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Objectives



& Objectives

= The Ontario Energy Board (OEB) commissioned Ipsos Reid to conduct public
opinion research about a number of electricity-related topics among
electricity bill payers, including both residential and small and medium
business consumers.

= Specifically, this research investigates a number of topics and issues, including
(but not limited to):

= |Importance and satisfaction with electricity-related issues

=  Knowledge with electricity related topics, including Time of Use Pricing
(TOU), electricity conservation, how electricity prices are determined,
etc.

= Effectiveness and satisfaction with Time of Use Pricing

= Interest in alternative Time of Use Pricing models

=  Knowledge about pricing details included on the electricity bill

= Attitudes and opinions about various features of the electricity bill

=  Desired changes to the current electricity bill

Ipsos Reid 4



Key Findings Among
Residential and
Business Customers



@ Key Findings

= The opinions and attitudes that both the public and the business community
have regarding electricity issues is mixed and at times contradictory, which
paints a picture of confusion and a lack of understanding about the electricity
system in Ontario.

= This confusion among consumers is most prominent in the area of the price
that consumers pay for electricity. This issue is one of the most important to
consumers, while few are knowledgeable about how electricity prices are
determined. In fact, only 4% of consumers would say that they are ‘very
knowledgeable’ about how the price they pay for electricity is determined.
This gap in importance and understanding not only leads to confusion, but it
also leads many consumers to be dissatisfied with the price they pay for
electricity.

= Attitudes and opinions about Time of Use Pricing are also very mixed.
Opinions are not driven by a lack of understanding or knowledge as the
majority of residential consumers agree that the pricing system is easy to
understand and that it is effective at shifting their consumption to lower peak
periods. Consumers generally understand when pricing periods change and
have shifted their consumption somewhat accordingly. However, consumers
are ‘grudgingly accepting’ of the pricing system as they understand it and have
shifted some consumption, although they are not seeing the benefits of these
shifts onstheinbill. Ipsos Reid &



@ Key Findings (continued)

When probed about satisfaction, many consumers provide a more negative
opinion about Time of Use pricing because of the impracticality of the current
structure and importantly, the understanding that Time of Use system does
not provide for an opportunity to reduce electricity costs significantly.

Therefore, consumers would be responsive to changes in the Time of Use
system that would provide the opportunity to reduce electricity costs for their
household. This could mean having a larger difference between on-peak and
off-peak rates that would provide a greater incentive to shift consumption
(57% interested, 19% not interested) and to have multiple pricing plans to add
flexibility to the pricing system for different demographic groups (50%
interested, 22% not interested).

Considering that the price of electricity is such a key issue for consumers,
educating the public (and businesses) about how electricity prices are set and
determined needs to also be a part of any future proposals about Time of Use
pricing.

Opinions about Time of Use pricing among small and medium sized
businesses is considerably more negative compared to residential customers
as only a minority of businesses are aware of the system, believe in its
effectiveness, or are satisfied with the system.

Ipsos Reid
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@ Key Findings (continued)

These negative opinions among businesses are also driven by the price of
electricity, but more prominently by the inflexibility of the pricing system to
provide a off-peak time during normal business operating hours.

Regarding the electricity bill, many residential and business consumers have a
lack of understanding about the different charges on their bill and what these
various changes mean. Although most consumers are confident that can
understand how much electricity they are using based in kilowatt hours, only
about half indicate that they know what the delivery charge actually means
and even fewer understand what the regulatory charge means. As a result of
this lack of understanding about their bill, few consumers pay attention to
these charges on their bill.

The vast majority of both residential and business consumers would like to see
more information on their bill, not less. In particular consumers would be
interested in seeing more information that explains the various charges on
their bill, how electricity prices are determined, and more graphs illustrating
how much electricity is consumed and when it is consumed. In particular,
consumers would be very interested in seeing fixed and variable changes
separated, while few consumers are interested in a more simplified bill that
shows only one total charge.

Ipsos Reid
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& Gap Analysis

= Importance scores are plotted horizontally across the bottom of the chart (along
the X-axis). Satisfaction scores are plotted vertically (along the Y-axis).

= Typically, it is most advantageous to focus on improving areas that are of high
importance to consumers, but where satisfaction is relatively low. However, it
can also make sense to focus on lower importance items if you can make a big
difference.

= On the graph, three areas are identified:

= Primary areas for improvement — areas that are considered important, but with
lower satisfaction scores. The focus here is on improving these areas to increase
satisfaction.

= Secondary areas for improvement — areas that are considered less in importance,
but with lower satisfaction scores. These are secondary areas of focus to increase
satisfaction.

= Areas for enhancement — areas with lower satisfaction scores, but are considered
relatively less important to consumers. The focus here is on at least maintaining,
and where feasible, improving these areas to increase satisfaction.

Ipsos Reid



& Gap Analysis for Residential Customers (T2B)

= The largest gaps in importance vs. satisfaction (primary areas of improvement) are centered around the
price of electricity and electricity conservation. Areas of lower importance, but also low satisfaction
(secondary areas of improvement) include issues associated with TOU and renewable energy sources.

70% - Primary Areas for Improvement Areas for Maintenance
The price that you pay for * )
I .- Ensuring an adequate supply of
electricity e )
* electricity in Ontario

60% -
< Conserving the amount
8 of electricity that you
~ use P
o
= 50%
L 0 Shifting your electricity usage
= to lower peak times
B
| -
8_ Understanding how much electricity
c 40% that you use on a daily, weekly, or
- 0 monthly basis ¢
K] *
- Using electricity that is generated from
g renewable sources such as wind, solar,
|.|>j and hydro

30% T T T | | 1

10% 20% 30% 40% 50% 60% 70%

Secondary Areas for Improvement

Extremely Satisfaction (Top 2 Box)
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& Methodology — Residential Consumers

Data collection was conducted via a telephone (CATI) methodology, utilizing
both landline and cell phone sample.

In total, n=800 interviews were conducted by Random Digit Dialing (RDD).

The margin of error for a sample of n=800 is +/- 3.5%, nineteen times out of
twenty. The margin of error for sub-groups will be larger, depending on the
sample size.

Interviews were conducted between November 26t and December 14t |
2014.

The sample frame was designed to be representative of electricity bill payers
across the province.

Only those members of the household who have detailed knowledge about
the household’s utilities and have a responsibility or shared responsibility to
manage utility bills qualified for the survey.

Ipsos Reid
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@ Executive Summary — Electricity Related Issues

Electricity bill payers are the most likely to indicate that ensuring an adequate
supply of electricity and the price of electricity are the two most important
issues to them.

Shifting electricity usage to lower peak times and generating electricity from
renewable sources are also viewed as important, however less important than
supply and price.

When asked about satisfaction with electricity-related issues, bill payers provide
high ratings for ensuring an adequate supply of electricity in Ontario. However,
there is a considerable gap in satisfaction regarding the price of electricity as this
is viewed as one of the most important issues, while satisfaction is the lowest.

Satisfaction with the ability to shift electricity usage to off-peak times is
relatively high as two thirds of electricity bill payers indicate that they are
satisfied with their ability to do this.

Overall, the vast majority (82%) of bill payers indicate that they are
knowledgeable with Time of Use Pricing.

However, significantly fewer (39%) are knowledgeable about how electricity
prices are determined in Ontario, with only 4% indicating that they are ‘very
knowledgeable’.

Ipsos Reid
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& Executive Summary — Time of Use Pricing

Overall, two thirds (66%) of electricity bill payers indicate that Time of Use
Pricing is an effective strategy to shift their electricity consumption from the
daytime and early evening to later in the evening. Three in ten (32%) feel that
Time of Use Pricing is ineffective.

That being said, fewer bill payers indicate that they are satisfied with Time of Use
Pricing (49%), with most being somewhat satisfied and only one in ten (9%) ‘very
satisfied” indicating that some modifications to the system would be welcomed
by consumers. About one in five decision makers are neutral and three in ten
indicating that they are dissatisfied with Time of Use Pricing.

Although the majority (76%) of residential customers mention that the Time of
Use system is easy for them to understand, half (53%) of consumers agree that
they are not using significantly less electricity because of the pricing structure.
One quarter (27%) of consumers ‘strongly agree’ that they are not consuming
less electricity.

Interest in changes to the time of use pricing system are desired by about half of
consumers. Consumers are most interested in having a larger difference between
on-peak and off-peak rates or in having multiple pricing plans to choose from for
people that use electricity at different times of the day. Slightly fewer bill payers
are interested in having fewer price-periods in the day.

Ipsos Reid
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& Executive Summary - Electricity Bill

= Not surprisingly, bill payers are the most likely to pay attention the total amount
due when reviewing their electricity bill — However not all bill payers look at the
total charge. One quarter pay attention to the amount of electricity that they use
or any graphs that detail how much electricity they used compared to previous
months. Few bill payers pay attention to other features or charges on their bill.

