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DISCLAIMER NOTICE

The Reporting and Record Keeping Requirements Filing Guide (RRR Filing Guide) has been prepared
by Ontario Energy Board (OEB) staff. All examples presented in the RRR Filing Guide are for general
illustration purposes only, and may not address the specific circumstances of any one distributor. Where
needed, it provides a reference for further information, or examples to clarify reporting requirements
given the various scenarios that arise for different distributors. Ultimately, distributors are responsible for

assessing the guidance and information provided in the RRR Filing Guide to determine the contents of
their data filed with the OEB.
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PURPOSE

The purpose of this RRR Filing Guide is to aid electricity distributors in completing their annual
RRR filings due on April 30 and quarterly filings due on February 28, May 31, August 31 and
November 30 of each year. It provides electricity distributors further guidance, details and
references to additional information, or examples to clarify reporting requirements given the
various scenarios that arise for different distributors.

The RRR Filing Guide is also updated to provide guidancear i si ng f r oemquiieson ri but o
reporting requirements and/or new or modified forms in the RRR e-filing system.

RRR Filing Guidieor Electricity Distributors March 2018
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AUTHORITY
TheOEB6s authority to collect the information requi
distibut orso6 | icences which have a condition of |Ilice
specified information in the form and manner as required by the OEB. The OEB6s Deci si on an

Order RP-2002-0140 of October 23, 2002 established the OEB6 s p®fbr reporting and
record keeping requirements for electricity distributors which are set out in the document
AEl ectricity Reporting & Record Keeping Requireme

These reporting and record keeping requirements set the minimum reporting and record
keeping requirements with which a licensee must comply. Other reporting and record keeping
requirements specific to a licensee may also be contained in codes, individual licences or
regulatory instruments specific to a licensee (for example, in a rate order).

RRR Filing Guidieor Electricity Distributors March 2018
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RRR QUALITY CONTROL AND QUALITY ASSURANCE

The OEB places high importance on the accuracy and integrity of distributor RRR reporting. The
RRR is an important repository of both financial and non-financial data that the OEB uses and

relies on for a variety of purposes, including the production of the Electricity Distributor

Scorecard (Scorecard) and the Yearbook of Electricity Distributors (Yearbook). Although the

OEB provides stewardship for the collection of the RRR data from distributors, each distributor

is the owner of its RRR data and is responsible for ensuring its accuracy.

To provide data quality assurance, effective March 31, 2015, the OEB requires that both

quarterly and annual RRR filings with the OEB be certified by an executive signing officer of the
company (e.g., Chief Executive Officer, Chief Financial Officer, or other officer of the company

with equivalent executive signing authority).

The executive signing officer of the company certifies, on behalf of the company, that:

1 To the best of my knowledge, having exercised reasonable diligence, the information
under t he OE B 6lkkeepithg Requirdmensdgs camplete aRce c o r d
accurate in all material respects.

filed

1 Adequate processes and controls including quality assurance and quality control are in

pl ace

to ensure that the informatio

Keeping Requirements is accurate in all material respects.

f The company is able to provide reco
Reporting and Record-Keeping Requirements on request.

n fi

rds

RRR data quality is critical to the production and integrity of the measures in the electricity
distributor scorecard. The table below identifies the RRR data relied on and used to produce the
related corresponding scorecard measure.

|l ed und

substan

RRR Source Scorecard Measure

RRR 2.1.4.1.1 | New Residential Services Connected on Time
(i.e. Connection of New Low Voltage Services (Distribution System Code
(DSC) Section 7.2))

RRR 2.1.4.1.3 | Scheduled Appointments Met on Time
(i.e. Appointments Met (DSC Section 7.4))

RRR 2.1.4.1.5 | Telephone Calls Answered on Time
(i.e. Telephone Accessibility (DSC Section 7.6))

RRR 2.1.4.1.10 | New Micro-embedded Generation Facilities Connected on Time
(i.e., Micro-embedded connection measure (DSC Section 6.2.7A))

RRR 2.1.4.2 Average Number of Hours that Power to a Customer is Interrupted
(i.e., System Average Interruption Duration Index)

RRR 2.1.4.2 Average Number of Times that Power to a Customer is Interrupted
(i.e., System Average Interruption Frequency Index)

RRR 2.1.5.6 Deemed Regulated Return on Equity

RRR 2.1.5.6 Achieved Regulatory Return on Equity

RRR 2.1.7 Current Ratio (Current Assets/Current Liabilities)

RRR 2.1.7 Total Debt to Equity Ratio

RRR Filing Guidieor Electricity Distributors

March 2018
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RRR Source Scorecard Measure
RRR 2.1.15(a) | Renewable Generation Connection Impact Assessments Completed on
Time

(i.e., % of Connection Impact Assessments completed for renewable
generation facilities >10 kW within the applicable timeline prescribed by
Ontario Regulation 326/09 made under the Electricity Act, 1998)

RRR 2.1.19(a) | First Contact Resolution

RRR 2.1.19(b) | Billing Accuracy

RRR 2.1.19(c) | Customer Satisfaction Survey Results

RRR 2.1.19(d) | Component A: Level of Public Awareness of Electrical Safety

RRR 2.1.19(d) | Component B: Level of compliance with Ontario Regulation 22/04

RRR 2.1.19(d) | Component C: Serious Electrical Incident Index

RRR 2.1.19(e) | Asset Management Measure

RRR Filing Guidieor Electricity Distributors March 2018
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LOCATION OF RRR INFORMATION

The RRR Reportingwebpagei s acces s ed Rulds and Beguirentetisé @i ab on t he
OEB I ndustry web sRepoeting &Regcord Keeping Requyements (RRR). 0

the OEB Applications & Rules &
e, what we dc _C_:pr_lsultatio_ns Requirements

Licences Performance
a orms

Rules/Codes/Guidance/Tools Suppliers: Forms & Templates Reporting & Record Keeping
Rules, Codes, Guidelines Energy Contracts: Disclosure Statement & Reporting & Record Keeping Requirements
Price Ci T lat RRR
OESP and LEAFP Resources e e ( )
Staff Bulletins Certificates of Compliance: Forms Reporting Schedule
" Distributor Yearbook:
Regional Infrastructure Planning Compliance & Enforcement istributor Tearbooks
. Audit & Performance Assessment
Renewable Generation Compliance Process
. Enforcement Process Audit & Performance Assessment
Information for Renewable Generators
Enforcement Proceedings Audit Reviews

Frequently Asked Questions
Webinars

Highlights of the RRR webpage include:

Electricity RRR T This webpage contains current documents and recent communications from
the OEB regarding RRR.

Electricity RRR Documenti Thi s constitutes the OEBG6s current
requirements to maintain and file information under the licence conditions.

e-Filing Services i The link to the RRR filing portal is found on this page.

Reporting Schedule i This section contains the filing schedule and countdown for impending
filing deadlines for regulated entities.

RRR Data Revision i This section includes instructions for making a revision to previously
reported data.

RRR User Add/Remove Request Form 7 The link to the form to modify and request user
access to the RRR portal.

RRR Reports & Publications 7 The link to past Yearbooks of Electricity Distributors is found in
this section.

RRR Filing Guidieor Electricity Distributors March 2018
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REGISTRATION

Reqistered User Privileges
Registration of at least one RRR user is necessary in order to fulfill the condition of its licence
which requires submission of information #Ain the

Only RRR registered users can access input forms for filing, based on the personal password
issued to them by the OEB. The name of the RRR user is recorded in the OEB database as the
submitter of the filing.

I f you have forgotten your wuser | D andt hpea sGBEBO s ,
e-Filing Services portal log-in webpage. You will be asked to provide your email address
registered with the OEB. Your user ID and password will be sent to your inbox immediately.

Removing or Adding a Registered User

When the job function of a registered user changes, or when an employee leaves the
organization, the OEB should be informed so that the RRR log-in ID assigned to the person can
be cancelled.

To remove or add a RRR wuser, the pri mglecyonic egul at o
User Formd f o u n d -Filing Servites page of the OEB website and email to
BoardSec@ontarioenergyboard.ca.

The email address used by the primary regulatory contact in sending the request should match
the contact email on record with the OEB.

Executive Sign-off and Certifications
An executive signing officer(s) of the distributor (e.g. Chief Executive Officer or Chief Financial
Officer) must be a registered user and have his/her own RRR log-in ID to enable:

1. Electronic submission of certificate for compliance with the Affiliate Relationships Code
(RRR Section 2.2). This certification is only available to the CEO and must be
submitted electronically by the due date. Paper submissions are not accepted.

2. Electronic RRR certification on quarterly and annual RRR filings by the executive signing
officer.

3. Electronic sign-offoft he di st r i b uand $cérecarEMD&A gy tha CED or
delegate.

Torequest executivesign-of f aut hori ty, [Eledgrens Bserdcormp | eert ¢ & ehred it o
BoardSec@ontarioenergyboard.ca. T h e O E Byougp will forward the new log-in credentials
to the account holder.

RRR Filing Guidieor Electricity Distributors March 2018
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COMPUTER SYSTEM REQUIREMENTS

Distributors can complete and view their current and past RRR fiingsont h e Od=mlidgs
Services webpage.

Please ensure your computer has the necessary system requirements to access the RRR portal
by following the steps below. For any technical issues, please con
IT.help@ontarioenergyboard.ca.

1. You will need to install Java software (version 6 update 30 or greater) on your computer. You
can download Java at http://www.java.com/en/download/manual.jsp.

You will also need to add the website (http://www.pes.ontarioenergyboard.ca/eservice/) to the
Java Exception List. Click on Start > All Programs > Java > Configure Java. Under the
Security Tab, click on Edit Site List and enter the website address above.

2. Please ensure that the fiCompatibility Moded i s t uOnrn&chet Bxplorer, go to the e-
Filing webpage. Select Tools > Compatibility View Settings from the browser menu. Click the
'Add' button to turn on the compatibility mode for this webpage.

