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MMajjor EEvennts
RRESPOONSEE REPOORT

Issue:     	 Appril  7th  to  9th,  2017  §2.1.4.2   Major  Evvents  Respoonse  Report  

DDate  Issued::   Appril  18th,  20118 

PPrepared  forr:  Puublication  annd  Electronicc  Filing  with  the  Ontarioo   Energy  Boa rd  (OEB)  

SSummary  

OOvernight  gussty  winds  rannge  50‐60  kmm/h,  from  Aprril  7th  to  9th,  22017,  blew  aacross  Southeern  Ontario,  wwith  wind  
ggust  as  high  as  70‐85  km/hh.  Strong  windds  also  affectted  Central  annd  Eastern  Onntario.  In  adddition,  heavy  wet  snow  
(between  20  aand  40cm)  were   reported  in  North  Cenntral  Ontario..   These  combbined  events  iimpacted  ~1556,000  (or  
aabout  11%)  off  Hydro  One’ss  customers.   

TThis  is  the  thirrd  Major  Evennt  in  2017.   

11.  Prior  to  thee  Major  Event   

1)	 Did thhe distributorr have any pri or warning thhat the Majorr Event wouldd occur? 

Weatther warninggs were started on April 55th to advisee the possiblle of strong winds and hheavy wet 
snow across the mmajority of thee Province. 

2)	 If the distributor ddid have priorr warning, didd the distribu tor arrange tto have extra employees oon duty or 
on staandby prior too the Major EEvent beginni ng? If so, pleaase give a bri ef descriptionn of arrangemments. 

Extra   staff  was  caalled   in   to  assis t,  startingg  on  Wedneesday,  April  66th,  at  the  Diistribution  OOperations  
Manaagement  Centr e  (DOMC)  aand  continuedd  to  call  in  exxtra  staff  to  aassist  during  the  major  evvent.  

3)	 If thee distributor did have prioor warning, ddid the distriibutor issue any media aannouncemennts to the 
publicc warning off possible ouutages resultting from th e pending MMajor Event?? If so, throuugh what 
channnels? 

Mediaa announcemments were mmade througgh Hydro On ne’s “Media NNotifications ”. Email notiices were 
sent oout to the mmedia outletss and local ggovernment oofficials. We also issued advanced nootification 
solutiions through Hydro One’ss Storm Centrre Outage weebsite and soocial media chhannels. In thhe future, 
Hydroo One’s Stormm Centre Ouutage websitee will includee an alert baanner to proovide informaation of a 
pendiing Major Eveent as well ass our proactivve preparatioons. 

4)	 Did thhe distributor train its staaff on the reesponse plan s for a Majoor Event? If sso, please givve a brief 
description of the training proc ess. 

Yes, tthe response plan for a Maajor Event is reviewed oncce a year witth the Distrib ution dispatcchers. The 
work instruction ffor storm maanagement iss posted on tthe DOMC innternal websiite for quick reference 
during storm evennts. In additiion, a Storm Team visits various operration centress throughoutt the year 
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to go over response plans for major events, simulate past major events to gain experience and 
implement best practices. 

5)	 Did the distributor have third party mutual assistance agreements in place prior to the Major Event? If 
so, who were the third parties (i.e., other distributors, private contractors)? 

Hydro One’s response to the Major Event consisted of regular staff and staff from Hydro One’s Hiring 
Hall. Although the Company has mutual assistance agreements with other local distribution 
companies (LDCs) and contractors throughout the Province, those other parties were not called upon. 

2.  During  the  Major  Event  

1)	 Please explain why this event was considered by the distributor to be a Major Event. 

Hydro One categorizes a Major Event as one that impacts 10 per cent or more of its customers. This 
event impacted approximately 156,000 (or about 11%) of Hydro One’s customers. 

2)	 Was the IEEE Standard 1366 used to identify the scope of the Major Event? If not, why not? 

No. Hydro One used the fixed percentage method to identify the scope of a Major Event. Hydro One 
categorizes Major Events as one that impacts 10 per cent or more of its customers. The OEB provides 
guidance to utilities with three different methods to identifying a Major Event. The fixed percentage 
method is the one that Hydro One has selected. Hydro One does not use the IEEE1366 method because 
Hydro One’s interruption data does not follow log‐normal distribution as required by the IEEE1366 
method. 