= Knowledge about what the various changes on the electricity bill mean is quite
low as few electricity bill payers are ‘very confident’ that they know what the
amount of electricity in kilowatt hours they used means, while one in ten are
‘very confident’ that they know what the delivery charge means. A similar
proportion of bill payers are ‘very confident’ that they know what the Regulatory
Charge on their bill means.

= |nterest in having an electricity bill that differentiates between fixed and variable
changes is high as a strong majority of bill payers would like to see these two
types of charges itemized on their bill. Many would also like to see more
information that explains what the various changes on the bill means and also
more graphs that illustrate detailed consumption patters over time.

= Consumers also mention a number of additional features that they would like to
see on their electricity bill, including more information about the various charges
on their bill that would make it easier for them to understand, particularly about

how electrigity prices are set and determined. Ipsos Reid 16
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& Importance of Electricity-Related Issues

Electricity bill payers indicate that all issues associated with electricity are important to them, but to different degrees.
Ensuring an adequate supply of electricity and the price of electricity is deemed as the most important. Shifting electricity
usage to lower peak times is viewed as less important, while using electricity that is generated from renewable sources is
viewed as the least important.

m Extremely important (10) = Somewhat important (7-9)
Neither important nor unimportant (4-6) © Somewhat unimportant (2-3)
= Not at all important (1) = Don't know Total
Important
Ensuring an adequate Sl{pply of electricity in _ . ‘ 89%
Ontario

The price that you pay for electricity _ 11% ‘I‘ 86%
Conserving the amount of electricity that you use _ 11% Il‘ 86%
R
B -
e o 6 e

*values less than 3% not labelled

1. Please rate the importance of the following to you in a scale from 1 to 10 where 1 is not at all important and 10 is extremely i H 18
Base: All respondents (n=800) Ipsos Re'd

Shifting your electricity usage to lower peak times
when the cost of electricity is cheaper

Understanding how much electricity that you use
on a daily, weekly, or monthly basis

sing electricity that is generated from renewable
sources such as wind, solar, and hydro




Importance of Electricity-Related Issues (Extremely Important), by
Demographics

Bill payers who are over the age of 55, women, reside in Central Ontario, and earn a household income below $100,000 are
the most likely to indicate that shifting electricity usage to lower peak times is ‘extremely important’ to them.

40,000
Under to S100,00
18to 45to 55to Southw Other ’
Extremely Important Total 44 54 64 65+ Male Female North ost Central East Toronto GTA $40,00 under Oor

0 $100,0 more
00

Ensuring an adequate supply of oo/ | joor | 499 | 4% | 63% | 50% @ 58% | 60% | 51% | 58% | 47% | 52% | 60% | 59% | 54% | 50%
electricity in Ontario
The price that you pay for

electricity 53% | 53% | 60% | 54% | 48% @ 50% | 56% | 63% | 53% | 61% | 47% @ 49% 56% | 53% | 57% | 50%

Conserving the amount of

.. 39% | 30% 41% | 46% | 39% | 33% @ 45% | 42% | 37% | 44% | 33% @ 35% | 46% @ 44% | 43% | 31%
electricity that you use

Shifting your electricity usage

to lower peak times whenthe  34% | 28% @ 31% | 38% | 39% | 27% @ 41% | 36% | 35% | 43% | 31% | 30% @ 35% | 44% | 35% | 27%
cost of electricity is cheaper

Understanding how much

electricity that you use on a 28% | 25% | 22% | 33% | 33% | 23% @ 33% | 27% | 25% | 40% | 25% @ 25% @ 33% | 37% | 30% | 22%
daily, weekly, or monthly basis
Using electricity that is
generated from renewable
sources such as wind, solar,
and hydro

27% | 24% | 25% | 26% | 32% | 21% | 32% @ 29% | 21% @ 34% @ 21% @ 31% @ 29% | 29% | 30% | 22%

Q1. Please rate the importance of the following to you in a scale from 1 to 10 where 1 is not at all important and 10 is extremely important. lpsos Re'id 19
Base: All respondents (n=800)



Importance of Electricity-Related Issues (Extremely Important), by
Demographics (continued)

Those who have attained a high school diploma as the highest level of education and those who are retired are the most
likely to see shifting electricity usage to lower peak times as ‘extremely important’. Those who work full-time or are
unemployed are the least likely to view many of the electricity-related issues as less important.

College/ Uni. Grad Or
Extremely Important Total High School Some Above Full Time  Part-Time Unemployed Retired Other
University
AT e 54% 61% 52% 53% 49% 50% 40% 65% 59%
electricity in Ontario
VS (E(HES Heid e (e Ry el 53% 64% 56% 46% 56% 61% 60% 49% 47%
electricity
Sy AR ETEL 0 @F 39% 52% 36% 36% 37% 44% 34% 43% 39%

electricity that you use

Shifting your electricity usage to
lower peak times when the cost of 34% 46% 31% 31% 30% 44% 23% 40% 41%
electricity is cheaper

Understanding how much
electricity that you use on a daily, 28% 40% 26% 25% 24% 30% 29% 35% 41%

weekly, or monthly basis

Using electricity that is generated
from renewable sources such as 27% 34% 25% 25% 25% 42% 16% 30% 25%

wind, solar, and hydro

Q1. Please rate the importance of the following to you in a scale from 1 to 10 where 1 is not at all important and 10 is extremely important. lpsos Re'id 20
Base: All respondents (n=800)



Importance of Electricity-Related Issues (Extremely Important), by Electricity

Bill

Bill payers who have a monthly electricity bill that is $200 or more are the most likely to feel that the price of electricity and
understanding how much electricity they use on a daily, weekly, or monthly basis is ‘extremely important’ to them.

Extremely Important

Ensuring an adequate supply of electricity in Ontario

The price that you pay for electricity

Conserving the amount of electricity that you use

Shifting your electricity usage to lower peak times when the
cost of electricity is cheaper

Understanding how much electricity that you use on a daily,
weekly, or monthly basis

Using electricity that is generated from renewable sources
such as wind, solar, and hydro

Q1. Please rate the importance of the following to you in a scale from 1 to 10 where 1 is not at all important and 10 is extremely important.

Base: All respondents (n=800)

Total

54%

53%

39%

34%

28%

27%

Low (Less than
$100 a month)

54%

46%

38%

38%

26%

27%

Mid (Between
$100 and less
than $200 a
month)

52%

53%

40%

35%

26%

29%

High ($200 or
more a month)

57%
63%
40%
30%

34%

25%

Ipsos Reid 21



a Satisfaction with Electricity Related Issues

Bill payers are the most likely to be satisfied that there is a reliable supply of electricity in Ontario and with the amount of
electricity that they are able to conserve. Two thirds are satisfied with their ability to shift electricity usage to lower peak

times, however only one-quarter are ‘extremely satisfied’. Four in ten bill payers are satisfied with the price that they pay
for electricity, only 15% are ‘extremely satisfied’ while three in ten are dissatisfied overall.

® Extremely satisfied (10) Somewhat satisfied (7-9)
Neither satisfied nor dissatisfied (4-6) Somewhat dissatisfied (2-3) Total
m Not at all satisfied (1) = Don't know Satisfied
Ensuring an adequate su.pply of electricity in i e 4%m 4%
Ontario
Conserving the amount of electricity that you use 47% 24% 3°/ﬂ 71%
Shifting your electricity usage to lower peak times 5 . . . .
when the cost of electricity is cheaper eee A 21% O o 66%
Understanding how much electricity that you use . . .
on a daily, weekly, or monthly basis e A GAJ 61%

Using electricity that is generated from renewable
sources such as wind, solar, and hydro

30% 30% 9% .l

The price that you pay for electricity 15% 22% 32% 14% -‘ 38%

*values less than 3% not labelled

49%

. Now | would like you to rate your satisfaction with the same energy related topics using a scale from 1 to 10 where 1 means that you are not at all satisfied and 10 means that you are

tremely satisfied. Ipsos Reid 22

Base: All respondents (n=800)




Satisfaction with Electricity Related Issues (Extremely Satisfied), by
Demographics

Bill payers between the ages of 18 and 54, men, and those households that earn a household income of $100,000 or more
are the least likely to be ‘extremely satisfied’ with their ability to shift electricity usage to lower peak periods. Interestingly,
those households that earn a higher household income are the least likely to be ‘extremely satisfied’ with all aspects of
electricity-related issues.