3. Please make sure to turn off the Pop-Up Blocker on Internet Explorer.
i. Select the Tools button and then click Internet options.
ii. In the Privacy tab, under Pop-up Blocker, clear the fiTfurn on Pop-up Blockerdcheck box,
and then click OK.

4. When entering the e-Filing Services webpage, if you see a pop-up message as seen below,
please click fRuna

Security Warning X

Do you want to run this application?

Your version of Java is out of date and an unsigned application from
' E the location below is requesting permission to run.
-

Location: https://www.pes.ontarioenergyboard.ca
I Mare Information

We recommend that you Update Java using the button below. Click Cancel to stop this app
or Run to allow it to continue.

Run || Update H Cancel

RRR Filing Guidieor Electricity Distributors March 2018
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ACCESSING THE RRR FORMS

1. The RRR filings are required to be subenitted by

Filing Services webpage. Once you have entered your user ID and password, you will see
t he AWel comeo phaagned. cQnl utnhne, Ipelfetase sel ect ASubmi

f&h

Ontario Energy Board ' = Welcome

Log Off My Profile My Portal Help

February 4, 2016

Search

My Cases

Case Documents

Submit RRR Filing

RRR Data Revision

2. Select your Company name.

3. Select the Reporting year (i.e. select 2018 for reporting annual 2017 data).

4. Select the Reporting period:

1 The January_February folder to report the Q4 filings for the previous year;
1 The April folder to report the annual filings for the previous year;

1 The April_May folder to report the Q1 filing for the current year;

1 The July_August folder to report the Q2 filing for the current year;

1 The October_November folder to report the Q3 filing for the current year.

Company's Year Management Discussion and Analysis Scorecard Delegate Scorecard Sign Off
Year Company
Expiry Date Expiry Extension Date
January 31

e Quarterly filings Status Latest Filil
<> |January_February ———mm _Q4, Previous Year

April 30 Annual Filings
P Y
Reporting Period e Status Latest Filil
== | April Ir

Quarterly filings

<> | April_May ————ed Q1 Current Year
July 31

Reporting Period ___J c?zu%ﬁgrr:tl?g; }tus
= |July_August — 1

October 31

Quarterly filings
SR T ’/J Q3, Current Year 1 ‘Status |]'atESt Fili
== |October_November ‘ |.'

RRR Filing Guidieor Electricity Distributors March 2018
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5. Select the Licence type.

== Reporting Period

Instructions Distributor Transmitter Retailer

Unit Sub-Metering Provider

IMPORTANT: **** Y ou will NOT be able to make changes after the due date *****

Please select your licence type.

Y ou will not see any information under a tab if you do not have to submit those filings.

Page]| 13

6. To view the filings required to be submitted, please click the arrow sign to open the input

form.

Reporting Period

Instructions Distributor Transmitter Retailer Unit Sub-Metering Provider

Miscellaneous

RRR Filing Summary for Period

Reporting Period Filing Year
paort |
Submission Due Extension Deadline
Submission Date Revision after Deadline
Distributor
E2.1.1
"Report Version Status Due ‘Completed by
No Records
E2.1.2
Report Version Status Due Completed by
No Records
E21.3
'Report Version Status Due ‘Completed by
MNo Records
E2.1.4
Report Version Status Due Completed by
== |0 Not Started
RRR Filing Guideor Electricity Distributors March 2018
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SUBMISSION

Filing Status
To make sure your data has been saved or submitted, please always ensure to check the
Status box on the 0Repotopofttdormar yo section at the

Clicking Save or Apply will not automatically submit this filing. To SUBMIT this filing, scroll to the end of this page, select YES in the Submit drop down then click the SAVE
button.

Scroll to the bottom of this page to see the definition of the Residential Sector, mercial Sector and Industrial Sector.

Report Summary
Filing Due Year Filing Form Name RRR Filing No
\ | |
Reporting Period and Company Name Licence Type \ !ISta(us
\ |
Report Version Extension Granted Extension Deadline
| [ I
Filing Due Date For the Period from For the Pericd ending to
| | |
Submitted On Submitter Name Expiry Date

The Status box will show one of the following:
Blank: At the time of opening the form.

Work in progress: After saving the form.
Submitted: When the information is filed successfully with the OEB.
Revised: When the information is re-filed subsequent to the first filing.

Submitted after deadline: When the information is filed with the OEB after due date.

Submit Form Box
The status changes based on the choice made on the submit box which is found at the end of
each RRR input form.

Your filing will not be submitted unless you sele
Submit The default setting for the Submit box is a
* Submit Form blank.
| - —>
Yes
No Choose NO to save, and YES to submit and
save.

Viewing of RRR Information
OEB staff can only view filings after a successful submission. The first submitted filing is

Aversion 00 of the filing. Subsequent submissions
AWork in progresso filings (filings that have bee
viewing by OEB staff. Once you have selected fyes

please verify the status has been updated at the top of the form.

RRR Filing Guidieor Electricity Distributors March 2018
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SCHEDULE

The RRR filing schedule can be found on the Rules and Requirements section of the OEB
Industry website, underi Reporting Schedul eo

RRR Jan Feb Mar Apr May Jun Jul Aug Sep Oct Nov Dec
Section 31 28 31 30 31 30 31 31 30 31 30 31
211 \% \% \% \
2.1.2 \% \% \% \'
214 v
2.1.4.2.10 Submit as needed

215 \

2.1.5.6 \

216 Upload

2.1.7 \

2.1.8 \Y

2.1.9 \%

2.1.13 Upload

2.1.14 \Y

2.1.15 \% \% \% \
2.1.16 \

2.1.17 \Y

2.1.18 Submit as needed

2.1.19 \Y

2.1.20 \

2.1.21 Submit as needed

22 | | [ v [ [ | | | [ |

v = Electronic submission

Upload = Attach and submit file through portal
I f the Adue datedo above falls on a day that

of Ontario, then the due date is the next business day (Section 1.3 of the Electricity RRR
document).

RRR Filing Guidieor Electricity Distributors March 2018
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REVISIONS

Before filing due date

If a filing has been submitted before the due date, it can be revised and re-submitted again as
long as the due date has not passed. The latest submission overrides all previously submitted
filings.

Atfter filing due date
The RRR portal is closed after the due date and no further submissions can be made. The last
submitted filing is the fiingonthe OEB&6s recor d

After the filing due date, if the contents of the input form are changed, these changes will appear

in the input form, but on c |l dppersbelgwafidhangesowilt he f ol
not be saved or submitted:

(2 httpsy//www.pes.ontarioenergyboard.ca/eservice/xmiloader.asp?type=1... L= | (=] M|

@ aboutblank a8

Validation Error

The expiry date is passed! You will not be able to change the
forml

ok |

A regulated entity must seek the approval of the OEB in order to substantiate the requested
changes and gain access to the e-Filing Services portal to make any changes.

Arevisionrequestcanb e s ubmi t t e dRRRyData RelViston Requeggd fion thand | ef t

menu in e-Filing Services. Further details on how to submit a web-based data revision request
can be f ound RBRData RevisidbEvieiipage.

Ontario Energy Board @

Log Off My Profile My Portal Help

B —

January 24, 2017

Search

My Cases

Case Documents
Submit RRR Filing
RRR Data Revision

Request

Please note that revisions should only be completed in the e-Filing Services portal for requests
that have been approved by OEB staff. If additional revisions are required, please submit a new
request for OEB staff approval.

Extension for filing

If you know in advance that you will be unable to meet the due date, you can request an
extension to the filing date by emailing OEB staff listed in the Contacts section of this RRR
Filing Guide.

RRR Filing Guidieor Electricity Distributors March 2018
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ARCHIVES

All submitted filings ar e ltiastronglyaddsdd thatrdisttibbters OEB 6 s
save a copy of their completed RRR filings using the print capability if available. RRR registered

users can view past filings through the same portal where filings are submitted. However, past
filings are available in the current format only.
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web browser issues,
unable to save,
submission or upload
attachment difficulties)

CONTACTS
Issue Name Email
IT issues
including submission
difficulties
. IT.help@oeb.ca
(e.g. log-in, passwords, IT Help

(416) 481-1967 ext. 555

RRR clarifications and
enquiries

Industry Relations

IndustryRelations@oeb.ca

RRR filing extension and
revision requests

Cathy Nguyen, Analyst,
Licensing &
Performance Reporting

Shahdil Alibhai,
Analyst, Licensing &
Performance Reporting

Stephanie Chan,
Advisor, Licensing &
Performance Reporting

Cathy.Nguyen@oeb.ca

Shahdil.Alibhai@oeb.ca

Stephanie.Chan@oeb.ca

Any other RRR matter

Ben Bosch,

Senior Advisor,
Licensing &
Performance Reporting

Sagar Kancharla,
Manager, Licensing &
Performance Reporting

Ben.Bosch@oeb.ca

Sagar.Kancharla@oeb.ca

RRR Filing Guidieor Electricity Distributors
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FORM AND EXPLANATION

A sample of the online form containing the data to be filed is provided for reference in this
section. The format of this section is provided below.

Format

1 A summary description of the data contents required to be filed, changes to the
electronic input form and tips for filing.

1 A sample of the electronic input form available to the RRR filer for input.
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2.1.17 Deferral and Variance Accounts

2.1.1 Commodity deferral & variance accounts

Content

Commodity deferral and variance accountsdéopening balance, accruals, carrying charges
and adjustments in the quarter, and closing balance for the quarter.

New on form

No changes to form.

Opening balance discrepancy

If you find that the closing balance from the previous quarter in your general ledger does
not match the auto-populated opening balance on your input form for the current
quarter, two options are available:

A If the change is not material (either in absolute terms or in terms of impact on the
regulated entity), enter the difference between the reported and actual closing
balance for the previous quarter in column 5 (Other Adjustments this Period).

