 

Hydro Ottawa needs your feedback on its draft investment plan 
The next sections are about 5 key choices that Hydro Ottawa would like your feedback on. 

Each section provides some key background information. We encourage you to take the 
time to learn about your local electricity grid and where investments are made from 
distribution rates.

We know your time is valuable. While many people find this information interesting, if you 
would prefer to skip over the background information, you can jump right to the key 
choices.

Accelerated Pace: A faster paced spending option that makes additional progress 
towards better outcomes while recognizing practical limits due to resources and 
construction issues. 

Hydro Ottawa’s Draft Plan: An option currently in the draft plan that proposes 
measures and investments meant to ensure the safety and reliability of the grid.

Slower Pace: A minimum spending option that keeps prices lower and meets the basic 
performance requirements but may entail some trade-offs on key outcomes, such as 
reliability. 

Customer Engagement Survey
Planning Process: 2026-2030 rate application
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Is it clear that you can select the option that best reflects your personal view of the best 
balance between lower costs and faster improvements?Q

Representative Workbook
Clarity of Process

100%

0%

Yes No
n=44

Organization Size

<100 people 100 –499 people >499 people

Yes 100% 100% 100%

No - - -

Sector

MASH MURB Commercial Industrial

Yes 100% 100% 100% 100%

No - - - -
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Aging Infrastructure
Taking care of our existing assets

This spending category makes up 33% of the draft investment plan. In terms of bill 
impact, this category (and any associated operating costs) represents an estimated 
$282.06 of the proposed $1,219.15 increase in distribution rates by 2030.

What is this section about? 
This section focuses on investments to upkeep 
old equipment that is in poor condition and 
replace outdated equipment.

33%

There are two questions in this section:

1) The pace of replacing end-of-life or deteriorating infrastructure; and

2) The pace of replacing older, obsolete meters.

Customer Engagement Survey
Planning Process: Aging Infrastructure
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Making Choices (1 of 5): Replacing Aging Infrastructure
Overview
Hydro Ottawa owns a significant number (approximately 165,000) of assets (i.e. infrastructure and 
equipment) across its stations including overhead and underground lines. Each of these systems 
contains distinct assets with varying risk profiles. 

A substantial portion of these assets, around 25%, have reached the end of their expected service life, 
increasing the likelihood of failure. An additional 15% of assets will reach this critical point within the 
next decade.

Overall, approximately 6% of Hydro Ottawa's assets are currently classified as being in Poor or Very Poor 
condition. These assets pose a higher risk of failure. To proactively address this, Hydro Ottawa is 
focusing its asset investment and maintenance programs on minimizing the number of assets in poor 
condition.

Impact on customers
For the current investment plan, Hydro Ottawa needs to decide how many assets to replace between 
2026-2030 and how many replacements can be pushed into the future. 

• Reliability considerations: Failure of a station or distribution asset can interrupt service, causing 
unplanned outages for customers. The duration of these outages depends on the asset affected.

• Resiliency considerations:  Proactive replacement of poor conditioned assets can enhance the grid's 
resilience to extreme weather events and other disruptions. Delaying these replacements may 
increase the system's vulnerability and the risk of prolonged outages.

• Capacity considerations: The community’s expected growth (including electrification forecast) has 
surpassed the capacity limitations of Hydro Ottawa's existing stations. To accommodate the 
forecasted demand (including electrification forecast), regions will be transitioned from lower 
voltage systems to a higher voltage system as many of these lower voltage systems are already 
operating at or beyond their intended service life, further compounding the issue.

• Cost considerations: If Hydro Ottawa defers investments in aging assets, the short-term costs for 
customers are lower. However, pushing replacements into the future also means less cost certainty 
and likely steeper increases in the long run.

Hydro Ottawa's draft plan aims to sustain system reliability and minimize extended outages through a 
proactive asset replacement strategy. This approach prioritizes assets that support a large customer 
base and those critical for future grid modernization and electrification efforts. 

33%

Customer Engagement Survey
Planning Process: Replacing Aging Infrastructure
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Making Choices (1 of 5): Replacing Aging Infrastructure
By 2030, Hydro Ottawa’s draft plan to replace and upgrade infrastructure in poor condition would 
cost the typical GS>50kW  customer $241.27 more per month on their monthly electricity bill. 

Choice 1 of 5: 
How much do you think Hydro Ottawa should invest in replacing infrastructure in 
poor condition?

Option What is included Expected Outcome

Accelerated Pace

Rate Impact 
$275.49 more per 
month by 2030

Invest more than 
draft plan on 
replacing aging 
infrastructure

• By 2030, this investment initiative will 
significantly improve the reliability of Hydro 
Ottawa's electrical infrastructure and will focus 
on replacing the majority of poorly rated station, 
overhead, and underground assets to 
substantially reduce the risk of system failures.

• Furthermore, it will enhance system resilience 
through the implementation of smart switches 
and evaluation of end-of-life overhead lines for 
potential undergrounding.

• In addition, this initiative will address capacity 
constraints in certain areas by converting older, 
lower voltage systems to higher voltage systems.

Draft Plan

Rate Impact 
$241.27 more per 
month by 2030

Focus on minimizing 
the number of assets 
in poor condition and 
reducing the risk of 
asset failure

• By 2030, this investment initiative will slightly 
improve the reliability of Hydro Ottawa's electrical 
infrastructure and will focus on replacing poorly 
rated station, overhead, and underground assets to 
substantially reduce system failures.

• System monitoring and resilience will be enhanced 
through smart switches and evaluation of end-of-
life overhead lines for potential undergrounding in 
high-impact locations. 

• In addition, this initiative will address 
capacity constraints in high-risk areas by converting 
older, lower voltage systems to a higher voltage 
system.

Slower Pace

Rate Impact
$164.49 more per 
month by 2030

Invest less than draft 
plan on replacing 
aging infrastructure

• By 2030, this investment initiative will partially 
address Hydro Ottawa's infrastructure in poor 
condition.

• It will focus on replacing some poorly rated 
assets to reduce the risk of failure in areas with 
poor reliability.

• By only addressing upgrades to infrastructure at 
the greatest risk of failure, overall system 
reliability will likely decrease.

• In addition, this initiative will address 
capacity constraints in high-risk areas by 
converting older, lower voltage systems to a 
higher voltage system.

33%
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36

How much do you think Hydro Ottawa should invest in replacing infrastructure in poor 
condition?Q

30%

68%

2%

Accelerated pace Draft Plan Slower pace n=44

Representative Workbook
Planning Process: Replacing Aging Infrastructure

Sector Organization Size

MURB MASH Commercial Industrial <100 
people

100 –499 
people

>499 
people

Accelerated pace 33% 29% 35% 14% 8% 38% 37%

Draft plan 67% 71% 60% 86% 92% 62% 58%

Slower pace - - 5% - - - 5%

$275.49 $241.27

GS>50kW 

$164.49
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Do you have additional feedback on Hydro Ottawa’s draft replacement of infrastructure in poor 
condition? 

Sample Verbatims

Support for grid electrification

“Grid electrification is a hugely important part of my commercial organization's goals. We fully support 
accelerated spend to these ends.”

Support for draft plan

“Draft plans are made based on educated decisions. Best to employ the well thought out plans!”

Frustration over rising costs

“Still more increases? Going to have to limit electricity use, or move into tent”

Q
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Making Choices (2 of 5): Metering Renewal
Overview

Hydro Ottawa owns approximately 367,000 meters, with 61% operating beyond their 
service life. The planned meter replacement initiative includes upgrading existing meters 
and the data management platform. This initiative also presents an opportunity to deploy 
grid-edge devices that support Hydro Ottawa's grid modernization goals (i.e. smart 
meters, solar panels).

Impact on customers

For the current investment plan, Hydro Ottawa needs to decide how many meters to replace between 
2026-2030, and how many replacements can be pushed further into the future, to mitigate in-field 
failures of the existing aging meters. 

Without replacing aging meters, Hydro Ottawa faces the risk of relying on estimates for billing. 
Moreover, the absence of more reliable data impedes grid modernization initiatives and limits Hydro 
Ottawa’s ability to optimize operations and deliver innovative customer solutions.

• Reliability impacts: Without higher resolution data, the ability to further improve upon Hydro 
Ottawa's restoration timing is reduced.

• Capacity impacts: Without more granular data at the supply point, the ability to understand usage 
patterns and peak times to support future energy needs is limited. 

• Cost considerations: If Hydro Ottawa defers investments in metering, the short-term costs for 
customers are lower. However, pushing replacements into the future also means less cost 
certainty and likely steeper increases in the long run.

Hydro Ottawa's draft plan aims to sustain system reliability and minimize extended outages through a 
proactive asset replacement strategy. This approach prioritizes assets that support a large customer 
base and those critical for future grid modernization and electrification efforts, while maintaining 
regulatory billing requirements.
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Confirm

Confirm selection above to continue.
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How much do you think Hydro Ottawa should invest in metering renewal by 2030?Q

14%

59%

27%

Accelerated pace Draft Plan Slower pace
n=44

Representative Workbook
Planning Process: Metering Renewal

Sector Organization Size

MURB MASH Commercial Industrial <100 
people

100 –499 
people

>499 
people

Accelerated pace - 21% 20% - 8% 6% 23%

Draft plan 100% 29% 55% 71% 75% 75% 38%

Slower pace - 50% 25% 29% 17% 20% 39%

$73.86 $40.79 $30.23

GS>50kW 
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Do you have additional feedback on Hydro Ottawa’s draft metering renewal plan? 

Sample Verbatims

Concerns over equipment lifespan and cost management

“What is the service life of this equipment? It's hard to comment if I don't know. Why is important that 
so many be changed in the next 5 years if 61% are already past service life they clearly can last longer 
then projected? How did we fiscally mismanage this to the point where 61% are beyond their service 
life? Often, I recommend coming off of smart rates to Hydro customers for cost savings so why is it so 
important to continue the expansion?”

Expansion necessary but must align with actual demand

“Hard to hold back on the reigns when the city is seeing tremendous expansion in all directions. 
However, EV is driving some of these large demands. It remains to be seen if EV can continue to meet 
expectations. System expansion needs to happen, but a very cautious approach is required to make sure 
it is done to suit the real demand as it happens.”

Government incentives for infrastructure upgrades

“If the Governments would remove the taxes on the utility, it could be put towards a more aggressive 
rebuilding of the infrastructure as needed for the City.”

Accurate meter readings are essential

“Meters need to be fully functional to pinpoint usage and allow for implementation or not of other 
measures.”

Q
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Grid Modernization
Investing in new assets and technology

This spending category makes up 7% of the draft investment plan. In terms of bill 
impact, this category (and any associated operating costs) represents an estimated 
$81.68 of the proposed $1,219.15 increase is distribution rates by 2030.

What is this section about? 
Focus on investments in response to 
decarbonization and changing 
customer expectations.

7%
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Making Choices (3 of 5): Grid Modernization
Overview
Hydro Ottawa’s grid modernization strategy is a comprehensive plan to address evolving challenges in 
the utility sector. Developed in response to aging infrastructure, decarbonization, and changing 
customer expectations, the strategy aims to enhance grid reliability, flexibility, resilience, and customer 
engagement while promoting sustainability.

Hydro Ottawa’s grid modernization plan has five key objectives: 

• Enhanced Reliability: Improving the grid's reliability through advanced monitoring, proactive failure 
detection, fast fault detection, automated power quality control, automated system restoration, and 
reduced outage times.

• Adaptive Grid Flexibility: Enabling the grid to adapt to the changing energy demand and incorporate 
different energy generation sources.

• Fortified Resilience & Robust Security: Improving the grid's ability to withstand service disruptions 
due to system faults or climate events and safeguarding the grid’s assets against cyber threats.

• Strengthened Customer Engagement & Empowerment: Engaging and empowering customers 
through real-time data, efficient billing, and tools to manage their energy use.

• Sustainable Decarbonization & Renewable Integration: Enabling carbon emissions reduction by 
optimizing planning and operations to support the integration of renewable energy sources into the 
grid and promote sustainability.

Impact on customers
Hydro Ottawa needs to determine what level of investment should be made in grid modernization, 
specifically through investments in software upkeep required to operate the grid, replacement and 
upgrade of protection and control relay equipment, addition of smart devices that provide remote 
visibility into Hydro Ottawa's grid, and expansion of Hydro Ottawa's communication infrastructure.

• Reliability considerations: If grid modernization is not pursued, Hydro Ottawa's ability to improve 
reliability will decrease, as grid modernization facilitates the necessary tools to increase and 
continually improve upon grid uptime.

• Cost considerations: If Hydro Ottawa defers investments in grid modernization, the short-term costs 
for customers are lower; however, as technology and electrification become more prevalent, Hydro 
Ottawa's ability to rapidly respond to outages, as well as Hydro Ottawa's ability to integrate 
distributed energy resources (e.g. solar panels and battery storage) in a market that is steering 
towards the prosumer (i.e. customers that both produce and consume electricity and can send their 
stored or generated electricity back to the grid) would be limited.

In its draft plan, Hydro Ottawa is proposing a balanced approach to grid modernization, ensuring 
reliability, flexibility, security, customer empowerment and integration of distributed energy resources.

7%
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Making Choices (3 of 5): Grid Modernization
By 2030, Hydro Ottawa’s draft plan to invest in real-time visibility and remote control of 
feeders. This would cost the typical GS>50kW kW customer $81.68 more per month on their 
monthly electricity bill.

Confirm

Confirm selection above to continue.

Choice 3 of 5: 

Which of the following investment plans would you most be comfortable with?

Option What is included Expected Outcome

Accelerated Pace

Rate Impact
$96.39 more per month 
by 2030

Invest more in 
functionality, optical 
transport network, 
wireless solutions, and 
grid visibility.

• Significant investment in visibility and 
remote control of feeders, self-healing 
grid pilots, and centralized wireless 
management to enhance efficiency, 
reduce outages, and improve 
cybersecurity.

Draft Plan

Rate Impact
$81.68 more per month 
by 2030

Invest in core 
functionality, optical 
transport network, 
wireless solutions  and 
grid visibility.

• Targeted investments in real-time 
visibility and remote control of feeders to 
improve situational awareness and 
reduce outage duration. 

• Continued upkeep of the Advanced 
Distribution Management System 
(ADMS) that allows Hydro Ottawa to 
identify problems with the grid and re-
route electricity to isolate faults and 
restore power.

Slower Pace

Rate Impact
$66.98more per month by 
2030

Invest less in 
functionality, optical 
transport network, 
wireless solutions, and 
grid visibility.

• Limited investments in real-time visibility 
and remote control of feeders.

• The reduced spend will limit the 
expansion of the optical transport 
network for critical network diversity. 
This would not allow for a reduction to 
outage duration. 

7%
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Which of the following investment plans would you most be comfortable with?Q

15%

80%

6%

Accelerated pace Draft Plan Slower pace

$66.98

n=44

Representative Workbook
Planning Process: Grid Modernization

Sector Organization Size

MURB MASH Commercial Industrial <100 
people

100 –499 
people

>499 
people

Accelerated pace - 7% 25% 14% 8% 13% 20%

Draft plan 100% 79% 70% 86% 92% 75% 76%

Slower pace - 14% 5% - - 13% 4%

$96.39 $81.68

GS>50kW 
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Do you have additional feedback on Hydro Ottawa’s draft grid modernization plan? 

Sample Verbatims

Concerns about grid expansion

“What happens if you build an over-supply of electricity like what Australia is now facing? How do you 
know how much extra capacity to build?”

Support for grid modernization 

“Grid resilience is very important based on the weather events recently that will only intensify over time. 
Hydro infrastructure should be in ground as quickly as possible. While this is a large expense, the return 
on investment will prove to outweigh the cost.”

Government incentives 

“What is Hydro Ottawa doing to lobby government to help alleviate the proposed rise in costs.”

Q
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Growth and Electrification
Investing in the grid to meet growing demand for electricity

This spending category makes up 55% of the draft investment plan. In terms of bill 
impact, this category (and any associated operating costs) represents an estimated 
$273.22 of the proposed $1,219.15 increase is distribution rates by 2030.

What is this section about? 
This section focuses on investments 
in capacity to power the growing 
community and serve customers’ 
growing and changing needs for 
electricity.

55%
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Making Choices (4 of 5): Preparing for Electrification
Overview
Hydro Ottawa is proactively preparing for the future by strategically planning infrastructure investments 
to support the anticipated growth in electricity demand. Electrification, the transition from fossil fuels to 
electricity, is driving significant changes in energy consumption patterns, creating both opportunities 
and challenges for the electricity distribution system.

The surge in electrification is fueling an unprecedented increase in demand, stemming from new 
customer connections and a rising demand from existing customers who are adopting technologies like 
electric vehicles, heat pumps, and switching to electricity for commercial purposes.

To ensure a reliable and resilient system that can meet the evolving needs of the community, Hydro 
Ottawa is employing a multifaceted approach to address the challenges of this growth:

• Expanding Infrastructure: New substations, increased operating voltages, and new lines will be 
added to enhance the capacity and flexibility of the distribution system.

• Embracing Innovation: This will include battery energy storage systems which will be integrated to 
better manage peak demand and support the increasing reliance on renewable energy sources.

• Empowering Customers: Innovative customer programs will be developed. These programs  
promote efficient electricity usage and encourage participation in demand-side management 
initiatives. These solutions go beyond traditional infrastructure by offering customer incentives in 
targeted areas of growth to provide additional electricity capacity, reduce peak demand, improve 
grid flexibility, and reduce costs for customers. They can also be implemented and scaled up or 
down faster than building traditional infrastructure. 

These measures will not only ensure that Hydro Ottawa's distribution system can 
accommodate the growing demand but will also contribute to a cleaner and more sustainable 
energy future for the community it serves.

55%
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What’s driving the energy transition? Public policy; technology; 
economic factors; and evolving expectations from customers. All 
these factors are happening against the backdrop of the need to 
address climate change and prepare to adapt to its effects.  

How much more electricity is required? A Chat GPT search on Google 
consumes 10 times more energy than a traditional search. Today, some of the 
largest data centres have the same power footprint as running 7 million 
laptops.

How much electricity does it take to charge an Electric Vehicle (EV)? Did you 
know that when an EV is charging it can use as much electricity as two average 
homes? If everyone in a neighbourhood came home from work or school and 
started charging their EVs at the same time, the electricity demand could 
overload the grid. 

Impact on customers
Failure to invest in necessary infrastructure upgrades will have a cascading effect, hindering Hydro 
Ottawa's ability to meet the demands of a rapidly changing energy landscape.

• Reliability and Outages: An overloaded and outdated system will buckle under the pressure of 
increased demand, leading to frequent and widespread power outages, disrupting daily life, 
businesses, and essential services.

• Economic Impacts: Constraints on new connections and unreliable power will stifle economic 
growth and development, discouraging businesses and industries from investing in the region, 
ultimately affecting job creation and prosperity.

• Environmental Consequences: An inability to support electrification efforts will hinder the 
transition away from fossil fuels, resulting in increased greenhouse gas emissions and missed 
opportunities to embrace renewable energy sources.

• Customer Dissatisfaction: Frequent outages, limited access to new energy technologies and 
incentive programs, and potentially higher electricity costs will lead to frustration and a negative 
perception of Hydro Ottawa's service.

55%
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Making Choices (4 of 5): Preparing for Electrification

By 2030, Hydro Ottawa’s draft plan to invest in system capacity to prepare for electrification 
would cost the typical GS>50kW kW customer $273.22 more per month on their monthly 
electricity bill. 

Confirm
Confirm selection above to continue.

Choice 4 of 5: 

Which of the following investment plans would you most be comfortable with? 

Option What is included Expected Outcome

Accelerated Pace

Rate Impact
$412.06 more per month 
by 2030

• Increased 
annual capacity 
investment to 
meet future 
electrification 
load growth by 
2035.

• System capacity is increased to meet all 
growth related to electrification needs by 
2035, eliminating reliability risk during 
system peak days.

Draft Plan

Rate Impact
$273.22 more per month 
by 2030

• Slow capacity 
investments to 
only critical 
needs by 2030 
with some 
investments 
deferred to the 
next rate period

• System capacity will maintain pace with 
growth in the community, or slightly lagging. 
Limited impact timing and ability to connect 
customers. Includes non-wire solutions to 
support station peaks in high growth regions.

• Will result in modest increased reliability risk 
in specific growth areas - risk of added outage 
duration or inability to restore some 
customers, if failures occur on peak loading 
days.

Slower Pace

Rate Impact
$134.12 more per month 
by 2030

• Slow capacity 
investments to 
only meet 
critical needs.

• System capacity will be slightly lagging to 
meet electrification needs by 2035. There 
might be some impact on the ability to 
connect customers in certain regions.

• Will result in larger increased reliability risk in 
specific growth areas - risk of added outage 
duration or inability to restore some 
customers, if failures occur on peak loading 
days.

55%
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Which of the following investment plans would you most be comfortable with?Q

13%

77%

10%

Accelerated pace Draft Plan Slower pace
n=44

Representative Workbook
Planning Process: Growth and Electrification

Sector Organization Size

MURB MASH Commercial Industrial <100 
people

100 –499 
people

>499 
people

Accelerated pace - 7% 20% 14% 8% 13% 15%

Draft plan 100% 79% 70% 71% 83% 75% 76%

Slower pace - 14% 10% 14% 9% 13% 9%

$412.06 $273.22
$134.12
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Do you have additional feedback on Hydro Ottawa’s draft electrification plan? 

Sample Verbatims

Support self-sustaining power solutions for customers

“Make it easier and assist customers to move to a more self sustain approach to power, Solar wing or 
water.”

Seek a compromise between accelerated and drafted plans

“Though I would love accelerate plan, the moderate plan is what seems reasonable increase wise in the 
next few years. Can it not be somewhere between the two?”

Positive comment – educational survey

“Recommend putting the survey on the website for future reference. Some parts were very educational.”

Additional costs for shortcomings in initial design

“Charge us more money to fix things that should have been built better in the first place”

Q
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5%

Grid Resilience
Investments to make the grid more resilient against external factors

This spending category makes up 5% of the draft investment plan. In terms of bill 
impact, this category (and any associated operating costs) represents an estimated 
$71.29 of the proposed $1,219.15 increase is distribution rates by 2030.

What is this section about? 

This section focuses on investments in 
technology to get more use out of existing 
equipment. This section includes burying 
lines, hardening the grid, tree trimming, 
improving emergency planning and 
response.
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Making Choices (5 of 5): Grid Resilience
Overview
Distribution system resilience refers to the ability of Hydro Ottawa's distribution network to withstand, 
adapt to, and recover from disruptions. These disruptions can stem from various sources, including 
severe weather events, natural disasters, equipment failures, cyberattacks, or unexpected surges in 
demand.

Resilience goes beyond simply preventing outages; it encompasses the ability to:

5%

Impact on customers
Hydro Ottawa needs to determine what level of investment should be made in burying lines, 
hardening its infrastructure, proactively removing or trimming trees and improving emergency 
planning and response between 2026 and 2030. If Hydro Ottawa does not invest sufficiently in grid 
resilience in the face of increasing severe weather events, the consequences could be severe:

• More frequent and longer outages: Existing infrastructure may not be able to withstand the 
increased stress from intensified storms, leading to more widespread and prolonged power 
outages.

• Increased costs for repairs and restoration: Each storm that causes damage to the grid requires 
significant resources for repairs and restoration, placing a financial burden on the utility and 
potentially leading to higher rates for customers.

• Economic disruption: Power outages can disrupt businesses, schools, and other essential 
services, impacting productivity and economic activity in the region.

• Public safety concerns: Power outages can create safety risks, particularly for vulnerable 
populations who rely on electricity for medical devices or other critical needs.

• Damage to public confidence: Frequent outages can erode public trust in Hydro Ottawa and its 
ability to provide reliable service.

In recent years, Hydro Ottawa has experienced a series of severe weather events that have impacted its 
distribution system, notably the devastating Derecho storm of 2022. The Ottawa region has seen an increase in 
the frequency of severe weather events, including tornados, lightning storms, ice storms and heavy snowfalls. 
These frequent and intense weather events have posed ongoing challenges for Hydro Ottawa in maintaining a 
reliable power supply, highlighting the need for continued investment in grid resilience to withstand the growing 
impact of climate change.

1. Anticipate and mitigate risks: Proactively identify and address vulnerabilities in the system 
to reduce the likelihood and impact of disruptions.

2. Withstand disruptions: Maintain critical functions and minimize the extent of outages 
during an event.

3. Recover quickly: Restore power and normal operations as rapidly as possible after a 
disruption.

4. Adapt and learn: Improve the system based on lessons learned from past events to 
enhance future resilience.
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Making Choices (5 of 5): Grid Resilience
By 2030, Hydro Ottawa’s draft plan to bury lines, harden infrastructure, proactively remove or 
trim trees and improve emergency planning and response between 2026 and 2030. This would
cost the typical GS>50kW  customer $71.29 more per month on their monthly electricity bill.

Confirm

Confirm selection above to continue.

Choice 5 of 5: 

How much do you think Hydro Ottawa should invest in Grid Resilience?

Option What is included Expected Outcome

Accelerated Pace

Rate Impact
$79.85 more per month 
by 2030

• Increased undergrounding.
• Increased vegetation 

management.
• Additional feeder 

connectivity/ties above and 
beyond recommended 
program.

• Same as draft plan, however, to a 
greater extent

• Fewer customers impacted by 
severe storms

• Quicker restoration efforts
• Greater flexibility in response to 

outages
• Quicker recovery and system 

stabilization post-storms

Draft Plan

Rate Impact
$71.29 more per month 
by 2030

• Some proactive 
undergrounding of 
overhead lines

• Less customers impacted by 
severe storms.

• Quicker restoration efforts.
• Greater flexibility in response to 

outages.
• Quicker recovery and system 

stabilization post storms.

Slower Pace

Rate Impact
$57.83 more per month 
by 2030

• No proactive 
undergrounding of 
overhead lines.

• Vegetation management in 
line with 2021-2025.

• Limited feeder ties to base 
planning requirements.

• No significant change to the 
present state of impacts of major 
storms, or to restoration efforts 
and system recovery. 

• Risk of increased reactive 
spending, as the system is not 
preemptively "hardened".

• Increased spending on emergency 
and storm response.

5%
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How much do you think Hydro Ottawa should invest in Grid Resilience?Q

52%
43%

6%

Accelerated pace Draft Plan Slower pace
n= 44

Representative Workbook
Planning Process: Grid Resilience

Sector Organization Size

MURB MASH Commercial Industrial <100 
people

100 –499 
people

>499 
people

Accelerated pace 67% 50% 50% 43% 46% 39% 64%

Draft plan 33% 36% 45% 57% 54% 49% 32%

Slower pace - 14% 5% - - 13% 4%

$79.85 $71.29
$57.83

GS>50kW 

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 485 of 500 



57

Do you have additional feedback on Hydro Ottawa’s draft grid resilience plan? 

Sample Verbatims

Positive comment

“After repairs of 2022 derecho I find the system is far more stable”

Q
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Representative Workbook
Dynamic bill calculator
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Representative Workbook
Planning Process: Key Investment Areas Overview

After reviewing the workbook and selecting their answers, respondents were given the opportunity to 
adjust their choices and observe the impact of those choices on a typical business customers overall 
bill, displayed as both a percentage and dollar increase over a 5-year period.

While the workbook pages for the initial option selection did not include a ‘Don’t know’ option, this 
choice was available on the calculator page. The results are as follows:

GS>50kW 

GS>50kW 
5 Key Choices Accelerated Draft Plan Slower Don't know

Replacing Aging Infrastructure 25% 70% 2% 2%

Metering Renewal 16% 59% 23% 2%

Grid Modernization 15% 77% 6% 2%

Growth & Electrification 13% 75% 10% 2%

Grid Resilience 52% 41% 6% 2%
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Do you have any final comments regarding Hydro Ottawa’s draft plan for 2026–2030 and 
the proposed rate increase? 
(Response Optional)

Representative Workbook
Social Permission

GS>50kW 
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Considering what you have learned about Hydro Ottawa’s 2026–2030 draft plan and that this 
may result in a $1,219.15 increase in the distribution portion of the typical GS>50kW  
customer’s monthly electricity bill by 2030, which of the following best represents your point of 
view?