40,000
Under to S100,00
e 18to 45to 55to Southw Other ’
Extremely Satisfied Total a4 " 64 65+ Male Female North - Central East Toronto GTA $40,00 under OQOor

0 $100,0 more
00

Ensuring an adequate supply

S . 32% | 25% | 28% @ 30% @ 42% | 29% | 34% | 36% | 34% | 28% | 28% | 28% | 34% | 39% @ 33% | 26%
of electricity in Ontario

Shifting your electricity usage
to lower peak times when the 26% | 20% 22% 32% | 28% | 20% @ 31% @ 27% | 28% | 28% | 21% | 21% | 28% | 35% | 25% | 19%
cost of electricity is cheaper

Conserving the amount of

. 24% | 16% | 22% | 29% | 27% | 20% | 28% @ 33% | 26% | 30% @ 23% | 16% | 24% @ 34% @ 25% | 16%
electricity that you use

Using electricity that is
generated from renewable
sources such as wind, solar,
and hydro

Understanding how much
electricity that you use on a
daily, weekly, or monthly
basis

19% | 18% | 17% | 19% | 23% | 16% @ 23% @ 28% @ 15% | 22% | 13% | 20% | 24% @ 30% | 20% @ 15%

18% | 16% | 15% | 20% | 21% | 14%  22% | 22% | 17% | 22% | 17% | 16% | 19% | 25% | 21% @ 11%

The price that you pay for

B -iridicy 15% | 15% | 15% | 16% | 16% | 13% | 17% | 17% | 19% | 13% | 12% | 17% | 13% | 21% @ 17% @ 10%

Q2. Now | would like you to rate your satisfaction with the same energy related topics using a scale from 1 to 10 where 1 means that you are not at all satisfied and 10 means that you are

extremely satisfied. lpsos REid 23

Base: All respondents (n=800)



Satisfaction with Electricity Related Issues (Extremely Satisfied), by
Demographics (continued)

Those who have attained a post secondary education and are currently working full-time are the least likely to be
‘extremely satisfied’ with all electricity-related issues, including their ability to shift electricity usage to lower peak periods.

el Uni. Grad Or

Extremely Satisfied Total High School Some Above Full Time  Part-Time Unemployed Retired Other
University

Ensuring an adequate supply of 32% 41% 32% 26% 28% 26% 29% 39% 28%

electricity in Ontario

Shifting your electricity usage to
lower peak times when the cost 26% 40% 22% 22% 22% 32% 30% 30% 26%

of electricity is cheaper

Conserving the amount of

. 24% 39% 23% 17% 20% 27% 37% 29% 24%
electricity that you use

Using electricity that is generated

from renewable sources such as 19% 27% 15% 19% 18% 20% 25% 23% 17%
wind, solar, and hydro

Understanding how much

electricity that you use on a daily, 18% 31% 16% 14% 16% 19% 25% 22% 16%
weekly, or monthly basis

The price that you pay for

.. 15% 25% 15% 12% 14% 16% 24% 16% 15%
electricity

Q2. Now | would like you to rate your satisfaction with the same energy related topics using a scale from 1 to 10 where 1 means that you are not at all satisfied and 10 means that you are

extremely satisfied. lpsos REid 24

Base: All respondents (n=800)



a Knowledge About Electricity-Related Issues

The vast majority of bill payers indicate that they are knowledgeable with Time of Use Pricing, with slightly fewer than half
indicating that they are ‘very knowledgeable’. Bill payers are also equally as knowledgeable with understanding which
appliances in their home use the most electricity and energy conservation. However, significantly fewer bill payers are
knowledgeable with how electricity prices are determined, with very few (4%) indicating that they are ‘very knowledgeable’.

m Very knowledgeable = Somewhat knowledgeable Total
= Only a little knowledgeable m Not at all knowledgeable Knowledgeable

Time of Use Pricing 45% 82%

43% 4

e

. Would you say that you are very knowledgeable, somewhat knowledgeable, only a little knowledgeable, or not at all knowledgeable about the following? How
out...
Base: All respondents (n=800)

Which appliances in your home use the most
electricity

85%

How electricity prices are set and determined in
Ontario

Ipsos Reid 25




& Knowledge About Electricity-Related Issues, by Demographics

Bill payers who earn a household income of $40,000 or less are significantly less likely to be knowledgeable about Time of
Use Pricing compared to those households that earn a higher household income.

Bill payers under the age of 55, women, and those who reside in Southwestern Ontario are the least likely to be
knowledgeable about how electricity prices are determined.

40,000
Under to S100,00
somewhat/Very Total iy | a8l | S0 65+ Male Female North Sy Central East Toronto Oz $40,00 under Oor
Knowledgeable 44 54 64 est GTA
0 $100,0 more
00
Which appliances in your
home use the most 87% | 85% | 87% | 88% | 88% | 91% | 84% @ 85% | 85% | 83% | 89% | 91% | 87% | 77% | 89% | 93%
electricity?
Energy conservation 86% | 83% @ 94%  85%  84% @ 89% | 84% | 90% | 86% | 77% | 86% | 87% | 89% | 75% | 86% | 92%
Time of Use Pricing 83% | 81% | 88% | 82% | 81% | 83% | 83% | 84% | 84% | 79% | 87% | 83% | 80% | 71% @ 82% & 88%

How electricity prices are set

. . . 43% | 37% @ 38% @ 47% | 50% | 47% | 40% @ 49% @ 36% @ 38% | 43% | 46% | 49% @ 38% | 46% | 4AT%
and determined in Ontario?

Q3. Would you-say that you are very knowledgeable, somewhat knowledgeable, only a little knowledgeable, or not at all knowledgeable about the following? How

about... lpSOS REid 26

Base: All respondents (n=800)



Knowledge About Electricity-Related Issues, by Homeownership and

Electricity Bill

Home owners tend to be more knowledgeable about energy conservation and Time of Use Pricing compared to those who

rent their residence.

Somewhat/Very Knowledgeable

Which appliances in your home use the most
electricity?

Energy conservation

Time of Use Pricing

How electricity prices are set and determined in
Ontario?

Q3. Would you-say that you are very knowledgeable, somewhat knowledgeable, only a little knowledgeable, or not at all knowledgeable about the following? How

about...
Base: All respondents (n=800)

Total

87%

86%

83%

43%

Own

88%

88%

84%

44%

Rent

82%

77%

72%

39%

Ipsos Reid 27



ﬁ Interest in Energy Conservation Information & Technology

Despite being knowledgeable about which appliances use the most electricity, the majority of bill payers would be
interested in receiving more information about which appliances use the most electricity in their home and also how much
money they would saved if they changed the times when they use these appliances.

A similar proportion of bill payers would also be interested in receiving new technologies that would help them to better
manage their consumption. Fewer would be interested in knowing how much electricity other households in their area are
using in order to compare their usage, one quarter of bill payers indicate that they would be ‘not at all’ interested in this.

m Extremely interested (10) Somewhat interested (7-9) Total
Neither interested nor uninterested (4-6) Somewhat uninterested (2-3) Interested
® Not at all interested (1) = Don't know
More information about which appliances use the most
electricity in your home and how much money you would 36% 19% 8% 61%
save if you changed when...
Providing you with new technology to better manage your
&Y - ey o gey 36% 22% 8% 59%
electricity consumption
Knowing how much electricity other households in your
& y Y UM 25% 21%  15% 40%

area are using to compare your usage against

*values less than 3% not labelled

2. Using a scale of 1 to 10 where 1 means not at all interested and 10 means extremely interested, how interested would you be in the following proposals about the price of electricity?

ow about... Ipsos Reid 28

Base: All respondents (n=800)




& Most Important Action for Conserving Electricity

Bill payers believe that the single most important action that they could take to conserve electricity is to turn off items
when not in use, followed closely by shifting use of electricity and appliances to off-peak or later times of the day.

Turn off items when not in use | 31%

Shift use of electricity and/or appliances to off-peak/later times in the day | 27%

Use less/ conserve/ be energy-conscious l 9%

Upgrade appliances to more energy efficient models 4%
Stop using electricity/ power 1%
Adjust thermostat to use less energy (furnace/ air conditioner) 4%

Reduce use of clothes dryer/ use clothesline J 3%
Add insulation to home 2%
Install energy efficiency/CFL/LED lighting 2%

Other alternative energy mentions 2%

Other 1 3%
Don't know _I 4%

Q4. What is the single most.efféctive thing,that you can do to conserve electricity? l R i 29
Base: All respondents_(n=800) psos e d




Time of Use Pricing



& Effectiveness of Time of Use Pricing to Shift Electricity Cons tion

m Very effective " Somewhat effective = Only a little effective

® Not at all effective © Don't know
Effectiv

Q6. How effective would you say that Time of Use pricing has been to shift your electricity consumption from the daytime and early evening to later in the evening
and at night?

Base: All responden

Ipsos Reid 31



@ Why Time of Use is Ineffective

Most bill payers who indicate that Time of Use Pricing is ineffective mention that the pricing system is not practical or does
not work with their schedule or lifestyle. One in ten mention that the savings potentially gained from shifting usage is not

worth the effort to them.

Bill payers between the ages of 18 and 54 are significantly more likely than those over the age of 55 to mention that Time of
Use Pricing is not practical for their schedule or lifestyle (65%, compared to 50% respectively), as are those who work full

time (65%).
Not practical or doesn't work with my scheduleor lifestyle
Bill is still high/ little/ no savings/ not worth it
Positive mentions

Have not made any changes/ don't pay attention to it

Based on time of consumption/ when energy is used (e.g.
time of day/month/year/season/etc.)