A If the change is material, please submit an online RRR data revision request to
OEB staff. If your request is approved, access will be provided to revise the
ending balance for the previous quarter. The revised ending balance from the
previous quarter will automatically populate your current quarter opening balance.

Alignment with annual filing
For the December 31 quarterly filing, please ensure that the account balances reported
match the RRR Section 2.1.7 (trial balance) reporting.

Net accruals

In the RRR 2.1.1 form, net accruals generally represent all recorded transactions
associated with a specific deferral or variance account in the three-month reporting
period. The basis of the accounting is prescribed inthe OEB6s Accounting
Handbook (APH), APH-FAQs or other sources of OEB-issued accounting guidance. It
follows the reporting of the account balances which should follow the basis of the
accounting and specified procedures.

Commodity deferral and variance accounts

As of Q4 2015 (filed February 29, 2016), distributors are required to report the following
deferral and variance accounts only:

I Account 1588 RSVA Power
9 Account 1589 RSVA Global Adjustment

RRR Filing Guidieor Electricity Distributors March 2018
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OEB e-filing Services

m Log Off My Profile My Portal Help

Ontario Energy Board =" E2.1.1 Deferrali Variance Accounts

-
Januarny 12, 2016
Search R e
eport Summary
] Filing Due Year Filing Form Name RRR Filing No
e | ] | | ]
N Reporting P erod and Com pany

Mame Licence Type Status
FAQ I | | I |
My Cases Report Version Extension Granted Extension Deadline
Case Documents l I | l I
Submit RRR Filing Filing Due Date Reporting From Reporting To

I R I |
SOP: View Work-In-

Submitted On Submitter Name Expiry Date
Progress Application | ! | | i
SOP Application

Instructions

Submit an Application R—— i :
1. To submit this filing, the current opening balance on the 2.1.1 form must equal the closing

Submit Other Documents balance as reported in your 2.1.1 filing for the previous quarter.

2.The closing balance from the previous quarter filing moves to the opening balance on the date
the current formis generated. If the closing account balance of the previous quarter has changed
in your general ledger since you filed the information

and the change is not material enough to justify a revision to the previous quarter's 2.1.1 filing,
make a manual entry in the "Other Adjustment this Period" column to report the correct closing
balance for the current quarter.

3. Debit amounts are reported as positive numbers and credit amounts are reported as negative
numbers.

4. To delete a value that should have been blank you must delete the value and enter 0.

5. Clicking Save will not automatically submit this filing. To submit this filing, scroll to the end of
the page, select Yes in the Submit drop down then click the Save button.

Commodity Deferral Mariance Accounts

Quarter Carrying Other ‘Quarter
Account Opening Charges this .:lht.:; li\Jt:r:ir:;lsls |Adjustment this ;CIos ing
_Balance Period I \Period ‘Balance
1588 RSVA |
Power L I|L IiL lgl |
1589 RSVA I
Global | |l ]Il I J
Adjustment |
* Submit Form
Yes
hitp:i1172.18.1 207 feservice/de fault asp[12/01/2016 10:48:27 AM]
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2.1.2 7 Customer Numbers

2.1.2 Customer numbers
Content

To minimize reporting of this requirement, the number of retailer customers is reported in
aggregate for the first three quarters Q1, Q2 and Q3. In the final quarter of the year (Q4),
reporting of retailer customer numbers is required by individual retailer.

Q1, Q2 & Q3 form
Table 1: Input distributor (Standard Supply Service i SSS) customers on RPP and non-
RPP prices along with the number of units in multi-unit properties, by generic rate class.

Table 2: Discontinued (Time of Use Implementation information)

Table 3: Input aggregate retailer customers along with the number of units in multi-unit
properties, by generic rate class.

Table 4: Input the aggregate number of wholesale market participants (WMPS) in the
various rate classes (i.e. General Service >50 kW, Large User, etc.).

Q4 form

Distributor-specific rate classes will be collected in the fourth quarter of the year

Table 0: Input distributor (SSS) accounts/connections by detailed rate class.
Distributors must review their specific rate classes for accuracy and verify that the
detailed rate classes have been rolled up correctly into the appropriate generic rate
classes in Table 1. If there is a need to make corrections to the information in the
tables, please notify OEB staff via Industry Relations Enquiry, using the subject line
ARRR: detailed rate classeso.

Table 1: Auto-calculated SSS accounts/connections by generic rate class will populate
when entries in Table 0 are entered and saved.

Table 2: Discontinued (Time of Use Implementation information)

Table 3a: Input individual retailer customers along with the number of units in multi-unit
properties, by generic rate class.

Table 3b: Auto-calculated table which aggregates all retailer customers by generic rate
class.

Table 3c: Input aggregate retailer customers by detailed rate class.

Table 4a: Auto-calculated table which aggregates all distributor (SSS) and retailer
customers by detailed rate class.

Table 4b: Auto-calculated table which aggregates all distributor (SSS) and retailer
customers by generic rate class.

RRR Filing Guidieor Electricity Distributors March 2018
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Table 5: Input the aggregate number of WMPs in the various rate classes (i.e. General
Service >50 kW, Large User, etc.).

New on form

No changes to form.

Table0& 17 SSS only
The first table is for reporting distributor (SSS) customers only. Do not report any retailer
customers in the first table.

Reporting for Connections
For unmetered scattered load, street lighting and sentinel lighting rate classes, please report
the number of connections, and not the number of accounts.

Q4 reporting by distributor-specific rate classes

Effective for the 2014 fiscal year reporting, the Q4 data input forms are formatted for the

i nput of information specific to a distrib
input and report customer number information at this level of detail for Q4 only. This

additional information is intended to enable further streamlining of the application process

for formulaic adjustments to rates during an incentive rate-setting period.

These changes were reflected in the quarterly filing for Q1 2015 due May 31, 2015. In
subsequent years, only the Q4 filing will require the distributor-specific rate class
information. For Q1 to Q3, distributors will continue to report customer number information
for rate classes on an aggregate level that was common to all distributors (e.g., Residential,
GS <50 kW, GS > 50 kW, etc.).

Wholesale market participants

Distributors should include the number of WMPs that are distribution customers in the
specific rates classes in Tables 0 to 4 (i.e. General Service >50 kW, Large User, etc.).
However, for the purposes of the separate table for WMPs (Table 5), the amount to be
reported in this section is the aggregate of WMPs in the various rate classes.

Tables 4a and 4b Total Customers Accounts/Connections
It is expected that the rolled-up totals from Table 4a Total Customers by Detailed Rate
Class should match the totals from Table 4b Total Customers by Generic Rate Class.

Number of multi-unit properties or complexes

RRR 2.1.2 (e) and (f) require distributors to report the total number of properties or
complexes for which a declaration has been filed with the distributor under section 3.3.4 of
the Standard Supply Service Code. Only RPP customers on tiered pricing would be
reported under (e) and (f). Time of Use (TOU) customers are not included under (e) and (f).
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Q1,02 & Q3 form
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Log Off My Profile

E 2.1.2 Quarter 1,2 and 3
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My Portal  Help

-
February 16, 2016
Search
Report Summary

Filing Due Year Filing Form Name RRR Filing No
I | | | | ]
Repotting P eriod and Com pany
MName Licence Type Status
I | | ] | ]
Report Yersion E xtension Granted E xtension Deadline

Citanoa = I|7|I|ng Due Date ﬂ Tepomng From 1 repomng To ﬂ

J

Submit RRR Filing

Submitted On Submitter Name Expiry Date

RRR Data Revision

Request

My Companies RRR Instructions

1. SSS refers to Standard Supply Service
2. RPP refers to Regulated Price Plan
3. Table-1 reports SSS customers only; please do not include retailer customers.

Revision Requests
My Compamy's Interactions

SOP: View Work-In-
Pirogreas AplcEtion 4. P{ease_ enter r_wmher pf connections, not accounts, when entering the street lighting and
sentinel lighting information.
0P Application 5. When reporting embedded distributor(s), please enter the number of distributors embedded

My Compary’s Consumer within your distribution system.

Complaint Responses 6. To delete a value that should have been blank you must delete the value and enter 0.

5 7. Clicking Save will not automatically submit this filing. To submit this filing, scroll to the end of
Comp: Resolut ; z <
Py COfpay. » ResarRion the page, select Yes in the Submit drop down box, then click the Save button.
Action Plans

Tahle-1

Submit an Application

= Customer accountsiconnections on S8S§
Submit Other Documents .
Please enter only non-retailer customers here

Total number of fTotal
multi-unit »numb.er
properties or  Of units
complexes ‘declared

‘ ‘Number of Number of Number of »Totalh f
Rate class RPP ‘non-RPP  customers billed NUMber o

customers 'customers by IESO for (distribution

commodity ‘customers

Residential [ I IIL f i fi ]| |

|General | | HB \ i
%Service <50 | i 1l | | I|[ ]
{

sl Y
{General '
{Service == Il |
150 Kk [
Large User || il ]

l5ub 1
’[Transmission | I lll | [ |_| |

hitp: /idevpesieservice/ [16/02/2016 11:52:58 Al
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Embedded

Distributor(s)

Street

Lighting

Connections

Sentinel

Lighting

Connections

Unmetered

Scattered

Load
Connections

Total (Auto-

Calculated)

Table-2 (Discontinued)

Table-3

Aggregate number of retailer customers

Rate class

Customer

Total Number of multi-unit

accounts/connections Puildings reported as

with retailer

single customer accounts

Total number of units declared
for all multi-unit buildings
reported in previous column

iResidentiaI

General
Service < 50
kw

I |

1L ]

[

General
Service >= 50
kW

Large User

Sub
Transmission
Customers

Embedded
Distributor(s)

Street
Lighting
Connections

| T R -

Sentinel
Lighting
Connections

Il |

Unmetered
Scattered
Load
Connections

Total (Auto-
Calculated)

Table 4 Wholesale Market Participants

http://devpes/eservice/[16/02/2016 11:52:58 AM]
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OEB e-filing Services

Please report the number of Wholesale Market Participants connected to the distributor's
distribution system

Submit?