Q

n=44

Hydro Ottawa has calculated an overall cost for its draft plan. While the plan may change based on 
feedback from the earlier questions in this survey, Hydro Ottawa would like to know how you feel 
about the total rate impact of its current draft plan.

8%

32%

54%

2%

4%

I think Hydro Ottawa should accelerate
spending beyond its proposed draft plan to

deliver better system outcomes

I support the proposed bill increase when it 
comes to preparing Hydro Ottawa’s grid for the 

future

I don’t like the proposed bill increase, but I 
think it’s necessary to maintain the grid to a 

reasonable standard and prepare for the future

I oppose the bill increase and think Hydro
Ottawa needs to scale back its plan

Don't know

Social Permission: 94%

Representative Workbook
Social Permission

GS>50kW 

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 490 of 500 



62

Representative Workbook
Social Permission

Hydro Ottawa has calculated an overall cost for its draft plan. While the plan may change based on 
feedback from the earlier questions in this survey, Hydro Ottawa would like to know how you feel 
about the total rate impact of its current draft plan.

Considering what you have learned about Hydro Ottawa’s 2026–2030 draft plan and that this 
may result in a $1,219.15  increase in the distribution portion of the typical GS>50kW  
customer’s monthly electricity bill by 2030, which of the following best represents your point of 
view?

Q

Sector Organization Size

MURB MASH Commercial Industrial <100 
people

100 –499 
people

>499 
people

Accelerate 
spending - 7% 15% - 8% - 14%

Support 
proposed bill 33% 29% 30% 43% 8% 52% 33%

Necessary to 
maintain grid 67% 50% 50% 57% 75% 42% 49%

Oppose the bill 
increase - 7% - - - - 4%

Don’t know - 7% 5% - 8% 6% -

Social 
Permission 100% 86% 95% 100% 92% 94% 96%

GS>50kW 

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 491 of 500 



63

Do you have any final comments regarding Hydro Ottawa’s draft plan for 2026–2030 and the 
proposed rate increase? 

Sample Verbatims

Support for accelerated pace

“Grid resilience and electrification are hugely important to my organization’s goals. We support 
additional upfront spending to pursue these goals ahead of schedule and over-delivered.”

Support customers in adopting solar and wind technologies

“Hydro Ottawa needs to encourage and assist customers in deploying technology to help them become 
more self-sustaining of their energy requirements with solar, wind generation systems for residential and 
businesses”

Increase threatens healthcare funding and may drive customers to alternatives

“The proposed increase will cripple healthcare funding, should the Province not be lobbied to offset 
these. This would also drive certain customers to look for alternatives to the status quo, as it relates to 
energy procurement.”

Hire contractors for efficiency

“While the plan is showing a HUGE increased cost to the consumer, it does reflect the fact that the aging 
infrastructure needs immediate attention. What drives us consumers a bit crazy is the manpower seen 
daily standing around on different sites with what appears to be an abundance of manpower for the 
tasks at hand. Some thought should be given to subbing out more of the work as contractors can 
manage much of the utility needs and seemingly have the ability to use less manpower and equipment to 
do so.”

Q

Representative Workbook
Social Permission

GS>50kW 
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Customer service enhancements
Planning for the future

Representative Workbook
Planning process: 2026-2030 Rate Application

GS>50kW 
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Hydro Ottawa is dedicated to enhancing the overall customer experience. This means investing in 
digital technologies and other solutions to provide greater personalization, choice, convenience, and 
control over customers’ energy services. Examples include enhancements to customer care and 
billing systems, customer relationship management (CRM), and digital customer engagement 
platforms.

Impact on customers
• Enhanced reliability, expanded functionality, and scalability lead to increased customer 

satisfaction.

• Advanced energy insights enable more touchpoints, programs, and offers, empowering 
customers to make informed decisions.

• Advanced self-serve options for customers to support and facilitate their energy transition and 
provide convenience and operational efficiency.

• Strengthened customer relationships and trust through reliable communication during major 
events.

Supporting our customers

Customer Engagement Survey
Planning process: 2026-2030 rate application

GS>50kW 
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In the context of Hydro Ottawa's 2026-2030 rate application, do you support or oppose 
investments in enhanced customer programs and services?Q

27%

42%

24%

6% 2%

Strongly support Somewhat support Neither support
nor oppose

Somewhat oppose Strongly oppose

n=44

Representative Workbook
Customer programs and services

Support: 69%

Sector Organization Size

MURB MASH Commercial Industrial <100 
people

100 –499 
people

>499 
people

Strongly support - 29% 30% 43% 16% 15% 42%

Somewhat support 67% 36% 35% 43% 66% 47% 23%

Neither support nor 
oppose 33% 21% 25% 14% 17% 31% 23%

Somewhat oppose - 7% 10% - - 7% 9%

Strongly oppose - 7% - - - - 4%

Support: 
Strongly + Somewhat 67% 64% 65% 86% 83% 62% 64%

Oppose: 
Strongly + Somewhat - 14% 10% - - 7% 13%

GS>50kW 
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Overall, what is your impression of the survey you just completed?Q

34%
44%

9% 9% 4%

Very favourable Somewhat
favourable

Somewhat
unfavourable

Very unfavourable Don’t know

n=44

Representative Workbook
Workbook Impression

Favourable: 78%

Sector Organization Size

MURB MASH Commercial Industrial <100 
people

100 –499 
people

>499 
people

Very favourable 33% 36% 30% 43% 29% 20% 47%

Somewhat favourable 67% 36% 40% 43% 54% 60% 26%

Somewhat 
unfavourable - 29% 5% - 8% 6% 12%

Very unfavourable - - 15% 14% 9% 7% 10%

Don’t know - - 10% - - 7% 5%

Favourable
(Very + Somewhat) 100% 71% 70% 86% 83% 80% 73%

Unfavourable
(Very + Somewhat) - 29% 20% 14% 17% 13% 22%

GS>50kW 
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In this survey, do you feel that Hydro Ottawa provided too much information, not enough, or 
just the right amount?Q

9%

77%

14%

Too little information Just the right amount of
information

Too much information

n=44

Representative Workbook
Workbook Impression

Sector Organization Size

MURB MASH Commercial Industrial <100 
people

100 –499 
people

>499 
people

Too little 
information - 7% 5% 29% - 15% 9%

Just the right 
amount of 
information

100% 79% 75% 57% 83% 65% 82%

Too much 
information - 14% 20% 14% 17% 20% 9%

GS>50kW 

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 4

Schedule 2
Attachment A

ORIGINAL
Page 497 of 500 



69

Was there any content missing that you would have liked to have seen included in this survey?

Sample Verbatims

Provide more information on bill

“How the other parts of my bill will also be changing and how these changes shown add up as I couldn't 
match the numbers provided.”

Provide information on reducing electrical load

“What programs are available to commercial customers to assist in the deployment of other 
technologies to help reduce their electrical load”

Q

Representative Workbook
Workbook Impression

GS>50kW 
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Is there anything that you would still like answered?

Sample Verbatims

Provide information on reducing electrical load

“Yes, how are you going to use some of this budget to allow customers to reduce the load on the grid 
and become a little more self sustaining as we move the future.”

Negative feedback on survey

“I did not like this survey - it felt like you were trying to make me part of your plan for large increases. If 
you need to make large increases due to previous poor planning, just let us know what the increase is in 
a letter!”

Q

Representative Workbook
Workbook Impression

GS>50kW 

Provide information on reducing 
electrical load
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Building Understanding.
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 AUDITED FINANCIAL STATEMENTS AND RECONCILIATION 

 Appended  to  this  Schedule  is  the  most  recent  copy  of  Hydro  Ottawa’s  audited  financial 

 statements  (2023)  at  the  time  of  filing  this  Application,  which  includes  the  most  recent  two 

 historical years: 

 ●  Attachment 1-5-1(A) - 2023 Audited Financial Statements 1

 1.  INTRODUCTION 
 Section  2.1.8  of  the  Chapter  2  Filing  Requirements  for  Electricity  Distribution  Rate  Applications  - 

 2025  Edition  for  2026  Rate  Applications  ,  dated  December  9,  2024  requires  distributors  to  submit 

 a  “detailed  reconciliation  of  the  financial  results  shown  in  the  audited  financial  statements  with 

 the  regulatory  financial  results  filed  in  the  application,  including  a  reconciliation  of  the  fixed 

 assets in order to, as one example, separate non-distribution businesses.” 

 The following pages in this Schedule provide such reconciliation for the years 2022 and 2023. 

 2.  2022 RECONCILIATION 
 Table 1 below provides a reconciliation of Hydro Ottawa’s 2022 Audited Statement of Income to 

 information for the 2022 Historical Year that is provided in this Application. 

   1  This attachment includes 2022 comparatives. 

 Financial Information  Audited Financial Statements and Reconciliation 
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 Table 1 – 2022 Statement of Income ($’000s)  , 2 3

 Statement of Income  Audited 
 2022 

 IFRS 14 
 Adjustment 

 Unregulated 
 Business 

 2022 
 Regulated 
 Balances 

 REVENUE AND OTHER INCOME 

 Power Recovery Revenue  $ 863,545  $ (10,710)  -  $ 852,835 

 Distribution Revenue  $ 209,841  $ 148  -  $ 209,989 

 Conservation & Demand Management Income  $ 4,164  -  $ 84  $ 4,248 

 Other Revenue  $ 26,261  -  $ (152)  $ 26,109 

 TOTAL REVENUE AND OTHER INCOME  $ 1,103,811  $ (10,562)  $ (68)  $ 1,093,181 

 EXPENSES 

 Purchased Power  $ 886,898  $ (34,063)  -  $ 852,835 

 Operating Costs  $ 118,541  $ (233)  $ 64  $ 118,372 

 Amortization/Depreciation  $ 61,361  -  $ 451  $ 61,812 

 Financing Costs  $ 27,193  -  -  $ 27,193 

 PILS  $ 12,379  $ (11,533)  -  $ 846 

 TOTAL EXPENSES  $ 1,106,372  $ (45,829)  $ 515  $ 1,061,058 

 Net Movements in Regulatory Balances, Net 
 of Tax  $ 35,267  $ (35,267)  -  - 

 NET INCOME  $ 32,706  -  $ (584)  $ 32,122 

 Table  2  below  provides  a  reconciliation  of  Capital  Assets  as  reported  in  the  2022  Audited 

 Financial  Statements  to  information  for  the  2022  Historical  Year  that  is  provided  in  this 

 Application. 

 3  In  accordance  with  OEB  policies,  all  revenue  and  expenses  associated  with  conservation  and  demand  management 
 (CDM)  have  been  excluded  from  the  costs  and  revenues  in  this  Application.  In  addition,  revenues  and  expenses 
 related  to  other  non-utility  operations,  such  as  rental  of  properties  not  in  rate  base  and  solar  energy  facilities  (FIT  and 
 MicroFIT), have also been excluded. 

 2  IFRS  14  Adjustment  requires  a  one-line  separate  presentation  of  the  net  movement  within  Hydro  Ottawa’s 
 regulatory  deferral  accounts  related  to  income  (i.e.  the  debit  and  credit  balances,  net  of  taxes)  within  its  statement  of 
 income. 

 Financial Information  Audited Financial Statements and Reconciliation 
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 Table 2 –  2022 Capital Assets ($’000s) 4

 Audited 2022  Unregulated 
 Business 

 2022 Regulated 
 Balances 

 Property, plant and equipment  $ 1,451,159  $ (86)  $ 1,451,073 

 Intangible assets  $ 110,308  -  $ 110,308 

 Investment properties  $ 1,039  $ (1,039)  - 

 Deferred revenue  $ (256,836)  -  $ (256,836) 

 TOTAL  $ 1,305,670  $ (1,125)  $ 1,304,545 

 3.  2023 RECONCILIATION 
 Table 3 below provides a reconciliation of Hydro Ottawa’s 2023 Audited Statement of Income to 

 information for the 2023 Historical Year that is provided in this Application. 

 4  The regulated balances include disallowed distribution assets. 

 Financial Information  Audited Financial Statements and Reconciliation 
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 Table 3 – 2023 Statement of Income ($’000s)  , 5 6

 Statement of Income  Audited 
 2023 

 IFRS 14 
 Adjustment 

 Unregulated 
 Business 

 2023 
 Regulated 
 Balances 

 REVENUE AND OTHER INCOME 

 Power Recovery Revenue  $ 861,905  $ (15,913)  -  $ 845,992 

 Distribution Revenue  $ 224,770  $ (4,367)  -  $ 220,403 

 Conservation & Demand Management Income  $ 4,336  -  $ 4  $ 4,340 

 Other Revenue  $ 26,933  -  $ (508)  $ 26,425 

 TOTAL REVENUE AND OTHER INCOME  $ 1,117,944  $ (20,280)  $ (504)  $ 1,097,160 

 EXPENSES 

 Purchased Power  $ 878,410  $ (32,418)  -  $ 845,992 

 Operating Costs  $ 128,873  $ (1,220)  $ (101)  $ 127,552 

 Amortization/Depreciation  $ 64,087  -  $ 467  $ 64,554 

 Financing Costs  $ 31,314  -  -  $ 31,314 

 PILS  $ 8,317  $ (8,497)  -  $ (180) 

 TOTAL EXPENSES  $ 1,111,001  $ (42,135)  $ 367  $ 1,069,233 

 Net Movements in Regulatory Balances, Net of 
 Tax  $ 21,855  $ (21,855)  -  - 

 NET INCOME  $ 28,798  -  $ (871)  $ 27,927 

 6  In  accordance  with  OEB  policies,  all  revenue  and  expenses  associated  with  conservation  and  demand  management 
 (CDM)  have  been  excluded  from  the  costs  and  revenues  in  this  Application.  In  addition,  revenues  and  expenses 
 related  to  other  non-utility  operations,  such  as  rental  of  properties  not  in  rate  base  and  solar  energy  facilities  (FIT  and 
 MicroFIT), have also been excluded. 

 5  IFRS  14  Adjustment  requires  a  one-line  separate  presentation  of  the  net  movement  within  Hydro  Ottawa’s 
 regulatory  deferral  accounts  related  to  income  (i.e.  the  debit  and  credit  balances,  net  of  taxes)  within  its  statement  of 
 income. 
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 Table  4  below  provides  a  reconciliation  of  Capital  Assets  as  reported  in  the  2023  Audited 

 Financial  Statements  to  information  for  the  2023  Historical  Year  that  is  provided  in  this 

 Application. 

 Table 4 –  2023 Capital Assets ($’000s) 7

 Audited 2023  Unregulated 
 Business 

 2023 Regulated 
 Balances 

 Property, plant and equipment  $ 1,542,581  $ (502)  $ 1,542,079 

 Intangible assets  $ 105,451  $ 105,451 

 Investment properties  $ 479  $ (479)  - 

 Deferred revenue  $ (290,133)  $ (290,133) 

 TOTAL  $ 1,358,378  $ (981)  $ 1,357,397 

 7  The regulated balances include disallowed distribution assets. 

 Financial Information  Audited Financial Statements and Reconciliation 
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 ANNUAL REPORTS AND MANAGEMENT DISCUSSION AND ANALYSIS 

 The ultimate parent company of Hydro Ottawa is Hydro Ottawa Holding Inc. Appended to this 

 Schedule is the most recent copy of Hydro Ottawa Holding Inc.’s  Annual Report and 

 Management Discussion and Analysis: 

 ●  Attachment 1-5-2(A) - 2023 Hydro Ottawa Holding Inc. Annual Report 

 Financial Information  Annual Reports and Management Discussion and Analysis 

 1 

 1 

 2 

 3 

 4 

 5 

 6 

 7 



2023 Annual Report a

Leading the way to a 
smart energy future

Annual Report 2023

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 5

Schedule 2
Attachment A

ORIGINAL
Page 1 of 112 



2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 5

Schedule 2
Attachment A

ORIGINAL
Page 2 of 112 



2023 Annual Report 1

Contents

Who we are ..........................................................................................2

Message from the Chair of the Board  
and President & Chief Executive Officer ........................................ 4

2023 highlights ....................................................................................6

Delivering value for our shareholder ........................................................................6

Enabling sustainable energy solutions ....................................................................7

Strengthening grid resilience and outage restoration ......................................8

Building up our community .........................................................................................9

Towards a smart energy future  ......................................................10

Advancing our 8-point strategy............................................................................... 10

Management’s discussion and analysis ......................................... 20

Consolidated financial statements ................................................ 48

Governance and executive compensation ..................................102

Scan here to access 
Hydro Ottawa’s 
Annual Report 

online.

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 5

Schedule 2
Attachment A

ORIGINAL
Page 3 of 112 



Hydro Ottawa Holding Inc.2

Who we are
Hydro Ottawa Holding Inc. (Hydro Ottawa) is 

a private company wholly owned by the City 

of Ottawa. We own and operate four primary 

subsidiary companies: Hydro Ottawa Limited 

(electricity distribution), Portage Power 

(renewable energy generation), Envari 

(energy solutions) and Hiboo Networks 

(telecommunications services).

We are a company with deep roots in the 

community, established through more than 

100 years of providing an essential service 

to our nation’s capital. Today, we are proud 

to continue our history of balancing growth 

with environmental stewardship and social 

responsibility, as we lead the way to a smart  

and sustainable energy future.

We are committed to being the partner 

of first choice for transformative energy 

projects in our community and to becoming 

the first municipally-owned utility in Canada 

to achieve net-zero operations.

Our mission

To create long-term value for  

our shareholder, benefitting  

our customers and the  

communities we serve

Our vision

Hydro Ottawa — a leading  

partner in a smart energy future

Our values

Teamwork, integrity,  

excellence, service

Hydro Ottawa 
Holding Inc. is 
a Sustainable 
Electricity 
Leader™ as 
recognized by 
Electricity Canada

Land acknowledgement

Hydro Ottawa acknowledges the Indigenous peoples whose territories we 

work from and live in. We acknowledge the ancestral unceded territories of 

the First Nations peoples, Inuit, and Métis that call Turtle Island home. We 

recognize that this land is shared through historic treaties, developed through 

contemporary treaties, and is land that continues to be unceded territory.
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Powering forward by operating one of 

the greenest, safest, and most reliable electricity 

distribution systems in Ontario.

� 364,000 residential and commercial customers

� 1,116 km2 service territory across Ottawa 

and Casselman

� 92 substations; 6,200 km+ of lines and cable

Powering forward as the region’s first 

municipally-owned internet service provider for 

commercial clients, fast-tracking digital transformation.

� Ottawa-Gatineau’s dedicated 

connectivity partner

� High-speed, 100 per cent fibre optic network

� Enterprise-grade internet, ethernet and 

wavelength services

Powering forward by delivering the 

innovative energy solutions municipalities,

businesses, and utilities need to cut emissions 

and future-proof their assets.

� Serving commercial, government and 

utility markets

� Three practice areas: Lighting, Electrical

and Buildings

� One partner from project concept to completion

Powering forward by harnessing 

renewables and innovative technologies as 

Ontario’s largest municipally-owned producer 

of green power.

� 131 MW of capacity (enough to power 

110,000 homes)

� Run-of-river hydro, solar and landfill 

gas-to-energy plants

� Operations in Ontario, Québec and New York

Together, we're building 
a sustainable, resilient 
and vibrant future for 

our community
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Hydro Ottawa Holding Inc.4

Message from the Chair of the 
Board and President & Chief  
Executive Officer

On behalf of the Board of Directors of Hydro Ottawa Holding Inc., our management and 
employees, we’re pleased to provide this 2023 Annual Report to our shareholder, the City 
of Ottawa. This marks our third progress report under our 2021–2025 Strategic Direction.

In 2023, Hydro Ottawa once again demonstrated to 

our customers and community that we will deliver 

on our mission to provide safe, reliable electricity 

and to enable a smart energy future, no matter what 

challenges come our way. In a year featuring a wide 

range of operational and financial pressures, our team 

worked tirelessly to deliver the essential services that 

customers rely on, to adapt to change and uncertainty 

in our business environment, and to deploy the 

innovative energy solutions which will facilitate the 

transition to a more sustainable way of life.

Navigating a landscape of  
continuous challenges

On its own, 2023 presented an exceptional set of 

challenges for the company to manage. Foremost 

among these was a series of severe weather events as 

well as an 84-day labour strike by employees in our 

largest bargaining unit, representing over half of our 

total workforce. In addition, a turbine failed at one of 

our generating stations at Chaudière Falls. Interest 

rates also increased even higher. Individually and 

collectively, these developments placed tremendous 

strain on our operations.

But the events of 2023 shouldn’t be viewed in 

isolation. They followed on the immediate heels of 

what was one of the toughest years in Hydro Ottawa’s 

history in 2022, which featured the most devastating 

storm ever experienced in our community along 

with the most challenging economic constraints in 

recent memory. What’s more, beyond the back-to-

back difficulties of the past two years, the trend of 

the last decade has been the uncertainty created by 

the effects of climate change, economic and public 

health conditions, workforce demographics, and 

technological transformation, just to name a few  

of the biggest examples.

And yet, a common thread across these shifts in 

our environment is Hydro Ottawa’s ability to pivot 

and push forward, always keeping the interests 

of our customers at the forefront. Our success in 

confronting the challenges of recent years was 

echoed in the effectiveness of our actions in 2023. 

When a freezing rain storm in April caused outages 

for nearly half of our customers and the summer 

hit us with tornadoes, hail and a record number of 

lightning strikes, we restored power efficiently and 

safely, with our recovery efforts incorporating lessons 

learned from the 2022 derecho. When the labour 

strike occurred, our robust contingency plan ensured 

continuity in essential activities and rapid responses 

to outages. When our hydroelectric plant experienced 

an unplanned unit shutdown, we quickly adjusted our 

operations, optimized water flows for the remaining 

Chaudière Falls facilities, and engaged with the turbine 

manufacturer and insurer to map out a timeline for 

repairing the unit and returning it to service.

In short, our response to the events of 2023 confirmed 

the strength and agility of our business posture, and our 

readiness to overcome any obstacle that we encounter.
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An energy paradigm in  
transition — seizing the opportunity

While our business environment is not lacking in 

challenges, neither is there a shortage of opportunities. 

At present, the biggest opportunity in the global 

energy sector is the enormous scale of investment 

planned to shift away from fossil fuels and to increase 

the use of clean electricity. In 2023, we leveraged our 

position as a diversified energy provider to continue 

capitalizing on this opportunity and to advance 

numerous partnerships that are moving the needle 

on cutting-edge low-carbon energy solutions.

We were pleased to sign a memorandum of 

understanding with The Ottawa Hospital on the 

design and construction of an energy-efficient central 

utility plant, which will sustainably power the new 

Civic Campus and its transformative delivery of local 

healthcare. We also formalized our collaboration with 

the City on its flagship project to phase-out diesel 

buses in favour of a fully electrified fleet. In addition, 

we helped the Ottawa Airport make progress on its 

path towards net-zero operations.

Hydro Ottawa is focused on assisting homes, 

businesses and institutions with achieving their distinct 

decarbonization and electrification objectives. We are 

providing the expertise necessary to lower carbon 

footprints, reduce energy consumption and promote 

the use of local renewable resources — all of which 

supports the attainment of the City’s Climate Change 

Master Plan and Energy Evolution goals.

Committed to our community

As a municipally-owned company, Hydro Ottawa knows 

that we are accountable to our community both as an 

investment and as a contributor to the public good.

With respect to our financial performance in 2023, 

we generated $24.1 million in net income, despite the 

risks and challenges with which we were confronted. 

This will result in a dividend payment of $20 million to 

our shareholder. Notably, combined net revenue from 

our distribution, generation, energy services and fibre 

optic businesses increased year-over-year (totalling 

$333 million), and we were able to invest $145.2 million 

into the renewal and expansion of our electric  

grid, power plants and other essential assets like 

technology systems.

In terms of community partnerships, we maintained 

our long-standing practice of helping our neighbours 

in need. Through a combination of employee giving 

and corporate donations, Hydro Ottawa contributed 

nearly $300,000 to local organizations seeking 

to build stronger and healthier communities and 

support vulnerable groups. In addition, we launched 

campaigns to raise public awareness around safety 

and emergency preparedness and response, and 

undertook initiatives to increase opportunities for 

youth (especially young women) to pursue a career  

in the electricity sector.

Finally, we know that our community was impacted 

by last year’s labour disruption, especially with service 

delivery levels falling short of their usual standard. We 

sincerely appreciate the patience shown by residents 

and customers during the event, and in the months 

afterwards as we worked diligently through the 

backlog of service requests and appointments.

Leading the way forward

As we conclude our reflections on 2023, we would like 

to express our pride in Hydro Ottawa’s commitment to 

service excellence, our gratitude for all of the support 

from customers and stakeholders, and our confidence 

in the company’s business strategy, growth prospects 

and ability to maintain the community’s trust.

After another year marked by overcoming adversity, 

we have emerged stronger, with our attention fixed 

on the opportunities ahead. Against the backdrop of 

a dynamic landscape, we will continue to invest in our 

people and in our infrastructure, and lead the way to a 

smart energy future.

Bernie Ashe Bryce Conrad

Chair, Board of Directors President and Chief  

 Executive Officer
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2023 highlights
Despite significant operational and financial challenges in 2023, 

Hydro Ottawa was able to advance our vision for a smart energy 
future and meet the needs of our customers and community for 
reliable, cost-effective and innovative services.

$333 M
in revenue  

(excluding power 
recovery)1

 

$2.6 B
in assets

$145.2 M
in capital investment 

(distribution grid, 
generation plants, 

technology,  
equipment, facilities)

 

Delivering value for our shareholder

Hydro Ottawa embraces our twin responsibilities to serve as an essential 

service provider for our customers and to generate returns for our shareholder, 

the City of Ottawa. We remain committed to maximizing value over the short 

and long term, mindful that our earnings help support the funding of municipal 

programs and services that are vital to community wellbeing.

1  This non-GAAP financial measure reflects combined revenue from 
our distribution, renewable generation, energy services and fibre 
optic solutions businesses. It does not include the cost of power 
recovered from customers through provincially established rates.

2  This figure represents net income after net movements in 
regulatory balances.

$24.1 M
in net income2

 

566.7 GWh
of clean electricity production 
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2023 Annual Report 7

Enabling sustainable energy solutions

A historic transformation is underway when it comes 

to how energy is produced and consumed. This shift is 

commonly referred to as the “energy transition,” which 

the Ontario Energy Board (the province’s independent 

regulator of electricity and natural gas) describes as 

“a global shift away from using fossil fuels to a more 

sustainable, renewable energy future that includes 

more innovation and customer choice.”

Across our diversified lines of business, we are 

playing a leadership role in helping to unlock new 

opportunities for our customers and community 

to lower their carbon footprint and adopt more 

sustainable forms of energy. Several key milestones 

were achieved in 2023 which will further position 

Hydro Ottawa as a trusted provider of the innovative 

solutions necessary to reach a decarbonized future.

Supporting sustainable public transit
Following a successful pilot, Hydro Ottawa formalized our collaboration with OC Transpo on the 
City of Ottawa’s flagship initiative to transition to a 100 per cent electric bus fleet.

We are playing a lead support role by installing the necessary charging infrastructure, deploying 
energy optimization systems and expanding capacity of the local grid. With Hydro Ottawa’s  
help, the City is set to achieve significant reductions in operating costs and avoid upwards of  
38,500 tonnes of greenhouse gas (GHG) emissions every year.

In parallel, we are working in support of the other major element of Ottawa’s transit 
transformation — Light Rail. In 2023, we invested $10 million to enable Stage 2 of the Light Rail 
Transit program, through infrastructure re-location, system expansion and station energization.

Together with our municipal partners, we are bringing the future of sustainable transit into focus.

Converting wastewater energy into 
low-carbon heat
In 2023, Ottawa City Council approved an innovative 
pilot project featuring our energy and utility services 
affiliate, Envari, and a local real estate developer, Theia. 

Using cutting-edge technology, the project proposes 
to extract excess thermal energy from municipal 
wastewater to provide low-carbon heating for 
600 residential units in the Lebreton Flats area of 
downtown Ottawa.

The project is expected to achieve an annual reduction 
of over 1,100 tonnes of carbon emissions, and represents 
an exciting opportunity for incorporating sustainability 
into the design and development of new housing.

Powering world-class health care 
with clean energy
Hydro Ottawa has formally partnered with The Ottawa 
Hospital (TOH) on the planning and construction of 
an energy-efficient, low-carbon utility plant to power 
TOH’s state-of-the-art new Civic Campus.