More information/ clarify peak and off peak hours
Do what is needed/ adjust usage on an as needed basis
Was already using it before

Fees/ overhead still high

Not enough of a difference between peak and off peak
prices

Other mentions

Don't know

| 58%

| 12%

Js%
Js%

| 2%
| 2%
JZ%
Jz%
JZ%
| 2%
W 6%
| 6%

Q7. Why would you say that-Fime of Useshas not been very effective at shifting your electricity consumption?
Base: Respondent WhodTime Of Use Pricing Is Somewhat/Only A Little/Not At All Effective (n=540)

* Mentions below 2% not shown

Ipsos Reid
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& Satisfaction With Time of Use Pricing

m Very satisfied " Somewhat satisfied

= Neither satisfied nor dissatisfied = Somewhat dissatisfied

m Very dissatisfied © Don't know

Satisfie

H -

Ipsos Reid 33



& Satisfaction With Time of Use Pricing, by Electricity Bill

Those who have an average monthly electricity bill of $200 or more are more likely than those who pay less for electricity

on a monthly basis to be dissatisfied with Time of Use Pricing.

Very/ Somewhat satisfied

Somewhat/ Very dissatisfied

Q8. How satisfied-would you say that you are with Time of Use Pricing? Would you say that you are...
Base: All respondents (n=800)

Total

49%

32%

Mid (Between
Low (Lessthan $100 andless High (5200 or
$100 a month)  than $200a  more a month)

month)
53% 50% 44%
26% 32% 38%

Ipsos Reid
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& Reasons for Being Satisfied or Dissatisfied with Time of Use Pricing

Although half of pill payers mention that they are satisfied with TOU, three-quarters provide a negative comment about the
pricing system. Among these, one quarter mention that TOU is not practical for their lifestyle, while 18% mention that the
price of electricity is too high. Among those who mention something positive, 5% or fewer mention that TOU has changed
their usage times, that it has saved them money, or that its effective or that they like the idea.

Positive (Net)

Use it/ changed my time of usage

Good price/ saves me money

Effective/ satisfied with it

Like the concept/ idea

Convenient/ fits my schedule/ lifestyle

Neutral (Net)

Need more information/ details

Extend off peak hours

Other neutral mentions

Negative (Net)

Not practical/ fair/ too restrictive/ doesn't work with my schedule/ lifestyle
Prices are still too high

Little/ no savings/ no difference

Don't use it/ don't like the concept/idea
Ineffective/ need more incentives/ not worth it
Little difference between peak and off peak pricing
Unable to use it when | want/ need it (most)

Rates for off-peak time/ too high/ keeps increasing
Other negative mentions

Other mentions

Don't know

Q9. Why would you say thatyou are...'with Time of Use Pricing?
Base: All Respondents (n=800)

| 20%

~ 15%
1 4%
1 4%
1 4%
3%
| 14%
|1 6%
4%
3%

| 65%

| 26%
| 18%

3%
7%

| 6%

1 4%

3%

3%

| 6%

B 5%

| 5%

* Mentions below 3% not shown

Ipsos Reid
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a Attitudes & Opinions Towards Time of Use Pricing

Three quarters of bill payers agree that the current Time of Use Pricing system is easy to understand and about half agree
that the current system fits their lifestyle. On the other hand, half of bill payers agree that they are not using less electricity
as a result of Time of Use pricing, while a similar proportion also agree that the current system is unfair.

m Strongly agree = Somewhat agree Neither agree nor disagree

” Somewhat disagree m Strongly disagree Don't know

The Time of Ussnljjr;crisrli r?:j/stem is easy to -l 76%
| am not using less SLceec;r:ic:;cr\‘/gbecause of Time of -s(y. 539
The current Time of Use Pricing system is unfair - 13% -
The current Time oTi:Jessin;(raicing system fits my - 8% - 45%

46%

*values less than 3% not labelled

Q11. Please indicate whether you strongly agree, somewhat agree, neither agree nor disagree, somewhat disagree, or strongly disagree with the following
statements. How about...

Base: All responden
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& Attitudes Towards Time of Use Pricing, by Demographics

Bill payers between the ages of 18 and 44 and those who earn a household income of $40,000 or more are the most likely to
agree that TOU is easy to understand.

Households that earn $100,000 or more annually are significantly less likely than lower earning households to agree that
they are not using less electricity because of TOU.

Those between the ages of 45 and 64 are the most likely to agree that TOU is unfair. As are those who reside in the City of
Toronto and Eastern Ontario as well as those earning a household income of less than $100,000 annually.

Households that earn $100,000 or more annually are slightly more likely than those households who earn a lower income to
agree that TOU fits their lifestyle.

40,000
Under to S100,00
18to 45to 55to Southw Other ’
Strongly/Somewhat Agree Total a4 54 64 65+ Male Female North - Central East Toronto GTA $40,00 under Oor

0 $100,0 more
00

The Time of Use Pricing

. 76% | 81% | 75% | 71% @ 76% | 74% | 77% | 73% | 80% | 76% | 80% | 74% | 72% | 64% @ 77% | 84%
system is easy to understand

| am not using less electricity
because of Time of Use 53% 51% 54% 51% | 54% 54% 51% 54% | 54% 57% | 45% 50% 55% 57% 56% @ 45%
pricing

The current Time of Use

. . . 46% | 40% @ 52% @ 54% @ 40% @ 42% | 50% | 56% @ 49% @ 61% | 42% @ 34% | 49% @ 50% @ 51% | 36%
Pricing system is unfair

“IACTIETE e 45% | 45% | 43% | 47% | 46% | 48% | 43% | 44% | 47% | 50% | 48% | 48% | 38% | 48% | 42% = 54%
Pricing system fits my lifestyle

Q11. Please indicate whether you strongly agree, somewhat agree, neither agree nor disagree, somewhat disagree, or strongly disagree with the following

statements. How about... lpSOS REid 37
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@ Attitudes Towards Time of Use Pricing, by Demographics (continued)

Those who have earned a university degree are the most likely to agree that TOU is easy to understand. This demographic
is on the other hand less likely to agree that they are not using less electricity because of TOU or that the current TOU

system is unfair.

Strongly/Somewhat Agree

The Time of Use Pricing system is easy to
understand

| am not using less electricity because of Time
of Use pricing

The current Time of Use Pricing system is
unfair

The current Time of Use Pricing system fits
my lifestyle

Total

76%

53%

46%

45%

High School

69%

62%

57%

46%

College/ Some
University

74%

53%

55%

42%

Uni. Grad Or
Above

80%

48%

34%

48%

Q11. Please indicate whether you strongly agree, somewhat agree, neither agree nor disagree, somewhat disagree, or strongly disagree with the following

statements. How about...
Base: All respondents (n=800)
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& Attitudes Towards Time of Use Pricing, by Electricity Bill

Those who have a higher monthly electricity bill are more likely than those who pay less per month to agree that the
current TOU pricing system is unfair.

Mid (Between
Low (Lessthan $100andless High (5200 or

Strongly/Somewhat Agree neite] $100 a month) than$200a more a month)
month)

The Time of Use Pricing system is easy to understand 76% 74% 77% 76%

| am not using less electricity because of Time of Use pricing 53% 51% 53% 53%

The current Time of Use Pricing system is unfair 46% 42% 45% 52%

The current Time of Use Pricing system fits my lifestyle 45% 46% 47% 43%

Q11. Please indicate whether you strongly agree, somewhat agree, neither agree nor disagree, somewhat disagree, or strongly disagree with the following

statements. How about... lpSOS Rei d

Base: All respondents (n=800)



a Interest in Alternative Time of Use Models

Slightly more than half of bill payers would be interested in having a larger difference between on-peak and off-peak rates,
while exactly half are interested in having multiple pricing plans to choose from for people to use electricity at different
times of the day. Slightly fewer decision makers would be interested in having fewer price-periods in the day. Only about

one in five are not interested in any of these proposals.

® Extremely interested (10) Somewhat interested (7-9)
Neither interested nor uninterested (4-6) Somewhat uninterested (2-3)
® Not at all interested (1) ® Don't know Total
Interested
Having a larger difference between on-peak and off-peak
rates, where the price would be higher or lower depending 37% 24% 8% L7 57%
on the time
Having multiple pricing plans to choose from for people to
& MUTHPTe pricing pra . Peop 32% 26%  10% 50%
use electricity at different times of the day
Having fewer different price-periods in the day, meaning the
elimination of a mid-peak time and maintaining only an on- 13% 31% 31% 12% 44%

peak and off...

*values less than 3% not labelled

2. Using a scale of 1 to 10 where 1 means not at all interested and 10 means extremely interested, how interested would you be in the following proposals about the price of electricity?
L]
Ipsos Reid 40

ow about...
Base: All respondents (n=800)




@ Interest in Alternative Time of Use Models, by Age and Region

Bill payers between the age of 18 and 44 are significantly more likely than those 65 years of age and older to be interested
in having multiple pricing plans to choose from.

Those who reside in the GTA are the most likely to be interested in proposals that include having multiple pricing plans
and having different price-periods in the day.