* Submit Form

PO WERED 8 Y
SAVE &EXIT | PRINT | Cancel
PIV ATAL A e s

http://devpes/eservice/[16/02/2016 11:52:58 AM]
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Q4 form
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OEB e-filing Services

» Log Off My Profile My Portal Help
Ontario Energy Board. =" E2.12Quarter4 Only
February 7, 2017
Search
Report Summary

] Filing Due Year Filing Form Name RRR Filing No
- | L ] | | ]
1)

N Reporting P erod and Com pany

Mame Licence Type Status
FAQ I 1 ] ]
My Cases Report Version Extension Granted Extension Deadline
Case Documents l ! l I l !
Submit RRR Filing I|7|I|ng Due Date ﬂ Fepomng From 1 repomng To ﬂ

|

RRR Data Revision

Submitted On Submitter Name Expiry Date
Request

. I | | || |

My Companies RRR
Resision Requeste Instructions
SOP: ViewWork-In- 1. SSS refers to Standard Supply Service
Progress Application 2. RPP refers to Regulated Price Plan
SOP Application 3. Table-0 reports SSS customers only; please do not include retailer customers.

4. Please enter number of connections, not accounts, when entering the street lighting and

inel lighting i ion.
Submit an Application sentinel lighting informatio

: 5. When reporting embedded distributor(s), please enter the number of distributors embedded
Submit Other Documents within your distribution system.

6. To delete a value that should have been blank you must delete the value and enter 0.

7. Clicking Save will not automatically submit this filing. To submit this filing, scroll to the end of
the page, select Yes in the Submit drop down box, then click the Save button.

Tahle-0

SSS Accountsi/Connections by Detailed Rate Class

Please enter customer accounts/connections on SSS based on your distributor's detailed rate
classes.

The figures entered in Table 0 will populate Table 1 on an aggregated basis.

@'Rate ffNumber of ‘Number of ijNumher of %Total éTotal number of %Total

f 'RPP non-RPP customers hilled number of 'multi-unit ‘number of
.-Class 1 i LT . . H . ‘units
Detail 'customers customers by IESO for \distribution properties or 5d o

' ‘commodity customers  complexes jrecsars

{Residertial | m |i| | 0jf Il |
General
Setrvice | ”

Less Than
a0 KW

General
Setrvice 50 | “
to 4,999 |

hitps:/hanawr pes ontarioene rgvhoard caleservicef [07/02/2017 10:55:32 &1V
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Large Use ||

—

Street

L

Lighting

=

-

Unmetered

Scattered |

Load

Table-1

SS8S Accounts/Connections by Generic Rate Class

Table 1 will be auto-populated when entries in Table 0 are entered and saved.

Please verify that the classes in Table O have been accurately aggregated into the generic class
groupings identified below.

Number of
RPP
customers

Generic
Rate Class

Number of
non-RPP
customers

Number of
customers billed
by IESO for
commodity

Total
number of
distribution
customers

Total number of
multi-unit
properties or
complexes

Total

number
of units
declared

Residential

General
Service < 50
kw

General
Service >=
50 kW

Large User

Sub
Transmission
Customers

Embedded
Distributor(s)

Street
Lighting
Connections

Sentinel
Lighting
Connections

Unmetered
Scattered
Load
Connections

Total (Auto-
Calculated)

Table-2 (Discontinued)

Table-3A

Retailer Customers

Please enter the number of customers successfully enrolled with a retailer broken down by

individual retailer.

https://www .pes.ontarioenergyboard.ca/eservice/[07/02/2017 10:55:32 AM]
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4 |Retailer

Is this Retailer complete?

No Records

Have you entered all retailers?

|&=]

Table 3b

Please note that Table 3B
(“Aggregate Number Of
Retailer Customers”) and
Table 4a (“Total
Customer/Connections”) will
not update unless you have
answered “Yes” and saved
the form.

Aggregate Retailer Customers by Generic Rate Class

The figures in Table 3b are auto-calculated. When all retailer tables have been entered, select
"Yes" above and click Save to record the entries from each retailer table and allow Table 3b to be

populated.

Generic
Rate Class

Customer

accounts/connections

with retailer

Total Number of multi-unit
buildings reported as
single customer accounts

Total number of units declared
for all multi-unit buildings
reported in previous column

Residential

General
Service < 50
kW

General
Service »= 50
kw

Large User

Sub
Transmission
Customers

Embedded
Distributor(s)

Street
Lighting
Connections

Sentinel
Lighting
Connections

Unmetered
Scattered
Load
Connections

Total (Auto-
Calculated)

Table 3¢

Aggregate Retailer Customers by Detailed Rate Class

Please enter aggregate Retailer Customers based on your distributor's detailed rate class.

These figures are entered to populate Table 4a which will be used to further streamline the
application process for formulaic adjustments to rates during an incentive rate-setting period.

I

https://www .pes.ontarioenergyboard.ca/eservice/[07/02/2017 10:55:32 AM]
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Customer Accounts/Connections with Retailer

Residential

General Service Less Than 50 kW

General Service 50 to 4,999 kW

Large Use

Street Lighting

Unmetered Scattered Load

Table 4a

Total Customer Accounts/Connection (SSS + Retailer) by Detailed Rate Class

Total Customer Accounts/Connections will auto-populate from Table O and Table 3c.

The data populated in Table 4a will

be used to further streamline the application process for

formulaic adjustments to rates during an incentive rate-setting period.

Rate Class Detail

Total Customer Connections (Table 0 + Table 3c)

Residential

General Service Less Than 50 kW

General Service 50 to 4,999 kw/

Large Use

Street Lighting

Unmetered Scattered Load

Table 4b

Total Customers Accounts/Connections (SSS + Retailer Customers) by Generic Rate Class

Total Customer Accounts/Connections will auto-populate from Table 1 and Table 3b.

Generic Rate Class

Total Customers Connections (Table 1 + Table 3b )

Residential

General Service < 50 kW

General Service >= 50 kW

Large User

Sub Transmission Customers

Embedded Distributor(s)

Street Lighting Connections

Sentinel Lighting Connections

Unmetered Scattered Load Connections

Total (Auto-Calculated)

Table 5 Wholesale Market Participants

Please report the number of Wholesale Market Participants connected to the distributor's

distribution system

Submit?
* Submit Form
IYes I

https://www .pes.ontarioenergyboard.ca/eservice/[07/02/2017 10:55:32 AM]
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2.1.37 Blank

This filing has been discontinued.

RRR Filing Guidieor Electricity Distributors March 2018



Page| 34

2.1.4.17 Service Quality

2.1.4.1 Service Quality Requirements

Content

This section requi r es servicdqoatityraquiieroemts andgnew h e
micro-embedded generation facilities from electricity distributors as described in the
Distribution System Code (DSC) for the following performance standards:

Connection Of New Services T Low Voltage
Connection Of New Services T High Voltage
Appointment Scheduling

Appointments Met

Rescheduling A Missed Appointment
Telephone Accessibility

Telephone Call Abandon Rate

Written Response To Enquiries

Emergency Response i Urban

10 Emergency Response i Rural

11. Reconnection Performance Standards

12. New Micro-Embedded Generation Facilities

New on form

No changes to form.

1. The @ E QSnildotbegprocessed and accepted by the e-Filing Services if any
input field is blank. Please r emove bl anks by entering
on the AESQRO tab, the AESQR Su mmsandards
are met or not met in accordance with the standard for each requirement reported.
The purpose of this summary tab is to serve as a checklist to assist a distributor
with the verification of the information reported in this section for ESQRs. The
resulting Aachievedd metrics from ente
match that of the fAexpectedod results f
review your data entries if the achieved and expected results do not match and
correct the entries, if necessary.

CoNoRrWNE

2. Inthe event you do not have any activities to report for an ESQR (e.g., New Micro-
embedded Generation Facilities Connected on Time), your results would show 0%
and labelled a s i NExplarations are mandatory for each service quality
requirement that shows AN/ A0 or fANot M

acceptedbye-Fi | i ng Services unless an expl ar
Expl anationso tab. Di stri butors are al
undertaken to meet the OEB standard (i.e. both input boxes are required to be
entered).

3. Please note that in order to see the calculated numbers you must select NO or YES
in the Submit box, and then SAVE or SAVE & EXIT.
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4. Service quality appointment measures
- Appointment Scheduling
- Appointments Met
- Rescheduling A Missed Appointment

-Appointments in total|

Appointments requested
by the distributor with a
Customer or
representative

REPORTED UNDER APPOINTMENT SCHEDULING

Appointments requested
by a customer or a
representative of a

customer
Appointments scheduled
> within 5 days or ancther
45,000
time as agreed to by the mﬂﬂ_
customer appointment
Appointments were NOT
scheduled within 5 days
—=| 3,500 N ¥ —————fr e e
or another time as : REPORTED UNDER APPOINTMENT MET
agreed 1
H (1,000 + 45,000 + 3,500 - 5,000 = 44,500)
Appointment Request : Appointments required the
- 500 Cancelled — presence of a customer or

Appointments were
completed within the
scheduled 4 hour window

1
1

1

1

1

1

1

1

1

- 1

CUSTOMEr representative !
1

1

1

1

1

1

1

1

1

Appointments were NOT
completed within the
scheduled 4 hour window

_______________________________ o i i e
: REPORTED UNDER RESCHEDULING A MISSED NOT REQUIRING THE PRESENCE OF A CUSTOMER OR

: APPOINTMENT CUSTOMER REPRESENTATIVE.