The plant will be almost 140,000 square feet in size 
and will provide the energy required for the new 
campus as well as emergency back-up capabilities.

Over time, the plant will become a cornerstone of 
a new district energy network planned by Hydro 
Ottawa, which will link institutions and campuses in the 
downtown core into a larger low-carbon ecosystem.

Photo courtesy of Dream Unlimited Photo courtesy of The Ottawa Hospital
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Hydro Ottawa Holding Inc.8

Strengthening grid resilience and outage restoration

From tornadoes to floods to the most devastating 

storm in our history, Hydro Ottawa has been put  

to the test over the past few years in terms of 

emergency preparedness and response. 

More than ever, we are aware of the need to plan 

for the unexpected, adapt our infrastructure and 

operations to increasingly frequent and severe  

weather events, and continuously improve our 

response times and customer communications  

when outages inevitably occur.

Since the derecho storm in May 2022, we have 

done a lot of heavy lifting to boost the resilience of 

our grid and enhance our storm restoration efforts. 

Those improvements were on full display on several 

occasions in 2023, including in the aftermath of an ice 

storm and a summer season which featured tornadoes, 

a hail storm, and a record number of lightning strikes.

If recent history is any guide, we know that another 

major event is just around the corner. Hydro Ottawa 

is committed to ensuring our customers can continue 

to rely on us to successfully navigate whatever 

emergency comes our way.

Status update — post-2022 derecho lessons learned

Grid resilience Operations & logistics Customer communications

Infrastructure investments: 

completed numerous projects to 

renew, replace and harden our 

system, with more planned over 

the coming years

Emergency response plans: 

updated our plans and  

re-organized our operations 

structure to encompass more 

large-scale, long-duration events

Online outage map: redesigned 

our map with new functionality 

and real-time info on outage 

locations, number of customers 

affected and estimated time  

of restoration

Climate risk and vulnerability 

assessment: updated our 

adaptation and mitigation plans 

for climate-related risks and 

impacts on our system

Business continuity 

management (BCM): reviewed 

and updated our program 

structure and resourcing,  

and prepared a new BCM 

exercise framework 

Outage updates and reporting: 

enabled email/text message 

customer alerts for unplanned 

outages, and enhanced options 

for outage reporting

Overhead to underground 

study: commissioned an outside 

study examining options to 

enhance grid resilience; a 

positive business case was found 

for burying targeted segments 

of our network 

Supply chain and logistics: 

increased our threshold levels 

for emergency stockpiles of key 

equipment, and adopted new 

communications and supply 

protocols with key vendors

Large-scale emergency 

communications playbook: 

created a new plan for 

communicating with the public 

and customers during future 

emergency events

Back-up system office and 

data centre: completed a joint 

assessment with a third-party 

expert to evaluate options for 

potential re-location of back-up 

control and data centres

Employee communications 

redundancy: achieved 

redundancy in internet service 

providers; our review of radio 

system and satellite phones is 

nearing completion

Customer call triage: shifted 

our phone system for incoming 

customer calls to a cloud-based 

solution which can scale-up 

during emergencies and ensure 

customers do not receive a fast 

busy signal
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Building up our community

For more than 100 years, Hydro Ottawa has been 

powering the homes and businesses of Canada’s 

capital. Without question, providing reliable electricity 

is the cornerstone of our tradition of supporting the 

local community. But our commitment extends well 

beyond simply keeping the lights on. For us, it’s about 

making the communities in which we operate better 

places to live, work and play.

In 2023, Hydro Ottawa stayed true to our long-

standing pledge to be a company that “gives where 

it lives.” Through our annual employee fundraising 

campaign and corporate matching, we raised over 

$142,000 for United Way Eastern Ontario. An 

additional $53,000 was raised for the Royal Ottawa 

Prompt Care Clinic. This was accompanied by $102,000 

in sponsorships and donations through our Community 

Investment Program for local organizations supporting 

vulnerable groups and seeking to build stronger and 

healthier communities.

Our efforts to leave a lasting, positive legacy also 

include contributing to local economic development. 

We maintained our focus on supporting local jobs  

and supply chains by sourcing approximately 

$79.6 million worth of goods and services from 

businesses in the National Capital Region.

Hydro Ottawa is proud of all our employees who 

enhance the quality of life in their communities through 

volunteerism, whether that involves participating with 

their coworkers in events like the Kanata Santa Claus 

Parade or giving back on their own time as a local 

sports coach, mentor, Legion member, not-for-profit 

Board Director, or other type of volunteer.

We are a community company at heart, and we 

will always strive to foster greater prosperity and 

wellbeing for the residents and families who we  

are so fortunate to serve.

$142,000
raised for United Way 

through annual employee 
fundraising campaign

 

$53,000
raised for Royal Ottawa 

Prompt Care Clinic

$102,000
in community sponsorships 

and donations

$79.6 M
paid for goods and services 

from local suppliers*

*  “Local suppliers” in this context means 
suppliers located within a 100 km radius 
of the National Capital Region.
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Hydro Ottawa Holding Inc.10

Management’s  
Discussion and Analysis
Towards a smart  
energy future 

Advancing our 8-point strategy

Our 2021–2025 Strategic Direction outlines a balanced plan 

for sustainable growth, enhanced operational efficiency, and 

improved performance across environmental, social and 

governance (ESG) indicators.

In 2023, we achieved significant progress in advancing the 

8-point plan which underpins our business strategy and our 

journey towards a smart energy future.
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Achieve net-zero operations by 2030

A pillar of our Strategic Direction is the ambitious goal 

to achieve net-zero operations by 2030, becoming the 

first municipally-owned utility in Canada to reach this 

milestone. This goal is the hallmark of Hydro Ottawa’s 

growing commitment to excellence in sustainability 

and ESG performance.

In 2023, we continued the implementation of our  

net-zero action plan, which is focused on reducing  

our emissions to unavoidable levels across all aspects 

of our business. 

Decarbonizing our operations

As part of our net-zero commitment, we are constantly 

seeking to enhance our sustainable business practices. 

This includes actions like modifying our equipment  

use by replacing gas-powered tools with battery-

powered alternatives.

In 2023, we worked with an independent expert 

to better understand the indirect GHG emissions 

associated with our business activities (known as 

“Scope 3” emissions). With preliminary calculations  

of our Scope 3-related footprint in place, we will 

continue to refine our strategies for addressing  

this important piece of the net-zero puzzle.

Metric 2022

Scope 1 GHG emissions  

(metric tonnes)*

2,505

Scope 2 GHG emissions  

(metric tonnes)**

5,692

* Includes fleet emissions, natural gas consumption, and SF6 emissions.
** Includes electricity consumed and line losses.

Revving-up for electric mobility

We advanced the ongoing electrification of our 

corporate vehicle fleet through the procurement 

of additional hybrid and electric vehicles (EVs). 

To support the electric mobility of our crews and 

employees, we installed 24 Level 2 EV chargers  

at our facilities.

Building our first low-carbon substation

We were especially proud in 2023 to initiate the 

environmental assessment and public consultation 

process for our first-ever low-carbon substation. The 

proposed Piperville Municipal Transformer Station will 

support projected demand growth in the southeast 

part of our service territory and provide system 

redundancy in the event of severe weather. Hydro 

Ottawa is developing the project using low-carbon 

design and construction techniques, and is exploring 

the potential for on-site renewable generation and 

electricity storage.

1

94%
non-hazardous waste 

diversion rate

12%
fleet electrification
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Hydro Ottawa Holding Inc.12

Become the partner of first choice for 
signature green energy and carbon  
reduction projects in our community

2023 was another landmark year for Hydro Ottawa’s 

participation in major green energy and carbon 

reduction initiatives. We continued to develop 

partnerships around transformational energy projects, 

including collaborations with the City of Ottawa 

on adopting zero-emission buses and piloting 

wastewater-to-energy technology, and engagement 

with The Ottawa Hospital on the central utility plant for 

their new Civic Campus.

In addition, we lent our support and expertise to 

a variety of other projects with great potential for 

moving our community forward on decarbonization. 

Through this activity, we are strengthening our 

leadership in this space and we welcome the  

prospect of multiplying such opportunities in  

the future.

National Capital Region’s first  
carbon-neutral community

Hydro Ottawa is a partner in a first-of-its-kind district 

energy system which provides zero-carbon heating 

and cooling for the Zibi community in downtown 

Ottawa and Gatineau. The system will be one of  

only a few in North America to meet 100 per cent  

of community heating needs without fossil fuels.  

In 2023, we completed the next phase of the  

thermal plant’s construction and energized several 

mixed-use buildings.

Net-zero partnership with  
the Ottawa Airport

We are excited to collaborate with the Ottawa 

International Airport Authority in helping their 

decarbonization goals to take flight. This includes 

charting a course towards net-zero operations at 

airport facilities. Key highlights last year included 

installing EV charging infrastructure, upgrading 

electrical and lighting systems, and studying the 

potential for on-site renewable generation.

Helping customers make  
the fuel switch

More and more, Hydro Ottawa is being asked 

by customers to provide assistance with shifting 

energy use from fossil fuels to clean electricity. We 

have numerous multi-year projects on the go with 

businesses and institutions interested in upgrading 

their service configurations to support EV chargers, 

heat pumps, electric boilers or self-supply of 

renewable power.

In anticipation of increased electrification of heating 

and transportation in our community, Hydro Ottawa 

commissioned an expert study on the potential 

impacts to our grid. The study will be completed 

in 2024 and will help inform our planned capital 

investments for our next five-year distribution  

rate cycle.

2

Envari customer stories

From converting streetlights to 
improving air quality at schools, Envari 

is helping customers optimize their 
energy use, reduce costs and go green. 

Click here to learn more.
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Accelerate digital transformation to  
enable sustainable business practices

In today’s highly digitalized world, Hydro Ottawa 

recognizes that enhancing customer value and 

maximizing our efficiency require first-class digital 

capabilities across the company. Over the last year, 

we expanded our digital toolkit through the adoption 

of innovative new solutions tailored to the needs of 

customers and employees alike.

Improved outage communications

One of the most significant developments of 2023 

was the launch of our new online Outage Centre, 

fulfilling a key commitment of our post-2022 derecho 

action plan. The impacts of that event underscored 

the need to give customers a better set of tools for 

receiving and reporting outage-related information. 

The Outage Centre represents a step change in 

our communications capabilities, with a redesigned 

outage map boasting new features like address 

search functionality and outage summaries by 

neighbourhood. We also introduced email and  

text alerts for outages, to provide more detailed, 

timely, and accurate information and restoration  

times for customers.

Strengthening our cybersecurity

As an essential service provider and critical 

infrastructure operator in the capital city of a G7 

country, Hydro Ottawa is vigilant in guarding our 

system, assets, employees and customer information 

against cyber threats. In 2023, we implemented 

enhanced protections and controls for mission-critical 

operations technology. Numerous additional initiatives 

are planned for 2024 and beyond, as we continue to 

strengthen and mature our cybersecurity program. 

Productivity gains through next-generation technology

By adopting next-generation technology solutions, we are able to contain costs, automate our business processes, 

increase efficiency and foster a culture of innovation. Below are examples of how we expanded our digital toolkit 

in 2023:   

  

3

Enterprise data 
warehouse

 a Advanced solution for data 
management, analysis and 
reporting

 a Insights enabling improved 
efficiency, safety and customer 
service offerings

Predictive analytics  
for asset management

 a Optimized investment decisions

 a Better risk assessments

 a Improved forecasting

Satellite imaging 
for tree trimming

 a Increased precision in 
identifying hazards and 
assessing risks

 a Cost optimization

 a Reduction in tree-related 
outages
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Leverage and promote distributed 
energy resources

Distributed energy resources (DERs), such as solar 

panels, energy storage, EVs and demand response 

programs, are playing a lead role in the transformation 

taking place in the electricity sector. Hydro Ottawa 

continues to explore opportunities to leverage these 

technologies and maximize their value for customers 

and the grid.

Supporting customer adoption of EVs

Electric vehicles were a major area of focus for our 

work on DERs in 2023. We moved into the beta  

testing phase for our signature “EV Everywhere” 

project, which uses artificial intelligence to optimize  

EV charging by shifting it to more grid-friendly times 

of the day. As more EVs appear on our roads, this 

project is intended to help reduce costs for customers 

and limit the need for capital upgrades to the grid.

We also continued the important work of reducing 

barriers to EV use by making charging infrastructure 

more available. Through the combined activity of our 

electricity distribution and energy services businesses, 

we enabled the installation of more than 500 EV 

chargers across Ottawa, many of which are located 

in public places.

A trusted partner in electricity  
conservation

Helping customers use energy more efficiently and 

lower their costs remains a key priority for Hydro 

Ottawa. In 2023, we completed one of our largest 

projects to date under Ontario’s conservation 

framework — a retrofit program in Kanata North that 

achieved a 2.5 megawatt (MW) reduction in peak 

demand in the local community. We also launched 

new conservation programs for businesses, including 

incentives for rooftop solar development.

A significant milestone was receiving conditional 

federal government approval for delivery of a Deep 

Retrofit Accelerator Program. With a budget of 

$10 million, and in collaboration with local partners, 

Hydro Ottawa will facilitate energy retrofits and 

decarbonization measures for our commercial, 

institutional and multi-unit residential customers. 

This program will help further solidify our role as a 

trusted advisor and partner for customers interested 

in achieving savings and reducing their energy and 

carbon footprints.

4

* These EV chargers were either installed by our energy 
services affiliate, Envari, or received funding through Hydro 
Ottawa Limited’s delivery of Natural Resources Canada’s 
Zero-Emission Vehicle Infrastructure Program funds.

500+  
EV charger  
installations 
enabled*

40% 
year-over-year 
increase 

in the number of residential 
customers generating their 
own electricity using rooftop  
solar panels.

Hydro Ottawa makes it easy 
for customers to explore this 
option by providing support 
with connections and posting 
information on our website. 
Scan to learn more. 
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Continue to grow and diversify  
our revenue sources 

A series of disruptions had an adverse impact on 

our financial performance in 2023. These included 

numerous severe weather events, such as a freezing 

rain storm in the spring that affected more than 

170,000 customers and a record number of lightning 

strikes (over 6,000) during the month of July. Other 

challenges came in the form of a labour strike,  

interest rate hikes, and a generating turbine at the 

Chaudière Falls hydroelectric station experiencing  

a mechanical failure.

The increase in operating costs associated with these 

impacts resulted in a shortfall in net income, relative 

to the target set in our 2021–2025 Strategic Direction. 

Nevertheless, Hydro Ottawa generated a profit of 

$24.1 million, owing to growth in our overall revenue 

($333 million on a consolidated basis).

Despite the unique challenges encountered by 

Hydro Ottawa over the past couple of years, the 

company’s overall financial position is conducive to 

sustained year-over-year earnings growth over the 

medium and long term. In addition, we continue to 

achieve important milestones in the diversification of 

our revenue sources and business activity, and will 

be restructuring the company in 2024 to enhance 

financial capacity in advance of a major infrastructure 

investment program on the horizon.

5

Energy solutions
 a Strongest revenue year on record

 a Launched new consulting practice, 
Energy Advisor Plus

 a Continued to expand business  
activity across Eastern Ontario

 a Acquired dedicated warehouse 
space to support growth

Telecommunications
 a Commenced commercial 
operations for Hiboo Networks, our 
new fibre optic solutions affiliate

Electricity distribution
 a Largest contributor to  
consolidated revenue

 a Adverse financial and operational 
impacts in 2023 from severe 
weather events and labour strike

Renewable generation
 a Secured 20-year contract for 
Renewable Energy Certificates from 
the New York State Energy Research 
and Development Authority, funded 
through the State’s Renewable 
Energy Standard program

 a Mitigation measures implemented 
after historic 2017 and 2019 floods 
performed well during 2023 flooding

 a Turbine at Chaudière Falls 
Generating Station No. 5 (one of 
four units) experienced mechanical 
failure; expected return to service  
in 2025
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Grow our social license to operate

As a community company, Hydro Ottawa 

acknowledges our responsibility to establish  

and maintain high levels of credibility and trust 

with our customers and stakeholders, and to  

gain public acceptance for our business activities.  

We know that support from the local community 

needs to be nurtured and renewed on an ongoing 

basis, and that building trust means operating 

transparently and going the extra mile in meeting  

our stakeholders’ expectations. 

6

Supporting customers in need
In the midst of numerous economic pressures, we know 
that many customers struggle with their energy bills. We 
are pleased to be able to assist customers with relief in the 
form of flexible payment plans and in our role as delivery 
agent for key provincial programs.

In 2023, we distributed $10.4 million in Ontario Electricity 
Support Program funding to over 32,500 households, as 
well as $157,000 in relief through the Low-Income Energy 
Assistance Program.

Raising community awareness
We know that customers rely on us for accurate, timely and reliable information, 
especially when it comes to getting the lights back on after an outage and 
ensuring the safety of our operations. 

A major community engagement initiative in 2023 was our “Keeping Ottawa 
Connected” campaign, focused on informing community associations about how 
we prepare for emergencies, restore power following an emergency event and 
maintain safety through activities like tree trimming. The campaign was well-
received and a second phase of engagement is planned for 2024.

We also conducted our regular campaigns around public safety, with a particular 
focus on minimizing safety hazards and risks during the winter season.

A partner in student success
Hydro Ottawa takes an active role in helping to shape young minds and 
demystify the world of electricity and the company’s role in it.

In 2023, we continued our delivery of virtual and in-person programming 
to local elementary and secondary students regarding electricity safety, 
conservation, renewable energy and the prospect of a career in the 
sustainable energy economy.

We also collaborated with external partners in two exciting national-level 
projects: Electricity Human Resources Canada and Canadian Geographic, 
in the development of the Great Canadian Electricity Giant Floor Map, 
highlighting the electricity sector and the careers it offers (with two Hydro 
Ottawa employees showcasing their career experience); and Electricity 
Canada, in the creation of a standardized Grade 9/10 electricity education 
curriculum set to be delivered by school boards across the country.
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Ensure organizational capacity,  
culture and leadership to deliver  
in a post-pandemic environment

To ensure that we can successfully navigate disruption 

and uncertainty, remain a top employer, and deliver 

the highest quality services to customers, Hydro 

Ottawa continues to foster a safe and healthy work 

environment, and build an engaged, prepared and 

diverse workforce.

Excellence in health and safety

In carrying out our day-to-day operations, the 

safety of our employees and the public is always 

at the forefront. In 2023, we retained best-in-

class certifications for our Occupational Health, 

Safety and Environmental Management Systems 

to international standards. To maintain our strong 

safety performance, we provided an average of 

18 hours of training on safe work practices for all 

employees and 51 hours for our trades employees.

Building the workforce of tomorrow

Against the backdrop of a highly competitive labour 

market, we enhanced our talent management 

and employee development programs to ensure 

that we sustain a robust pipeline of highly skilled 

and knowledgeable employees. Key actions 

included hiring new apprentices, engineers 

and engineering interns, journeypersons and 

technology professionals; implementing targeted 

recruitment campaigns; adopting new approaches 

for personalizing the candidate and employee 

experience; and expanding online learning and 

training opportunities, including new virtual reality 

modules for trades employees.

We also renewed three collective agreements with 

bargaining units across our electricity distribution 

and renewable generation businesses.

Making diversity, equity and inclusion 
our strength

A main focus of Hydro Ottawa’s current diversity, 

equity and inclusion efforts is achieving gender 

equity goals by 2030 for mission-critical positions 

across our workforce. A major highlight in 

support of these commitments in 2023 was the 

establishment of a new partnership with Carleton 

University’s Women in Engineering & IT program, 

focused on empowering women engineers and 

IT professionals with the knowledge, skills and 

network to excel in their future careers. 

Other noteworthy collaborations included an 

initiative with the Canadian Centre for Diversity 

and Inclusion for a multi-phase Inclusive 

Leadership Program to equip our senior people 

leaders with new tools to cultivate a supportive 

and diverse work environment. In addition, we 

engaged Indigenous Works, a national Indigenous-

led social enterprise, to help us create land 

acknowledgements for our work locations and 

public communications.

7

51 hours 
safe work practices training 
per trades employee

Hydro Ottawa employees celebrate International Women’s Day
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Continue to provide best-in-class  
customer service 

The essence of Hydro Ottawa’s business strategy 

is putting the customer at the centre of everything 

we do. In 2023, we continued to deliver exceptional 

customer service and implemented numerous 

initiatives to improve the customer experience.

Enhancing customer choice  
and convenience

“Easy and fast” remain the primary benchmarks 

by which customers evaluate our effectiveness in 

delivering value for money and in simplifying access 

to our services. We redesigned our online customer 

portal, MyAccount, as well as our mobile app in 2023, 

offering new features to improve the user experience 

and expand options for self-service. We continued 

to see increased customer registrations across all of 

our digital service platforms, including our live chat 

support which is the fastest growing channel for 

customer interaction.

We also implemented new provincial programs 

aimed at giving Ontario residents greater choice and 

convenience when it comes to their electricity usage. 

With the Green Button program, customers can view 

and share their energy usage data in a standard 

format in order to better understand their energy 

consumption and optimize their spending. In addition, 

the new Ultra-Low Overnight rate plan supports 

customers who charge their EV or consume a large 

portion of their energy overnight.

Maintaining a reliable, resilient grid

Despite multiple instances of severe weather (several 

of which occurred during the labour strike), our teams 

did an exemplary job of restoring power to customers 

and integrating important learnings from the 2022 

derecho, such as expedited damage assessments and 

optimized deployment of external resources. Despite 

the inevitable impact of these weather events on 

system reliability, we were still able to achieve our 

second best result for outage frequency.

Certain projects were delayed or deferred due to 

the labour disruption. We were nevertheless able to 

execute on a significant portion of our distribution 

capital program and deliver much-needed investment 

to replace aging infrastructure. We likewise 

advanced our multi-year initiative to further elevate 

the intelligence and resilience of our network by 

automating outage restoration and modernizing  

our tools for grid operations. 

8

$56.9 M 
invested to keep  

distribution system  
safe and reliable

5,500 
new customers  

connected

Lightning 
strikes
within 
50 km 
of airport

July
2022 

736

July
2023 

6,066

Average restoration time 3.9 hrs 3.3 hrs

65% 
e-billing rate  

(highest in Ontario)

91% 
customer  

satisfaction  
rating
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First commissioned in 1891, Portage Power’s Generating Station No. 2 is the oldest continuously 
operating hydroelectric plant in Canada
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Management’s  
Discussion and Analysis

Introduction

The Management’s Discussion and Analysis [‘MD&A’] 

reviews Hydro Ottawa Holding Inc.’s financial 

position and financial performance and should be 

read in conjunction with the audited consolidated 

financial statements and accompanying notes for the 

year ended December 31, 2023. The accompanying 

consolidated financial statements are prepared in 

accordance with International Financial Reporting 

Standards as issued by the International Accounting 

Standards Board [‘IFRS Accounting Standards’], and 

are expressed in thousands of Canadian dollars.

The MD&A contains forward-looking statements, 

including, but not limited to, statements as to future 

operating results and plans. These statements reflect 

management’s expectations as of April 23, 2024, 

the date of approval of the consolidated financial 

statements. The impacts of risks and uncertainties  

may cause actual results, performances, or 

achievements to differ materially from those  

projected here.

Management’s  
discussion and analysis
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Core businesses and strategy

Company profile

Hydro Ottawa Holding Inc. [‘Hydro Ottawa’, ‘the 

Company’ or ‘the Corporation’] is 100 per cent 

owned by the City of Ottawa. It is a private company, 

registered under Ontario’s Business Corporations Act, 

and overseen by an independent Board of Directors 

consisting of the President and Chief Executive 

Officer and 12 members appointed by City Council. 

The core businesses of the Corporation are electricity 

distribution, renewable energy generation, energy 

and utility services, and telecommunications services. 

Hydro Ottawa owns and operates four primary 

subsidiary companies. 

Hydro Ottawa Limited, the first of these subsidiaries,  

is a regulated electricity local distribution company 

[‘LDC’] operating in the City of Ottawa and the Village  

of Casselman. As the third largest municipally-owned 

electrical utility in Ontario, Hydro Ottawa Limited 

maintains one of the safest, most reliable, and cost-

effective electricity distribution systems in the 

province, serving approximately 364,000 residential 

and commercial customers across 1,116 square kilometres.

Energy Ottawa Inc. [‘Portage Power’], the second of 

these subsidiaries, operates under the brand Portage 

Power and is the largest Ontario-based, municipally-

owned producer of green power. Portage Power 

owns and operates six run-of-the-river hydroelectric 

generation plants at Chaudière Falls near Ottawa’s 

core, along with the historic Ottawa River Ring Dam, 

and 12 other run-of-the-river facilities in Ontario and 

New York. It also holds interests in two landfill gas-to-

energy joint ventures that produce clean, renewable 

energy from landfill gas at the Trail Road and Laflèche 

landfill sites in Ottawa and in Moose Creek, Ontario. It 

also has 16 solar installations across the City of Ottawa. 

In total, Portage Power has 131 megawatts of installed 

green generation capacity — enough to power 

110,000 homes. 

Envari Holding Inc. [‘Envari’], the third of 

these subsidiaries, provides energy solutions 

to municipalities, industrial and commercial 

clients, and various LDCs. Envari manages large 

energy transformation projects on behalf of its 

clients, offers a portfolio of energy-efficient and 

environmentally friendly products and services, and 

provides operations and maintenance capabilities 

to its customer base. Envari provides extensive 

energy services to the City of Ottawa while also 

serving a diverse and expanding client base across 

Eastern Ontario.

Hiboo Networks Inc. [‘Hiboo’], the fourth of these 

subsidiaries, offers secure, high-speed fibre optic 

network solutions and internet service to businesses in 

the Ottawa and Gatineau region, operating a secure, 

high-capacity, state-of-the-art network. As the first 

municipally-owned internet service provider in the 

region, Hiboo launched its services in the market in 

September 2023. 

For a list of the significant operating subsidiaries and 

joint ventures included in Hydro Ottawa’s consolidated 

financial results, refer to Note 1 in the consolidated 

financial statements included in this report.
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Our strategic direction

In 2021, Hydro Ottawa developed a new strategic 

plan [‘2021–2025 Strategic Direction’], outlining the 

Company’s business strategy and financial projections 

for the next five years. This strategy represents 

both a continuation and an expansion of the robust 

foundation that Hydro Ottawa has built in our 

integrated planning and performance management 

framework. It retains the core elements of this 

framework, while responding to significant shifts  

in our business environment and placing a new 

emphasis on how sustainability and Environmental, 

Social, and Governance [‘ESG’] factors are integrated 

into all of our business practices.

Strategy
The essence of Hydro Ottawa’s strategy is to put  

the customer at the centre of everything we do.  

We believe that a sharp focus on the value we provide  

to our customers will generate positive results in 

all areas of performance — our financial strength 

and business growth, our operational efficiency and 

effectiveness, and our contributions to the well-being  

of our community.

In addition, our 2021–2025 Strategic Direction 

strengthens our commitment to improving the 

sustainability of our business operations. For more 

than a decade, Hydro Ottawa has been on a journey 

of balancing growth with environmental protection 

and social responsibility. Our ESG performance has 

been inextricably linked to our ability to create long-

term value and achieve our strategic objectives. This 

has served the company and our stakeholders very 

well, and forms the basis for anchoring our strategy in 

decisive action aimed at pursuing every opportunity — 

big or small — to enhance our sustainability profile.

With respect to the business, operating, and political 

environments in which we carry out our activity, they 

have all shifted significantly since the formulation 

of our prior strategic plan. Five key change drivers 

now define our strategic context: decarbonization; 

digitization; decentralization; diversification; and 

demographics. Collectively, and in varying measure, 

these drivers are shaping the landscape within which 

we will mitigate risk, seek out opportunity, and 

measure our performance.
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Within this dynamic landscape, our strategy for  

the 2021–2025 period involves:

1. Achieving net-zero operations by 2030;

2. Becoming the partner of first choice for  

signature green energy and carbon reduction 

projects in our community;

3. Accelerating digital transformation to  

enable sustainable business practices; 

4. Leveraging and promoting distributed  

energy resources;

5. Continuing to grow and diversify our 

revenue sources;

6. Growing our social license to operate;

7. Ensuring organizational capacity, culture, 

and leadership to deliver in a post-pandemic 

environment; and 

8. Continuing to provide best-in-class  

customer service.