Interested Total 18to44 45to54 55to64 65+ North Southwest Central East Toronto OGt:ir

Having a larger difference between on-peak and off-
peak rates, where the price would be higher or lower 57% 55% 56% 56% 59% 55% 53% 60% 54% 63% 56%
depending on the time

Having multiple pricing plans to choose from for

[0) 0, () 0, 0, 0, 0, 0, o) (o) o,
people to use electricity at different times of the day >0% S/ >0% 7% 50 >0% sl 46% 46% = >0%

Having fewer different price-periods in the day,
meaning the elimination of a mid-peak time and 44% 44% 42% 44% 48% 46% 44% 47% 34% 47% 46%
maintaining only an on-peak and off...

Q12. Using a scale of 1 to 10 where 1 means not at all interested and 10 means extremely interested, how interested would you be in the following proposals about the price of electricity?

How about... lpSOS REid 41

Base: All respondents (n=800)



& Interest in Alternative Time of Use Models, by Education and Dependents

Those that have at least one dependent in the household are significantly more likely to be interested in having different
pricing plans to choose from for the price of electricity a different times of the day, as are those who have attained a High
School diploma as their highest level of education.

College/

Interested Total High School Some Sl LI, None 1To2 3 Or More
. . Above
University

Having a larger difference between on-
peak and off-peak rates, where the price

. . 57% 64% 54% 56% 56% 59% 56%
would be higher or lower depending on
the time
Having multiple pricing plans to choose
from for people to use electricity at 50% 57% 51% 46% 45% 53% 56%
different times of the day
Having fewer different price-periods in the
day, meaning the elimination of a mid- 44% 549 44% 20% 43% 44% 51%

peak time and maintaining only an on-peak
and off...

Q12. Using a scale of 1 to 10 where 1 means not at all interested and 10 means extremely interested, how interested would you be in the following proposals about the price of electricity?

How about... lpSOS Reid 42

Base: All respondents (n=800)



& Desired Changes to Electricity Pricing Model

Bill payers mention a number of changes that they would like to see to the electricity pricing model. Three in ten would like
to see a change made to the price of electricity, namely a lower price for the electricity that they use. About one in five
mention changing the TOU system by either making it more flexible or eliminating the system all together, while one in ten
would like more information about the electricity pricing model.

Prices (Net) [ 29%
Lower/ fair prices | 21%
Stable prices/ flat rate/ less rate changes _ 3%
Lower off peak time prices/ more price difference between peak and off peak | 3%
Fees/ added charges/ taxes o 2%
Stop paying for/ lower fees for green/ alternative energy producers (solar, wind, etc) o) 2%
Time Of Use system (Net) _' 18%
More flexible/ customized Time of Use model ) 6%
Eliminate/ don't like Time of Use system = 5%
Extended/ adjusted off peak hours (earlier/ later) ] 5%
Information (Net) _| 10%

More information/ transparency/ communication (unspecified) | 3%

Simplify it/ more user friendly/ easier to understand | 3%
Breakdown/ more information/ transparency on (changes in) prices/ charges o) 2%
Management (Net) !' 4%
Less company waste/ unnecessary spending o) 2%
Eliminate the debt retirement charge | 2%
Eliminate smart meters/ no benefits from smart meters o) 2%
| 4%
I, 18%
) 18%

* Mentions below 3% not shown

Q13. What, if anything else ike to see changed with the current electricity pricing model or Time of Use system? H 43
Base: All Respondents lpsos Reld

Other mentions
Nothing

Don't know




The Electricity Bill



& Attention Paid to Electricity Bill Details

Only about half of electricity bill payers indicate that they pay attention the total amount due when reviewing their
electricity bill. One quarter pay attention to the amount of electricity that they use or any graphs that details how much
electricity they used compared to previous months. Few bill payers pay attention to other features on their bill.

The total amount due

The amount of electricity in Kilowatt
Hours that you used
Any graphs detailing how much electricity
you used compared to previous months

The delivery charge

The debt retirement charge

Peak/ off peak /time of day consumption
The regulatory charge

All of them/ (extra) fees/charges

None of the above

Don't know

Q20. When reviewing your eleetricity billpwhich charges or information do you pay attention to?
Base: All respondents (n=800)

47%

| 27%

| 26%

I 15%
I 11%

7%

Ipsos Reid 45



@ Attention Paid to Electricity Bill Details, by Electricity Bill

Those who pay more on a monthly basis for electricity are more likely to pay attention to various charges on their
electricity bill, including the total amount due and any graphs detailing consumption patterns.

The total amount due

The amount of electricity in Kilowatt Hours that you used

Any graphs detailing how much electricity you used
compared to previous months

The delivery charge

The debt retirement charge

The regulatory charge

Anything else

None of the above

Don’t know

Q20. When reviewing your electricity bill, which charges or information do you pay attention to?
Base: All respondents (n=800)

Total

44%

26%

23%

14%

11%

7%

25%

9%

4%

Low (Less than
$100 a month)

35%

21%

13%

10%

7%

3%

20%

19%

10%

Mid (Between
$100 and less
than $200 a
month)

51%

35%

27%

16%

14%

10%

28%

2%

2%

High ($200 or
more a month)

46%
25%
25%
16%
11%
7%
25%
7%

1%

Ipsos Reid
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a Knowledge About Charges on Electricity Bill

Few electricity bill payers are ‘very confident’ that they know what various changes on their electricity bill mean. One
guarter are ‘very confident’ that they know what the amount of electricity in kilowatt hours they used means, while one in
ten are ‘very confident’ that they know what the delivery charge means. A similar proportion of bill payers are ‘very
confident’ that they know what the Regulatory Charge on their bill means.

Men are significantly more likely than women to be knowledgeable about these different charges on the electricity bill.

m Very confident = Somewhat confident = Only a little confident ®= Not at all confident = Don't know

Confident
Amount of electricity in Kilowatt hours that you used 64%
Delivery charge means 18% ‘ 51%
Regulatory charge means [EP 34%

21. Considering.the different charges on your electricity bill, how confident are you that you know what the... H 47
Base: All Respondents (n=800) IpSOS REId



a Attitudes and Opinions Towards Electricity Bill

A strong majority of bill payers would like their electricity bill to differentiate between those changes that are fixed and
those charges that fluctuate based on consumption. Many would also like to see more information that explains what the
various changes on the bill means and also more graphs that illustrate detailed consumption patters over time.

Bill payers are generally undecided as to whether the format of the current bill needs to be changed as about half agree
and four in ten disagree. And, few would like to see their bill showing only one single ‘amount due’ charge, indicating that
people do want more details on their utility bill.

m Strongly agree Somewhat agree Neither agree nor disagre

Somewhat disagree m Strongly disagree Don't know
| would like my electricity bill to show the costs that are
fixed and those charge that change depending on the
amount of electricity that | use separately

0,

28%  5%6%

N

| would like to see more information on my electricity

bill that explains what the different types of charges 27% 5% 9% 3/ 79%
mean and how electricity rates are determined —
| would like to see more graphs and information that ey - = .
illustrate how much | use and when | use it - 0 o R 73%
| like the current format of my electricity bill and | don't S 219 & 79 .
think it needs to be changed - ° ° ° o i 49%

In terms of the different charges on my bill, | would
prefer if my electricity bill only included only the SV 12% 4% 13% 55% 27%
amount that is due each month...

*values <2% not labelled

Q24. Please indicate M, somewhat agree, somewhat disagree, or strongly disagree with the following statements about your electricity bill. Ipsos Reid 48

Base: All respondents



@ Attitudes and Opinions Towards Electricity Bill, by Age

Bill payers who are 65 years of age and older are significantly less likely than younger bill payers to want to see fixed and
variable costs separated on their bill, more information about the various changes on their bill, or more graphs and
information detailing when exactly electricity us consumed. These opinions are likely grounded in the opinion that this age
group is the most likely to indicate that they like the current format of their electricity bill and they don’t want to see this
changed.

Strongly/Somewhat Agree Total 18to44 45to54 55to64 65+

| would like my electricity bill to show the costs that are fixed

(meaning the charges that don't change from month to 83% 84% 86% 87% 77%
month like using the poles and...

| would like to see more information on my electricity bill that

explains what the different types of charges mean and how 79% 85% 81% 82% 69%
electricity rates are determined

| would like to see more graphs and information that illustrate

o) o) o) o) 0,
how much | use and when | use it 3% 81% 67% /8% 64%
! like the current format of my electricity bill and | don't think 49% 44% 45% 47% 60%
it needs to be changed
In terms of the different charges on my bill, | would prefer if
my electricity bill only included only the amount that is due 27% 25% 29% 26% 27%
each month...
Q24. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with the following statéments'about your electricity bill. lpsos Re|d 49

Base: All respondents (n=800)



@ Additional Information Requested for Electricity Bill

Among the three in ten electricity bill payers that would like to see more information on their electricity bill a number of
items are mentioned, including a breakdown and explanation of the various changes on their bill, information about TOU
consumption patterns, and making the bill easier to understand. One in ten would like to see a lower price on their bill,
indicating that information about electricity pricing could also be well received.