3)	 Please identify the Cause of Interruption for the Major Event as per the table in section 2.1.4.2.5. 

Date Range: 2017‐03‐08 to 2017‐03‐09 
PRIMARY CAUSE CODE Number  of  

Interruptions  
Customer

Interruptions
Customer  
Hours  of  

Interruption  
0. Unknown/Other 59 10418 60899.8 
Customer  interruptions  with  no  apparent  cause  that  
contributed  to  the  outage.   
1. Schedule Outage 22 16047 23140.8 
Customer  interruptions  due  to  the  disconnection  at  a  
selected  time  for  the  purpose  of  construction  or  
preventive  maintenance.   
2. Loss of Supply 0 0 0.0 
Customer  interruptions  due  to  problems  associated  
with  assets  owned  and/or  operated  by  another  party,  
and/or  in  the  bulk  electricity  supply  system.  For  this  
purpose,  the  bulk  electricity  supply  system  is  
distinguished  from  the  distributor’s  system  based  on  
ownership  demarcation.   
3. Tree Contacts 776 79740 898941.8 
Customer interruptions caused by faults resulting 
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from tree contact with energized circuits. 
4. Lightning 0 0 0.0 
Customer  interruptions  due  to  lightning  striking  the  
distribution  system,  resulting  in  an  insulation  
breakdown  and/or  flash‐overs.   
5. Defective Equipment 340 49947 373113.4 
Customer  interruptions  resulting  from  distributor  
equipment  failures  due  to  deterioration  from  age,  
incorrect  maintenance,  or  imminent  failures  detected  
by  maintenance.   
6. Adverse Weather 0 0 0.0 
Customer  interruptions  resulting  from  rain,  ice  
storms,  snow,  winds,  extreme  temperatures,  freezing  
rain,  frost,  or  other  extreme  weather  conditions  
(exclusive  of  Code  3  and  Code  4  events).   
7. Adverse Environment 0 0 0.0 
Customer  interruptions  due  to  distributor  equipment  
being  subject  to  abnormal  environments,  such  as  salt  
spray,  industrial  contamination,  humidity,  corrosion,  
vibration,  fire,  or  flowing.   
8. Human Element 2 86 360.0 
Customer  interruptions  due  to  the  interface  of  
distributor  staff  with  the  distribution  system.   
9. Foreign Interference 18 208 838.8 
Customer  interruptions  beyond  the  control  of  the  
distributor,  such  as  those  caused  by  animals,  vehicles,  
dig‐ins,  vandalism,  sabotage,  and  foreign  objects.  
Total 1217 156446 1357294.7 

4)	 Were there any declarations by government authorities, regulators or the grid operator of an 
emergency state of operation in relation to the Major Event? 

No. 

5)	 When did the Major Event begin (date and time)? 

The level 1 emergency was declared at 1:18 am on April 7th, 2017. 

6)	 What percentage of on‐call distributor staff was available at the start of the Major Event and utilized 
during the Major Event? 

All Provincial Lines on‐call staff was utilized along with regular staff stationed outside of the storm 
impacted areas. 

7)	 Did the distributor issue any estimated times of restoration (ETR) to the public during the Major Event? 
If so, through what channels? 

Yes, through our Media Notifications. 

8)	 If the distributor did issue ETRs, at what date and time did the distributor issue its first ETR to the 
public? 
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Yes, the first ETR was sent on April 7th at 11:45am. 

9)	 Did the distributor issue any updated ETRs to the public? If so, how many and at what dates and times 
were they issued? 

Yes. ETRs were updated and issued on April 7th at 16:30, April 7th at 21:30, April 8th at 11:20, April 
8th at 16:50 and April 8th at 22:00. 

10) Did the distributor inform customers about the options for contacting the distributor to receive more 
details about outage/restoration efforts? If so, please describe how this was achieved. 

Yes, the media notifications included the instruction below as well as a phone number for customers to 
call into Hydro One’s Customer Care Centre. 

For  up‐to‐date  power  interruption  information  related  to  Hydro  One’s  Distribution  System,  please  click  
on  the  following  link,  Power  Outage  Viewer,  or  download  the  HydroOne  Mobile  App.  