Our aim is to be the trusted energy advisor for our 

customers and our community. As the energy needs 

and options of our customers and our community 

evolve, and as signature projects and developments 

proceed, Hydro Ottawa will play a leading role in 

helping our city to transition to a smart energy future.

We will also continue to grow shareholder value, 

maintaining a focus on strategic business growth 

within our core areas of strength. Our growth agenda 

involves four basic components:

 � Electricity distribution: expanding our grid to 

accommodate new customers and continuing to 

evaluate opportunities to increase our distribution 

service territory;

 � Renewable generation: increasing the supply 

of clean energy for customers by making smart 

investments in renewable generation;

 � Energy solutions: providing innovative and 

sustainable solutions to help consumers, 

businesses, public sector agencies, utilities 

and communities meet their energy objectives 

through energy management, conservation,  

design engineering, efficient streetlighting, electric 

vehicle infrastructure, energy generation, energy 

storage, and district energy opportunities, among 

others; and

 � Telecommunications services: delivering high-

speed fibre optic network solutions and internet 

service to businesses in our region.

Taken as a whole, we believe this strategy for the 

Company’s future presents a balanced program  

for solid performance, adaptation to a changing 

business environment, and sustainable and profitable 

business growth.
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Mission, vision and guiding principles

Our mission

To create long-term value for our 

shareholder, benefitting our customers  

and the communities we serve

Hydro Ottawa is both a community asset and an 

investment for our shareholder, the City of Ottawa. 

As a community asset, our purpose is to provide 

efficient and reliable services and a first-class 

customer experience, and to continue to be a strong 

strategic partner with the City, helping to deliver 

on its economic development and environmental 

agendas. As an investment, our purpose is to provide 

stable, reliable, and growing returns, and to increase 

shareholder value both in the short and long term. 

Our vision

Hydro Ottawa — a leading partner in a 

smart energy future

Our guiding principles 

Hydro Ottawa is committed to creating long-term 

value in a manner that will withstand the test of  

public scrutiny and inspire confidence and trust. To 

that end, we strive to achieve excellent operating 

and financial results while abiding by professional 

standards of conduct. We are guided not only by  

legal obligations, but also by best governance and 

business practices, and standards established by 

independent agencies. These expectations provide 

the foundation for our commitment to all of our 

stakeholders, and are reflected in our organizational 

values, our Code of Business Conduct, and our 

operating policies and procedures.
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These guiding principles have served Hydro 

Ottawa and our stakeholders well over the course 

of successive strategic planning cycles. They are 

increasingly relevant in light of rising public and 

private sector interest in ESG issues, and thus attest  

to Hydro Ottawa’s leadership as a forward-thinking 

and purpose-driven corporation.

Our organizational values

At Hydro Ottawa we are committed to an 

organizational environment that fosters and 

demonstrates ethical business conduct at all  

levels and reflects our shared values of teamwork, 

integrity, excellence, and service. Every employee 

must lead by example in this endeavour.

Our commitments to our stakeholders

Hydro Ottawa takes into account the interests of all 

our stakeholders including employees, customers, 

suppliers, our shareholder, and the communities and 

environment in which we operate.

Employees
The quality of our workforce is our strength and we 

will strive to hire and retain the best-qualified people 

and maximize their opportunities for success. We  

are committed to maintaining a safe, secure, and 

healthy work environment enriched by diversity  

and characterized by open communication, trust,  

and fair treatment. 

Customers
Our continued success depends on the quality of 

our customer interactions, and we are committed to 

delivering value across the entire customer experience. 

We are honest and fair in our relationships with our 

customers, and provide reliable, responsive, and 

innovative products and services in compliance with 

legislated rights and standards for access, safety, 

health, and environmental protection.

Suppliers and contractors 
We are honest and fair in our relationships with our 

suppliers and contractors and purchase equipment, 

supplies, and services on the basis of merit, with a 

preference for local procurement. We pay suppliers 

and contractors in accordance with agreed terms, 

encourage them to adopt responsible business 

practices, and require them to adhere to our health, 

safety, and environment standards when working  

for Hydro Ottawa.

Community and the environment 
We are committed to being a responsible corporate 

citizen and will contribute to making the communities 

in which we operate better places to live and do 

business. We are sensitive to the community’s needs, 

and dedicated to protecting and preserving the 

environment where we operate. 

Shareholder and other suppliers of finance 
We are financially accountable to our shareholder 

and to the institutions that underwrite our operations, 

and communicate to them all matters material to our 

organization. We protect our shareholder’s investment 

and manage risks effectively. We communicate to 

our shareholder all matters that are material to an 

understanding of our corporate governance.
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Electricity industry overview

Within the broader electricity sector, different  

entities are responsible for generating electricity, 

transmitting it, and delivering it to customers’ homes 

and businesses, as well as for directing grid and  

market operations, and overseeing and regulating  

the system as a whole. These entities are different 

in the two markets where Hydro Ottawa operates —

Ontario and New York.

Electricity generation

Electricity is created at generating stations — nuclear, 

hydroelectric, gas, wind, biofuel, and solar — as well 

as at small-scale and primarily renewable distributed 

energy installations at or near end-use locations. 

Facilities such as nuclear and large hydroelectric 

stations operate continuously, while wind and solar 

operate intermittently. Others such as natural gas 

stations can start up or slow down as required to 

follow demand fluctuations. Hydro Ottawa, through its 

subsidiary, Portage Power, has a fleet of hydroelectric, 

landfill gas-to-energy, and solar generating stations, 

and is the largest Ontario-based municipally-owned 

producer of green power.

Electricity transmission

Electricity is transmitted from generating stations to 

large industrial customers and LDCs through a high-

voltage network of transformer stations, transmission 

towers, and wires. In Ontario, the transmission network 

is primarily operated by Hydro One. In New York State, 

the transmission system is operated by a number of 

private and public entities such as National Grid and 

the New York Power Authority, which are collectively 

referred to as the New York Transmission Owners.

Electricity distribution

After transmission, electricity in Ontario is distributed 

at lower voltages to homes, businesses, hospitals, 

schools, factories, and farms by LDCs such as Hydro 

Ottawa Limited. LDCs deal directly with electricity 

customers, maintain their communities’ local electricity 

grids, and assist customers with electricity conservation. 

LDCs are the primary billing and collecting agents 

for all electricity sector charges. In addition, LDCs 

in Ontario are required to enable the connection of 

generators to their distribution systems, pursuant 

to specific regulatory criteria and to facilitate the 

settlement process through which a generator is 

paid for its electricity production. This settlement 

process, through which the LDC remains whole, entails 

payment by the Ontario LDC to the generator for both 

the spot market rate and any difference between the 

spot market rate and the contracted power purchase 

agreement rate with the Independent Electricity 

System Operator [‘IESO’].

While it is always an LDC that delivers electricity 

through its distribution lines to a home or business, 

electricity customers have the choice of buying  

their electricity generation from either their local  

LDC or an electricity retailer. Most Ontario customers 

choose to buy from their LDC. Hydro Ottawa  

Limited is only engaged in electricity distribution  

in the Ontario market.S
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System operators

The IESO connects all participants in Ontario’s 

power system — generators that produce electricity, 

transmitters that send it across the province, retailers 

that buy and sell it, industries that use it in large 

quantities, and LDCs that deliver it to homes and 

businesses. The IESO forecasts electricity demand 

throughout the province in continuously updated five-

minute intervals and collects offers from generators 

to provide the required amount. Wholesale customers 

can therefore see prices fluctuate based on current 

supply and demand, and can respond accordingly.  

The IESO monitors the system, identifies what is 

required to maintain reliability in the future, and 

publishes its findings in regular reports. It also 

coordinates emergency preparedness for the 

province’s electricity system.

The New York Independent System Operator 

[‘NYISO’] is at the heart of New York’s electricity 

system, monitoring the grid and power infrastructure, 

administering and monitoring the wholesale electricity 

markets, and planning for the state’s energy future. 

The NYISO was created to provide fair and open 

access to the electrical grid. New York is divided 

into 11 electricity zones and, within each, the NYISO 

is responsible for scheduling generation and load, 

contracting for the services necessary to maintain grid 

reliability, and scheduling imports and exports. The 

NYISO is also responsible for publishing current demand 

or load in real time. Hydro Ottawa’s New York State 

assets are located in the NYISO Zone E — Mohawk Valley.

Regulatory framework

In Ontario, the Ministry of Energy [‘the Ministry’] sets 

the overall policy for the energy sector, guided by 

relevant laws and regulations. The Ministry oversees 

the IESO and the Ontario Energy Board [‘OEB’], 

which regulate the energy sector as set out primarily 

in three statutes: the Ontario Energy Board Act, 

1998 [‘OEB Act’]; the Electricity Act, 1998; and the 

Energy Consumer Protection Act, 2010. The OEB Act 

establishes the authority of the OEB to approve and 

fix all rates for the transmission and distribution of 

electricity in Ontario, and to set standards of service, 

conduct, and reporting that must be adhered to as a 

condition of being licensed.

In the United States, electrical utilities and independent 

power producers are regulated at both the federal 

and state levels. Under the Federal Power Act, the 

Federal Energy Regulatory Commission [‘FERC’], an 

independent agency within the Department of Energy, 

regulates the transmission and wholesale of electricity 

in interstate commerce. Unless otherwise exempt, any 

entity that owns or operates facilities used for the 

transmission or wholesale of electricity in interstate 

commerce is a public utility subject to FERC’s 

jurisdiction. Regional system operators like NYISO are 

also under FERC oversight, as are privately-owned 

hydroelectric stations, whose operating licenses are 

issued by FERC.
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Rates

Hydro Ottawa Limited recovers costs from customers 

through electricity distribution rates. These cover the 

costs to: 

 � design, build, and maintain overhead and 

underground distribution lines, poles, stations,  

and local transformers;

 � operate the technology systems necessary  

for monitoring and controlling the distribution  

grid; and 

 � provide customer service and emergency response. 

Costs and rates vary from one distributor to another, 

depending on factors such as the age and condition 

of assets, geographic terrain and distances served, 

population density and growth, and the ratio of 

residential to commercial and industrial consumers.

Hydro Ottawa Limited’s distribution charge represents a 

portion of a customer’s total electricity bill. Hydro Ottawa 

Limited bills and collects charges reflecting all electricity 

sector costs, extending beyond those associated with 

distribution, but keeps only the distribution portion.  

The remainder is passed on, without mark-up, to 

the IESO, generators, the federal and provincial 

governments, and other corporate entities.

Hydro Ottawa Limited’s distribution rates are set 

by the OEB, based on rate applications. For more 

information on the rate-setting framework and Hydro 

Ottawa Limited’s rates, see Note 3(d) [Significant 

Accounting Policies—Regulation] to the consolidated 

financial statements included in this report.

Portage Power’s hydroelectric, landfill gas-to-energy, 

and solar generation rates are set through facility-

specific contracts. For those facilities delivering power 

to Ontario, Portage Power operates under agreements 

with the IESO, under which a “base contractual rate” is 

determined at the outset. An indexing factor is applied 

on an annual basis until the completion of the contract 

term. For hydroelectric stations located in upstate New 

York, Portage Power’s power purchase agreements — 

all of which are with the Niagara Mohawk Power 

Corporation, a subsidiary of National Grid plc — are 

currently market-based. As a result, generation 

revenues from these stations fluctuate based on 

market price.

Gross tangible and intangible assets

58%

17%

17%

3%

4%

Distribution ($1,612 million)

Generation ($482 million)

Computer software ($87 million)

Other assets ($480 million)

Assets under construction ($112 million)
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Capability to deliver results

Hydro Ottawa’s capability to achieve the objectives  

set out in its Strategic Direction is a function of its 

tangible and intangible assets, expertise, systems,  

and capital resources.

Assets 

Hydro Ottawa’s gross asset base is $2.8 billion, as a 

result of significant ongoing investments in distribution 

and generation infrastructure and technology systems. 

Like all utilities, Hydro Ottawa is affected by the reality 

of aging infrastructure, and continues to manage this 

through increased infrastructure investments and a 

detailed Distribution System Plan to target spending 

where it will have the most benefit. In 2023, the 

Corporation invested $56.9 million to maintain its 

distribution system and a further $53 million to expand 

the system to meet customer needs [see ‘Investing 

Activities’ below for more details]. In addition to these 

annual investments in distribution and generation 

infrastructure, Envari acquired a new warehouse to 

support its growth needs. The increase in warehouse 

space is tied to support of customer contracts 

across lighting, electrical and mechanical business 

lines. Examples include the City of Ottawa street 

lighting program, the Zero Emission Bus charging 

infrastructure project, suite metering and electric 

vehicle charging initiatives.

 � Electricity distribution assets – For more than 

100 years, Hydro Ottawa and its predecessor 

companies have delivered a reliable supply of 

electricity to homes and businesses.

 � Service Area – 1,116 square kilometres 

 � Circuitry – 6,268 kilometres

 � Substations – 92

 � Transformers – 38,946

 � Poles – 49,027

 � Renewable generation assets – Largest Ontario-

based municipally-owned producer of green power 

with 131 megawatts of installed generation capacity, 

enough to power 110,000 homes.

 � Run-of-the-River Hydroelectric Generating 

Stations – 18

 � Landfill Gas-to-Energy Plants – 2

 � Solar Installations – 16  

[includes 2 behind-the-meter installations]

Workforce 

A highly skilled, properly trained, and knowledgeable 

workforce — and a safe and healthy work environment — 

are essential to Hydro Ottawa’s continued success. The 

Company’s strategic objectives will only be achieved 

through the efforts of an effective and constantly 

learning organization, with the right skill sets to deliver 

on existing and new business lines. 

Hydro Ottawa employed approximately 700 people 

at the end of 2023 across the enterprise, with Hydro 

Ottawa Limited accounting for 84 per cent of this 

workforce.

Like many other utilities, Hydro Ottawa continues to 

face challenging workforce demographics that require 

a concerted response. The Company has put in place 

a comprehensive and integrated talent management 

strategy. It is anticipating and meeting talent needs 

through workforce planning, talent attraction and 

acquisition, effective deployment of resources, and 

performance management and development. More 

specifically, this includes:

 � Training: In-house apprenticeship and engineering 

internship programs continued to grow in 2023, 

with fourteen new apprentices hired — bringing the 

total to 34, or 23 per cent of the trades workforce. 

Two apprentices reached journeyperson status 

and three engineering interns received their P. Eng. 

designation in 2023.

 � Succession: Succession planning and development 

programs ensure that there are qualified and diverse 

employees in the talent pipeline for key positions.

 � Knowledge management & transfer: A proactive 

approach for key positions includes an older worker 

and retiree engagement plan to help seamlessly 

transition work from the veteran workforce to the 

next generation.

Envari’s new warehouse

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 5

Schedule 2
Attachment A

ORIGINAL
Page 31 of 112 



Hydro Ottawa Holding Inc.30

 � Diversity, equity & inclusion: Hydro Ottawa’s 

strategy fosters an inclusive culture that leverages 

diversity and enhances employee engagement 

and innovation. To support the goals of its third 

Diversity, Equity and Inclusion Plan, Hydro Ottawa 

made three gender diversity commitments in 

2022 — to increase women in trades and technical 

roles to 30 per cent, in engineering roles to 50 per 

cent, and in leadership roles to 50 per cent, all by 

2030. Hydro Ottawa is engaging with multiple 

partners to increase its gender diversity and 

continue to evolve its plan.

 � Educational partnerships: These include, most 

notably, collaborations with Algonquin College 

to deliver the College’s Powerline Technician 

programs in the Eastern Ontario region, and  

with Carleton University’s Sustainable and 

Renewable Energy Engineering Department for  

the establishment of a smart grid laboratory.  

The latter fosters innovative research on electrical 

power systems and promotes the training of 

engineers in the smart grid environment.

Employee compensation programs continued to 

support a high-performance culture in 2023, and 

include market-driven and performance-based 

components to attract and retain key employees.

As Hydro Ottawa’s business changes, so too does 

the profile of its workforce. It is increasingly diverse 

in age, skills, cultural and ethnic background, sexual 

orientation, gender identity, and in many other ways. 

The Company aims to create a thriving, respectful,  

and inclusive workplace for all.

A fundamental component of Hydro Ottawa’s 

commitment to operating efficiently and effectively 

is the very high priority that is placed on protecting 

the health, wellness, and safety of employees and 

the community. Hydro Ottawa has established 

an integrated health, safety, and environment 

management system certified to international 

standards — ISO 45001:2018 standard for occupational 

health and safety management, and ISO 14001:2015 

standard for environmental management.

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 5

Schedule 2
Attachment A

ORIGINAL
Page 32 of 112 



2023 Annual Report 31

Systems and processes

Hydro Ottawa has made significant investments 

in technology systems to enhance the Company’s 

effectiveness. These include customer information and 

billing systems, advanced metering, and information 

and operational technologies such as geographic 

information systems, system control, outage 

management, and mobile workforce management 

systems. Technology decisions continue to be based 

on three basic criteria: enhancing service to customers; 

creating efficiencies that will increase competitiveness; 

and improving functionality to be more agile and 

resilient in the face of industry disruption.

Hydro Ottawa continues to mature its cybersecurity 

program and takes the security of its critical 

infrastructure against cyber threats seriously. The 

Company collaborates proactively with government, 

regulators, and private sector partners across North 

America to manage this risk, and draws upon the 

expertise of such bodies as the Canadian Cyber 

Incident Response Centre, IESO, and OEB. The 

Company aspires to maintain industry-leading 

practices in its cyber program, including defense-in-

depth security controls, regular penetration testing, 

anti-phishing training and campaigns for employees, 

third-party maturity assessments and managed 

security services, tabletop exercises for executive 

leadership, and formal plans for risk, vulnerability, 

threat, and incident management.

Hydro Ottawa is also focused on maximizing the 

efficiency and effectiveness of its operations by 

optimizing productivity at every opportunity.

In 2023, the Company undertook the  

following initiatives:

 � Modernized outage communications through  

the introduction of outage alert notifications  

to customers via text message and email,  

along with a new online outage map with  

enhanced functionality;

 � Redesigned the online customer portal and mobile 

app, offering new self-serve functions and features 

to improve the user experience;

 � Implemented the Green Button data standard, 

allowing customers to access, download and share 

their energy usage data in order to gain better 

insights into consumption, resulting in energy 

savings and reduced costs;

 � Integrated predictive analytics into management 

of electricity distribution assets, which is helping 

to optimize asset investment decisions through 

comprehensive assessments of risk and augmented 

long-term forecasting;

 � Strengthened cybersecurity protections and 

controls for mission-critical operational technology;

 � Expanded the functionality of the customer 

relationship management system to centralize work 

intake and enhance prioritization of field crews and 

supervisors; and

 � Continued to unlock value from the internal data 

warehouse, with more segments of the business 

leveraging analytics to improve efficiency, safety, 

productivity, and customer service offerings. 

Images from Hydro Ottawa’s virtual reality employee training modules
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Progress against plan

In our 2021–2025 Strategic Direction, the Company established an 8-point strategy for achieving our vision of 

sustainable growth and providing value to customers. The table below summarizes 2023 performance highlights.

Strategic objectives 2023 performance highlights

Achieve net zero 

operations by 2030

 � Initiated environmental assessment and public consultation for our Piperville Municipal 
Transformer Station project, which is being developed using net zero design and 
construction techniques

 � Procured additional hybrid and electric vehicles [EVs] for our work crews, bringing the total 
electrification percentage for our corporate fleet to 12 per cent 

 � Installed 24 Level 2 EV chargers at our administrative and operational facilities to support 
electric mobility for our crews and employees

 � Performed preliminary calculations of Scope 3 emissions and updated our strategies for 
reducing Scope 1 and 2 corporate emissions

 � Diverted 94 per cent of non-hazardous waste from landfill

Become the partner 

of first choice for 

signature green 

energy and carbon 

reduction projects in 

our community

 � Finalized an agreement with the City of Ottawa for the installation of EV charging 
infrastructure and provision of energy services in support of the City’s flagship project  
to replace its diesel-powered bus fleet with electric buses

 � Formalized a partnership with The Ottawa Hospital for the planning and construction of an 
energy efficient central utility plant to sustainably power the hospital’s new campus 

 � Secured City of Ottawa approval for a wastewater heat recovery pilot project, co-led by our 
energy services affiliate; the project will provide zero-carbon heating for a major residential 
development in downtown Ottawa

 � Continued to reduce the energy consumption and environmental footprint of the Ottawa 
International Airport Authority’s operations, as part of our collaboration on net zero and 
green energy opportunities

 � Provided support and expertise for businesses and institutions requiring electrical service 
upgrades to help shift more of their energy use from fossil fuels to electricity

Accelerate digital 

transformation to 

enable sustainable 

business practices

 � Introduced outage alert notifications to customers via text message and email, along 
with a new online outage map with enhanced functionality

 � Strengthened cybersecurity protections and controls for mission-critical  
operational technology

 � Achieved operational efficiencies through the adoption of next-generation  
technology solutions, including:

 � Satellite imaging for tree trimming 
 � Predictive analytics for managing our electricity distribution assets
 � Virtual reality training for employees

 � Completed key milestones in testing an artificial intelligence solution under development 
with BluWave-ai, a local clean tech innovator, which will optimize EV charging for customers

Leverage and 

promote distributed 

energy resources

 � Secured conditional federal government approval for delivery of a $10 million Deep Retrofit 
Accelerator Program; in collaboration with local partners, Hydro Ottawa will facilitate energy 
retrofits and decarbonization measures for our commercial, institutional and multi-unit 
residential customers

 � Launched new electricity conservation programs for businesses, including incentives for 
rooftop solar deployment

 � Maintained our status as the leading installer of EV charging infrastructure in the  
National Capital Region through the installation of more than 500 charging stations  
across our community
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Strategic objectives 2023 performance highlights

Continue to grow 

and diversify our 

revenue sources

 � Achieved consolidated net income of $24.1 million; this is 53 per cent below our Strategic 
Direction target, primarily due to impacts from numerous severe weather events, a 
mechanical failure at our Chaudière Falls generating station, the labour strike in our 
electricity distribution business and interest rates 

 � Achieved several milestones in our strategic direction agenda for business growth and 
revenue diversification:

 � Earned a 20-year contract for Renewable Energy Certificates from a highly competitive 
procurement in New York

 � Established an advisory and consulting practice within our energy services business
 � Secured dedicated warehouse space for our energy services affiliate, with the aim of 

optimizing inventory management and supporting long-term growth
 � Commenced commercial operations for Hiboo Networks,  

our new telecommunications affiliate

Grow our social 

license to operate

 � Responded to the needs of our community through targeted support: 

 � Raised $142,000 for the united way and $53,000 for The Royal Ottawa Prompt Care 
Clinic through our annual employee charitable fundraising activities

 � Sponsored local organizations seeking to build stronger and healthier communities and 
support vulnerable groups through our Community Investment Program [$102,000 total]

 � Conducted a community awareness campaign to educate customers on emergency 
preparedness and outage restoration

 � Received five awards for performance excellence, including:

 � National Capital Region’s Top Employers [15th year]
 � Canada’s Greenest Employers [12th year]
 � Canada’s Best Employers [Forbes]
 � Canadian Apprenticeship Forum Award for Top Employers

Ensure 

organizational 

capacity, culture and 

leadership to deliver 

in a post-pandemic 

environment

 � Maintained safety as our top priority:

 � Provided an average of 18 hours of safe work practices training for all employees  
(51 hours for trades employees)

 � Retained best-in-class certifications for our Occupational Health, Safety, and 
Environment Management System to international standards

 � Continued to renew our workforce through apprentice and journeyperson hiring, and 
through implementation of comprehensive talent management programs

 � Established new external partnerships in support of our workforce development goals:

 � Carleton University’s Women in Engineering and IT Program, as part of our corporate 
commitment to increasing gender equity in our trades, technical, engineering and 
leadership roles

 � Electricity Canada and Electricity Human Resources Canada, on the development of 
a national curriculum for Grade 9 and 10 students to enhance electricity literacy and 
encourage career opportunities in the sector

 � Renewed three collective agreements with bargaining units across our electricity distribution 
and renewable generation businesses

Continue to provide 

best-in-class 

customer service

 � Coordinated effective emergency response efforts following multiple severe weather events 
[spring flooding, April ice storm and summer tornadoes and thunderstorms]

 � Maintained best-in-class reliability performance, including throughout Hydro Ottawa’s  
labour strike

 � Invested $56.9 million to keep our distribution system safe and reliable

 � Achieved 91 per cent customer satisfaction rating

 � Redesigned our online customer portal and mobile app, offering new features to improve  
the user experience

 � Implemented provincial programs focused on customer choice and convenience:

 � Green Button data standard, allowing customers to view and share their energy usage 
data in order to better understand their consumption and optimize their spending

 � Ultra-Low Overnight rate plan, a new pricing option aimed at supporting customers who 
consume a major portion of their electricity or charge their EV overnight

 � Maintained highest e-billing rate among Ontario electricity distributors [65 per cent of 
customers], saving $3 million per year
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Capital resources

Liquidity and capital resources

The Corporation’s primary sources of liquidity and 

capital resources are operating activities, bank credit 

facilities, and proceeds from commercial paper and 

bond issuances as and when required. Liquidity 

and capital resource requirements are primarily for 

maintenance of the Hydro Ottawa Limited electricity 

distribution system, investments in unregulated 

ancillary businesses, cost of power, interest expense, 

and prudential requirements.

On June 30, 2023, the Corporation renewed, increased 

and extended its $500 million 3-year revolving 

credit facility to August 2026. The credit facility is 

used for general operating purposes, annual capital 

expenditures, and to provide adequate liquidity to 

withstand sudden and adverse changes in economic 

circumstances. Additionally, the credit facility is 

used to backstop the Corporation’s $400 million 

commercial paper program to better optimize  

short-term borrowings.

Bond issuances in the utility sector continue to be 

a very attractive investment in the capital markets 

with strong demand across all bond tenures. This 

provides the Corporation access to market capacity 

to support its ongoing investment requirements. 

The Corporation’s existing corporate bond profile 

is very strong, with a weighted average maturity of 

13 years at an average weighted cost of 3.49 per cent. 

A $204-million, project-level, 40-year non-recourse 

amortizing bond, with $200.3 million outstanding, 

was issued in 2016 for the hydroelectric generation 

expansion at Chaudière Falls at a rate of 4.08 per 

cent. A $290.5 million, project-level, 40-year non-

recourse amortizing green bond was issued in 2019 

for the refurbishment of the two generating plants 

in Québec at a rate of 3.53 per cent. For additional 

details regarding the Corporation’s sources of liquidity 

and capital resources, see Notes 11, 15, and 17 to the 

consolidated financial statements.

Credit ratings

On October 18, 2023, Dominion Bond Rating Service 

Inc. [‘DBRS’] reaffirmed Hydro Ottawa’s A [low] 

credit rating and changed the trend on the rating 

from Stable to Negative. The re-affirmed rating 

confirms the continued strength and stability of Hydro 

Ottawa’s distribution operations. DBRS noted that 

Hydro Ottawa continues to have an excellent business 

risk profile due to its operation under a reasonable 

regulatory regime for electricity distribution; a large 

and diverse customer base; and high credit-quality 

power purchase agreements for the majority of its 

generation assets, which provide steady, predictable, 

and stable cash flows. DBRS’s change in trend 

is largely attributed to growth from unregulated 

businesses outpacing growth from the regulated 

business, which has changed Hydro Ottawa’s business 

risk profile. 
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Financial results 

The selected consolidated financial results of the Corporation presented below should be viewed in conjunction 

with the audited consolidated financial statements and accompanying notes for the year ended December 31, 2023.