More than half of electricity bill payers could not mention any additional information that they would like to see on their bill

in the future.
Information (Net)
Breakdown/ explanation of charges
Time of use/ daily/ monthly usage (graphs)
Simplify it/ make it easier to understand
More information/ details/ transparency (unspecified)
Rate/ usage history/ compare to previous month(s)/ year(s)
Explain pricing changes/ increases/ variable rates
Information/ breakdown on the different sources of our power
Energy consumption per appliance
Explain the debt retirement charge/ status of the debt
Price (Net)
Lower price
Eliminate/reduce costs(Net)
Eliminate the debt retirement charge
Tips/Incentives (Net)
Ability to compare bill to the rest of the neighborhood/ other neighborhoods
Other
Nothing

Don't know

) 30%
| 8%
| 6%
S 5%
3%
3%
3%
2%
2%
2%
I— 11%
| 10%
) 4%
) 2%
W 2%
2%
| 3%
i, 28%
| 24%

Q25. What, if any;.additionaldinfermationmer changes would you like to see to your electricity bill in the future? * Mentions below 3% not shown lpsos Reid 50

Base: All Respondents (n=800)



Appendix



& Ownership of Major Appliances

Electric clothes dryer

Central Air Conditioning

Electric water heater

Electric space heater

Room or Window Air Conditioner

Swimming pool

None of the above

Q30. Which of the followin ou own?
Base: All Responde

I 14%

79%

71%

Number of Appliances

1 14%
1-3 84%

Ipsos Reid 52



a Method to Heat Home

Seven in ten households use natural gas to heat their home, by far the most common method used for heating.

Natural gas furnace _I 71%
Electric furnace m 4%
Electric baseboard heaters m 5%
Propane furnace IJ 3%
Wood stove IJ 3%

Other

12%

L

Don't know

2%

;

31. What is the primal e to heat your home? 1
Qo vt o v S st Ipsos Reid 53



& Commuting Time in the AM

6 AM or earlier 13%

After 6 AM to 7 AM 31%

After 7 AM to 8 AM 36%

After 8 AM to 9 AM 17%

9 AM or later

Q36. At what time.of the d leave your home to go to work or school? Ipsos Reid 54
Base: Respondents ime/Part-Time, Self-Employed Or A Student (n=480)



& Commuting Time in the PM

4 PM or earlier 18%

After 4 PM to 5 PM 33%

After 5 PM to 6 PM 32%

After 6 PM to 7 PM 12%

After 7 PM or later 6%

Q37. At what time.of the d come home from work or school? 1 55
Base: Respondents ime/Part-Time, Self-Employed Or A Student (n=480) Ipsos Reld



Demographics



& Demographics

remole. [ s3%

Under $20,000 lJ 4%
$20,000 to under $40,000 g 12%
$40,000 to under $60,000 .l 13%

Grade school or less IJ 1%

Some high school ! 4%
High school grad I 15%

Vocational/Technical school ! 4%

$120,000 to under $150,000 IJ 5% College | 25%

$150,000 to under $200,000 || 7% Some university || 8%

$200,000 or more IJ 5% University grad I 26%
Don’t know -I 16% Postgraduate degree I 17%

$60,000 to under $80,000 - 15%
$80,000 to under $100,000 . 13%

$100,000 to under $120,000 . 10%

Ipsos Reid 57



@ Demographics (continued)

Employment Status Type of Dwelling

Employed full-time _l 45% Single family detached house _I 73%

Single family semi-detached lJ 6%
Townhouse or rowhouse IJ 6%

Employed part-time IJ 5%

Self-employed ! 10% Condominium/apartment !I 11%
Unemployed IJ 3% Farm || 1%
A homemaker IJ 3% Other lJ 3%

ot | 1% . Home
Retired |30% own [ 88%
Other IJ3% Rent !|12%

Relationship Status

Number of Dependents in Household

o 37%
Single, never married !I 12% 1 -l 16%
Married or common law _I 71% 2 -l 26%

Widowed IJ 6% ’ !l 9%

4 [ 6%
i [0)
Divorced IJ 6% 5 || 1%
Separated IJ 3% 6 || 1%

Yy N Ipsos Reid s



Business Customers



& Methodology — Business Consumers

Data collection was conducted via a telephone (CATI) methodology, utilizing
business sample based on NAICS code.

In total, n=300 interviews were conducted.

The margin of error for a sample of n=300 is +/- 5.7%, nineteen times out of
twenty. The margin of error for sub-groups will be larger, depending on the
sample size.

Interviews were conducted between December 3™ 2014 and January 9%,
2015.

The sample frame was designed to be representative of small and medium
business in Ontario, including a variety of business sectors and sizes of
businesses.

Only those individuals within the organization who has detailed knowledge
about the businesses utilities and electricity bill specifically qualified for the
survey.

Ipsos Reid
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Executive Summary



@ Executive Summary — Electricity Related Issues

Small and mediums sized business are the most likely to indicate that the price
paid for electricity is the most important issue to them (87%), followed closely
by conserving the electricity that they use at their organization (80%).

Issues associated with understanding how much electricity consumed or shifting
electricity usage to lower peak times are viewed as less important (68% and
41%, respectively).

Satisfaction with electricity-related issues is much lower compared to
importance. About half of businesses are satisfied with their electricity
conservation efforts (57%) or understanding how much electricity they use
(53%). Only about three in ten are satisfied with the price of electricity (33%) or
shifting their electricity usage to lower peak times (29%).

Businesses pay the most attention to the price of electricity (84%). Despite
relatively lower levels of satisfaction, many organizations pay attention to the
amount of electricity that they consume (81%), the energy efficiency of their
equipment (76%), and when electricity is consumed at different times of the
year (65%). Only half (48%) of firms pay attention the amount of electricity that
they consume at different times of the day (48%).

Ipsos Reid
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& Executive Summary — Time of Use Pricing

Surprising, only about a quarter of small and medium businesses are aware that
they participate in Time of Use pricing. The remaining businesses are either not
aware or not sure.

Only one third (33%) of business who are aware that they participate in time of
use pricing indicate that they are satisfied with the pricing structure or that the
pricing structure is effective at shifting their consumption to lower peak times
(respectively).

Businesses mention most often that they can’t control their hours of operation
to meet the TOU schedule, that they need to operate during peak periods, or
that TOU is not business friendly.

In fact, two thirds (66%) of all small and medium business have taken no actions
at their organization to shift their electricity consumption from high to low peak
times. Among those businesses that have taken some action, fewer than one in
ten have shifted use of equipment to lower peak times (8%), installed more
efficient lighting (6%), or turn off lights when not in use (6%).

Reinforcing these opinions, three quarters of business agree that their
organization is not using less electricity because of TOU (73%) and that the TOU
system is ‘unfair’ (66%).

Ipsos Reid
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& Executive Summary - Electricity Bill

Businesses are most likely to pay attention to the amount due on their bill (42%)
or the amount of kilowatt hours used (36%). However, less than half of
businesses pay attention to these or any other single item on their bill. Fewer
pay attention to other changes on their bill, including the delivery charge (15%),
the debt retirement charge (11%), graphs (8%), or the regulatory charge (4%).

Although many businesses are confident that they know how much electricity
they consume (68%), only about half (56%) are confident that they understand
what the delivery charge on their bill means (56%) and even fewer (40%) are
confident that they know what the regulatory charge means.

Only about four in ten (43%) agree that they like the current format of their
electricity bill, indicating that there is an appetite for change.

Almost all (84%) businesses would like to see fixed costs and variable costs
separated on their electricity bill, while around seven in ten business would like
to see more information explaining the various changes on their bill (75%) and
also more graphs to illustrate electricity consumption patters (70%).

Few businesses (33%) want to have less information on their bill, as only one
third agree that they would like to see one single charge on their electricity bill.

