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Flip the Switch

o Flip the Switch is our new
commitment to customers to
better listen and respond to their
questions and concerns.
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Customer Service Vision

‘ We are easy to do business with

‘ We are there when customers need us

‘ We are always connected
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We Are Easy To Do Business With

Education

Advocacy

Responsiveness

50.8¢

OVER HALF THE COST COMES FROM GENERATION

cover the costs

to generate
electricity. Hydro
One is directed

to collect the
electricity charges,
which are passed
back to generators
through the IESO.

3. 0s o

37¢

DISTRIBUTION & TRANSMISSION
(DELIVERY CHARGE)

REGULATORY COSTS paid to the
Independent Electricity System
Operator (IESO) and charges to
fund electricty support programs.

TAXES, which includes 8% rebate
of PST portion of HST.

OTHER COSTS for line loss paid to
generators, and a Smart Metering
Entity charge paid to IESO.

HYDRO ONE’S COSTS

This is the amount approved and
allocated to build, maintain and
operate 152,000 kilometres of
powerlines, 85,000 steel towers
and 1.6 million wood poles over its
640,000-square-kilometre service
territory for its customers.




Fair Hydro Plan

o On March 2, the government announced changes that will
provide significant electricity bill relief. As a result, Hydro One
customers will start to see lower monthly bills as early as this
summer. We advocated for these changes because we heard
your concerns. That's the new Hydro One.

o The Province has introduced plans to bring relief and fairness to
electricity bills by:
* Reducing the Global Adjustment charge

» Lowering the Delivery charge for residential customers with a low or
medium density service type

 Eliminating the Delivery charge for customers living on a reserve

* Introducing an Affordability Fund to help those customers in need
* Enhancing the Ontario Electricity Support Program




Fair Hydro Plan CON'T

o Customers will start to feel
the relief as early as this
summer.

o The average Hydro One
customer will start to see
their monthly bills drop by
an average of 33 per cent.

—

Average Residential Medium Density (1,000 kWh per month)

2017 Charges

Charges before
Fair Hydro Plan

New charges with
Fair Hydro Plan

$111.39

Electricity

Delivery $78.59 $57.47
Regulatory $7.57 $4.55
Charges

Taxes $25.68 $7.13

Total Monthly Savings

$73.54 (33%)

Average Residential Low Density with electric heat (2,400 kWh per month)

2017 Charges

New charges with Fair
Hydro Plan

Charges before Savings

Fair Hydro Plan

Electricity $267.34 $193.30 $74.04
Delivery $167.92 $88.56 $79.36
Regulatory Charges $18.28 $10.86 §$7.42
Taxes $58.96 $14.64 $44.32

Total Monthly Savings

$205.14 (40%)




Customer Relief Program

o Effective April 25th, Hydro One is providing additional relief
to assist customers that accumulated significant balances on
their accounts over the winter .

o These measures aim to help customers better manage their
electricity usage to get back on track and avoid future
disruption to their electricity service.

o The policy changes include:
» Eliminating Residential Security Deposits
» Reducing Deposit Requirements for Businesses
* New Customer Relief Measures
e Additional Low Income Funding
» Extending our Winter Moratorium until June 1, 2017




Customer Commitments

o Hydro One also introduced Service Guarantees, a first of
its kind for any electric utility in Ontario.

o These provide tangible evidence that we stand behind
the service we provide our customers.

If We Miss Our Appointment With You, We Will Credit Your Account $75

If We Don’t Connect Your New Service Within 5 Business Days of All Connection
Requirements Being Met, We Will Credit Your Account $75.

If We Don’t Return Your Phone Call Within 1 Business Day, We Will Credit Your
Account $75
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This statement is issued on: September 7™, 2017
Your Electricity Statement

For the period of:  August 5™ - September 3, 2017

o Billing Accuracy continues to
surpass Ontario Energy Board L -
requirements and is the highest
in company history at 99%. gL

rebate starting January 1< 2017
Your usage has

You powered your home with

increased by 14%
compared to this same 868 990 = dﬁ;xﬁ;"my past
pefiod lastyeel. M KWh kWh 1o help you stay on track with bil

payment. Toleam mor. visus at

o Hydro One is also introducing a e —

NEW Paperiess Billing — You can now

This Last This =/ view, pay, and manage your bills online.
. . . Period Period Period Save time and effort by signing up at
Last Year (29 Days) (31 Days) www HydroOne/PaperiessBilling.
newly designed bill in the four
W, Forbiling, quick answers, For Emergency Outages For Service Inquiries & Payment
A21A and much more: 1800-434-1235 1-883-664-0376

quarter of 2017 (pictured). sees MUASEY. NSO

Plaase relum this slip with your payment
y ro

(‘) n o Total amount due by September 21+ $361.82
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We Are Always Connected
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eBill Notifications & Statement is ready
High Usage Alerts

New Website

Redesigned Bill

Welcome to Hydro One
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