Consolidated statement of income [summary]
[in thousands of Canadian dollars]

2023
IFRS 14 
impact

2023 
(Pre- 

IFRS 14)    
(1) 2022

IFRS 14 
impact

2022 
(Pre- 

IFRS 14)     
(1)

Change 
(Pre- 

IFRS 14)      
(1)

Revenue and other income

Power recovery  861,905  (15,913)  845,992  863,545  (10,710)  852,835  (6,843)

Distribution  224,770  (4,367)  220,403  209,841  148  209,989  10,414 

Generation  48,073  –    48,073  45,336  –    45,336  2,737 

Commercial services  36,477  –    36,477  33,572  –    33,572  2,905 

Government grant income  4,336  –    4,336  4,164  –    4,164  172 

Business interruption 
proceeds

 4,482  –    4,482  –    –    –    4,482 

Other  14,382  –    14,382  13,191  –    13,191  1,191 

 1,194,425  (20,280)  1,174,145  1,169,649  (10,562)  1,159,087  15,058 

Expenses

Purchased power  864,882  (32,418)  832,464  863,139  (34,063)  829,076  3,388 

Operating costs  182,273  (1,220)  181,053  160,624  (233)  160,391  20,662 

Depreciation and 
amortization

 79,604  –    79,604  76,199  –    76,199  3,405 

 1,126,759  (33,638)  1,093,121  1,099,962  (34,296)  1,065,666  27,455 

Income before  
undernoted items

 67,666  13,358  81,024  69,687  23,734  93,421  (12,397)

Financing costs, interest 
income and taxes

 64,671  (8,497)  56,174  64,839  (11,533)  53,306  2,868 

Share of loss (profit) from 
joint ventures

 746  –    746  441  –    441  305 

 65,417  (8,497)  56,920  65,280  (11,533)  53,747  3,173 

Net income  2,249  21,855  24,104  4,407  35,267  39,674  (15,570)

Net movements in 
regulatory balances,  
net of tax

 21,855  (21,855)  –    35,267  (35,267)  –    –   

Net income after  
net movements in  
regulatory balances

 24,104  –    24,104  39,674  –    39,674  (15,570)

(1) Non-GAAP financial measure
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Non-GAAP financial measure
IFRS 14—Regulatory Deferral Accounts requires a  

one-line separate presentation of the net movement 

within the Corporation’s regulatory deferral accounts 

related to income [i.e. the debit and credit balances, 

net of taxes] within its consolidated statement of 

income. This net movement of regulatory balances 

primarily arises when there is a timing difference 

between the cost of power purchased and the 

recovery thereof. This difference is recorded as 

a settlement variance, representing amounts to 

be recovered from or refunded to customers 

through future billing rates approved by the OEB. 

Consequently, the Corporation’s purchased power 

and power recovery line items can be significantly 

impacted by these timing differences. For the 

purposes of the analysis and interpretation of financial 

variances presented, management has identified 

and excluded impacts resulting from the adoption of 

IFRS 14, and used pre-IFRS 14 results as the basis for 

its discussion unless otherwise noted. Management 

believes this more accurately represents the true 

financial performance of the Corporation, given its 

rate-regulated environment as prescribed by the  

OEB. Readers should be cautioned that the pre-IFRS 

14 non-GAAP financial measure is not a standardized 

measure and might not be comparable to disclosures 

by other entities.

Net income
Net income decreased by $15.6 million in comparison 

to the previous year’s results. This was largely due to  

a $20.7 million increase in operating costs stemming 

from several adverse events that took place in 2023. In 

early April, a freezing rain storm began causing power 

outages across Ottawa. More than 270,000 customers 

were impacted by a power outage at some point 

throughout the storm. The Spring also brought with it 

rising water levels along the Ottawa River which led to 

temporary generating station shutdowns. Mechanical 

problems also arose at two of Portage Power’s four 

hydroelectric generating units at its Generating Station 

No. 5 [‘GS5’] located on Chaudière Island, one of which 

remains out of service as it undergoes major repairs. 

The Corporation also faced a strike by its employees 

represented by the International Brotherhood of Electrical 

Workers Local 636 at Hydro Ottawa Limited [‘IBEW 636’], 

which began on June 28, 2023. After the better part of 

three months, the IBEW membership and the Corporation 

ratified a new four year Collective Agreement for the 

period of April 1, 2023 to March 31, 2027. During this 

period, the City of Ottawa experienced a significant 

number of storms — July 2023 saw seven adverse 

weather events compared to zero over the same 

period in 2022. Many of the storms brought heavy  

rain, high winds and, in certain areas, hail. Moreover, 

the City saw tornadoes touch down in Barrhaven and 

in Findlay Creek. It was reported that the City of 

Ottawa saw 6,066 lightning strikes take place within  

a 50-km radius of the Ottawa airport in July 2023, 

more than 8.2 times the 736 lightning strikes that  

were observed in July 2022. Despite all of these 

challenges, the Corporation was still able to earn a 

profit of $24.1 million, owing to the growth in the 

Corporation’s revenue in 2023. 

The Corporation saw an increase in revenue of 

$15.1 million in comparison to the previous year.  

This increase was largely driven by the Corporation’s 

regulated electricity distribution company, which saw 

an increase in distribution revenue of $10.4 million  

due to regulated increases in its electricity rates and  

an increase in customers, offset by a $6.8 million 

decrease in the cost of power recovered. Moreover, 

generation revenue, commercial services revenue 

and government grant income recorded $2.7 million, 

$2.9 million and $0.2 million increases, respectively. 

The CDM programs in government grant income are 

being wound down, as program delivery responsibility 

is being transferred to the IESO. 
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In addition to the rise in operating costs, Hydro Ottawa 

recorded an increase in financing costs of $10.9 million 

as a result of rising short-term interest rates, and an 

increase in depreciation and amortization of $3.4 million 

on account of its growing capital asset base. 

Revenue and other income 
Revenue and other income are earned from electricity 

distribution, renewable energy generation, energy 

management and utility services, as well as from CDM 

programs and sundry activities. In 2023, Hydro Ottawa’s 

total revenue, including flow-through cost of power, 

amounted to approximately $1.2 billion, representing  

an increase of one per cent from the prior year.

The largest component of Hydro Ottawa’s total 

revenue is the cost of power recovered from 

customers through provincially established rates. The 

cost of power is a flow-through amount, which poses 

limited risk to Hydro Ottawa’s financial performance. 

However, variances arise between the cost of power 

purchased and the recovery thereof, due to timing 

differences in invoicing from the IESO for the former, 

and receipt of payment from customers for the latter. 

This difference is recorded as a settlement variance. 

Hydro Ottawa Limited’s power recovery revenue 

decreased $6.8 million in 2023, mainly due to lower 

global adjustment portions of commodity charges. 

Distribution revenue is recorded based on OEB-

approved distribution rates, set at a level intended to 

recover the costs incurred by Hydro Ottawa Limited in 

delivering electricity to customers. The rates include 

revenue related to the collection of OEB-approved 

rate riders. 2023 marked the third year of rates 

approved under Hydro Ottawa Limited’s 2021–2025 

Custom Incentive rate application. Distribution revenue 

rose five per cent relative to 2022, due in large part 

to the regulated increases in Hydro Ottawa Limited’s 

electricity rates and a rise in consumption. 

In 2023, commercial services revenue, which includes 

Envari’s energy and utility services business, produced 

a $2.9 million increase in revenue as economic 

activity continued to strengthen. The increase in its 

lighting, buildings and electrical practices represented 

15 per cent growth from 2022. Business activity was 

supported, in particular, by forward movement on the 

electric vehicle charging infrastructure project for the 

City’s Zero Emission Bus initiative.

During the year, Portage Power, the Corporation’s 

renewable generation subsidiary, achieved a 

$2.7 million increase in revenue in comparison to the 

previous year despite seeing a drop in production. 

This is attributable to the unique circumstances of the 

facilities within Portage Power’s fleet which operate 

under the terms of supply contracts with the IESO, but 

which are also directly connected to Hydro Ottawa’s 

distribution system. In these instances, the applicable 

facilities receive settlement from Hydro Ottawa at 

the spot market rate, and the difference between the 

contracted power purchase agreement rates and the 

spot market rate from the IESO. In 2023, the average 

spot market rate was lower than the prior year, 

resulting in a lower settlement between Hydro Ottawa 

and Portage Power, resulting in a smaller elimination 

of intercompany revenues and purchased power, 

upon consolidation of the entities. On a stand-alone 

basis, Portage Power’s decrease in revenue is mostly 

attributable to the GS5 Unit 1 mechanical failure and 

Unit 2 temporary outage, as well as the unfavourable 

spot market pricing obtained by its generating plants 

in upstate New York. The decrease in revenue was 

partly offset by business interruption insurance policy 

proceeds of $4.5 million [in connection with the 

GS5 Unit 1 mechanical failure], and the increase in 

production at its other stations at Chaudière Falls  

and in Eastern Ontario.

Expenses
Purchased power and operating costs

Purchased power represents the cost of electricity 

delivered to customers within Hydro Ottawa Limited’s 

distribution service territory. These costs consist of 

commodity charges, wholesale market service charges, 

transmission charges, and the global adjustment. The 

cost of purchased power increased $3.4 million in 

2023, mainly due to the global adjustment portion 

of the commodity cost. The global adjustment 

comprises the difference between the market rate 

and the contracted price for generation, and a 

portion of CDM programs. Operating costs in 2023 

of $181.1 million were $20.7 million higher than the 

prior year. In 2023, the Corporation dealt with many 

severe weather events, unlike 2022, where it saw 

one major event, the derecho. The Corporation was 

further impacted by a 84-day strike by the IBEW 636, 

which resulted in additional contractor, security and 

legal costs. The strike-related costs were partly offset 

by savings in compensation. During the year, the 
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Corporation saw Envari’s operating costs increase 

by $3.5 million from the prior year, which coincided 

with a $3.5 million increase in revenues. The formal 

launch in September 2023 of Hiboo Networks, the 

Corporation’s telecommunications services subsidiary 

led to a further increase in costs of $1.6 million. 

What is more, the Corporation incurred a loss on 

the write-off of assets and costs associated with the 

disassembly, transportation, inspection and storage 

of the damaged GS5 hydroelectric generation unit 

of $4.3 million and $1 million, respectively. Lastly, 

the Corporation’s operating costs were impacted 

by a $2.1 million decrease in costs being allocated 

to capital programs as a result of the lower than 

expected capital activity during the year caused by 

the strike and the nature of the storms. 

Depreciation and amortization

Depreciation and amortization on Hydro Ottawa’s 

property, plant, and equipment, and on its intangible 

assets increased in 2023 by $3.4 million, due to the 

ongoing investment in the Corporation’s electricity 

distribution infrastructure, generation and general 

plant assets.

Share of [loss] profit from joint ventures

In 2023, the Corporation recorded a loss of $0.7 million 

from joint ventures, which is slightly more than 

the $0.4 million loss suffered in 2022. Share of 

[loss] profit from joint ventures represents the 

Corporation’s share of net [loss] profit from the 

continuing operations of Moose Creek Energy LP 

[50.05 per cent] and PowerTrail Inc. [60 per cent], 

both landfill gas-to-energy joint ventures. In addition, 

the Corporation has a 50 per cent interest in Zibi 

Community Utility LP [‘ZCU’], a zero-carbon district 

cooling and heating system for the Zibi development 

in downtown Ottawa-Gatineau. For more information 

regarding the Corporation’s joint ventures, see Note 8 

to the consolidated financial statements. 

Financing costs [net of interest income] and taxes

Financing costs increased $10.9 million due to an 

increase in short-term borrowing rates resulting  

from the Bank of Canada’s interest rate hikes. In  

2023, the Bank of Canada average interest rate  

was 4.74 per cent, up from the 1.92 per cent average 

rate in 2022.

The Corporation’s effective tax rate decreased from 

34.57 per cent in 2022 to 30.37 per cent in 2023, 

as a result of permanent and temporary differences 

between the accounting treatment and tax basis of 

assets and liabilities that arose during the year. The 

$10.5 million decrease in income tax expense after the 

impact of IFRS 14 is largely the result of a decrease 

in pre-tax income and temporary differences. [There 

was a $7.4 million decrease in income tax expense 

pre-IFRS 14].  For more information regarding income 

taxes, see Note 22 to the consolidated financial 

statements.

Net movement in regulatory balances  
[net of tax]
In accordance with IFRS 14, the Corporation 

has separately presented the net movement in 

regulatory balances in the consolidated statements 

of income and comprehensive income. The changes 

in the regulatory debit and credit balances for the 

year, on the consolidated balance sheet, were an 

increase of $15.3 million [debit] and a decrease of 

$6.7 million [credit], respectively. This is equal to 

the net movement in regulatory balances, net of 

tax, on the consolidated statements of income and 

comprehensive income [an increase of $21.8 million 

and an increase of $0.2 million, respectively]. The 

impact of the IFRS 14 adjustments of $21.8 million 

is shown on the consolidated statement of income 

[summary]. As Hydro Ottawa Limited passes on the 

benefit of deferred income taxes through annual 

distribution rate adjustments approved by the OEB, 

it records a regulatory deferral account credit [or 

debit] balance for the amounts of deferred income 

taxes expected to be refunded to [or recovered from] 

customers in future rates.
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Consolidated balance sheet [summary]
[in thousands of Canadian dollars]

2023 2022 Change

Current assets  230,042  207,253  22,789 

Non-current assets  2,248,745  2,160,238  88,507 

Total assets  2,478,787  2,367,491  111,296 

Regulatory account balances  131,843  116,513  15,330 

Total assets and regulatory account balances  2,610,630  2,484,004  126,626 

Current liabilities  567,443  480,211  87,232 

Non-current liabilities  1,498,559  1,455,164  43,395 

Total liabilities  2,066,002  1,935,375  130,627 

Shareholder’s equity  529,669  526,944  2,725 

Total liabilities and shareholder’s equity  2,595,671  2,462,319  133,352 

Regulatory account balances  14,959  21,685  (6,726)

Total liabilities, shareholder’s equity and regulatory account balances  2,610,630  2,484,004  126,626 

Assets
Total assets increased by approximately $111.3 million 

in 2023. This increase is largely attributable to 

property, plant, and equipment, and to intangible 

assets, which in combination have increased by 

$86.5 million. This increase is a result of the continuing 

investments in electrical distribution and generation 

infrastructure, and the acquisition of general plant 

assets, which includes the Envari warehouse. In 

addition, the Corporation’s current assets increased 

by $22.8 million, as accounts receivable and prepaids 

increased by $22 million and $4 million, respectively; 

however, cash and restricted cash, and income 

taxes receivable, both decreased by $1.6 million. The 

increase in accounts receivable is largely due to the 

impact of higher rates and an increase in customers,  

as well as the residual effect of the strike by the 

IBEW 636.

Liabilities
Total liabilities increased by $130.6 million in 2023. This 

is due, in part, to an increase in current liabilities, which 

comprises a $57.3 million increase in the Corporation’s 

bank indebtedness and commercial paper, and a 

$26.3 million increase in accounts payable and accrued 

liabilities. The increase in bank indebtedness and 

commercial paper is mainly due to funding needs 

arising from the Corporation’s operations. In addition, 

the Corporation’s non-current liabilities increased  

by $43.4 million due to a $33.3 million increase in  

the non-current portion of deferred revenue due 

to capital contributions received in 2023, net of 

amortization, and an increase of $11.7 million in 

deferred income taxes.

Regulatory account balances
IFRS 14 defines a regulatory account balance as the 

balance of any expense or [income] account that 

would not be recognized as an asset or liability in 

accordance with other IFRS Accounting Standards, 
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but that qualifies for deferral because it is included, 

or is expected to be included, by the regulator in 

establishing the rate[s] that can be charged to 

customers. As at December 31, 2023, Hydro Ottawa 

Limited had recognized $131.8 million in regulatory 

account debit balances [assets] and $15 million in 

regulatory account credit balances [liabilities].

The $15.3 million increase in regulatory account debit 

balances is largely due to a $8.4 million increase in 

the regulatory asset for deferred income taxes and a 

$8.3 million increase in the Regulatory Asset Refund 

Account [‘RARA’], offset by a $0.9 million decrease in 

other variances and deferred costs.

The $6.7 million decrease in regulatory account credit 

balances is largely due to a $12.2 million decrease in 

settlement variances, offset by a $3 million increase 

in the Lost Revenue Adjustment Mechanism [‘LRAM’] 

account, which tracks and disposes of lost electricity 

distribution revenues that result from Conservation 

and Demand Management [‘CDM’] programs, a 

$1.1 million increase in the Gain on Asset Disposal 

variance account, which accounts for the difference 

between actual amount of gain from disposal of fixed 

assets and the forecasted gain, and a $1.2 million 

increase in other variance and deferred costs.

Consolidated statement of cash flows [summary]
[in thousands of Canadian dollars]

2023 2022 Change

Bank indebtedness, beginning of year  1,706  (5,185)  6,891 

Cash provided by Operating Activities 120,268 108,410  11,858 

Cash used in Investing Activities  (156,514)  (164,814)  8,300 

Cash provided by Financing Activities  41,638  63,295  (21,657)

Cash (bank indebtedness), end of year  7,098  1,706  5,392 

Cash (bank indebtedness) consists of:

Cash  14,920  13,978  942 

Bank indebtedness  (7,822)  (12,272)  4,450 

 7,098  1,706  5,392 

Operating activities
Cash generated by operating activities increased by 

$11.9 million in 2023. The majority of this increase 

relates to a $13.4 million reduction in the outflow of 

cash as a result of the net movements in regulatory 

balances, a $9.3 million increase in cash inflow from 

customer deposits, and a $8.2 million inflow from 

the change in non-cash working capital items. The 

increases in operating activities are partially offset by a 

decrease in net income of $15.6 million and the timing 

of financing cost payments.

Investing activities
Cash used in investing activities decreased by 

$8.3 million in 2023. This decline was largely due to 

the decrease in the addition of intangibles [other 

contractual rights]. Hydro Ottawa Limited is party to 

various Connection and Cost Recovery Agreements 

with Hydro One Networks Inc. [‘HONI’]. These 

agreements govern the construction by HONI of new 

or modified transformer stations for the purpose of 

serving Hydro Ottawa Limited’s customers, including 

anticipated electricity load growth. Furthermore, 

the Corporation saw a decrease in capital activities 

due to the suspension of work for the better part of 

three-months as a result of the strike. The decrease 

in investing activities was partially offset by the 

acquisition of the new Envari warehouse. Total 

investment in property, plant, and equipment and in 

intangible assets was $145.2 million in 2023. The chart 

below shows Hydro Ottawa’s capital investments by 

category for both 2023 and 2022.
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Capital investments in 2023 included the following: 

$56.9 million on system renewal and service to 

replace aging infrastructure and to modify the existing 

distribution system; $53.4 million on system access 

projects, including third-party-driven growth projects 

such as new residential or commercial installations, and 

municipal improvement projects; $26.8 million on general 

plant, including information technology infrastructure, 

fleet, and the acquisition of a new warehouse by Envari; 

and $8.1 million on generating plants.

Financing activities
Financing activities include dividends paid to the 

shareholder, the City of Ottawa, as well as proceeds from 

the issuance of long-term debt and commercial paper.

In 2023, dividends were paid to the Shareholder, the City 

of Ottawa, in accordance with the approved dividend 

policy. The 2023 payment totaled $20 million based on 

2022 results, and the 2022 payment totaled $23.7 million 

based on 2021 results. Subsequent to year-end, the 

Board of Directors declared a $20 million dividend based 

on 2023 results.

Accounting matters

Material accounting estimates  
and judgments
On January 1, 2023, the Corporation adopted 

amendments within IAS 1 Presentation of Financial 

Statements related to the Disclosure of Accounting 

Policies. The changes required an entity to disclose 

material rather than significant accounting policies 

and provided guidance identifying material accounting 

policies relevant to users of the financial statements. 

Accordingly, management reviewed its accounting 

policies and updated the accounting policy information 

to align with these amendments.

The preparation of consolidated financial statements, 

in conformity with IFRS Accounting Standards, 

requires management to make estimates, judgments, 

and assumptions that affect the reported amounts 

of consolidated revenues, expenses, assets, and 

liabilities, and requires disclosure of commitments 

and contingencies as of the date of the consolidated 

financial statements.

These estimates and judgments are based on historical 

experience, current conditions, and various other 

assumptions believed to be reasonable under the 

circumstances. Because they involve varying degrees 

of uncertainty, the amounts currently reported in the 

consolidated financial statements could prove to be 

inaccurate in the future.

Significant areas where estimates and judgments are 

made in the application of IFRS Accounting Standards 

are as follows [as discussed in Note 2(d) to the 

consolidated financial statements]:

 � Accounts receivable

 � Regulatory balances

 � Useful lives of depreciable assets

 � Impairment of non-financial assets

 � Employee future benefits

 � Capital contributions

 � Deferred Income taxes
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Risks and uncertainties

Hydro Ottawa has adopted a systematic approach to 

the management of risks and uncertainties, which is 

integrated into business processes and the quarterly 

reporting of organizational performance. Capabilities 

and processes have been built organization-wide for 

the effective identification of, and timely responses  

to, events likely to impede the achievement of 

corporate objectives.

The Corporation’s Enterprise Risk Management [‘ERM’] 

framework, established by the Board of Directors in 

2006 and renewed annually, consolidates quarterly  

risk reporting to the President and Chief Executive 

Officer, and to the Board. Reporting highlights 

potential risk factors that may have an impact upon 

Hydro Ottawa’s near-term and long-term business 

objectives and Strategic Direction. The ERM program 

supports and complements the Corporation’s strategic 

planning and annual business planning cycles, through 

updated environmental scans and periodic review of 

planning assumptions.

Hydro Ottawa monitors sources and factors of risk that 

are structural to the industry and to the Corporation’s 

lines of business. These include, but are not restricted 

to, the following: the weather; the policy and 

regulatory environment; the state of the economy and 

macro-economic trends; the state of financial markets 

and of investment in the utilities space; government 

policies relating to the production and procurement 

of renewable and clean energy, as well as carbon 

emissions and conservation; the pace and nature of 

changes in technology, including the convergence of 

information technology and operational technology; 

cybersecurity; labour force demographics, with a 

particular emphasis on the renewal of human resources 

in the trades; the state of the market for talent and 

skills; the course and consequences of climate change; 

hazards, including extreme weather events, which 

could significantly affect the socio-economic and 

physical environment; and the impact of fiscal policies 

on the Corporation’s customers. In combination, these 

sources of risk shape the evolution of the industry, 

which could in turn present new and emerging risks 

that the Corporation needs to manage effectively.

The description of risks below is not intended to be 

comprehensive and does not include all possible 

risks. The actual impact of any risk event may vary 

substantially from what is anticipated or described 

below. The sources and factors of risk analyzed below 

are interrelated to a great extent. They may quite 

possibly converge as a cause or consequence of one 

another. Thus, the cumulative impact of multiple risk 

events occurring within a relatively short time frame 

must be considered. In 2023, for example, Hydro 

Ottawa Limited’s business results were significantly 

affected by the concurrence of two tornadoes, over 

9,000 lightning strikes and a significant number of 

summer storms, most of which occurred during an  

84-day strike by a substantial segment of its workforce. 
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Policy and regulatory environment

Uncertainty regarding long-term  
policy direction for the electricity  
sector in Ontario
The Ontario provincial government may pass 

legislation or issue regulations at any time that  

could directly affect the Corporation’s electricity 

distribution and electricity generation businesses.  

For example, the government may direct the OEB  

to more aggressively scrutinize LDCs’ pursuit of cost 

efficiencies, or take other measures to mitigate rises 

in electricity distribution rates, or require the IESO to 

achieve savings by amending supply contracts with 

electricity generation companies.

The government’s policy posture and regulations 

on climate change response, including incentives 

for investment in more sustainable infrastructure 

and energy solutions, could have an impact on the 

Corporation’s energy and infrastructure business. 

Although there are several clear indications that grid 

transformation and energy transition are priorities for 

the provincial government, there is still considerable 

uncertainty around the policy and regulatory stance 

with regard to the role it envisages for LDCs and 

electricity generation companies in anticipating and 

meeting the requirements of a distributed energy 

resource [‘DER’] environment. 

The climate of uncertainty may affect future 

investment and success in renewable energy 

generation, emerging grid technologies, refurbishment 

of energy infrastructure, and energy management 

services — all key pillars of growth identified by the 

Corporation in its 2021–2025 Strategic Direction. 

Custom incentive rate application  
for 2021–2025
Hydro Ottawa’s electricity distribution business has 

obtained approval from the OEB for its distribution 

rate plan for 2021–2025. While the Corporation expects 

to be able to carry out its planned programs, provide 

safe and reliable electricity to its customers, and earn 

the allowed rate of return, there can be no assurance 

that the LDC’s results over a multi-year period 

will be consistent with projections included in the 

approved revenue requirements framework. Business 

performance may be affected if, for example, actual 

loads and energy consumption vary substantially 

from forecast, or unanticipated capital expenditure 

needs to be incurred, or actual costs of operations, 

maintenance, administration, capital, and financing 

materially exceed initial projections. As reflected in 

Hydro Ottawa’s direct experience in both 2022 and 

2023, the convergence of multiple hazards may also 

adversely affect business performance. 

Economy and financial markets

The state of the local, national and global economy 

could have a significant impact on the Corporation’s 

business performance through factors such as interest 

rates, inflation, supply chain stability, and availability  

of market capital to fund growth. The economic 

climate could also have an effect on the financial 

strength and performance of some of Hydro Ottawa’s 

key business partners.

Access to capital
The Corporation is reliant on funds generated from its 

operations and funds secured from the capital markets 

to enable ongoing operations, capital expenditures, 

acquisitions and growth in the business. Disruptions in 

the capital markets could increase the Corporation’s 

cost of capital and adversely affect its ability to fund 

its liquidity needs and future growth.

As Hydro Ottawa’s debt matures from time to time, its 

ability to finance and refinance indebtedness would 

be largely dependent on general economic conditions 

and overall state of the capital markets, continued 

operating performance of its assets, its credit ratings, 

the regulatory and policy environment, the level of 

future interest rates, and the attractiveness of its debt 

instruments to capital market participants. If external 
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sources of capital become limited or unavailable, the 

Corporation’s ability to fund operations and execute 

capital expenditures and strategic investments, in 

accordance with its 2021–2025 Strategic Direction, 

may as a result be adversely affected. 

Interest rates and credit ratings
The Corporation has variable rate interest exposure 

on its short-term borrowings and Commercial Paper 

program, which represent approximately 24 per cent 

of aggregate debt as at December 31, 2023. In 2023, 

the Bank of Canada initiated a mid-year pause after 

tightening its key benchmark interest rate 75 basis 

points (475 basis points within the past 18-month 

period), resulting in a significant increase in the cost of 

short-term borrowings. The Corporation’s interest rate 

costs will also be impacted as it refinances maturing 

long-term debt at higher rates.

Hydro Ottawa continues to maintain an A [low] 

credit rating; however, the Corporation’s growth in 

unregulated businesses continues to outpace the 

growth in the regulated business. As a result, the rating 

agency has changed the company’s outlook from 

Stable to Negative. The consequences of a downgrade 

may have an adverse effect on the Corporation’s 

financial position, its ability to raise capital in the  

future and the company’s cost of borrowings. 

Inflation and supply chain disruption
The combined effects of inflation and challenges in the 

supply chain may continue to affect the Corporation’s 

ability to achieve or maintain expected business 

results, including those outlined in its 2021-2025 

Strategic Direction. 

Hydro Ottawa’s Strategic Direction and financial 

projections for the 2021-2025 cycle are based on 

best estimates of costs to perform work and to run 

operations in a sustainable manner. Persistent inflation 

may result in substantial variance between actual 

results and current assumptions.

Inflation may also exacerbate the impact of the 

disruption of the global supply chain. Inconsistencies 

in the availability or cost of a range of original 

equipment and spares could affect the operational 

efficiency of the Corporation’s businesses, diminish 

the ability to respond to outages and customer needs, 

erode the capacity to manage major capital projects 

within budgeted costs and timelines, and undermine 

profitability overall. The potential paucity of affordable 

contractors to perform the range of specialized 

services procured by the Corporation may also have 

an adverse impact upon vital support functions and 

back-office operations.

Exchange rate fluctuations 
The Corporation’s functional currency is the Canadian 

dollar. A significant depreciation of the value of 

the U.S. dollar relative to the Canadian dollar may 

adversely affect the value of the Corporation’s U.S.-

based assets and related revenues. Conversely, a 

significant depreciation of the Canadian dollar relative 

to the U.S. dollar may affect the Corporation’s capacity 

to finance additional growth in the U.S. market.

Electricity industry

Aging assets 
Hydro Ottawa Limited has developed a long-term 

Distribution System Plan which takes into account  

the impact of climate change — in particular, changes  

in the frequency, severity, and pattern of occurrence  

of extreme weather events. While the Plan enables a 

high degree of resilience and responsiveness within  

the Corporation, there is a considerable risk of not 

being able to sustain the distribution business’ 

historically high standards of reliability and operability. 