Ipsos Reid
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Electricity-Related
Issues



& Importance of Electricity-Related Issues for Business

The most important electricity-related issue for small and medium businesses is the cost of electricity, this is almost
identical in importance compared to residential customers. Conservation and understanding how much electricity is being
used is also seen as important by a majority of firms, while fewer than half indicate that it is important for them to shift
their electricity usage to different times when electricity is cheaper.

m Extremely important (10) = Somewhat important (7-9)
Neither important nor unimportant (4-6) © Somewhat unimportant (2-3)
= Not at all important (1) = Don't know Total
Important
The price that your organization pays for
P your org: pay 55% 10% 87%
electricity
Conserving the amount of electricity that your
organization uses
Understanding how much electricity that your
organization uses on a daily, weekly, or monthly 24% 68%
basis
Shifting your electricity usage to lower peak times 5 . 5
when the cost of electricity is cheaper A A0 A 41%

*values less than 3% not labelled

1. Please rate the importance of the following to you in a scale from 1 to 10 where 1 is not at all important and 10 is extremely i H 66
Base: All respondents (n=300) Ipsos Re'd




& Satisfaction with Electricity Related Issues

A small majority of firms are satisfied with their electricity conservation efforts and understanding how much electricity
they use on a daily, weekly, or monthly basis. Only one third are satisfied with the price that they pay for electricity and
slightly fewer than one third are satisfied with their efforts for shift usage to lower peak times.

m Extremely satisfied (10) = Somewhat satisfied (7-9)
Neither satisfied nor dissatisfied (4-6) » Somewhat dissatisfied (2-3) Total
® Not at all satisfied (1) ® Don't know Satisfied
Conserving the amOl.Jnt .of electricity that your 31% 579%
organization uses
Understanding how much electricity that your
organization uses on a daily, weekly, or monthly 15% 32% 53%
basis
The price that your organization pays for 5 .
electricity LEX e 33%
Shifting your electricity usage to lower peak times 5 .
when the cost of electricity is cheaper — B 29%

*values less than 3% not labelled

. Now | would like you to rate your satisfaction with the same energy related topics using a scale from 1 to 10 where 1 means that you are not at all satisfied and 10 means that you are

tremely satisfied. Ipsos Reid 67

Base: All respondents (n=300)




a Attention Paid to Electricity-Related Issues

The vast majority of firms pay attention to the price that they pay for electricity and the amount of electricity that they
consume (although not all firms). Importantly, less than half of firms ‘pay a great deal of attention’ to the price of electricity
or the amount that they consume despite the fact that price is most important to them. Considerable majorities of firms
also pay attention to the energy efficiency of their organizations equipment and the amount of electricity that they consume
during different seasons in the year, however fewer than four in ten pay a great deal of attention to this. Only half of firms
mention that they pay attention the amount of electricity that they consume at different times of the day, only 16% indicate
that they pay ‘a great deal of attention’ to this.

® A great deal of attention Some attention Only a little bit of attention ® No attention at all Total Attention
The price of electricity 39% 11% E 84%
The amount of electricity that your organization |
consumes J
The energy efficiency of your organization's major 0
: . 37% 39% 17% [ 76%
equipment and appliances

The amount of electricity that your organization
consumes during different seasons of the year (e.g., 28% 38% 18% 17% 65%
winter and summer)

B

The amount of electricity that your organization

0, 0, 0, 0,
consumes at different times of the day i SO 2 28% 48%

T
;

3A. How much attention would you say that your organization pays to the following? Would you say a great deal of attention, s - 68
Base: All respondents (n=300) lpsos Reld



a Interest in Energy Conservation Information & Technology

About half of businesses would be interested in new technology to better manage electricity consumption or more
information about which types of equipment use the most electricity in their organization. Fewer would be ‘very interested’
in energy conservation-related equipment and information.

® Extremely interested (10) " Somewhat interested (7-9) Total
Neither interested nor uninterested (4-6) = Somewhat uninterested (2-3) Interested
® Not at all interested (1) m Don't know

Providing your organization with new technology to better

. : 13% 56%
manage your E|ECtI’ICIty consumption

More information about which type of equipment use the

9 0,
most electricity in your organization 20% 51%

*values less than 3% not labelled

2. Using a scale of 1 to 10 where 1 means not at all interested and 10 means extremely interested, how interested would you be in the following proposals about the price of electricity?

ow about... Base: All respondents (n=300) Ipsos Reid 69




& Most Important Action for Conserving Electricity

When asked about the most important electricity conservation action they could undertake at their organization, three in
ten firms mention lighting related actions, relating to the replacement of lighting to more energy efficient types or simply
turning off the lights more often. Other actions mentioned including shifting electricity usage to off-peak times or
unplugging unnecessary equipment when not in use.

Install energy efficiency/CFL/LED lighting | 15%
Turn off the lights | 15%
Change/shift use of electricity and/or appliances to off-peak/later times in the day 112%
Unplug unnecessary equipment | 8%
Conserve energy/ be more energy-conscious | 7%

Upgrade to more energy-efficient equipment/ better technology | 4%
Upgrade appliances to more energy efficient models | 4%
Upgrade heating equipment to energy efficient equipment _| 3%
Turn the heat/thermostat down _| 3%
Increase education/ awareness _| 2%
Add insulation 2%
Use alternative forms of energy/ power (solar, wind, etc) J 1%
Other mentions | 7%

Nothing | 4%

Don't know 112%

Q4. What is the single most efféctive thing,that you can do to conserve electricity? H 70
Base: All respondents_(n=300) lpsos Reld



Having Dedicated Staff for Managing Electricity Consu ion & Energy
Audits

Only about one quarter of small and medium sized businesses have dedicated staff responsible for managing energy
costs. Those that have such staff are significantly more likely to have undertaken an energy audit (43% vs. 20% among
those organizations that do not have dedicated staff).

One third of businesses have conducted an energy audit at their organization.

Staff responsible for managing
energy costs

Conducted energy audit

27% Yes 34%

Yes

No 72% No 66%

Q4A. Does your organization have any staff person that is specifically responsible for energy efficiency and/or managing energy costs?
Q4B. Has your organizatio nergy audit to identify opportunities to reduce consumption, shift consumption, and/or manage energy costs? H 71
Base: All responden Ipsos Reld




Time of Use Pricing



& Awareness of Time of Use Pricing

Only one quarter of small and medium sized business are aware that the price that they pay for electricity is different at
various times throughout the day.

Yes 27%

No 64%

Not
Sure

8%

Don't
know

1%

Q5A. As you know most organizations in the province pay a different price for electricity at different times during the day and on weekdays and weekends in the summer and winter
months, this is called Time 0es your organization participate in Time of Use pricing? H 73
Base: All responden Ipsos Reld



& Effectiveness of Time of Use Pricing to Shift Electricity Cons tion

m Very effective = Somewhat effective = Only a little effective  ® Not at all effective

Effectiv

33%

Q6. How effective would you say that Time of Use pricing has been to shift your electricity consumption from the daytime and early evening to later in the evening
and at night?

Base: Respondents

Ipsos Reid 74

ipate In Time Of Use Pricing (n=90)



& Why Time of Use is Ineffective

Among those firms that indicate they participate in Time of Use pricing, almost all mention that the pricing scheme is not
effective for them because they operate during on-peak times and can’t shift their electricity consumption to later times in
the evening or early morning.

Hard to control/ we can't change our hours of operation _I 47%
Our business/ equipment operates during the day/ peak 0
hours 43%

Little incentive/ rate difference between peak and off- .I 6%
0

peak hours
Type of business n 4%

High prices m 3%

Can't control client's/ customer's/ tenant's use of power IJ 2%

Little difference in bill IJ 2%

Other I 6%
Don't know -I 8%
* Mentions below 2% not shown

Q7. Why would you say that-Fi s not been very effective at shifting your electricity consumption? Ipsos Reid 75
Base: Respondent Somewhat/Only A Little/Not At All Effective (n=90)




& Satisfaction With Time of Use Pricing

m Very satisfied = Somewhat satisfied
= Neither satisfied nor dissatisfied m Somewhat dissatisfied
m Very dissatisfied = Don't know
Satisfie
33%

ould yo e with Time of Use Pricing? Would you say that you are... H 76
‘Jate In Time Of Use Pricing(n=90) Ipsos REId

Base: Respondents



& Reasons for Being Satisfied or Dissatisfied with Time of Use Pricing

Among those that have something positive to mention about Time of Use pricing, some mention they believe it is effective

because it provides lower rates or because they like how the pricing system works.

Among those that have something negative to say (77%), most mention that the pricing structure is not business friendly
because they can’t change their hours of operation to off-peak times. Others also mention that its not useful to them or

because there is little incentive to shift consumption times.

Positive (Net)

Get lower rates/ saves money

Like the idea/ concept/ Time of Use model

We adjust our time of use to take advantage of lower prices

We are more energy-efficient/ energy-conscious

Works for our business/ organization

Negative (Net)

Not business-friendly/ cannot change hours of operation to low-peak times
Not useful/ helpful

Little incentive/ rate difference between peak and off-peak/ little savings
High prices

High off-peak rates/ off-peak rates keep increasing

Ontario Hydro mismanagement/ inefficiencies/ incompetency

High peak rates/ peak rates keep increasing

Dislike/ disagree with concept/ idea/ Time of Use model

Other negative mentions

Q9. Why would you say thatyou are...'with Time of Use Pricing?
Base: All Respondents (n=300)

1 17%
| 7%

| 7%

| 4%

0| 4%

7 3%

| 77%

151%

) 12%
| 8%

7| 4%

7| 4%

| 4%

|| 2%

|| 2%
7%

* Mentions below 2% not shown

Ipsos Reid 77



& Actions taken by organization in response to Time of Use pricing

Two thirds of small and medium sized businesses indicate that they have done nothing to shift their electricity
consumption from on-peak times to off-peak times of the day. Among those that have, some organizations have shifted
electricity use or use of certain appliances or equipment during off-peak periods, or that they have installed more efficient
lighting, or that they have turned-off certain items when not in use.