1

1

: (500 + 300 = B0O)

1

1

Appointments did NOT
request the presence of a
CUSTOMEr or CUSTomEer rep

Appointments missed or
about to be missed

Appointments were NOT
300 |completed on the scheduled
date

i

Appointments were

L rescheduled as required
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2.1.4.17 Tables1 & 27 New LV & HV Connections

Table 1: Connection of new low voltage connections i DSC 7.2

Table 2: Connection of new high voltage connections i DSC 7.2

Tables 1 & 2:
On Electronic Filing Form enter:
a) Total number of new low voltage services connected in each month;

b) Number of new low voltage services connected in each month for which the service
quality requirement set out in section 7.2 of the Distribution System Code was met;

¢) Percentage of (b) with respect to (a);
d) Total number of new high voltage services connected in each month;

e) Number of new high voltage services connected in each month for which the service
guality requirement set out in section 7.2 of the Distribution System Code was met;
and

f) Percentage of (e) with respect to (d).

The requirement must be met 90% of the time.

Definitions from Section 7.1 of the DSC
1 Theinew serviceodo means a c onn al&afatydathotityh a t
(ESA) certificate before the connection can be completed. This includes, but is not
limited to, connections associated with a service upgrade and connections that
involve the installation of an additional meter on the distribution system where no
meter previously existed. Solely replacing an existing meter is not a new service.

1 ‘"service conditions" means any condition that must be satisfied before the service
will be provided and may include the payment of connection fees, the signing of an
offer to connect, the completion of a distribution system expansion, the delivery of
any necessary equipment and the receipt of an ESA certificate.

Section 7.2 of the DSC states
Must be completed within 5 business days from the day on which all applicable
service conditions are satisfied, or at such later date as agreed to by the customer
and distributor.

Connection of new services
I Please note that the definition of a new service as per the DSC refers to the need for
an authorization to connect from the ESA. For example, micro-embedded generation
facilities connections, temporary services and service upgrades that require ESA
certificates should be included in the calculation of the metric.

1 Solely replacing an existing meter is not a new service and should not be included in
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the calculation of the metric.

1 Generation connections are to be reported in the Connection of New Services
sections.

1 Connection of new services that require appointments as described in the DSC
section 7.4.5 are to be reported under Connection of New Services and
Appointments Met sections.

New service request with customer presence

If a New Residential LV connection has a request from the customer to be present, this
measure is counted for both New LV Connection and Appointments Met if all the proper
conditions are met.

Tracking of events

Important dates such as the date when the distributor was first approached by the customer,
when the appointment was made and when it was completed should be tracked by the
distributor in order to ensure accurate reporting under this requirement. The date log will
also provide the necessary backup to support the reporting.
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Example 1: Connection of New Services

Distributor A

Received 6,100 new service
requests in the year

6,000 requests related to
connection of a new service
for low voltage

100 requests related to
connection of a new service
for high voltage

a later date agreed
by customers

5,500 connections 500 connections 95 connections 5 connections
completed within 5 completed after 5 completed within 10 completed within 10
business days from business days from business days from business days from
the date on which all the date on which all the date on which all the date on which all

service conditions service conditions service conditions service conditions
were satisfied, or at were satisfied were satisfied, or at

a later date agreed
by customers

were satisfied

A Total new LV services connected: 6,000

A Total new LV services connected within 5 business days or at
a later date agreed by customers: 5,500

A Connection of New Services i LV: 5,500/6,000 = 92%

A Total new HV services connected: 100

A Total new HV services connected within 10 business days or
at a later date agreed by customers: 95

A Connection of New Services i HV: 95/100 = 95%
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2.1.4.17 Table 37 Appointment Scheduling

Table 3: Appointment scheduling i DSC 7.3

Table 3:
On Electronic Filing Form enter:

a) Total number of appointments described in section 7.3 of the Distribution System
Code requested in each month;

b) Number of appointments in each month for which the service quality
requirement set out in section 7.3 of the Distribution System Code was met; and

c) Percentage of (b) with respect to (a).

The requirement must be met 90% of the time.

Section 7.3 of the DSC

7.3.1 When a customer or a representative of a customer requests an appointment
with a distributor, the distributor shall schedule the appointment to take place within 5
business days of the day on which all applicable service conditions are satisfied or on
such later date as may be agreed upon by the customer and distributor.

7.3.2 Where the appointment in section 7.3.1 requires the presence of the customer

or the customer 6s r epr e duffilhtheaeguirements set buein di s
section 7.4.1.

7.3.3 Where the appointment in section 7.3.1 does not require the presence of the

customer or the customerdés representative
appointment on the day scheduled under section 7.3.1.

7.3.5 All of the actions set out in:

(a) section 7.3.1; and

(b) section 7.3.2 or section 7.3.3, as applicable,

must be completed in order to fulfill this service quality requirement.

7.3.6 This service quality requirement applies regardless of whether or not the
presence of the customer or the customero

7.3.7 This service quality requirement does not apply to appointments that are subject
to the requirements in sections 7.2.1 and 7.2.2.

Section 7.4.1 of the DSC:

7.4.1 When an appointment is either:
a. requested by a customer or a representative of a customer with a
distributor; or
b. required by a distributor with a customer or representative of a customer,
the distributor must offer to schedule the appointment during the
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di stributor 6s aratiog withiaa windowwfrtirme thatfis no p
greater than 4 hours (i.e., morning, afternoon or, if available, evening).
The distributor must then arrive for the appointment within the scheduled
timeframe.

Sections 7.2.1 & 7.2.2 of the DSC:

7.2.1 A connection for a new service request for a low voltage (<750 volts) service
must be completed within 5 business days from the day on which all applicable
service conditions are satisfied, or at such later date as agreed to by the customer
and distributor.

7.2.2 A connection for a new service request for a high voltage (>750 volts) service
must be completed within 10 business days from the day on which all applicable
service conditions are satisfied, or at such later date as agreed to by the customer
and distributor.

Section 7.5 of the DSC states:

7.5.1 When an appointment to which sections 7.3.1, 7.3.3, or 7.4.1 apply is missed or
is going to be missed, the distributor must:

(a) attempt to contact the customer before the scheduled appointment to inform
the customer that the appointment will be missed; and

(b) attempt to contact the customer within one business day to reschedule the
appointment.

7.5.5 The rescheduled appointment becomes a new appointment for the purposes of
sections 7.3.1 or 7.4.1 as appropriate.

Particularly, the distributors are encouraged to consider the following tips for the purpose of
reporting appointments met:

Generation meter installation

Installation of a generation meter is included in the calculation of the Appointments
Scheduling metric only if the generator is being installed at a property that already has
connection to the distribution grid (i.e. not a connection of new services).
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Example 2: Appointment Scheduling

Distributor A

Total of 4,500 appointments

2,500 appointments
requested by customers

2,000 appointments initiated
by distributor A for
installation of smart meters

N

Total of 2,400
appointments
scheduled within 5
days or at another
time agreed by the

100 appointments
not scheduled (i.e.
not scheduled within
5 days nor at
another time agreed

940 appointments
completed within the
scheduled 4 hour
window

customer by the customer)
1,400 1,000
appointments appointments
did not did request the
request the presence of
presence of the customer
the customer

N

1,280
appointments
completed on
the scheduled

date

120

60 appointments not
completed within the
scheduled 4 hour
window

appointments
not completed
on the
scheduled
date

Total appointments requested by customers: 2,500
Total appointments scheduled as required: 1,280 + 940 = 2,220

Appointments Scheduled metric: 2,220 / 2,500 = 89%
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2.1.4.17 Table 47 Appointments Met
Table 4: Appointments meti DSC 7.4

Table 4:

On Electronic Filing Form enter:
a) Total number of appointments described in section 7.4 of the Distribution System
Code requested or required in each month;
b) Number of appointments in each month for which the service quality
requirement set out in section 7.4 of the Distribution System Code was met;
and
c) Percentage of (b) with respect to (a).

The requirement must be met 90% of the time.

Section 7.4 of the DSC states:

7.4.1 When an appointment is either:
(a) requested by a customer or a representative of a customer with a distributor;
or

(b) required by a distributor with a customer or representative of a customer,

the distributor must offer to schedule the appointment during the

di stributorés regular hours of operati (
greater than 4 hours (i.e., morning, afternoon or, if available, evening). The
distributor must then arrive for the appointment within the scheduled

timeframe. (Emphasis added)

7.4.3 Both of the actions set out in section 7.4.1 must be completed in order to fulfill
this service quality requirement.

7.4.4 If the distributor arrives at the scheduled appointment within the required time
period but the appointment cannot be met because the customer failed to attend the
appointment, the distributor may consider the appointment to have been met for the
purpose of determining its performance with the standard.

7.4.5 This service quality requirement applies to appointments that:
(a) require the presence of the cust omg

(b) are scheduled to occur at the distH
business or work site, or at another location agreed to by the distributor and
customer; and

(c) are a frequently recurring parss of
including, but not limited to, the following:
i) disconnecting and/or reconnecting service to effect maintenance or
upgrades;

RRR Filing Guidieor Electricity Distributors March 2018



Pagel| 43

i) connecting a new customer;

iii) connecting a new service for an existing customer;

iv) providing underground cable locates;

V) inspections;

vi) gaining access to read or replace an inside meter or to provide the
customer with instructions on the proper use of a prepaid meter or
similar device; and

vii) appointments that are rescheduled as required by section 7.5.1.

Section 7.5 of the DSC states:

7.5.1 When an appointment to which sections 7.3.1, 7.3.3, or 7.4.1 apply is missed or
is going to be missed, the distributor must:

(a) attempt to contact the customer before the scheduled appointment to inform
the customer that the appointment will be missed; and

(b) attempt to contact the customer within one business day to reschedule the
appointment.

7.5.5 The rescheduled appointment becomes a new appointment for the
purposes of sections 7.3.1 or 7.4.1 as appropriate.

Particularly, the distributors are encouraged to consider the following tips for the purpose of
reporting appointments met:

Appointments requiring customer presence

An appointment that is scheduled by a distributor that requires the presence of a customer
or customer representative should be included and reported as part of the calculation of
Appointments Met metric. Please do not include any appointments that do not require
customer presence.