The fact that a substantial part of its distribution assets 

[29 per cent] have already exceeded or will reach the 

end of their expected useful life over the next decade 

may aggravate this risk.

As a result of a series of rapid-onset extreme weather 

events since 2018, including most notably the derecho 

storm of 2022 and numerous events in 2023, Hydro 

Ottawa Limited has needed to absorb the risks and 

costs of complex and financially onerous restoration 

of the distribution system. The occurrence of more 

such extreme weather events is highly likely, though 

the damage they may cause and the potential financial 

impact that may result are difficult to estimate.   

Market prices for electricity 
Market prices for electricity fluctuate due to a number 

of factors: the amount of excess generating capacity 

relative to load in the market; the structure of the 

market; weather conditions that impact electrical  

load; growth in demand for electricity; absolute and 

relative prices for energy; changes in government 

policy; and developments in conservation and  

demand management.
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Major project execution 
The successful and timely completion of major 

projects is critical to the Corporation’s long-term 

Strategic Direction. There are inherent risk factors 

in such projects: construction delays; cost overruns; 

equipment performance not in accordance with 

expectations; delays in permissions and clearances 

from all levels of government and their agencies; and 

technical issues in connecting to the grid.

Equipment failure
The Corporation has established programs to monitor 

asset condition and performance, with a view to 

managing the risk of equipment failures.

Nonetheless, Hydro Ottawa Limited’s distribution 

assets face considerable risks of failure, stemming 

partly from their age and partly from severe weather 

conditions and natural disasters. Equipment failure 

risks, including the failure of assets under warranty, 

and the degradation of critical part components, are 

intrinsic to the generation of hydro-electric power, 

as experienced by Portage Power during 2023. Risks 

arising from equipment failure could be exacerbated 

by poor vendor support and performance, as well as 

by the precarious nature of global supply chains in 

recent years. 

Losses from lost revenue and repair costs may 

be substantial, even after taking into account any 

insurance coverage.

Hydrology
Hydro-electric generation assets account for 91 per 

cent of Portage Power’s portfolio. The operation 

of those facilities depends upon the availability 

of water. Water flows could be affected by short-

term variability in weather as well as longer term 

changes in precipitation patterns and amounts, water 

temperatures and ambient air temperatures.

Technology infrastructure  
and platforms

Hydro Ottawa’s results, resilience, and business 

performance depend upon complex information 

systems, covering frontline operations [e.g. geographic 

information system, outage management system, 

supervisory control and data acquisition system] 

as well as back-office processes [e.g. customer 

information and billing systems, enterprise resource 

planning system]. The failure of one or more of these 

key systems, or a failure of the Corporation to either 

plan effectively for future technology needs or to 

transition effectively to new technology systems,  

could adversely impact business operations and 

financial results.

Complexity and connectedness
Hydro Ottawa Limited’s key systems draw upon data 

and signals from several hundred thousand smart 

devices [chiefly smart meters], as well as the related 

systems and web interfaces. The processing of data in 

many cases entails a number of automated interfaces, 

as well as multiple internal and external dependencies, 

including Ontario’s Smart Metering Entity. Risks 

arising from the reliability and performance of any 

single component of this integrated network, or of the 

system as a whole, could lead to a disruption of key 

business processes.

On a smaller scale, the Corporation’s infrastructure and 

energy management business as well as its newly-

established telecommunication business face similar 

exposures, as they draw upon data and information 

from a number of devices and systems, including some 

that are owned by third parties. 

There is growing convergence of core operational 

systems with enterprise information systems, along 

with increasing automation, and extensive use of 

common technology in facilitating such integration 

and connectivity. The complexity of this technology 

infrastructure, together with its interconnected nature, 

has the potential to heighten existing risks as well as to 

create new ones.

The functioning of the Corporation’s technology and 

communications infrastructure depends to a great 

degree on the expertise, reliability, and resilience 

of third parties. There can be no assurance that the 

performance of these third parties will be consistent 

with the standards the Corporation expects.

Cybersecurity
The Corporation’s reliance on information systems and 

expanded data transmission and exchange networks, 

in conjunction with the growing extent of systems 

and data integration within the electricity sector, 

increases its exposure to information security threats, 

including cybersecurity risks. Hydro Ottawa’s information 

systems and information assets could be put at risk by 

a security breach, data corruption, or system failure 

at a shared resource or common service provider. 

Cybersecurity risks could also be aggravated by the 

increased prevalence of working from home.
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Human capital

Labour relations
A substantial segment of Hydro Ottawa’s workforce 

is represented by various unions. Unsuccessful 

negotiations with unions present the risk of a labour 

disruption or dispute. This risk manifested itself in  

2023 in Hydro Ottawa Limited for an 84-day period 

during which other, unrelated risks also occurred, 

notably extreme weather events. Together, this 

convergence of events severely tested the resilience  

of the Corporation’s business continuity program,  

and affected business performance in 2023.

The Corporation has now negotiated four-year 

collective agreements with all sections of its 

represented workforce. As a result, the risk of a  

major labour disruption or dispute is considerably 

lower for the next three years.

Talent attrition and retention
The Corporation expects the market for trades, 

technical, and professional staff to remain intensely 

competitive. In such conditions, Hydro Ottawa’s 

capacity to match or exceed the compensation 

and benefits offered by its comparators cannot be 

guaranteed. The prolonged inability to attract, train 

and or retain a skilled or qualified workforce could 

have an adverse effect on the Corporation’s service 

delivery and business results.

Labour force demographics
Across the electricity sector, retirements are outpacing 

new entrants to the workforce, which could have 

an adverse impact on the ability of the Corporation 

to build a sustainable workforce and achieve its 

business objectives. Hydro Ottawa’s investments in 

apprenticeships, internships, diversity, knowledge 

management, succession planning, and retiree and 

older worker engagement programs are designed to 

manage risks relating to workforce demographics.

Pension plans 
The Corporation provides a defined benefit pension 

plan for the majority of its employees through 

the Ontario Municipal Employees Retirement 

System [‘OMERS’]. As OMERS is a multi-employer, 

contributory, defined benefit pension plan, it is not 

practicable to determine the Corporation’s portion 

of pension obligations or the fair value of plan assets. 

Future funding shortfalls and net losses at OMERS, if 

any, are subject to the OMERS Sponsors Corporation 

Funding Management Strategy, which outlines how 

benefits and contributions will be modified as the 

OMERS Primary Plan cycles through periods of funding 

deficit and surplus.

Hydro Ottawa also has a separate defined benefit 

pension plan and a separate defined contribution 

pension plan for a small number of employees in the 

generation portfolio, with appropriate financial and 

investment procedures and oversight, as required 

by law. Pension benefit obligations and related net 

pension costs can be affected by volatility in the global 

financial and capital markets. There is no assurance 

that pension plan assets will earn the assumed long-

term rates of return. Market-driven changes impacting 

the performance of the pension plan assets may result 

in material variations in actual returns.

Hazards and business continuity 

Parts of the Corporation’s business operations entail 

exposure to a range of hazards and events arising 

from a number of potentially inter-related factors: 

environmental [e.g. extreme weather; floods and 

earthquakes]; industrial [e.g. toxic and hazardous 

substances]; public health [e.g. pandemic]; public safety 

[e.g. civil disorder, terrorism]; structural [building or 

dam failure]; cybersecurity; and infrastructural [e.g. 

communications or transport failures]. 

Hydro Ottawa’s Business Continuity program is 

designed to build capacities to respond to these 

events while maintaining essential operations, and to 

restore the business to full-scale operations when it is safe 

to do so. The program has demonstrated its effectiveness 

and resilience through a series of natural disasters since 

2018, as well as during the 84-day strike in 2023 by the 

represented workforce in Hydro Ottawa Limited. 

As robust as the program is, there can be no assurance 

that it will be able to withstand future challenges, 

especially if these emergencies and exceptional 

events should occur more often and with greater 

severity. Apart from creating risks to organizational 

resilience, hazards may also exacerbate financial 

risks. For example, the power and utilities sector may 

be required to absorb a greater proportion of the 

resulting losses if the insurance industry continues to 

reduce its coverage and offerings for such events.
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Outlook 

Subject to the risks and uncertainties above, Hydro 

Ottawa anticipates strengthening its financial 

posture in 2024 and steadily improving its business 

performance during the remainder of the 2021–2025 

Strategic Direction term.

The Corporation believes that the adverse impact on 

the Corporation’s financial performance in both 2022 

and 2023 arises largely from a unique convergence 

of factors and circumstances — natural hazards and 

interest rate increases in 2022, and a summer of 

sustained extreme weather events together with a long 

strike in 2023. Accordingly, a slower pace of growth is 

projected relative to the original Financial Outlook in 

the 2021–2025 Strategic Direction. Nevertheless, the 

Corporation’s overall financial position and risk profile 

are conducive to sustained year-over-year earnings 

over the long term.

By the end of 2024, Hydro Ottawa Limited will be 

on the cusp of submitting its 2026–2030 rate cycle 

application to the OEB. The application will seek to 

enable the capital investments that are necessary 

to maintain system reliability and operational 

effectiveness, while also providing an appropriate  

rate of return. Embedded in the plan will be controls 

and incentives which focus on productivity and  

cost efficiency.

The Corporation’s non-regulated businesses likewise 

remain on a positive trajectory. Portage Power is 

well-positioned for future growth and opportunities, 

including upcoming competitive energy supply 

procurements set to be administered by the IESO. 

Against a backdrop of heightened interest in 

decarbonization, the landscape is similarly favourable 

for Envari, the Corporation’s energy and utility 

services arm. With a growing roster of commercial and 

institutional clients pursuing sustainability objectives, 

an expanding portfolio of expertise and services, and 

a widening footprint across Eastern Ontario, Envari is 

strengthening its credentials as a preferred partner for 

carbon reduction and energy transformation projects.

Hiboo Networks, the Corporation’s new 

telecommunications affiliate, continues its focus on 

acquiring customers, expanding its network, digitizing 

its customer experience and building internal capacity, 

with a business plan oriented towards value creation 

and revenue growth over the long-term.
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 Consolidated financial 
statements
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 Governance and  

executive compensation

Corporate governance

In keeping with its commitment to robust 

Environmental, Social and Governance (ESG) 

performance, Hydro Ottawa continues to establish 

and maintain leading governance practices for a 

company of its size and mandate. Because governance 

standards and best practices are always evolving, 

the company seeks to continuously improve its 

governance practices.

Hydro Ottawa Holding Inc. is a private, for-profit 

company, incorporated under the Business 

Corporations Act (Ontario). At the same time,  

the company is wholly owned by the City of Ottawa 

and fulfills a public mandate, and is therefore mindful 

of its responsibility to be accountable both to its 

shareholder and the public. 

While Hydro Ottawa is not a reporting issuer under 

the Securities Act and is therefore not subject to 

governance standards that apply to publicly-traded 

companies, the company is guided by these standards 

and seeks to meet or exceed them. In addition, Hydro 

Ottawa regularly compares its governance practices 

to those of private and public sector organizations, 

and to standards set by agencies such as the Canadian 

Securities Administrators and the Ontario Securities 

Commission.

Governance structure

Accountability for the effective oversight of the 

Corporation (Hydro Ottawa Holding Inc.) and its 

subsidiaries rests with a 13-member Board of Directors, 

which provides direction to the Corporation on behalf 

of the shareholder, the City of Ottawa. 
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The Board provides leadership within a framework of 

effective controls that enables risks to be assessed 

and managed, and is responsible for supervising 

the management of the business and affairs of the 

Corporation and its subsidiaries. In carrying out its 

oversight function, the Board of Directors is guided by 

a Shareholder Declaration issued by Ottawa City Council 

and revised from time to time. The Corporation’s 

Code of Business Conduct, its Director Conflict of 

Interest and Conduct Guidelines, and a Related Party 

Transaction Disclosure Policy and Process also govern 

the actions of the Board.

In 2006, a separate Board of Directors was established 

to oversee the operations of Hydro Ottawa Limited, 

in accordance with the Affiliate Relationships Code 

for Electricity Distributors and Transmitters issued by 

the Ontario Energy Board. The powers and functions 

of that Board are set out in a Shareholder Declaration 

issued by the Hydro Ottawa Holding Inc. Board of 

Directors. On a day-to-day basis, the Corporation is led 

by an Executive Management Team, comprising the 

Corporation’s President and Chief Executive Officer, 

the Chief Financial Officer, and the senior executives 

of the subsidiaries and critical functional areas. This 

team oversees the alignment of business practices and 

strategies with the goals of the Corporation, and drives 

performance by managing risks and opportunities. The 

Executive Management Team is accountable to the 

Corporation’s Board of Directors through the President 

and Chief Executive Officer.

Appointments to the Boards  
of Directors

As noted above, the governance structure for the 

Corporation and its subsidiaries includes two boards  

of directors — the Hydro Ottawa Holding Inc. Board  

and the Hydro Ottawa Limited Board.

In accordance with the terms of the Shareholder 

Declaration, the City of Ottawa appoints all 

directors to the boards except the President and 

Chief Executive Officer, and the one member of 

management on the Hydro Ottawa Limited Board. In 

doing so, the City considers candidates recommended 

by the Nominating Committee of the Board of Hydro 

Ottawa Holding Inc., but is not obliged to select these 

candidates. The Nominating Committee is assisted  

by outside consultants in its search for candidates  

for appointment to the Boards.

As set out in the Shareholder Declaration, all 

candidates for appointment to the Boards must meet 

certain requirements, including demonstrated integrity 

and high ethical standards, relevant career experience 

and expertise, and an understanding of the role of 

Hydro Ottawa both as a service to local ratepayers  

and an asset of taxpayers.

In addition, the nomination and selection process 

is designed to maintain a Board that includes the 

following overarching competencies among one or 

more directors: strong business background, including 

Board of Directors gender representation

Male

46%
Female

54%

Gender diversity leadership  
at the board level
Hydro Ottawa is committed to building an 
organization — from leadership at the top to  
employees on the front-line — that reflects the  
diversity of the communities we serve.

We take great pride in the high levels of gender 
diversity maintained on our Board of Directors over 
many years. Our competitive advantage is sharpened 
when decision-making is enhanced by a broad 
spectrum of competencies, skills and backgrounds  
on our Board. 

More than half of our Board Directors were women 
in 2023, which significantly exceeded the national 
average (as compared to publicly-traded companies). 
This places Hydro Ottawa in the top-tier of companies 
who are benefitting from more women with a seat at 
the boardroom table.
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competitive business experience and strategic 

planning; a strong financial background, including 

financial accreditation and public or private market 

financing experience; industry sector experience in 

the areas of business of the subsidiary companies; 

engineering experience; board experience; and merger 

and acquisition experience.

In step with its strong ESG culture, the Corporation 

seeks to establish representation on the Board that 

reflects the diverse population which Hydro Ottawa 

serves. A high level of gender diversity has been 

maintained on the Board over the years, with female 

representation consistently exceeding the national 

average by a significant margin (as compared to 

publicly-traded companies).

Key governance processes  
and controls

Hydro Ottawa has established a number of leading 

governance processes and controls to assist the  

Board and executive management in carrying out  

their oversight functions.

Risk management: An extensive, corporate-wide 

risk management system has been established to 

track indicative and predictive measures of risk. Risk 

assessments are included with regular reporting to the 

Board on all areas of the Corporation’s operations.

Internal audit: Hydro Ottawa conducts a rigorous 

internal audit program to verify controls and maximize 

business efficiency and effectiveness. A number of 

business processes and functions are audited annually 

based on an audit plan approved by the Board. The 

use of experienced auditors both internal and external 

to the Corporation ensures rigour and objectivity.

Business continuity plans: Plans are in place to ensure 

the continuance of critical operations in the event of a 

major emergency such as an imminent threat, natural 

disaster, pandemic or significant outage, and to return 

the Corporation to normal operations as quickly as 

possible after such an event. They include detailed 

strategies for the re-assignment of resources to critical 

processes, and redundant supply arrangements with 

critical external suppliers.

Committees

The following committees were created to help 

the Boards of Directors carry out their duties. The 

committees meet regularly and provide feedback  

on their discussions to their respective Boards.

Audit: The Audit Committee reviews financial 

statements, accounting practices and policies, auditing 

processes and the results of internal and external 

audits and related matters. It also oversees financial 

risk management and assesses internal controls. 

Governance and Management Resources: The 

Governance and Management Resources Committee 

reviews the Corporation’s governance structures and 

practices to ensure that the Board of Directors can 

fulfill its mandate. It reviews management resources 

and compensation practices to ensure systems are 

in place to attract, retain, and motivate qualified 

management employees. It also reviews and assesses 

the performance of the President and Chief Executive 

Officer, oversees the Board Assessment process, and 

monitors compliance with codes of conduct. 

Investment Review: The Investment Review Committee 

is responsible for assisting management and the 

Board of Directors in the review and pursuit of 

business development, acquisition, and investment 

opportunities. In carrying out these functions,  

the Committee focuses on the consistency of 

opportunities with strategic plans and investment 

guidelines, the maximization of shareholder value,  

and the management of risk.* 

Nominating: The Nominating Committee, with the 

assistance of outside consultants, identifies and 

evaluates potential candidates for appointment 

as directors. The Nominating Committee makes 

recommendations to the shareholder (represented by 

Ottawa City Council) for the appointment of directors.

Strategic Initiatives Oversight: The strategic  

Initiatives Oversight Committee is responsible 

for assisting the Board of Directors in guiding 

management and providing support and focus for 

large-scale capital project efforts, as identified by  

the Board from time to time.

* The Investment Review Committee was merged 
with the Strategic Initiatives Oversight Committee 
in April 2024.
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Statement of executive compensation 

The Governance and Management Resources 

Committee of the Hydro Ottawa Holding Inc.  

Board of Directors is responsible for developing 

and recommending the approval of the  

compensation framework for the Corporation  

and each of its subsidiaries.

In developing the compensation framework, the 

Governance and Management Resources Committee  

is guided by two principles: the need to provide  

a total compensation package that will attract and 

retain qualified and experienced executives, and 

linking compensation to performance.

Executive compensation is reviewed by the 

Governance and Management Resources Committee 

and approved by the Board of Directors. In  

making its recommendations to the Board, the 

Committee examines the responsibilities and 

performance of individual executives, and considers 

the recommendations of the President and Chief 

Executive Officer.

In an effort to attract and retain qualified and 

experienced executives, the Corporation aims to  

offer a total compensation package that is competitive 

with other organizations of a similar size and scope. 

Executive compensation is reviewed on an annual basis 

and compared to market data, with the assistance 

of independent consultants, on an ad hoc basis to 

ensure competitiveness. In line with best practices 

for the sector, as identified by the Ontario Minister of 

Energy’s Agency Review Panel in 2007, Hydro Ottawa 

applies a 50/50 weighting of market data from public 

and private comparators. The industry component 

of the market comparator group has a strong sector 

affiliation (e.g. Transportation and Utilities sector), and 

is assessed by revenue levels to ensure comparability.

Total cash compensation for Executives consists 

of two components: base salary and an at-risk 

performance incentive. (The President and Chief 

Executive Officer receives a base salary only.)

The at-risk performance incentive component is paid 

on an annual basis, and is expressed as a percentage 

of base salary. It is designed to retain and motivate 

executives, to reward them for their performance 

during the preceding year, and to ensure alignment 

with shareholder objectives. Payments are based 

on the achievement of corporate and division 

objectives, both financial and non-financial, which are 

established each year by the Board of Directors. Non-

financial targets are designed to achieve continuous 

improvement in relation to a number of strategic 

objectives including, but not limited to, customer 

service, operational and organizational efficiency  

and effectiveness, and service reliability.

Executives participate in a benefits program, which 

includes extended health care, dental care, basic and 

optional life insurance, and short-term and long-term 

disability insurance. Executives also participate in the 

OMERS pension plan. This plan is a multi-employer, 

contributory, defined benefit pension plan established 

by the Province for employees of municipalities, local 

boards, and school boards in Ontario. Pension benefits 

are determined by a formula based on the highest 

consecutive five-year average of contributory earnings 

and years of service. Pension benefits are subject 

to Shared Risk Indexing, meaning any indexation to 

increases in the Consumer Price Index is conditional 

upon the OMERS Sponsors Corporation Board’s 

annual assessment of the overall financial health of the 

plan. Both participating employers and participating 

employees are required to make equal contributions 

to the plan based on the participating employees’ 

contributory earnings. Earnings for pension purposes 

are capped by the plan.
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Compensation of officers and board members

Officers

Name and principal position1 Year
Base salary 
($)

At risk 
performance 
incentive ($)2

Other 
compensation ($)3

Bryce Conrad

President and Chief Executive Officer

2023  412,865 N/A 92,328

2022  412,478 N/A 69,596

2021 402,796 N/A 100,951

Geoff Simpson

Chief Financial Officer

2023  232,489 75,932 13,791

2022  225,776 77,387 10,551

2021  220,043 73,630 10,698

Guillaume Paradis

Chief Electricity Distribution Officer 

2023 192,444 65,098  16,829

2022 186,887 64,058  19,382

2021 182,008 57,559  21,789

Gregory Clarke

Chief Electricity Generation Officer

2023 208,089 67,963  20,622

2022 202,081 68,081  10,451

2021 197,337 66,305  10,432

Adnan Khokhar

Chief Energy and Infrastructure  
Services Officer

2023 209,544 72,715  15,330

2022 203,493 68,557  10,336

2021 198,716 68,259  10,320

1 Officers whose earnings are reported are those who occupied the position at December 31, 2023.
2 Amounts shown in this column reflect the at-risk performance incentive for the executive in respect of the achievement of the performance 

objectives for the previous financial year, paid in the reporting year. These amounts have been rounded to the nearest dollar.
3 Amounts in this column include Board-approved discretionary payments such as payments of earned and unused vacation credits, car 

allowance, computer allowance, one-time lump sum payments and employer’s share of basic life insurance premiums. These amounts have 
been rounded to the nearest dollar.

Board members

The remuneration of the members of the Boards of 

Directors of Hydro Ottawa Holding Inc. and Hydro 

Ottawa Limited is determined by the City of Ottawa 

and the Hydro Ottawa Holding Inc. Board, respectively. 

In addition to reimbursement for reasonable out-

of-pocket expenses incurred while performing their 

duties, directors receive an annual stipend and meeting 

fees for service:

 � The Board Chair receives an annual  

stipend of $40,000;

 � All other Board members receive an  

annual stipend of $7,000;

 � The Board Chair receives $600 for each board or 

committee meeting chaired or attended;

 � Committee Chairs receive $800 for  

each committee meeting chaired; and

 � All other Board members receive $600 for each 

board or committee meeting attended.

Only one annual stipend is paid where an individual is 

a director of both the Hydro Ottawa Holding Inc. and 

Hydro Ottawa Limited Boards of Directors. Members 

of the Council of the City of Ottawa, as well as the 

President and Chief Executive Officer, and the one 

member of management on the Hydro Ottawa Limited 

Board receive no remuneration in their capacity as 

directors of the boards.
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Board and committee meeting attendance

The following tables illustrate the attendance of members at meetings of the Boards of Directors and their 

committees in 2023.

Hydro Ottawa Holding Inc.

Director Board meetings Committee meetings

Bernie Ashe (Chair)1 7/7 7/8

Jim Durrell (Past Chair)2 5/5 8/8

Bryce Conrad (President and CEO) 7/7 11/11

Yaprak Baltacioglu2 5/5 1/3

Kim Butler 7/7 6/6

Catherine Clark 6/7 3/3

Cathy Curry 6/7 3/4

Matt Davies 7/7 8/9

Laura Dudas 7/7 3/4

Cyril Leeder2 5/5 4/4

Paul McCarney 5/7 3/3

Madeleine Meilleur3 2/2 1/1

Lynn Norton3 2/2 1/2

Cyrus Reporter 5/7 4/5

Rumina Velshi3 1/2 2/2

Hydro Ottawa Limited

Director Board meetings Committee meetings

Bernie Ashe (Chair)1 1/1 N/A

Jim Durrell (Past Chair)2 3/3 N/A

Bryce Conrad (President and CEO) 4/4 N/A

Guillaume Paradis 4/4 N/A

1  Bernie Ashe’s term as Chair of the Board took effect on October 26, 2023.
2  Denotes outgoing Board member whose term ended on October 25, 2023.
3  Denotes incoming Board member whose term took effect on October 26, 2023.

Note:  

Jim Durrell was appointed to the Hydro Ottawa Holding Inc. and the Hydro Ottawa Limited Boards of Directors effective July 1, 2012.  
He served as Chair of both Boards from July 1, 2013 until the end of his term on October 25, 2023.

Yaprak Baltacioglu was appointed to the Hydro Ottawa Holding Inc. Board of Directors effective July 1, 2018. She served as Chair of  
the Governance & Management Resources Committee and a member of the Strategic Initiatives Oversight Committee until the end  
of her term on October 25, 2023.

Cyril Leeder was appointed to the Hydro Ottawa Holding Inc. Board of Directors effective July 1, 2017. He served as Chair of the Audit  
Committee and member of the Strategic Initiatives Oversight Committee until the end of his term on October 25, 2023.

We wish to convey our sincere appreciation to Jim Durrell, Yaprak Baltacioglu and Cyril Leeder for their dedicated service.
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Members of the Boards of Directors

HYDRO OTTAWA HOLDING INC.

 Bernie Ashe (Chair) Bryce Conrad Kim Butler Catherine Clark Cathy Curry

 Matt Davies Laura Dudas Jacqueline Gauthier Paul McCarney Madeleine Meilleur

 Lynn Norton Cyrus Reporter Rumina Velshi

HYDRO OTTAWA LIMITED

 Bernie Ashe (Chair) Bryce Conrad Guillaume Paradis

This list comprises the members of the Boards of Directors as of December 31, 2023.
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CANADA’S
BEST

EMPLOYERS
POWERED BY STATISTA

2023

Canadian Apprenticeship Forum  

Top Employer Award 

Best Practices Awards, Silver —  

Outage Communications Category

HRD Canada Innovative Human  

Resources Team Award

IES Ottawa Best Green Lighting  

and Design Award

Company of the Year Award

Ottawa Fire Chief’s Award

2026-2030 Custom IR
EB-2024-0115

Exhibit 1
Tab 5

Schedule 2
Attachment A

ORIGINAL
Page 111 of 112 



Hydro Ottawa wishes to thank all of the employees 

whose photos appear in this Annual Report.

La version française du présent rapport annuel est 

affichée sur le site https://hydroottawaholding.com/

RapportAnnuel2023

© 2024 Hydro Ottawa Holding Inc.

2711 Hunt Club Road

PO Box 8700

Ottawa, Ontario  K1G 3S4

Tel (613) 738-5499

hydroottawaholding.com
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 RATING AGENCY REPORTS 

 In accordance with section 2.1.8 of the OEB’s Chapter 2 Filing Requirements,  attached to this 1

 Schedule is the following rating agency report for Hydro Ottawa’s parent company, Hydro 

 Ottawa Capital Corporation: 

 ●  Attachment 1-5-3(A) - Rating Report for Hydro Ottawa Capital Corporation issued by 

 Morningstar DBRS; October 17, 2024 

 1  Ontario Energy Board,  Chapter 2 Filing Requirements  for Electricity Distributor Rate Applications - 2025 Edition for 
 2026 Rate Applications  (December 9, 2024), page 15. 
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Rating Report 
Hydro Ottawa Capital Corporation 

Credit Ratings 
Issuer Obligation Rating Rating Action Trend 

Hydro Ottawa Capital Corporation Issuer Rating A (low) New Rating Stable 

Hydro Ottawa Capital Corporation Senior Unsecured Debt A (low) New Rating Stable 

 

Credit Ratings Drivers 
Positive Credit Rating Drivers  Negative Credit Rating Drivers  

We are unlikely to take a positive credit rating action in the 

medium term given the stability of the current business risk 

profile and the elevated capital budget. A positive rating 

action could occur if the Company’s credit metrics strengthen 

to the "A" rating range.  

A negative rating action may occur should the Company's key 

credit metrics weaken to a level no longer supportive of the 

current rating (i.e., cash flow-to-debt below 10.0%) for a 

sustained period. 