Change/ shift use of electricity and/ or equipment to off-peak/ later - 8%

Install energy-efficient/ CFL/ LED lighting . 6%

Turn off/ unplug power when not needed/ in use . 6%

Upgrade to energy-efficient equipment u 4%
Use less/ conserve/ be energy-conscious n 4%

Use timers/ motion sensors U 3%

Adjust thermostat to use less energy (heat/ air-conditioning) IJ 2%

Upgrade appliances to more energy-efficient models IJ 2%

Other g 5%

Don't know J 2%

* Mentions below 2% not shown

Q10A. What actions, if any. ization taken to shift and/or reduce electricity consumption in response to Time of Use pricing? H 78
Base: All Respondents lpsos Reld




& Attitudes & Opinions Towards Time of Use Pricing

Two thirds of firms or more agree that their organization is not using less electricity because of Time of Use pricing and
that the pricing system is unfair for their organization. Despite these opinions, two thirds also indicate that the Time of Use
is easy to understand.

m Strongly agree " Somewhat agree Neither agree nor disagree
m Somewhat disagree m Strongly disagree m Don't know

Our organization is not using less electricity
because of Time of Use pricing

The current Time of Use Pricing system is unfair
to my organization

The Time of Use Pricing system is easy to > . .
understand 30% 7% 63%

*values less than 3% not labelled

10% 73%

Q11. Please indicate whether you strongly agree, somewhat agree, neither agree nor disagree, somewhat disagree, or strongly disagree with the following
statements. How about...

Base: All responden

Ipsos Reid 79



& Interest in Alternative Time of Use Models

Half of small and medium business are interested in having multiple pricing plans that would provide more choice
regarding hourly electricity pricing (about 30% are not interested in this). About four in ten are interested in having fewer
on-peak periods during the day or having larger differences between on-peak and off-peak rates.

® Extremely interested (10) = Somewhat interested (7-9)
Neither interested nor uninterested (4-6) © Somewhat uninterested (2-3)
® Not at all interested (1) ® Don't know Total

Interested

Having multiple pricing plans where your organization could
& MUIHPTE Pricing pians your orgsnization 26% 19% 52%
have more choice regarding hourly electricity pricing
Having fewer peak-periods in the day, meaning the
elimination of a mid-peak time and maintaining only an on- 16% 29%
peak and off-peak time for pricing
Having a larger difference between on-peak and off-peak
rates, where the price would be higher or lower depending 17% 23% 25% 36%
on the time

*values less than 3% not labelled

41%

2. Using a scale of 1 to 10 where 1 means not at all interested and 10 means extremely interested, how interested would you be in the following proposals about the price of electricity?

ow about... IpSOS Reid 80

Base: All respondents (n=300)




a Desired Changes to Electricity Pricing Model

When asked about changes to the current electricity pricing model, one third of businesses mention wanting to see
changes as to how electricity prices are determined (including lower prices and more rebates). About one in ten mention
other changes such as more information about energy conservation, changes to the TOU system to accommodate
businesses, and better management of the electricity sector in general.

Prices (Net) I 36%
Lower prices/ less price increases/ rebates | 18%
Industry-specific Time of Use/ rates | 9%
Lower peak rate 6%
Flat/ fixed rate [} 5%
Information (Net) N 11%
Make it easier to understand | 5%
Provide more energy-saving/ Time of Use tips/ information 4%
More information/ transparency about prices/ pricing breakdown 3%
Time of Use System (Net) IEN| 10%
More flexible peak/ off peak hours | 5%
Get rid of Time of Use/ peak and off peak model 4%
Management (Net) IEN| 9%
Better management/ make the system more efficient/ reduce... 6%
Eliminate/Reduce Costs (Net) [IN| 8%
Remove/ lower delivery charge 0 6%
Remove/ lower debt retirement charge T 5%
Tips/Incentives (Net) | 4%
More/ better incentives to conserve/ upgrade to energy-... 13%
Other NN 9%
Nothing )| 15%
Don't know | 15%

* Mentions below 3% not shown

Q13. What, if anything else ike to see changed with the current electricity pricing model or Time of Use system? H 81
Base: All Respondents lpsos Reld




The Electricity Bill



& Attention Paid to Electricity Bill Details

Fewer than half of businesses mention that they pay attention to the total amount due on their bill. One third pay attention
to the amount of kilowatt hours used. Significantly fewer pay attention to other charges such as the delivery charge, the
debt retirement charge, or the regulatory charge. One quarter of businesses mention that they look at other aspects of their
bill.

The total amount due | 42%
The amount of electricity in Kilowatt
| 36%
Hours that you used
The delivery charge | 15%
The debt retirement charge | 11%
Any graphs detailing how much electricity
. 8%
you used compared to previous months I
The regulatory charge J 4%
Anything else 27%
None of the above - 7%
Don't know J 3%
Q20. When reviewing your eleetricity billpwhich charges or information do you pay attention to? H
Base: All respondents (n=300) lpsos Reld 83



a Knowledge About Charges on Electricity Bill

Business mention that they are most confident about understanding the amount of kilowatt hours used during each period
on their bill. Only half are confident that they understand what the delivery charge means on their bill, fewer (40%) are
confident that they understand what the regulatory charge means.

m Very confident = Somewhat confident = Only a little confident ®= Not at all confident = Don't know

Confident
Amount of electricity in Kilowatt hours that you used 68%
Delivery charge means 17% 56%
Regulatory charge means [P/ 40%

* Mentions below 3% not shown

21. Considering.the different charges on your electricity bill, how confident are you that you know what the... H 84
Base: All Respondents (n=300) IpSOS REId




a Attitudes and Opinions Towards Electricity Bill

The vast majority agree that they would like to see fixed and variable charges separated on their bill, about half ‘strongly
agree’ with this. About seven in ten businesses would also like to see more information explaining their electricity bill and
the various changes, while the same proportion would like to see more graphs and illustrations on their bill.

Fewer than half of businesses agree that they like the current format of their electricity bill.

Only one third of businesses would like to see only one single amount due line item on their bill.

m Strongly agree Somewhat agree Neither agree nor disagree

Somewhat disagree m Strongly disagree Don't know

| would like fixed costs and charges that change depending on the
amount of electricity used shown separately on our organization's

30% 6% S%I
electricity bill

I would like to see more information explaining what the different

charges mean and how electricity rates are determined on our 29% 7% 10% 744 75%
organization's electricity bill
I would like to see more graphs and information that illustrate how 5 o 0 o 5
much electricity our organization uses and when it is used 30% 7% 13% i 70%
I like the current format of our electricity bill and | don't think it needs 11% 32% 10% 24% 21% 3%

to be changed

In terms of the different charges, | would prefer that our electricity bill 5 o 0 o 5 o
only include the amount that is due each month 15% 18% 5% 17% 43% ’ 33%

*values under 3% not labelled

Q24. Please indicate M, somewhat agree, somewhat disagree, or strongly disagree with the following statements about your electricity bill. lpsos Reid 85
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& Additional Information Requested for Electricity Bill

More than half of businesses cannot mention any additional information that they would like to see on their electricity bill.
Among those that mention wanting more information, some would like to see a better breakdown of costs, a better

breakdown of consumption patters, or to simplify the bill.

Information (Net)

More thorough breakdown of costs (fixed, variable, etc)
Consumption breakdown/ details (comparisons/ changes)
Simplify it/ make it easier to read/ understand

More details/ information/ transparency (unspecified)
Tips on reducing energy consumption

Reduce costs (Net)

Lower/ more fair pricing

Remove the debt retirement charge

Comparison (Net)

Graphs/ charts

Better/ more efficient management/ reduce corporate waste
Other

Nothing

Don't know

Q25. What, if any;.additionali changes would you like to see to your electricity bill in the future?
Base: All Respondents

| 23%
7%

%

4%

2%

2%

] 16%
o 13%

3%

| s

3%

2%

7%
o 37%

| 17%

* Mentions below 3% not shown

Ipsos Reid
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Appendix



a Electricity Expenses as a Proportion of Business Expenses

The majority businesses indicate that electricity costs comprise less than 10 percent of their expenses, while about one if
five spend between 11 and 30 percent on electricity-related costs.

0 IJl%
11-20 -I 13%
21-30 !’ 8%
31-40 IJ 2%
41 - 50 IJ 2%
51+ m 3%
oo |

Q4C. In terms of your Mexpenses, what percentage of your expenses goes towards paying for electricity? Your best estimate is fine. Ipsos Reid 88
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@ Firm-o-graphics

Number of employees

1-9 |53%
1049 [ | 28%

50-99

100-250

Revenue

Less than 100 thousand

100 thousand to less than 500

thousand
500 thousand to less than 2

million

2 million to less than 10 million

10 million to less than 50 million

50 million or more

Don't know

_| 12%
m 7%

_|12%
2%
L fee%
_ 1%
| 10%
4%

! 10%

GTA 416

GTA 905

East

Central

South West

North

EEL

21%

26%

-

8%

=

0

Ipsos Reid
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