For example, appointments requiring customer presence may include, among others:

i CDM-related activitiesas per section 21.2 of dist
licensee shall, between January 1, 2015 and December 31, 2020, make CDM
programs, available to customers in its licensed service area and shall, as far as
is appropriate and reasonable having regard to the composition of its customer
base, do so in relation to each customer segment in its service area (CDM
Requirement).

1 Underground cable locates

1 Metering maintenance

Offer to schedule the appointment within a window of time that is no greater than 4
hours

Distributors can offer a specific appointment time if the customer makes such a request.
These appointments would be included in the calculation of the metric.
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Example

Example 3: Appointment Met

Distributo
rA

Total of
10,600
appointments to be
met

A 4

6,100 appointments
requested by customers for
new service (see example 1)

2,500 other appointments
requested by customers

(see example 2)

2,000 appointments initiated
by distributor A for
installation of smart meters
(see example 2)

A 4
*6,100
appointments
did request the
presence of
the customer

A 4

1,000
appointments
did request the
presence of
the customer

A 4

A 4

400
appointments
did request the
presence of
the customer

Total of 7,500 appointments did request the

presence of the customer

/

7,300
appointments
completed
within the
scheduled 4
hour window

Appointments Met metric: 7,300/ 7,500 = 97%

200

appointments
not completed
within the
scheduled 4
hour window

*Assume all new connection appointments require the presence of the customer

Appointments requiring customer presence: 7,500

Appointments met within the scheduled 4 hour window: 7,300
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2.1.4.17 Table 57 Rescheduling a Missed Appointment

Table 5: Rescheduling a missed appointment i DSC 7.5

Table 5:
On Electronic Filing Form enter:

a) Total number of missed appointments described in section 7.5 of the Distribution
System Code in each month;

b) Number of missed appointments in each month for which the service quality
requirement set out in section 7.5 of the Distribution System Code was met; and
c) Percentage of (b) with respect to (a).

The requirement must be met 100% of the time.

Section 7.3.1, 7.3.3 & 7.4.1 of the DSC:

7.3.1 When a customer or a representative of a customer requests an appointment
with a distributor, the distributor shall schedule the appointment to take place within 5
business days of the day on which all applicable service conditions are satisfied or on
such later date as may be agreed upon by the customer and distributor.

7.3.3 Where the appointment in section 7.3.1 does not require the presence of the
customer or the customero6s representative
appointment on the day scheduled under section 7.3.1.

7.4.1 When an appointment is either:

a. requested by a customer or a representative of a customer with a
distributor; or

b. required by a distributor with a customer or representative of a customer,
the distributor must offer to schedule the appointment during the
di stributorés regular hours of oper at
greater than 4 hours (i.e., morning, afternoon or, if available, evening). The
distributor must then arrive for the appointment within the scheduled
timeframe.

Section 7.5 of the DSC states:

7.5.1 When an appointment to which sections 7.3.1, 7.3.3, or 7.4.1 apply is missed or
is going to be missed, the distributor must:

(a) attempt to contact the customer before the scheduled appointment to inform the
customer that the appointment will be missed; and

(b) attempt to contact the customer within one business day to reschedule the
appointment.
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7.5.3 Both of the actions set out in section 7.5.1 must be completed in order to fulfill
this service quality requirement.

7.5.4 This requirement does not apply if the appointment is missed due to the failure
of the customer or the representative of the customer to attend the appointment.
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Example

Example 4: Rescheduling a Missed Appointment

120 appointments not 200 appointments not
completed on the completed within the
scheduled date scheduled 4 hour window
320 missed
appointment
S

Two appointments were not rescheduled as per DSC Section 7.5:

Appointment 1: Distributor A did not attempt to contact the customer to
inform the customer before the appointment was missed

Appointment 2: Distributor A did not contact the customer within the next
business day to reschedule the appointment

Total missed appointments required to be rescheduled: 120 + 200 = 320
Number of missed appointments that were not rescheduled per DSC Section
7.5:2

Total appointments rescheduled as required: 3207 2 = 318

Reschedule a Missed Appointment metric: 318 / 320 = 99%
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2.1.4.17 Tables 6 & 77 Telephone Accessibility & Abandon Rate
Table 6: Telephone accessibility i DSC 7.6

Table 7: Telephone call abandon rate i DSC 7.7

Table 6:
On Electronic Filing Form enter:
a) Total number of qualified incoming calls in each month;

b) Number of qualified incoming calls in each month for which the service quality
requirement set out in section 7.6 of the Distribution System Code was met; and

c) Percentage of (b) with respect to (a).
The requirement must be met at least 65% of the time.
Table 7:
a) Total number of qualified incoming calls in each month;
b) Number of qualified incoming calls in each month that were abandoned before
they were answered as described in section
7.7.2 of the Distribution System Code; and,;

c) Percentage of (b) with respect to (a).

The requirement must be met 10% or less.

Definitions from Section 7.1 of the DSC

f Aansweredd means connected to a persada
distributor. Connection to a voice mailbox or an answering machine or placing a
person in queue does not constitute as being answered.

f Acustomer care telephone number 0 mean
dedicated exclusively to, and given to the public by the distributor for, the
purpose of contacting the distributor on matters concerning customer care,
including customer account enquiries and other customer service enquiries.
Where a distributor does not have a telephone number dedicated exclusively to
matters concerning customer care, any telephone number given to the public for
the purpose of making enquiries of the distributor shall be deemed to be a
Acustomer care telephone number o.

f Aqgualified incoming callsd means call
of operation of a drcestteandhbreditier 6s cust o

(a) telephone calls for which the customer normally reaches a customer service
representative directly or has been transferred to a customer care line by a
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general operator; or
(b) telephone calll
(i

s i
Voice Response Al VRO
customer service representative.

(a) telephone calls that are abandoned by the customer prior to asking for a
customer service representative; and

(b) telephone calls for which the customer elects IVR self-service.

From Section 7.6 & 7.7 of the DSC:

7.6.1 Qualified incoming callstot he di stri butords customer
be answered within the 30 second time period established under section 7.6.3.

763For qualified incoming calls that are t
the 30 seconds shall be counted from the time the customer selects to speak to a

customer service representative. In all other cases, the 30 seconds shall be counted

from the first ring.

7.7.2 For the purposes of section 7.7.1, a qualified incoming call will only be considered
abandoned if the call is abandoned after the 30 second period established under
section 7.6.1 has elapsed.

Particularly, the distributors are encouraged to consider the following tips for the purpose of
reporting telephone accessibility:

Qualified incoming calls

Qualified incoming calls should include calls where a customer selected to speak to a
customer representative, but abandoned the call before being answered (please see
Example 5 below).

service provider (no hang up from customer) should be excluded from the number of
qualified incoming calls if these transferred calls have been already included.

The metric should be based on the total number of qualified incoming calls in each month
and not the daily average.

Qualified incoming call means calls that are received during the regular hours of operation of
a distributorés customer call centre and
1 The customer normally reaches a customer service representative directly or has been
transferred to a customer care line; or
f The cust omer has reached the distribut
selected the option of speaking to a customer service representative.

n which the cust
) system and sel

T The foll owing are not dAqualified incg

Customercal | s transferred to the distributorod

q

-

(¢
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on weekends.

Distributors should exclude calls received outside of regular business hours, on holidays and

If applicable, distributors should separate its regulated activities from its non-regulated
activities with respect to Telephone Accessibility and Telephone Abandon Rate metrics.

Distributor B received
50,000 calls to its customer
care number in the year

A 4

Example 5: Telephone Accessibility and Telephone Abandon Rate

5,000 calls: The customers
were satisfied with the
information provided by the

44,000 calls: The
customers selected the
option of speaking to a

1,000 calls: The customers
abandoned calls before
selecting the option of

Total qualified incoming calls: 44,000
Total qualified incoming calls answered within 30 seconds: 38,000
Telephone Accessibility metric: 38,000 / 44,000 = 86%

Total qualified incoming calls: 44,000
Total qualified incoming calls abandoned after 30 seconds: 1,500
Telephone Call Abandon Rate metric: 1,500 / 44,000 = 3%

IVR system representative speaking to a representative
2,000 calls: The 42,000 calls:
customers The customers
abandoned the answered by a
calls before representative
representative
answered
1,500 calls 500 calls 38,000 calls 4,000 calls
abandoned by abandoned by answered by answered by
customers customers representatives representatives
after 30 within 30 within 30 after 30 seconds
seconds wait seconds seconds
time

Please note that the number of qualified incoming calls not answered within 30 seconds
(calculated as the difference between the iNumber of qualified incoming callsoand the
fNumber of qualified incoming calls answered within 30 secondsoreported under Telephone
Accessibility) should be greater than or equal to the i Nmber of qualified incoming calls
abandoned after 30 secondsoreported under Telephone Call Abandon Rate.
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2.1.4.17 Table 87 Written Response to Qualified Enquiries

Table 8: Written response to qualified enquiries i DSC 7.8

Table 8:
On Electronic Filing Form enter:
a) Total number of qualified enquiries received in each month;

b) Number of qualified enquiries in each month for which the service quality
requirement set out in section 7.8 of the Distribution System Code was met; and

c) Percentage of (b) with respect to (a).

The requirement must be met 80% of the time.

Definitions from Section 7.1 of the DSC

fiqguali fied enquiryd means an engquiry recei
representative of a customer pertaining t¢(
which a written response is requested by the customer or representative of the customer or
determined by the distributor to be neces:
the following, which shall be addressed in accordance with other applicable requirements:
cable locate requests; retailer Service Transaction Requests; and enquiries of a general
nature not relating specifically to service currently provided to a customer or to a new
service being requested by a customer.