 

Credit Rating Update 

We assigned an Issuer Rating and a Senior Unsecured Debt rating of A (low) with Stable trends to Hydro 

Ottawa Capital Corporation (HOCC or the Company). Concurrently, we assigned a rating of R-1 (low) with 

a Stable trend to HOCC's Commercial Paper program. HOCC was formed as a result of Hydro Ottawa 

Holding Inc.'s (HOHI) reorganization, effective on October 1, 2024. HOCC's ratings are based on HOCC's 

low-risk regulated electricity distribution business in Ontario, which provides a predictable source of 

earnings and cash flows. 

 

Key Credit Rating Considerations 

We note as part of the reorganization, (1) HOHI transferred its interests in the regulated business, Hydro 

Ottawa Limited (HOL), and modest nonregulated ancillary businesses to HOCC; (2) HOCC assumed 

HOHI's obligations under the senior unsecured debentures, releasing HOHI from these obligations; (3) 

the operation of HOL remained unchanged as the reorganization does not involve the transfer of any rate 

order or license; and (4) the remaining nonregulated operations, including Energy Ottawa Inc.’s power 

generation business will be transferred to another new subsidiary of HOHI, Hydro Ottawa Energy 

Services Inc., which is expected to close on January 2, 2025. 

 

HOCC’s business risk assessment is largely based on HOL, which accounts for the majority of HOCC's 

earnings. HOL is the regulated electricity distributor for Ottawa and operates under a reasonable 

regulatory environment overseen by the Ontario Energy Board (OEB). The regulated nature of HOL's 

operations will provide HOCC with predictable and steady cash flows, benefiting HOCC's credit metrics. 

HOL is operating under a Custom Incentive Rate-setting (IR) regime for a five-year period from 2021—25 

and is expected to file its 2026 —30 Custom IR application in early 2025. 

 

Morningstar DBRS 

October 17, 2024 
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HOCC’s other business segments are unregulated, including Envari Holding Inc. (Envari), an energy 

services business, and Hiboo Networks Inc. (Hiboo), a business-to-business telecommunications optical 

fibre business. We are of the view that HOCC’s unregulated operations, although riskier compared with 

its regulated operations, represent a small portion of HOCC’s earnings and do not materially affect 

HOCC's overall credit quality. 

 

We note that there is no external debt at HOCC’s subsidiaries, including HOL, and there is no intention 

of issuing debt at the subsidiary level. As such, there is no structural subordination in our rating 

consideration.  

 

Earnings Outlook 

On a pro forma basis, HOCC’s earnings in 2023 were weaker than previous years, reflecting higher 

operating costs caused by severe weather events, inflationary pressure, elevated short-term interest 

rates, and a labor strike between June and September. We expect earnings to improve in 2024, 

reflecting higher approved rates, easing of inflationary pressure, and lower borrowing costs. The 

Company’s earnings are expected to improve after rebasing in 2026, supported by growth in the rate 

base from the significant capital expenditures (capex) program during the current cycle.  

 

Financial Outlook 

On a pro forma basis, HOCC’s credit metrics have been under pressure in recent years due to higher 

borrowing costs and significant capex in excess of cash flow generation. Capex is projected to stay 

elevated at approximately $140 million annually, net of customer contributions, for 2024 and 2025. This 

capex will primarily be directed towards HOL to improve system reliability and address increasing 

demographic demands. Given HOCC does not have access to public equity markets, the expected 

substantial free cash flow deficits will likely be debt-funded. We expect the Company’s cash flow-to-

debt will average approximately 10% in the medium term, reflecting higher earnings offset by higher 

leverage. 

 

Financial Information 
  For the year ended December 31 

($ millions where applicable) 2023 Pro Forma 

Total debt in capital structure (%) 66.1 

Cash flow/Total debt (%) 10.2 

EBIT gross interest coverage (times)  1.62 

 

Issuer Description 

HOCC is a holding company with the following subsidiaries: Hydro Ottawa Limited (HOL), the regulated 

electricity distributor, and Envari and Hiboo, which provide nonregulated services. The Company delivers 

electricity to more than 364,000 homes and businesses in the City of Ottawa (the City) and the Village of 

Casselman. 
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Business Risk Assessment 

1. Stability from regulated business 

The Company benefits from stable earnings and cash flows generated by its regulated electricity 

distribution business, HOL. HOL currently operates under a five-year Custom Incentive Rate-setting 

Mechanism (IR) with reasonable inflation, productivity, and stretch factors. The OEB prescribes that HOL 

has a deemed equity of 40%, which is consistent with the other LDCs in Ontario. 

 

2. Strong franchise  

HOL is the third largest municipally owned LDCs in Ontario, serving the densely populated areas within 

the City and the Village of Casselman. The majority of Hydro Ottawa’s electricity sales are to residential 

customers, the federal government, and the municipalities, universities, schools, and hospitals (MUSH) 

sector. We note that the government and MUSH sectors have relatively stable year-over-year demand 

because they are less sensitive to economic cycles.  

 

3. Operational risk 

Operational risks are those risks normally inherent in the operation of distribution facilities. The 

Company’s facilities are subject to the risk of equipment failure from asset deterioration related to use or 

age, latent defects, and adverse weather events, among other things. These risks could lead to longer-

than-forecast equipment downtimes for maintenance and repair, disruptions of power generation, and 

customer service interruptions. We note that adverse weather events in 2022 and 2023 have resulted in 

longer interval of customer service interruptions.  

 

Financial Risk Assessment 

1. Balance sheet pressure from large capex program 

HOL is in the middle of major capex programs to enhance the reliability of the system and meet growing 

demographic demands. We expect this will result in the Company continuing to generate deficits in free 

cash flow which will be financed by debt over the medium term. As such, the Company key credit 

metrics have been pressured and are expected to be weaker for the current rating category.  

 

2. No access to equity markets 

HOCC’s ownership structure (100% owned by the City) limits its ability to directly access equity markets. 

As a result, the Company finances any cash flow deficits largely through its revolving credit facilities and 

debt issuances.  
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Environmental, Social and Governance Checklist 

 

ESG Factor

Extent of the Effect on the 

ESG Factor on the Credit 

Analysis: Relevant (R) or 

Significant (S)*

Environmental Overall: N N

Emissions, Effluents, and 

Waste

Do we consider that the costs or risks for the issuer or its clients result, 

or could result, in changes to an issuer's financial, operational, and/or 

reputational standing? N N

Carbon and GHG Costs

Does the issuer face increased regulatory pressure relating to the carbon 

impact of its or its clients' operations resulting in additional costs and/or 

will such costs increase over time affecting the long-term credit profile? N N

Resource and Energy 

Management

Does the scarcity of sourcing key resources hinder the production or 

operations of the issuer, resulting in lower productivity and therefore 

revenues? N N

Land Impact and Biodiversity

Is there a financial risk to the issuer due to the loss of biodiversity and/or 

the mitigation of such loss, including land conversion and rehabilitation? N N

Climate and Weather Risks

In the near term, will climate change and adverse weather events 

potentially disrupt issuer or client operations, causing a negative 

financial impact? N N

In the long term, will the issuer's or client's business activities and 

infrastructure be materially affected financially by physical and/or 

transition risks under key IPCC climate scenarios? N N

Climate and Weather Risks N N

Passed-through 

Environmental credit 

considerations

Does this rating depend to a large extent on the creditworthiness of 

another rated issuer which is impacted by environmental factors (see 

respective ESG checklist for such issuer)? N N

Social Overall: N N

Social Impact of Products 

and Services

Do we consider that the social impact of the issuer's products and 

services pose a financial or regulatory risk to the issuer? N N

Do changes in consumer behaviour or secular social trends pose a 

financial or regulatory risk to the issuer? N N

Social Impact of Products and Services N N

Human Capital and Human 

Rights

Is the issuer exposed to staffing risks, such as the scarcity of skilled 

labour, uncompetitive wages, or frequent labour relations conflicts, that 

could result in a material financial or operational impact? N N

Do violations of rights create a potential liability that can negatively 

affect the issuer's financial wellbeing or reputation? N N

Human Capital and Human Rights N N

Product Governance

Does failure in delivering quality products and services cause damage to 

customers and expose the issuer to financial and legal liability? N N

Data Privacy and Security

Has misuse or negligence in maintaining private client or stakeholder 

data resulted, or could it result, in financial penalties or client attrition to 

the issuer? N N

Occupational Health and 

Safety

Would the failure to address workplace hazards have a negative financial 

impact on the issuer? N N

Community Relations

Does engagement, or lack of engagement, with local communities pose a 

financial or reputational risk to the issuer? N N

Access to Basic Services

Does a failure to provide or protect with respect to essential products or 

services have the potential to result in any significant negative financial 

impact on the issuer? N N

Passed-through Social credit 

considerations

Does this rating depend to a large extent on the creditworthiness of 

another rated issuer which is impacted by social factors (see respective 

ESG checklist for such issuer)? N N

Governance Overall: N N

Bribery, Corruption, and 

Political Risks

Do alleged or actual illicit payments pose a financial or reputational risk 

to the issuer? N N

Are there any political risks that could affect the issuer's financial  

position or its reputation? N N

Bribery, Corruption, and Political Risks N N

Business Ethics

Do general professional ethics pose a financial or reputational risk to the 

issuer? N N

Corporate / Transaction 

Governance

Does the issuer's corporate structure allow for appropriate board and 

audit independence? N N

Have there been significant governance failures that could negatively 

affect the issuer's financial wellbeing or reputation? N N

Does the board and/or management lack a formal framework to assess 

climate related financial risks to the issuer? N N

Corporate / Transaction Governance N N

Passed-through Governance 

credit considerations

Does this rating depend to a large extent on the creditworthiness of 

another rated issuer which is impacted by governance factors (see 

respective ESG checklist for such issuer)? N N

Consolidated ESG Criteria Output: N N

* A Relevant Effect means that the impact of the applicable ESG risk factor has not changed the rating or rating trend on the issuer.

  A Significant Effect means that the impact of the applicable ESG risk factor has changed the rating or trend on the issuer.

ESG Credit Consideration Applicable to the Credit Analysis: Y/N
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ESG Considerations 

Environmental 

There were no environmental factors that had a relevant or significant effect on the credit analysis. 

HOCC’s core business is regulated electricity distribution, requiring adherence to environmental 

standards and regulations. The Company has made a commitment to transition to net-zero operations by 

2030. There has been no material environmental incidents in the past for HOHI. We note regulated 

utilities may be exposed to severe weather events. We expect any costs associated with these events to 

be recovered through rates. 

 

Social  

There were no social factors that had a relevant or significant effect on the credit analysis. HOCC 

provides essential electricity distribution services. HOCC's primary social responsibility is safe and 

reliable delivery of cost-effective electricity to its customers. The Company has maintained consistent 

customer satisfaction scores in the past years, with one of the safest, most reliable and cost-effective 

electricity distribution systems in the province. We note that regulated utilities tend to attract significant 

public interest, making them susceptible to political interference, particularly when issues related to 

affordability arise. There has been no material negative political interference in the past for the 

Company. 

 

Governance 

There were no governance factor or consideration with a significant or relevant impact on the credit 

rating. While HOHI and its subsidiaries, including HOCC, are owned by the City of Ottawa, it has an 

independent Board of Directors consisting of 12 members appointed by City Council. In carrying out its 

oversight function, the board oversees of the Company’s climate-related objectives. The Company 

adheres to high standards of integrity, transparency, and disclosure by regularly assessing emerging 

best practices (such as enhanced ESG reporting).  
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Appendix A: Simplified Organizational Chart  

 

 
 

 

• Hydro Ottawa Capital Corporation was created through the reorganization of Hydro Ottawa Holding 

Inc. on October 1, 2024. As a result of the reorganization, HOHI's existing indenture amounting to $575 

million is assigned to the Company. The Company also obtained a new credit facility of $500 million, 

which replaces the previous facility extended to HOHI.  

• All outstanding notes and credit facility at the HOL level are in the form of intercompany debt owed to 

the Company. 

• We view the relationship between the Company and the City as strong. 

• While the City has acknowledged its commitment to retaining and supporting the 

Company in a situation of extraordinary financial distress, we continue to view Hydro 

Ottawa on a stand-alone basis, separate from the City, and has not included any potential 

support from the City in its assessment of the Company’s ratings.  
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Appendix B: Regulatory Update 

• In July 2024, the OEB approved HOHI's reorganization proposal on the basis that the operation of HOL 

will remain unchanged since the reorganization does not involve the transfer of any rate order or 

license. 

• HOL is regulated under Custom IR, which is a hybrid of cost of service and the incentive rate-setting 

method, for a five-year period from 2021 to 2025. We consider the inflation, productivity, and stretch 

factors as reasonable. 

• HOL is allowed to fully recover its purchased power costs (except doubtful accounts on power cost, 

which are manageable) in a timely fashion, eliminating its exposure to power price risk.  

• HOL is currently in year 4 of its 2021–25 Custom IR rate filing, which was approved in its revised form 

in November 2020 with rates finalized on January 7, 2021. In December 2023, the OEB approved HOL’s 

application for 2024 rates with a return on equity (ROE) of 9.21% (8.34% for 2021 to 2023). 

• HOL’s next Custom IR application will be filed in early 2025 for rates effective 2026 to 2030. 
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Assessment of Regulatory Framework 
Criteria Score Analysis 

1. Deemed Equity Excellent 

Good 

Satisfactory 

Below Average 

Poor 

The OEB prescribes that HOL has a deemed equity of 40%, 

which is consistent with other electricity distribution 

companies in Ontario.  

2. Allowed ROE Excellent 

Good 

Satisfactory 

Below Average 

Poor 

HOL has an allowed ROE of 8.34% from 2021-23, 9.21% for 

2024—25. The difference in ROE between HOL and other 

distribution companies is mainly due to the timing of 

regulatory filing and interest rate environment prevalent at 

that time. 

3. Energy Cost Recovery Excellent 

Good 

Satisfactory 

Below Average 

Poor 

There is no power price risk for HOL as it is not responsible for 

purchasing power from generation facilities or the wholesale 

market. Power costs are passed onto rate payers at rates set 

by the OEB, and HOL collects payments from its customers on 

a monthly basis. 

4. Capital and Operating 

Cost Recovery 

Excellent 

Good 

Satisfactory 

Below Average 

Poor 

Capital costs will be added to the rate base after completion, 

on an annual basis. We note that a Capital Variance Account 

has been established to track underspending or delays in three 

capex categories and will be returned to customers at the end 

of the period. Overspending on the capex plan will not be 

charged to rate payers and is at HOL's risk. 

5. COS Versus Incentive 

Rate Mechanism 

Excellent 

Good 

Satisfactory 

Below Average 

Poor 

HOL is regulated under the Custom IR, which is a hybrid of 

Cost of Service (COS) and Incentive Rate Setting Method 

(IRM), for a five-year period. Productivity and stretch factors 

are reasonable. 

6. Political Interference Excellent 

Good 

Satisfactory 

Below Average 

Poor 

The government of Ontario plays a significant role in the 

electricity sector in Ontario, given that the majority of the 

utilities are government-owned (HOL is owned by the City of 

Ottawa). Futher, stakeholders such as the IESO are also 

government-owned. As a result, the government has direct 

and indirect influence on Ontario's electricity industry. 

7. Stranded Cost Recovery Excellent 

Good 

Satisfactory 

Below Average 

Poor 

Minimal stranded costs exist in the Ontario market. We note 

that the recovery of costs is also subject to regulatory lag. 

Although stranded costs have been fully recovered in the past 

years, assets could potentially be written down if the OEB 

does not approve recovery of the costs. 

8. Rate Freeze Excellent 

Good 

Satisfactory 

Below Average 

Poor 

Distribution rates were frozen for a short time in the early 

2000s. There have been no subsequent province-wide rate 

freezes. 
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About Morningstar DBRS 
Morningstar DBRS is a full-service global credit ratings business with approximately 700 employees around the world. We’re a market leader in 

Canada, and in multiple asset classes across the U.S. and Europe.  

 

We rate more than 4,000 issuers and nearly 60,000 securities worldwide, providing independent credit ratings for financial institutions, corporate and 

sovereign entities, and structured finance products and instruments. Market innovators choose to work with us because of our agility, transparency, 

and tech-forward approach. 

 

Morningstar DBRS is empowering investor success as the go-to source for independent credit ratings. And we are bringing transparency, 

responsiveness, and leading-edge technology to the industry.  

 

That’s why Morningstar DBRS is the next generation of credit ratings.  

 

Learn more at dbrs.morningstar.com. 

 

The Morningstar DBRS group of companies consists of DBRS, Inc. (Delaware, U.S.)(NRSRO, DRO affiliate); DBRS Limited (Ontario,  Canada)(DRO, 

NRSRO affiliate); DBRS Ratings GMBH (Frankfurt, Germany) (EU CRA, NRSRO affiliate, DRO affiliate); and DBRS Ratings Limited (England and 

Wales)(UK CRA, NRSRO affiliate, DRO affiliate). Morningstar DBRS does not hold an Australian financial services license. Morningstar DBRS credit 

ratings, and other types of credit opinions and reports, are not intended for Australian residents or entities. Morningstar DBRS does not authorize 

their distribution to Australian resident individuals or entities, and accepts no responsibility or liability whatsoever for the actions of third parties in 

this respect. For more information on regulatory registrations, recognitions and approvals of the Morningstar DBRS group of companies please see: 

https://dbrs.morningstar.com/research/highlights.pdf.  

 

The Morningstar DBRS Group of companies are wholly-owned subsidiaries of Morningstar, Inc. 

 

© 2024 Morningstar DBRS. All Rights Reserved. The information upon which Morningstar DBRS credit ratings and other types of credit opinions and 

reports are based is obtained by Morningstar DBRS from sources Morningstar DBRS believes to be reliable. Morningstar DBRS does not audit the 

information it receives in connection with the analytical process, and it does not and cannot independently verify that information in every instance. 

The extent of any factual investigation or independent verification depends on facts and circumstances. Morningstar DBRS credit ratings, other types 

of credit opinions, reports and any other information provided by Morningstar DBRS are provided “as is” and without representation or warranty of 

any kind and Morningstar DBRS assumes no obligation to update any such credit ratings, opinions, reports or other information. Morningstar DBRS 

hereby disclaims any representation or warranty, express or implied, as to the accuracy, timeliness, completeness, merchantability, fitness for any 

particular purpose or non-infringement of any of such information. In no event shall Morningstar DBRS or its directors, officers, employees, 

independent contractors, agents, affiliates and representatives (collectively, Morningstar DBRS Representatives) be liable (1) for any inaccuracy, 

delay, loss of data, interruption in service, error or omission or for any damages resulting therefrom, or (2) for any direct, indirect, incidental, special, 

compensatory or consequential damages arising from any use of credit ratings, other types of credit opinions and reports or arising from any error 

(negligent or otherwise) or other circumstance or contingency within or outside the control of Morningstar DBRS or any Morningstar DBRS 

Representative, in connection with or related to obtaining, collecting, compiling, analyzing, interpreting, communicating, publishing or delivering any 

such information. IN ANY EVENT, TO THE EXTENT PERMITTED BY LAW, THE AGGREGATE LIABILITY OF MORNINGSTAR DBRS AND THE 

MORNINGSTAR DBRS REPRESENTATIVES FOR ANY REASON WHATSOEVER SHALL NOT EXCEED THE GREATER OF (A) THE TOTAL AMOUNT PAID BY 

THE USER FOR SERVICES PROVIDED BY MORNINGSTAR DBRS DURING THE TWELVE (12) MONTHS IMMEDIATELY PRECEDING THE EVENT GIVING 

RISE TO LIABILITY, AND (B) U.S. $100. Morningstar DBRS does not act as a fiduciary or an investment advisor. Morningstar DBRS does not provide 

investment, financial or other advice. Credit ratings, other types of credit opinions and other analysis and research issued by Morningstar DBRS (a) 

are, and must be construed solely as, statements of opinion and not statements of fact as to credit worthiness, investment, financial or other advice 

or recommendations to purchase, sell or hold any securities; (b) do not take into account your personal objectives, financial situations or needs; (c) 

should be weighed, if at all, solely as one factor in any investment or credit decision; (d) are not intended for use by retail investors; and (e) address 

only credit risk and do not address other investment risks, such as liquidity risk or market volatility risk. Accordingly, credit ratings, other types of 

credit opinions and other analysis and research issued by Morningstar DBRS are not a substitute for due care and the study and evaluation of each 

investment decision, security or credit that one may consider making, purchasing, holding, selling, or providing, as applicable. A report with respect 

to a Morningstar DBRS credit rating or other credit opinion is neither a prospectus nor a substitute for the information assembled, verified and 

presented to investors by the issuer and its agents in connection with the sale of the securities. Morningstar DBRS may receive compensation for its 

credit ratings and other credit opinions from, among others, issuers, insurers, guarantors and/or underwriters of debt securities. This publication may 

not be reproduced, retransmitted or distributed in any form without the prior written consent of Morningstar DBRS. ALL MORNINGSTAR DBRS 

CREDIT RATINGS AND OTHER TYPES OF CREDIT OPINIONS ARE SUBJECT TO DEFINITIONS, LIMITATIONS, POLICIES AND METHODOLOGIES THAT 

ARE AVAILABLE ON HTTPS://DBRS.MORNINGSTAR.COM. Users may, through hypertext or other computer links, gain access to or from websites 

operated by persons other than Morningstar DBRS. Such hyperlinks or other computer links are provided for convenience only. Morningstar DBRS 

does not endorse the content, the operator or operations of third party websites. Morningstar DBRS is not responsible for the content or operation of 

such third party websites and Morningstar DBRS shall have no liability to you or any other person or entity for the use of third party websites.  
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 PROSPECTUS FOR PLANNED AND RECENT SHARE ISSUES 

 Hydro Ottawa’s sole shareholder is Hydro Ottawa Capital Corporation. The Hydro Ottawa 

 Capital Corporation is 100% owned by Hydro Ottawa Holding Inc., which is 100% owned by the 

 City of Ottawa. There are no plans for additional share issuances to the City of Ottawa or 

 otherwise. 

 Financial Information  Prospectus for Planned and Recent Share Issues 
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 ACCOUNTING ORDERS 

 1.  INTRODUCTION 
 Hydro Ottawa confirms that it maintains compliance with the Uniform System of Accounts 

 (USofA),  as  set  out  in  the  OEB’s  Accounting  Procedures  Handbook  (APH)  and  with 

 utility-specific  and  generic  regulated  accounting  orders.  Hydro  Ottawa  has  made  some  USofA 

 reclassification  adjustments  to  better  reflect  the  regulatory  accounting  of  certain  transactions. 

 Therefore,  the  amounts  previously  reported  under  Reporting  and  Record  Keeping  Requirements 

 for  years  2021-2023  may  have  changed.  Please  refer  to  Schedule  1-5-1  -  Audited  Financial 

 Statements and Reconciliation for the updated USofA summary. 

 2.  EXISTING UTILITY SPECIFIC ACCOUNTING ORDERS 
 The  following  sections  list  Hydro  Ottawa's  open,  utility-specific  accounting  orders  from  the 

 OEB's  Decisions  and  Orders.  These  are  organized  chronologically  by  distribution  rate 

 application, from oldest to most recent. 

 2.1.   2012 DISTRIBUTION RATE APPLICATION (EB-2011-0054) 

 ●  Sub-Account  1508  -  Other  Regulatory  Assets  -  Other  Post-Employment  Benefits  (OPEB) 

 Deferral  Account,  to  record  cumulative  actuarial  gains  or  losses  in  Hydro  Ottawa’s 

 post-retirement benefits. 

 2.2.   2016-2020 CUSTOM INCENTIVE RATE APPLICATION (EB-2015-0004) 

 ●  Sub-Account  1508  -  Other  Regulatory  Assets  -  Gains  and  Losses  on  Disposal  of  Fixed 

 Assets  Variance  Account,  to  record  the  difference  between  the  forecast  and  actual  loss 

 on the disposal of fixed assets, related to retirement of assets or damage to plant. 

 ●  Sub-Account  1508  -  Other  Regulatory  Assets  -  Earnings  Sharing  Mechanism  (ESM) 

 Variance  Account,  to  record  amounts  related  to  any  earnings  above  Hydro  Ottawa’s 

 Financial Information  Accounting Orders 
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 approved  Return  on  Equity  (ROE)  to  be  shared  on  a  50/50  basis  between  Hydro  Ottawa 

 and its ratepayers with no dead band. 

 ●  Sub-Account  1508  -  Other  Regulatory  Assets  -  Connection  Cost  Recovery  Agreement 

 (CCRA)  Payments  Differential  Variance  Account,  to  record  the  revenue  requirement 

 difference  between  what  Hydro  Ottawa  has  included  in  base  rates  and  what  actual 

 CCRA payments were made to Hydro One. 

 ●  Sub-Account  1508  -  Other  Regulatory  Assets  -  Revenue  Requirement  Differential 

 Variance  Account  related  to  Capital  Additions,  to  record  the  revenue  requirement  impact 

 of underspending on Hydro Ottawa’s capital plan by specific categories. 

 ●  Sub-Account  1508  -  Other  Regulatory  Assets  -  Efficiency  Adjustment  Mechanism  (EAM) 

 Deferral  Account,  to  record  the  proxy  stretch  factor  related  to  any  declines  in  Hydro 

 Ottawa’s  efficiency  ranking  during  the  Custom  IR  term  for  2016-2020,  compared  to  the 

 year  2014  starting  efficiency  ranking  point.  This  sub-account  is  final  in  2020  and 

 replaced  starting  in  2021  with  the  Performance  Outcomes  Accountability  Mechanism 

 (POAM) Deferral Account. 1

 ●  Sub-Account  1508  -  Other  Regulatory  Assets  -  Wireless  Attachment  Revenues  Deferral 

 Account, to record revenues earned, if any, from wireless attachments from 2016-2020. 2

 2.3.   2021-2025 CUSTOM INCENTIVE RATE APPLICATION (EB-2019-0261) 

 ●  Sub-Account  1508  -  Connection  Cost  Recovery  Agreement  (CCRA)  Payments 

 Differential  Variance  Account,  to  recover  the  difference  between  the  forecasted  new 

 (known  and  unknown)  and  true-up  CCRA  payments  made  to  Hydro  One.  The  Account  is 

 symmetrical  and  effective  January  1,  2021  replaces  the  existing  Sub-Account  1508  - 

 Other  Regulatory  Assets  -  Connection  Cost  Recovery  Agreement  (CCRA)  Payments 

 Deferral Account. 

 ●  Sub-Account  1508  -  Other  Regulatory  Assets  -  Performance  Outcomes  Accountability 

 Mechanism  (POAM)  Deferral  Account,  to  link  the  execution  of  certain  aspects  of  Hydro 

 2  Ontario Energy Board,  Decision and Rate Order on  Pole Attachment Charge  , EB-2015-0004 (February 25,  2016). 
 1  Ontario Energy Board,  Decision and Order  , EB-2015-0004  (December 22, 2015). 
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 Ottawa’s  2021-2025  Distribution  System  Plan  (DSP)  to  the  recovery  of  amounts  included 

 in  the  agreed-upon  revenue  requirement.  There  are  five  performance  metrics  linked  to 

 specific outcomes identified in the DSP, each of which will have an annual target. 

 ●  Sub-Account  1508  -  Capital  Additions  Revenue  Requirement  (excluding  sub-set  of 

 System  Access)  Differential  Variance  Account.  Effective  January  1,  2021  this  account 

 replaces  the  existing  Sub-Account  1508  -  Other  Regulatory  Assets  -  Revenue 

 Requirement  Differential  Variance  Account  related  to  Capital  Additions.  The  modified 

 account  is  to  record  the  revenue  requirement  impact  of  underspending  on  Hydro 

 Ottawa’s capital plan by specific categories excluding the sub-set of System Access. 

 ●  Sub-Account  1508  -  Other  Regulatory  Assets  -  Subset  of  System  Access  Capital 

 Additions  (net  of  contributions)  Revenue  Requirement  Differential  Variance  Account,  to 

 record  the  revenue  requirement  impact  of  overspending  or  underspending  in  the  utility's 

 capital  plan  during  2021-2025  for  a  subset  of  the  System  Access  category.  This  subset 

 will  consist  of  third  party-driven  plant  relocation  and  residential  expansion  capital 

 additions.  Effective  January  1,  2021,  this  account  has  been  separated  from  the  existing 

 Revenue  Requirement  Differential  Variance  Account  related  to  Capital  Additions 

 described above. 