11) Did the distributor issue press releases, hold press conferences or send information to customers 
through social media notifications? If so, how many times did the distributor issue press releases, hold 
press conferences or send information to customers through social media notifications? What was the 
general content of this information? 

Three press releases were issued along with numerous social media posts during this timeframe. The 
up‐to‐minute content included restoration efforts and safety tips. 

12) What percentage of customer calls were dealt with by the distributor’s IVR system (if available) versus a 
live representative? 

67.1% IVR and 18.3% CSR 

13) Did the distributor provide information about the Major Event on its website? If so, how many times 
during the Major Event was the website updated? 

Power outage updates were provided every fifteen minutes on the Company’s Storm Centre Outage 
website map. 

14) Was there any point in time when the website was inaccessible? If so, what percentage of the total 
outage time was the website inaccessible? 

No. 

15) How many customers were interrupted during the Major Event? What percentage of the distributor’s 
total customer base did the interrupted customers represent? 

156,446 customers, representing about 11% of Hydro One’s total customer base, were interrupted 
during the Major Event. 

16) How many hours did it take to restore 90% of the customers who were interrupted? 
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At 4:48 pm on April 9th, the Coldwater DS was restored, energizing 1,191 customers. This restoration 
was the 90% threshold, after 64 hours and 48 minutes from the onset of the event. 

17) Was any distributed generation used to supply load during the Major Event? 

No. 

18) Were there any outages associated with Loss of Supply during the Major Event? If so, please report on 
the duration and frequency of Loss of Supply outages. 

Date Range: 2016‐07‐08 to 2016‐07‐09 
PRIMARY CAUSE CODE Number  of  

Interruptions  
Customer   

Interruptions  
Customer  
Hours  of  

Interruption  
2. Loss of Supply 0 0 0.0 
Customer  interruptions  due  to  problems  associated  
with  assets  owned  and/or  operated  by  another  party,  
and/or  in  the  bulk  electricity  supply  system.  For  this  
purpose,  the  bulk  electricity  supply  system  is  
distinguished  from  the  distributor’s  system  based  on  
ownership  demarcation.   

19) In responding to the Major Event, did the distributor utilize assistance through a third party mutual 
assistance agreement? 

No. 

20) Did the distributor run out of any needed equipment or materials during the Major Event? If so, please 
describe the shortages. 

No. 

3.  After  the  Major  Event  

1)	 What steps, if any, are being taken to be prepared for or mitigate such Major Events in the future (i.e., 
staff training, process improvements, system upgrades)? 

A pilot project (TWC Outage Prediction) will start in October. This web‐based application will be used 
to forecast weather and predict potential impact on the distribution system. 

Hydro One has also implemented a banner on the external Outage Map to provide customers with a 
high level overview of the major event that is taking place and up‐to‐date information. 

2)	 What lessons did the distributor learn in responding to the Major Event that will be useful in responding 
to the next Major Event? 
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Hydro One continues to develop better early response by field forces, utilizing weather models and 
outage prediction tools, so that we can provide better staff planning. Hydro One is also committed to 
improving ETR outage communications through the use of our Mobile Technology. In addition, we 
have piloted a project which will utilize forestry crews from those who have completed switching and 
grounding qualification on single phase conductors, to safely and efficiently deal with tree impacts to 
the distribution system. 

3)	 Did the distributor survey its customers after the Major Event to determine the customers' opinions of 
how effective the distributor was in responding? 

Yes, Hydro One surveys customers twice a year for Major Events. 
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APPENDIXX 

Durinng the Major Event ‐ Suppoorting Informmation 

11) Did t he distributoor issue presss releases, hhold press coonferences oor send inforrmation to ccustomers 
through social me dia notificatioons? If so, hoow many tim es did the di stributor issuue press releaases, hold 
press conferences or send infoormation to c ustomers thrrough social mmedia notificcations? Whaat was the 
generral content off this informa tion? 

Threee press releaases were isssued along wwith numero ous social meedia posts d uring this timmeframe. 
Conteent was updaated on restorration effortss, and Hydro One also proovided safety tips. 
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Facebbook 
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