Section 7.8 of the DSC

7.8.3 The 10 business days shall be counted from the date on which any conditions
associated with the enquiry have been satisfied (such as the date of a move where
there is a request for a final statement of account) or, if there are no such conditions,
from the date of receipt of the enquiry.

7.8.4 A distributor may consider a written response to have been sent if the distributor
sends a written acknowledgement of receipt of the qualified enquiry and includes a
specific date in which a complete response to the qualified enquiry will be provided.

7.8.5 A written response shall be deemed to have been sent on the date on which it is
faxed, mailed or e-mailed by the distributor.

Particularly, the distributors are encouraged to consider the following tips for the purpose of
reporting written responses to qualified enquiries:

Online chat enquiries

it may be reasonable to classify an enquir
which is responded to by online chat as a written response provided it represents a similar
quality and level of completeness had the respond been provided by email. However, the
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appropriateness of doing this needs to be assessed and determined by a distributor.

Enqguiries with no specific timeline per province or OEB

At times, provincial regulation or the DSC prescribes a specific timeline for the processing of
certain requests. Customer enquiries, for which there is no specific timeline under provincial
regulation, or a code of the OEB, should be counted towards the ESQR for written enquiries.
For example, with respect to a request for an information package for a generation
connection, Section 6.2.3 of the DSC states that fA distributor shall promptly make available
a generation connection information package (the fpackaged to any person who requests
this package.0Since a specific timeline is not prescribed in the code, a written enquiry
reguesting an information package for a new generation connection could be counted as a
qualifying enquiry for the ESQR on written responses.
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Example

Example 6: Written Response to Enquiries

Total of 3,500 customer

Distributor C

enquiries in the year

1,500 enquiries were in the
form of emails and letters

1,000
customers
requested

written
responses

500 customers
did not request
a written

response

AW

N

2,000 enquiries were made
by phone or in person

1,500
customers did
not request a

written

response

N\

500 customers
requested a
written
response

/

Distributor C determined that a written response was

necessary for 500 enquiries

Distributor C6 #otal qualified enquiries for written
response = 1,000+500+500 = 2,000

Distributor C
mailed or
emailed 1,700
responses
within 10
business days

W

|

For 100 cases, Distributor C
wrote to inform the customer
within 10 business days that
their responses would be sent
within 30 days.

W

Total qualified enquiries: 1,000 + 500 + 500 = 2,000

Total qualified enquiries that were responded by the distributor
within 10 business days: 1,700 + 100 = 1,800

Written Response to Enquiries metric: 1,800 / 2,000 = 90%

Distributor C
mailed or
emailed 200
responses
after 10
business days
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2.1.4.17 Tables 9 & 107 Emergency Response
Table 9: Emergency response urban i DSC 7.9

Table 10:Emergency response rural i DSC 7.9

Tables 9 & 10:
On Electronic Filing Form enter:
a) Total number of emergency calls received in each month;
b) Number of emergency calls in each month for which the service quality
requirement set out in section 7.9 of the Distribution System Code was met;

and

c) Percentage of (b) with respect to (a)

The requirement must be met 80% of the time.

Definitions from Section 7.1 of the DSC

T femergency call 6 means a call where
been requested by fire, ambulance or police services.

Section 7.9 of the DSC:

7.9.1 Emergency calls must be responded to within 120 minutes in rural areas and
within 60 minutes in urban areas.

7.9.3 The definition of firural o and Aur ba
definition.

7.9.4 The arrival of a qualified service person on site will constitute a response.
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Example 7: Emergency Response

Distributor D received 500
emergency calls (calls requested
by fire, ambulance or police

services)

/

400 calls related to requests
in urban areas

350 calls:
qualified
service person
arrived on site
within 60
minutes

50 calls:
qualified
service person
arrived on site
after 60
minutes

Total emergency calls - rural: 100
Total emergency rural calls responded within 120 minutes: 80
Emergency Response - Rural metric: 80/ 100 = 80%

Total emergency calls - urban: 400
Total emergency urban calls responded within 60 minutes: 350
Emergency Response - Urban metric: 350 / 400 = 88%

T~
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100 calls related to requests
in rural areas

80 calls: qualified
service person
arrived on site

within 120
minutes

20 calls: qualified
service person
arrived on site

after 120 minutes
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2.1.4.17 Table 117 Reconnection Performance

Table 11: Reconnection performance standards i DSC 7.10

Table 11:

On Electronic Filing Form enter:

a) Total number of reconnections in each month;

b) Number of reconnections in each month for which the service quality
requirement as set out in section 7.10 of the Distribution System Code was
met; and

c) Percentage of (b) with respect to (a)

The requirement must be met 85% of the time.

Section 7.10 of the DSC:

7.10.1 Where a distributor has disconnected the property of a customer for non-
payment, the distributor shall reconnect the property within 2 business days, as
defined in section 2.6.7, of the date on which the customer:

(a) makes payment in full of the amount overdue for payment as specified in the
disconnection notice; or

(b) enters into an arrears payment agreement with the distributor referred to in
section 2.7.1A.

Section 2.6.7 of the DSC:

2.6.7 For the purposes of section 2.6, a distributor shall apply the following rules
relating to the computation of time:

(a) where there is reference to a number of days between two events, the days
shall be counted by excluding the day on which the first event happens and
including the day on which the second event happens;

(b) where the time for doing an act expires on a day that is not a business day,
the act may be done on the next day that is a business day;

(c) where an act, other than payment by a customer, occurs on a day that is not
a business day, it shall be deemed to have occurred on the next business day;
(d) where an act, other than payment by a customer, occurs after 5:00 p.m., it
shall be deemed to have occurred on the next business day; and

(e) receipt of a payment by a customer is effective on the date that the payment
is made, including payments made after 5:00 p.m.

For the purposes of this section, a fibuy
Saturday or a holiday as defined in section 88 of the Legislation Act, 2006
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Reconnections

Full disconnection

reconnection activity for the purposes of reporting under RRR 2.1.4.1.

Example 8: Reconnection Standards

Distributor E Total of 500
customers disconnected for non-
payment in the year

/ 4 \

The reconnections reported under RRR 2.1.4.1 should only include reconnections that
meet the criteria that are set out in the provision. OEB ordered reconnections should not
be counted as a reconnection activity for the purposes of reporting under RRR 2.1.4.1.

For the ESQR Reconnection Performance Standards, the disconnection refers to a full
disconnection of power. Removal of a load control device should not be counted as a

410 «t:utstocrpers paid the 40 customers entered into 50 cusct'_omers did not pay
outstanding arrears an arrears payment outstanding arrears or enter
agreement into an arrears payment

/\ agreement

400 customers 10 customers 35 customers 5 customers were
were were not were not reconnected

reconnected reconnected reconnected within 2 business
within 2 within 2 within 2 business days of entering
business days business days days of entering into an arrears

of paying of paying into an arrears payment
arrears arrears payment agreement
agreement

A Total number of customers who paid arrears or who
entered into an arrears payment agreement: 410 + 40
=450

A Total number of customers reconnected within 2
business days of paying arrears or entering into an
arrears payment agreement: 400 + 35 = 435

A Reconnection Standard metric: 435/450 = 97%
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2.1.4.17 Table 121 Micro-embedded Generation Facilities

Table 12: Micro-embedded generation facilities i DSC 6.2.7

Table 12:
On Electronic Filing Form enter:

a) Total number of new micro-embedded generation facilities  connected in
each month;

b) Number of new micro-embedded generation facilities connected in each
month for which the service quality requirement as set out in section 6.2.7 of
the Distribution System Code was met; and

c) Percentage of (b) with respect to (a)

The requirement must be met 90% of the time.

Section 6.2.7 of the DSC:

6.2.7 The distributor s h aembeddedgeneratiorn facitityh e
to its distribution system within 5 business days, or at such later date as agreed to by
the applicant and the distributor, of the applicant informing the distributor that it has
satisfied all applicable service conditions and received all necessary approvals,
providing the distributor with a copy of the authorization to connect from the ESA,
entering into a Connection Agreement in the form set out in Appendix E and paying

the distributor for the connection costs, including costs for any necessary new or
modified metering.
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Example
Example 9: New micro-embedded generation facilities

Distributor F Connected
100 new micro-embedded
generation
facilities in the year

15 applicants had agreed to
a date with the distributor for
completing the connection

85 applicants did not ask for
a connection date

14 connections were
completed on the
date agreed by
customers

1 connection was
completed after the
date agreed to with

the customer

83 connections were
completed within 5
business days from

the date on which all
conditions per DSC

2 connections were
completed after 5
business days from
the date on which all
conditions were met

Section 6.2.7 were
met

Total number of connections of new micro-embedded generation facilities: 100

Total number of facilities connected within 5 business days or at a later
date agreed by customers: 14 + 83 = 97

Connection of new micro-embedded generation facilities: 97/100 = 97%
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2.1.4.2'7 System Reliability
2.1.4.2 System Reliability

Content

The RRR input forms in this section include the complete collection of information required
for reporting under RRR sections 2.1.4.2.1t0 2.1.4.2.7.

New on form

No changes to form.

Regarding RRR 2.1.4.2 System Reliability reporting, the customer figures for calculating
SAIFI and SAIDI measures should include all metered distribution customers connected to
the distribution system of a distributor, including retailer customers and embedded
generation facilities.

Ti

Reporting of Major Event(s)

Distributors are required to file customer interruption information for each cause of
interruption by month in individual Cause Code tables in the RRR 2.1.4 filing.

In each individual cause code table, the descriptions of the data contents for each column
are as follows:

1 In Columns 0, 1 and 2: input customer interruption data for all outages under this
particular Cause Code;

T In Column 3: the average number of customers by month (pre-populated thereafter
the first Cause Code is entered);

1 In Columns 4, 5 and 6: input customer interruption data only for outages related to
Major Event(s) under this particular Cause Code, if any.