 ●  Sub-Account  1508  -  Earnings  Sharing  Mechanism  (ESM)  Variance  Account,  as  part  of 

 the  2016-2020  Approved  Settlement  Agreement,  the  ESM  was  calculated  on  an 3

 individual  yearly  basis.  As  per  Hydro  Ottawa’s  2021-2025  Approved  Settlement 

 Agreement,  the  account  has  been  modified  such  that  starting  in  2021  the  ESM  will 4

 function  as  a  cumulative  account,  with  the  balance  (if  any)  being  cleared  and  credited  on 

 a  final  basis  to  customers  at  the  end  of  the  five-year  rate  term.  Other  components  of  the 

 previous ESM will remain the same. 5

 5  Ontario Energy Board,  Decision and Rate Order  , EB-2019-0261  (January 7, 2021). 

 4  Hydro Ottawa Limited,  2021-2025  Custom Incentive  Rate-Setting Approved Settlement Proposal  , EB-2019-0261 
 (September 18, 2020), pages 34-35. 

 3  Hydro Ottawa Limited,  2016-2020 Custom Incentive  Rate-Setting Approved Settlement Proposal,  EB-2015-0004 
 (December 7, 2015). 
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 2.4.   2022 DISTRIBUTION YEAR 2 UPDATE RATE APPLICATION (EB-2021-0035) 

 ●  Sub-Account  1508  -  Other  Regulatory  Assets  -  To  use  the  Pole  Attachment  Revenue 

 Variance  Account  to  record  any  differences  in  pole  attachment  revenue  in  2022  between 

 the  provincial  wide  rate  and  the  pole  attachment  rate  included  in  2022’s  revenue 

 requirement based upon agreed adjustments per Approved Settlement Agreement. 

 3.  EXISTING GENERIC ACCOUNTING ORDERS 
 The following sections list generic accounting orders that are available industry wide. 

 ●  Energy Retailer Service Charges, to establish the following new variance accounts  : 6

 ○  Sub-Account  1508  -  Other  Regulatory  Assets  -  Retailer  Service  Charges  Incremental 

 Revenue; and 

 ○  Sub-Account  1508  -  Other  Regulatory  Assets  -  Retailer  Service  Charges  Incremental 

 Revenue Carrying Charges. 

 ●  Sub-Account  1509  -  Impacts  Arising  from  the  COVID-19  Emergency,  to  record  the  costs 

 associated with the Emergency under five sub-accounts. 

 ○  As  part  of  the  2021-2025  Approved  Settlement  Agreement,  the  Parties  have  agreed 7

 to  restricted  use  of  these  accounts.  For  more  details,  please  see  Schedule  9-1-3  - 

 Group 2 Accounts. 

 ●  Sub-Account  1508  -  Other  Regulatory  Assets  -  OPEB  Differential  -  Variance  Tracking 

 Account related to Pension and OPEB. 8

 ●  Sub-Account  1508  -  Other  Regulatory  Assets  -  Designated  Broadband  Project  Impacts, 

 to  record  the  variance  between  locate  costs  resulting  from  Bill  93  and  the  approved  cost 

 included in base rates. 9

 9  Ontario Energy Board, Letter RE:  Getting Ontario  Connected Act Variance Account  , EB-2023-0143 (October  31, 
 2023). 

 8  Ontario Energy Board,  Report of the Ontario Energy  Board: Regulatory Treatment of Pension and Other 
 Post-employment Benefits (OPEBs) Costs  , EB-2015-0040  (Sept 14, 2017), Section B - Variance Tracking Account. 

 7  Hydro Ottawa Limited,  2021-2025 Custom Incentive  Rate-Setting Approved Settlement Agreement  , EB-2019-0261 
 (September 18, 2020) 

 6  Ontario Energy Board,  Decision and Order in the matter  of Energy Retailer Service Charges effective May 1, 2019  , 
 EB-2015-0304 (February 14, 2019). 
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 ●  Sub-Account  1508  -  Other  Regulatory  Assets  -  Green  Button  Initiative  Deferral  Account, 

 to  record  the  incremental  costs  directly  attributable  to  the  implementation  of  the  Green 

 Button initiative. 10

 ●  Sub-Account  1508  -  Other  Regulatory  Assets  -  Ultra-Low  Overnight  Regulated  Price 

 Plan  Option,  to  record  the  impacts  arising  from  Implementing  the  Ultra-Low  Overnight 

 Regulated Price Plan Option. 11

 ●  Sub-Account  1508  -  Other  Regulatory  Assets  -  Cloud  Computing  Implementation  Costs, 

 to  record  the  incremental  cloud  computing  implementation  costs  incurred  when  utilities 

 first transition from on-premise solutions to cloud computing. 12

 ●  Sub-Account  1508  -  Other  Regulatory  Assets  -  Low-Income  Energy  Assistance  Program 

 Financial  Assistance  (LEAP  EFA),  to  record  incremental  LEAP  EFA  contributions  made 

 on  and  after  March  1,  2024  that  are  beyond  the  amounts  embedded  in  distribution  rates. 
13

 For additional information on the accounts described herein, please refer to Schedule - 9-1-3 - 

 Group 2 Accounts. 

 13  Ontario Energy Board, Letter RE:  Changes to the Low-Income  Energy Assistance Program Emergency Financial 
 Assistance and Accounting Orders  , EB-2023-0135 (February  12, 2024). 

 12  Ontario Energy Board, Letter RE:  Accounting Order  (003-2023) for the Establishment of a Deferral Account to 
 Record Incremental Cloud Computing Arrangement Implementation Costs  , (November 2, 2023). 

 11  Ontario Energy Board, Letter Re:  Accounting Order  (001-2023) for the Establishment of a Deferral Account to 
 Record Impacts Arising From Implementing the Ultra-Low Overnight (ULO) Regulated Price Plan Option, 
 EB-2022-0160  (March 2, 2023). 

 10  Ontario Energy Board, Letter RE:  Accounting Order (003-2021) for the Establishment of a Deferral Account to 
 Record Impacts Arising from Implementing the Green Button Initiative,  EB-2021-0183  (November 1, 2021). 
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 ACCOUNTING STANDARDS USED 

 Hydro Ottawa adopted International Financial Reporting Standards (IFRS) for financial 

 reporting purposes on January 1, 2015. The audited financial statements provided in Schedule 

 1-5-1 - Audited Financial Statements have been prepared in accordance with IFRS. 
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 ACCOUNTING TREATMENT FOR UTILITY-OWNED GENERATION 

 Hydro  Ottawa  confirms  that  the  accounting  for  utility-owned  generation,  other  than 

 behind-the-meter generation, has been segregated from its rate-regulated activities. 

 Hydro  Ottawa’s  administrative  office  and  operations  facilities  include  behind-the-meter  solar 

 installations.  This  investment  reduces  Hydro  Ottawa’s  environmental  footprint  and  electricity 

 costs. The solar arrays are included in Hydro Ottawa’s rate-regulated activities. 
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 ACCOUNTING TREATMENT OF NON-UTILITY BUSINESS 

 Hydro Ottawa confirms that the accounting treatment used by the utility segregates the business 

 activities of its non-utility business from its rate-regulated business. 
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 CHANGES TO ACCOUNTING POLICIES USED IN PREVIOUS APPLICATIONS 

 Since  the  filing  of  Hydro  Ottawa’s  last  rebasing  Application  submitted  in  2020,  the  utility  has 1

 adopted the following: 

 On  January  1,  2023,  Hydro  Ottawa  adopted  amendments  within  the  International  Accounting 

 Standards  (IAS)  1  –  Presentation  of  Financial  Statements  related  to  the  Disclosure  of 

 Accounting  Policies  .  The  changes  required  an  entity  to  disclose  material  rather  than  significant 

 accounting  policies  and  provided  guidance  identifying  material  accounting  policies  relevant  to 

 users  of  the  financial  statements.  Accordingly,  Hydro  Ottawa  reviewed  its  accounting  policies 

 and  updated  the  accounting  policy  information  within  its  Material  Accounting  Policies  note  in  its 

 Notes to the Financial Statements to align with these amendments. 

 1  Hydro Ottawa Limited,  2021-2025 Custom Incentive Rate-Setting Distribution Rate Application  , EB-2019-0261 
 (February 10, 2020). 
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 CORPORATE STRUCTURE AND GOVERNANCE 

 1.  INTRODUCTION 
 Pursuant  to  section  2.1.3.  of  the  Chapter  2  Filing  Requirements  for  Electricity  Distribution  Rate 

 Applications  -  2025  Edition  for  2026  Rate  Applications  ,  dated  December  9,  2024,  H  ydro  Ottawa 

 herein  provides  information  regarding  the  corporate  and  utility  organizational  structure,  and 

 corporate governance practices. 

 2.  CORPORATE AND UTILITY ORGANIZATIONAL STRUCTURE 
 Hydro  Ottawa  Holding  Inc.  was  created  as  a  result  of  the  Electricity  Act,  1998  ,  which  required  all 

 electric  utilities  to  operate  as  business  corporations.  Under  this  structure,  Hydro  Ottawa  Holding 

 Inc.  is  a  for-profit  company  that  continues  to  be  wholly  owned  by  the  City  of  Ottawa,  and  is 

 governed  by  an  independent  board  of  directors  appointed  by  its  shareholder.  Hydro  Ottawa 

 Holding  Inc.  wholly-owns  and  operates  two  subsidiary  holding  companies:  Hydro  Ottawa  Capital 

 Corporation  and  Hydro  Ottawa  Energy  Services  Inc..  Hydro  Ottawa  Capital  Corporation 

 wholly-owns  and  operates  Hydro  Ottawa  Limited  (referred  to  as  “Hydro  Ottawa”  and/or  “the 1

 utility”  in  all  other  evidence  in  this  Application),  which  is  a  regulated  distribution  utility  operating 

 in the City of Ottawa and the Village of Casselman. 

 2.1.   CURRENT GOVERNANCE STRUCTURE 

 Accountability  for  the  effective  oversight  of  Hydro  Ottawa  Holding  Inc.  and  its  subsidiaries  rests 

 with  a  twelve  member  Hydro  Ottawa  Holding  Inc.  Board  of  Directors,  which  provides  direction  to 

 the  Hydro  Ottawa  Holding  Inc.  on  behalf  of  the  shareholder,  the  City  of  Ottawa.  The  Hydro 

 Ottawa  Holding  Inc.  Board  provides  leadership  within  a  framework  of  effective  controls  that 

 enables  risks  to  be  assessed  and  managed,  and  is  responsible  for  supervising  the  management 

 of  the  business  and  affairs  of  the  Hydro  Ottawa  Holding  Inc.  and  its  wholly-owned  subsidiaries. 

 1  Ontario Energy Board,  Decision and Order RE: Hydro  Ottawa Holding Inc., Hydro Ottawa Capital Corporation, and 
 Hydro Ottawa Limited, Application for approval for Hydro Ottawa Capital Corporation to acquire 100% of the shares in 
 the issued and outstanding capital of Hydro Ottawa Limited from Hydro Ottawa Holding Inc.  , EB-2024-0164. 
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 In  carrying  out  its  oversight  function,  the  Hydro  Ottawa  Holding  Inc.  Board  of  Directors  is  guided 

 by  a  Shareholder  Declaration  issued  by  Ottawa  City  Council  as  revised  from  time  to  time.  The 

 Hydro  Ottawa  Holding  Inc.  Code  of  Business  Conduct,  its  Director  Conflict  of  Interest  and 

 Conduct  Guidelines,  and  a  Related  Party  Transaction  Disclosure  Policy  and  Process  also 

 govern the actions of the Hydro Ottawa Holding Inc. Board of Directors. 

 In  2006,  a  separate  subsidiary  Board  of  Directors  was  established  to  oversee  the  operations  of 

 the  utility,  in  accordance  with  the  OEB’s  Affiliate  Relationships  Code  for  Electricity  Distributors 

 and  Transmitters  (ARC).  The  powers  and  functions  of  the  utility  Board  of  Directors  are  set  out  in 

 a  Shareholder  Declaration  issued  by  its  shareholder,  Hydro  Ottawa  Capital  Corporation.  The 

 chart below depicts the relationship between the various corporate entities. 

 Figure 1 – Corporate Entities Relationship Chart 
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 2.2.  EXECUTIVE  MANAGEMENT  TEAM  AND  REPORTING  RELATIONSHIP  BETWEEN 

 UTILITY MANAGEMENT AND PARENT COMPANY OFFICIALS 

 On  a  day-to-day  basis,  Hydro  Ottawa  Holding  Inc.  is  led  by  an  Executive  Management  Team, 

 comprised  of  the  President  and  Chief  Executive  Officer,  the  Chief  Financial  Officer,  and  the 

 senior  executives  of  the  subsidiaries  and  critical  functional  areas.  This  team  oversees  the 

 alignment  of  business  practices  and  strategies  with  the  goals  of  Hydro  Ottawa  Holding  Inc.,  and 

 drives  performance  by  managing  risks  and  opportunities.  The  Executive  Management  Team  is 

 accountable  to  Hydro  Ottawa  Holding  Inc.’s  Board  of  Directors  through  the  President  and  Chief 

 Executive  Officer.  The  chart  shown  below  in  Figure  2  depicts  the  relationship  between  utility 

 management (shaded boxes) and Hydro Ottawa Holding Inc. officials. 
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 Figure 2 – Utility Management and Hydro Ottawa Holding Inc. Relationship 
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 3.  CORPORATE GOVERNANCE PRACTICES 
 3.1.   BOARD OF DIRECTORS 

 The  composition  of  the  Hydro  Ottawa  Holding  Inc.  Board  includes  12  members,  nine  of  whom 

 are independent of management and the sole shareholder, the City of Ottawa. 

 The  composition  of  the  utility  Board  includes  three  members.  The  Hydro  Ottawa  Limited  Board 

 Chair,  who  is  also  the  Chair  of  the  Hydro  Ottawa  Holding  Inc.  Board,  is  independent  from  any 

 affiliate as required by the provisions of subsection 2.1.2 of the ARC. 

 The  number  and  proportion  of  independent  directors  on  the  utility  Board  is  set  out  in  Section  2 

 of  its  charter,  which  requires  that  one  third  of  the  utility  Board  shall,  at  all  times,  be  independent 

 of any affiliate. 

 To  facilitate  the  exercise  of  independent  judgement  by  the  Hydro  Ottawa  Holding  Inc.  and  the 

 utility Boards in carrying out their respective responsibilities: 

 ●  the Hydro Ottawa Holding Inc. Board is comprised of a majority of independent directors; 

 ●  the  utility  Board  has  met  its  Charter  requirements  to  have  one  third  of  its  Board 

 independent of any affiliate; and 

 ●  a  number  of  internal  policies  and  processes  are  in  place  to  address  related  party 

 transactions. 

 The  above-mentioned  policies  and  processes  include  an  agenda  item  at  each  meeting  of  the 

 boards  and  committees  that  requires  board  members  to  make  declarations  of  interest  and  to 

 disclose  any  transactions  in  which  they  could  have  an  interest,  but  also  to  disclose  any  entities 

 in  which  they  have  come  to  have  a  financial  interest  that  could  be  involved  in  transactions  with 

 the Hydro Ottawa Holding Inc. or its wholly-owned subsidiaries. 
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 In  addition,  an  annual  disclosure  to  the  Governance  and  Management  Resources  Committee 

 (GMRC)  is  made  of  related  party  transactions  involving  directors  of  the  Hydro  Ottawa  Holding 

 Inc.  and  its  wholly-owned  subsidiaries.  An  annual  disclosure  to  the  shareholder  is  also  made, 

 through  the  City  Manager,  of  related  party  transactions  involving  directors  of  Hydro  Ottawa 

 Holding  Inc.  and  its  wholly-owned  subsidiaries,  including  certification  of  compliance  with  the 

 restrictions  contained  in  the  Hydro  Ottawa  Holding  Inc.  Shareholder  Declaration  and  the  utility 

 Shareholder  Declaration  relating  to  restrictions  on  payments  to  directors,  their  family  members, 

 and entities in which directors have a substantive ownership interest. 

 The  Audit  Committee  is  comprised  of  a  majority  of  independent  directors,  the  internal  auditor 

 attends  every  meeting  of  the  Audit  Committee  and  the  external  auditor  attends  the  Audit 

 Committee  meetings  as  required.  The  Audit  Committee  has  a  closed  session  with  the  external 

 auditor and one with the  internal auditor at every meeting they attend. 

 The  Hydro  Ottawa  Holding  Inc.  Board  conducts  a  periodic  self-evaluation  to  assess  the 

 performance  and  effectiveness  of  the  Hydro  Ottawa  Holding  Inc.  Board,  its  committees,  and 

 board  and  committee  chairs.  All  information  supplied  by  Hydro  Ottawa  Holding  Inc.  Board 

 members  is  kept  confidential  and  is  not  accessible  by  members  of  management  of  the  Hydro 

 Ottawa  Holding  Inc.  All  results  of  the  assessment  process  are  reported  to  the  Hydro  Ottawa 

 Holding Inc. Board on a confidential basis without attribution. 

 3.2.   BOARD MANDATE 

 As  part  of  its  commitment  to  implementing  good  governance  practices  consistent  with  a 

 corporation  of  its  size  and  mandate,  Hydro  Ottawa  Holding  Inc.  (including  its  wholly-owned 

 subsidiaries)  is  committed  to  regularly  assessing  its  practices  to  ensure  that  this  goal  continues 

 to be met. 

 With  respect  to  board  mandates,  the  GMRC  of  the  Hydro  Ottawa  Holding  Inc.  Board  has  been 

 assigned  the  responsibility  to  maintain  charters  for  both  Hydro  Ottawa  Holding  Inc.  and  the 
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 utility  boards  and  committees,  and  annually  reviews  roles,  responsibilities,  and  terms  of 

 reference  to  ensure  that  they  are  consistent  with  good  governance  practices  for  a  corporation  of 

 Hydro Ottawa Holding Inc.’s size and mandate. 

 The written mandate of the utility Board of Directors is set out in its Charter. 

 3.3.   ORIENTATION AND CONTINUING EDUCATION 

 As  part  of  its  commitment  to  implementing  good  governance  practices  consistent  with  a 

 corporation  of  its  size  and  nature  of  business  activities,  Hydro  Ottawa  Holding  Inc.  (including  its 

 wholly-owned  subsidiaries)  is  committed  to  ensuring  that  members  of  the  board  of  directors 

 receive  both  an  initial  orientation  and  on-going  education  that  will  assist  them  in  undertaking 

 their roles as directors of Hydro Ottawa Holding Inc. and its subsidiaries. 

 To  this  end,  the  Hydro  Ottawa  Holding  Inc.  Board  has  put  in  place  a  Director  Orientation  and 

 Continuing  Education  Policy  and  Process,  and  has  assigned  responsibility  to  the  GMRC  for 

 ensuring  that  appropriate  and  relevant  practices  are  in  place  for  director  orientation  and 

 continuing  education.  Hydro  Ottawa  Holding  Inc.  encourages  directors  to  participate  in  external 

 professional  development  education  programs  to  assist  in  the  execution  of  their  roles  as 

 directors,  and  also  funds  the  participation  of  one  director  per  year  for  a  recognized  director 

 education program providing director certification. 

 In  addition,  the  Hydro  Ottawa  Holding  Inc.  has  been  a  corporate  “board”  member  with  the 

 Institute  of  Corporate  Directors  (ICD)  since  2017  in  order  to  provide  all  board  members  with 

 access  to  continuing  education  opportunities.  Hydro  Ottawa  Holding  Inc.’s  ICD  board 

 membership  extends  to  all  Hydro  Ottawa  Holding  Inc.  Board  members  and  offers  a  number  of 

 resources aimed at optimising board performance. 
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 3.4.   ETHICAL BUSINESS CONDUCT 

 Hydro  Ottawa  Holding  Inc.’s  Code  of  Business  Conduct,  its  Director  Conflict  of  Interest  and 

 Conduct  Guidelines,  and  a  Related  Party  Transaction  Disclosure  Policy  and  Process  govern  the 

 actions  of  both  the  Hydro  Ottawa  Holding  Inc.  and  utility  Boards.  Moreover,  the  charters  of  the 

 Hydro  Ottawa  Holding  Inc.  Board,  the  GMRC,  and  the  utility  Board  each  include  specific 

 provisions in relation to the Code of Conduct and Compliance. 

 In  accordance  with  their  charter  requirements,  the  GMRC,  the  Hydro  Ottawa  Holding  Inc.  Board 

 and  the  utility  Board,  annually  receive  a  report  confirming  that  directors,  members  of 

 management,  and  those  in  key  financial  positions  have  signed  an  attestation  acknowledging 

 acceptance of Hydro Ottawa Holding Inc.’s Code of Business Conduct. 

 Additionally,  the  Hydro  Ottawa  Holding  Inc.  has  established  a  Business  Conduct  Hotline,  a  third 

 party  service  that  allows  employees  and  board  members  to  anonymously  report  any  concerns 

 they  might  have  related  to  perceived  improper  activities  in  the  workplace  and/or  non-compliance 

 with  the  Code  of  Business  Conduct,  or  even  suggestions  for  improvement.  The  Audit  Committee 

 of  the  Hydro  Ottawa  Holding  Inc.  Board  receives  annual  Business  Conduct  Hotline  updates  and 

 more frequent reports if a serious complaint is received. 

 3.5.   NOMINATION OF DIRECTORS 

 In  accordance  with  the  requirements  of  the  Shareholder  Declaration  for  the  Hydro  Ottawa 

 Holding  Inc.  Board,  the  City  of  Ottawa,  the  sole  shareholder,  appoints  all  directors  to  the  board 

 of  Hydro  Ottawa  Holding  Inc.,  except  for  the  President  and  Chief  Executive  Officer.  In  doing  so, 

 the  City  considers  candidates  recommended  by  the  Nominating  Committee,  but  is  not  obliged  to 

 select  these  candidates.  The  Nominating  Committee  is  assisted  by  outside  consultants  in  its 

 search for candidates for appointment to the Hydro Ottawa Holding Inc. Board. 

 As  set  out  in  Hydro  Ottawa  Holding  Inc.’s  Shareholder  Declaration,  all  candidates  for 

 appointment  to  the  board  must  meet  certain  requirements,  including  demonstrated  integrity  and 
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 high  ethical  standards,  relevant  career  experience  and  expertise,  and  an  understanding  of 

 Hydro Ottawa Holding Inc. both as a service to local ratepayers and an asset of taxpayers. 

 In  addition,  the  nomination  and  selection  process  is  designed  to  maintain  the  following 

 overarching  competencies  among  one  or  more  directors:  strong  business  background,  including 

 competitive  business  experience  and  strategic  planning;  strong  financial  background,  including 

 financial  accreditation  and  public  or  private  market  financing  experience;  industry  sector 

 experience  in  the  areas  of  business  of  the  subsidiary  companies;  board  experience;  engineering 

 experience;  and  merger  and  acquisition  experience.  The  GMRC  also  utilizes  a  skills  and 

 competencies  matrix  to  ensure  that  the  directors  have  a  diverse  mix  of  competencies  and  skills 

 necessary  to  enable  the  Hydro  Ottawa  Holding  Inc.  Board  of  Directors  to  properly  discharge 

 their responsibilities. 

 When  recruiting  new  board  members,  the  Institute  on  Governance  assists  with  the  process  of 

 identifying  and  evaluating  potential  candidates.  The  process  used  by  the  Institute  on 

 Governance  to  source  qualified  candidates  for  the  Nominating  Committee’s  consideration  was 

 designed to target recruitment priorities identified by the GMRC after reviewing the skills matrix. 

 The  Institute  on  Governance  assesses  applications  against  the  selection  criteria  set  out  in  the 

 Hydro  Ottawa  Holding  Inc.  Shareholder  Declaration  as  well  as  the  recruitment  priorities 

 identified  by  the  GMRC.  Thereafter,  it  provides  the  Nominating  Committee  with  a  report 

 including  a  candidate  listing,  biographies,  and  a  summary  competency  assessment  for  each 

 potential candidate. 

 As  per  usual  practice,  the  Nominating  Committee  then  meets  to  discuss  the  candidate  listing 

 provided  by  the  Institute  on  Governance,  giving  consideration  to  the  recruitment  priorities 

 identified  through  the  skills  matrix  review  conducted  earlier  in  the  year.  Following  its 

 deliberation,  the  Nominating  Committee  resolves  to  recommend  candidates  for  appointments  to 

 the  Hydro  Ottawa  Holding  Inc.  Board  to  the  shareholder,  and  the  recommended  candidate 
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 names  are  included  as  part  of  Hydro  Ottawa  Holding  Inc.’s  report  to  City  Council  for  its  Annual 

 General Meeting (AGM) held annually. 

 In  2024,  no  new  recruitment  was  undertaken.  The  Nominating  Committee  met  to  consider  the 

 recruitment  priorities  identified  by  the  GMRC  as  part  of  its  annual  review  of  the  Hydro  Ottawa 

 Holding  Inc.  Board  Competency  Profile.  Following  its  deliberation,  the  Nominating  Committee 2

 resolved  to  recommend  to  the  shareholder  the  reappointment  of  three  outgoing  board  members. 3

 The  recommended  candidates’  names  were  included  as  part  of  Hydro  Ottawa  Holding  Inc.’s 

 report to City Council for its AGM held on June 25, 2024. 

 3.6.   BOARD COMMITTEES 

 The  following  four  committees,  as  shown  in  Figure  3  and  detailed  below,  have  been  created  to 

 assist the Hydro Ottawa Holding Inc. and utility Boards in carrying out their respective duties: 

 Figure 3 – Board Committees 

 3  One member who served a single term was reappointed for a second 3-year term, and the other two members, both 
 serving their second terms, were extended for one- and 3-year terms, respectively. 

 2  On June 13, 2024, the Hydro Ottawa Holding Inc. Board approved a new skills matrix replacing the previous Hydro 
 Ottawa Holding Inc. Board Competency Profile. 
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 ●  Nominating:  The  Nominating  Committee,  with  the  assistance  of  outside  consultants,  (i) 

 identifies  and  evaluates  potential  candidates  for  appointment  as  board  directors;  and  (ii) 

 makes recommendations to the shareholder (represented by Ottawa City Council). 

 ●  Audit:  The  Audit  Committee  reviews  financial  statements,  accounting  practices  and 

 policies,  auditing  processes,  and  the  results  of  internal  and  external  audits  and  related 

 matters.  It  also  oversees  financial  risk  management  and  assesses  internal  controls.  The 

 Audit  Committee  is  comprised  of  a  majority  of  independent  directors.  Financial  expertise 

 is  one  of  the  overarching  competencies  for  all  board  directors,  and  all  Audit  Committee 

 directors  are  financially  literate.  In  addition,  the  internal  auditors  attend  every  Audit 

 Committee  meeting  and  the  external  auditors  attend  at  the  Committee  and/or 

 management’s  request.  A  closed  session  with  the  external  auditors  occurs  at  every 

 meeting they attend. 

 ●  Governance  and  Management  Resources:  The  GMRC  reviews  governance  structures 

 and  practices  to  ensure  that  the  Hydro  Ottawa  Holding  Inc.  Board  of  Directors  can  fulfil 

 its  mandate.  It  reviews  management  resources  and  compensation  practices  to  ensure 

 systems  are  in  place  to  attract,  retain,  and  motivate  qualified  management  employees.  It 

 also  reviews  and  assesses  the  performance  of  the  President  and  Chief  Executive 

 Officer,  oversees  the  board  assessment  process,  and  monitors  compliance  with  the 

 Code of Business Conduct. 

 ●  Strategic  Initiatives  Oversight:  The  Strategic  Initiatives  Oversight  Committee  is 

 responsible  for  assisting  management  and  the  Hydro  Ottawa  Holding  Inc.  Board  of 

 Directors  in  the  review  and  pursuit  of  business  development,  acquisition,  and  investment 

 opportunities  as  well  as  guiding  management  and  providing  support  and  focus  for 

 large-scale  capital  project  efforts.  In  carrying  out  these  functions,  the  SIOC  focuses  on 

 the  consistency  of  opportunities  with  strategic  plans  and  investment  guidelines,  the 

 maximisation of stakeholder value, and the management of risk. 
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