Once all cause code tables are entered and completed, the information can be verified
under the fASystem Reliability Summaryo t akb

ColumnsO0,1and2wi | | be summar Seetiend2.1.4.21 &2dd4.p.2 1
System Reliability Indiceso .

Columns 4,5and6wi | | be summari zed in Tabl e 3
Maj or Events Adjustedo.

This data is used to calculate the adjusted system reliability indices exclusive of Major
Event(s) as well as adjusted system reliability indices exclusive of both Loss of Supply and
Major Event(s).
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Average number of customers served

Average number of customers served is calculated as the sum of the total number of
customers served on the first day of the month and the total number of customers served on
the last day of the month, divided by two. The number of customers includes all metered
distribution customers connected to the distribution system of a distributor, including retailer
customers and embedded generation facilities.

Theii Caus e ordgaiecompletion of outage information for each type of cause
code from 0 to 9. Please note that the entries for the average number of customers are
required for any one of the Cause Codes. Once the entries for average number of
customers for any Cause Code are made and saved, the fields for average number of
customers for remaining Cause Code tables will be automatically populated.

Interruptions, Customer Interruptions and Customer Hours of Interruptions

An Al nterruptiond means the |l oss of el ectr
duration of one minute or more, to one or more customers, including planned interruptions
scheduled by the distributor but excluding part power situations, outages scheduled by a
customer, interruptions by order of emergency services, disconnections for non-payment or
power quality issues such as sags, swells, impulses or harmonics.

flCustomer Interruptionsoare the total number of customers affected by all interruptions. For
example, if a distributor had 2 interruptions and the first affected 100 customers and the
second affected 200 customers. The total customer interruptions would be 300.

ACustomer Hours of I nterrupt iofdntesuptiossthatalt h e
customers experienced for all hours of interruptions. For example, for the 2 interruptions,
the first affected 100 customers for 1 hour and the second affected 200 customers for 1.5
hours. The total customer hours of interruption would be 400 hours.

System reliability summary

The ASystem Rel i a hutolcalculgtes el anaredl ang adjudted BAIDI and
SAIFI measures from the cause code information entered. The purpose of these summary
tables is to serve as a checklist to assist a distributor with the verification of the information
reported in the individual cause code tables. Please review your data entries if the annual
metrics in the summary tables do not match with the expected results and correct the
entries, if necessary.

New system reliability practices and technologies
Thei Ne w Pr dabtequies emorting in accordance with RRR sections 2.1.4.2.6 and
2.1.4.2.7 requirements on:

1 new measuring and reporting practices and technologies with respect to reliability,
and
9 identification of outage start times
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b Log Off My Profile My Portal Help

Oriaens

E2.1.4 Service Quality Indicator

ESQR Systemn Reliability

Summany

Hew
Practices
Clicking Save or Apply will not automatically submit this filing. To SUBMIT this filing, scroll to the
end of the page, select Yes in the Submit drop down then click the SAVE button.

E xplanations

Click here for tips and examples (from RER Filing Guide)

Report Summary

Filing Due Year Filing Form Name RRER Filing No

[ | | |
Reporting P eriod and Com pany
MName Licence Type Status

[ | | |
Report Yersion E xdension Granted E xtension Deadline

I | | | |
Filing Due Date Repotting From Reporting To

| | | | |
Submitted On Submitter Name E xpiry Date

Connection of New Services - Low Voltage (LV)

The percentage of new low voltage (<750 volts) connection requests where the connection is
made within 5 working days of all applicable service condtions being satisfied.

Please refer to section 7.2 of the Distribution System Code.
OEB Approved Standard: at least 90% on a yearly basis

# of new LV services
‘connected within 5 days

|January |

# of new LV services % of new LV services
rrequested ‘connected within 5 days

I |
|

‘Month

|F ebruary \] ]
éM arch || - ]
(ARl

{May

\June
T | |
August [ 1 1

:0 ctober || [ |

INov emb?” | f
i |

;December 1| ||l |

New Connection - LY Annual
Totals

Annual # of newlY services
connected within 5 days

Annual # of newlY services
requested

Annual % newlY services
connected within 5 days
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Connection of New Services - High Voltage (HV)

The percentage of new high voltage (>=750 volts) connection requests where the connection is
made within 10 working days of all applicable service conditions being satisfied.

Please refer to section 7.2 of the Distribution System Code

OEB Approved Standard: at least 90% on a yearly basis

Month # of new HV services J0f Hew Y % of new HV services
connected within 10 days ~ Services requested | connected within 10 days

[January

February
March |

April |

June

July

August

|

|

|

I

May Il
|

|

|

|

September

|
October |

November

December

New Connection - HV
Annual Totals

Annual # of new HV services Annual # of new HV services Annual % of new HV services
connected within 10 days requested connected within 10 days

Appointment Scheduling

The percentage of appointments scheduled according to the standards stated in section 7.3 of the
Distribution System Code

Please refer to section 7.3.5 of the Distribution System Code
OEB Approved Standard: at least 90% on a yearly basis

% appointments
scheduled/completed as
required

# of appointments
Month scheduled/completed as
required

# of appointment
requests received

[January I | | |

iFebruary |

March |

U A |

vey | |

June | || |

awy I |

August | || |

’September I I I |
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October

November

December || | |

Appointments Scheduled -
Annual Totals

Annual # of appointments Annual # of appointment requests Annual % appointments
scheduled/completed as required received scheduled/completed as required

I | | ]

Appointments Met

The percentage of appointments involving meeting a customer or the customer's representative
where the appointment date and time is met.

Please refer to section 7.4 of the Distribution System Code
OEB Approved Standard: at least 90% on a yearly basis

| : - ! o
# of appointments # of appointments scheduled with . :
Month ; g appointments
completed as required customer/representative St
’_January | ||
iFebruary
|March
| April |
May ]
‘June
|July |
|August |
|September |
October || ]|
November || ||
December || |
Appointments Met - Annual
Totals
Annual # of appointments
Annual # of appointments scheduled with
completed as required customer/representative Annual % appointments met

Rescheduling a missed appointment

The percentage of appointments rescheduled in the event that an appointment is missed or going
to be missed

Please refer to section 7.5 of the Distribution System Code
OEB Approved Standard: 100% on a yearly basis

[ '# of appointments # of missed/about to be missed % appointments
Month . .

' rescheduled as required appointments rescheduled
|January | I ]

IFebruary |

IT\Aarch \ |
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April |

May

June

July

AAugust

September
October

November

December

Appointments Rescheduled -
Annual Totals

Annual # of appointments Annual # of missed/about to be Annual % appointments
rescheduled as required missed appointments rescheduled

Telephone Accessibility

The percentage of qualified incoming calls to the utility that are answered in person within 30
seconds.

Please refer to section 7.6 of the Distribution System Code
OEB Approved Standard: at least 65% on a yearly basis

Month 1# of qualified incoming calls ‘# of qualified % qualified incoming calls
ganswered within 30 seconds _\incoming calls | answered within 30 seconds

January [ |

February

March

April |

May |

June

July

August

:September
October

November

December || ] |

Telephone Accessibility
Annual Totals

Annual # of qualified incoming Annual # of qualified incoming Annual % qualified incoming calls
calls answered within 30 seconds calls answered within 30 seconds

Telephone Call Abandon Rate

The percentage of qualified incoming telephone calls that are abandoned before they are
answered

Please refer to section 7.7 of the Distribution System Code

OEB Approved Standard: 10% or less on a yearly basis
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Month ‘# of qualified incoming calls [# of qyalified “’/o qualified incoming calls
{abandoned after 30 seconds Ilncomlng calls abandoned after 30 seconds

’Qanuary [ 1l ]

February k

March | |

|April

June I III I

July

August

:September | | | I
October | | | |

November

December | I j I
Annual # of qualified incoming Annual # of qualified incoming Annual % qualified incoming calls
calls abandoned after 30 seconds calls abandoned after 30 seconds

I | I | I ]

Written Responses to Enquiries
The percentage of written responses provided within 10 days to qualified enquiries.
Please refer to section 7.8 of the Distribution System Code
OEB Approved Standard: at least 80% on a yearly basis

# of written responses # of qualified % written responses provided

Nlonth provided within 10 days enquiries received within 10 days

iJanuary

IFebruary
iMarch

[

[

| |

lApriI _ I‘|
|

[

|

|

IMay

IJune

I\July

|vAugust

ISeptember.‘l | | |
IOctober l—l l—l
I|L

iDecember Il

|N0vember

Written Responses Annual

Totals
Annual # of written responses Annual # of qualified enquiries Annual % written responses
provided within 10 days received provided within 10 days

I | | |

Emergency Response Urban

The percentage of emergency (fire, police, ambulance) calls where a qualified service person is on
site within 60 minutes of the call.
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The definition of "rural"* and "urban" should correspond to the municipality's definition
Please refer to section 7.9 of the Distribution System Code
OEB Approved Standard: at least 80% on a yearly basis

]# of urban emergency calls Fichntian % urban emergency calls

responded within 60 minutes E:I‘Ies rgency responded within 60 minutes

Month

January || ||

February

March

April

May

June

July

August

September

October

November

December | I

Emergency Response Urban
Annual Totals

Annual # of urban emergency Annual # of urban emergency Annual % urban emergency calls
calls responded within 60 minutes calls responded within 60 minutes

Emergency Response Rural

The percentage of emergency (fire, police, ambulance) calls where a qualified service person is on
site within 120 minutes of the call.

The definition of "rural* and "urban" should correspond to the municipality's definition
Please refer to section 7.9 of the Distribution System Code
OEB Approved Standard: at least 80% on a yearly basis

! # of rural l
Month |# of rural emergency calls emergency % rural emergency calls
responded within 120 minutes calls responded within 120 minutes
VJanuary | 11 |

February | | | |

March [ 1]

April

May

June

July

TS R I

Septembervl I I I

October

November

December || | |
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