Whitby Hydro Electric Corporation

October 21, 2015

BY RESS/COURIER

Ms. Kirsten Walli

Board Secretary

Ontario Energy Board

P.O. Box 2319

2300 Yonge Street, 27" Floor
Toronto, ON

M4P 1E4

Dear Ms. Walli,

Re: Proposed Amendments to the Retailer Settlement Code
EB-2015-0268

Whitby Hydro Electric Corporation (Whitby Hydro) appreciates the opportunity to provide
comments on the proposed amendments to the Retailer Settlement Code to implement
certain recommendations related to the Ontario Energy Board’s (OEB) report on the review
of the Energy Consumer Protection Act (ECPA).

Whitby Hydro is a member of the Electricity Distributors Association (EDA) and supports the
concerns, comments and recommendations provided by the EDA. In addition to those
comments, Whitby Hydro provides the following for the OEB’s information and
consideration.

General Comments

The OEB, along with others in the electricity sector (Local Distribution Companies and
Retailers) have taken considerable steps to educate and improve consumers understanding
of their electricity bill and various initiatives and options available in an effort to ensure their
interests are protected. It is very concerning that the current requirements by Retailers to
provide consumers with a “cooling off period” and “disclosure statement” (current version
attached) are not considered sufficient protection for low-volume consumers. While the
OEB has indicated that there will be proposed revisions made to the disclosure statement to
ensure it is consumer-friendly, simpler and short, Whitby Hydro does consider it a very
strong and informative document. Further, Whitby Hydro has seen the number of customers
enrolling (or renewing contracts) with Retailers decline over recent years which may suggest
that these requirements have served an important role in consumers’ education, protection
and decision-making processes.

Whitby Hydro is concerned that the proposed amendments may lead to further confusion for
low-volume consumers regarding their bill and with regards to the role of the Local
Distribution Companies (LDCs). LDCs do not have access to, nor are they the appropriate
contacts to discuss or compare pricing for Retailer contracts.
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Should the OEB proceed with the proposed amendments, Whitby Hydro advises that the
January 1, 2016 implementation timeline is not sufficient, nor achievable given that third
party resources (specifically CIS providers, bill mailing and e-billing suppliers) as well as
internal staff are already time constrained due to new or changing requirements related to
the Ontario Energy Support Program (OESP), the Debt Retirement Charge (DRC) and the
Ontario Clean Energy Benefit (OCEB). Whitby Hydro has identified and communicated with
the OEB regarding CIS provider challenges associated with existing OESP project
milestones. Other third parties supporting the billing process have previously advised Whitby
Hydro that they will not accept bill changes after mid-December due to the volume of other
significant bill changes pending for January 1, 2016. This would leave less than two months
to finalize amendments, test, and implement changes when resources (both internal and
third party) are already pressed to successfully address a series of complex changes
(OESP, DRC and OCEB) within a limited timeframe. A minimum of six months should be
given for implementation of any bill changes.

Section 7.2.3 Retailer Information on the Bill

LDCs already provide information on the bill which include the retailer name and phone
number. Information on the bill should be limited to essential key information in order to
avoid lengthy messaging and confusion for the customer. Many LDCs (including Whitby
Hydro), have maintained a one page bill. Significant proposed changes (including the
availability of an additional 500 text characters), will not only require our CIS provider to
make programming changes but it would likely force Whitby Hydro and others to redesign
the bill to a larger sheet size or to a multiple page bill resulting in increased costs for stock
and potentially postage. If a bill re-design is required, significant time would be required in
order to look at all aspects of the bill.

Whitby Hydro believes that including several different variations of Retailer contact
information does not necessarily assist in protecting low-volume consumers. A simple
phone number opens the door to communication directly with the Retailer who can then
provide additional information (including further contact information) without taking up
valuable bill space or further complicating the bill presentation.

If this proposed amendment were to proceed, Whitby Hydro asks that more specific
clarification be provided to ensure Retailers provide static contact information (not variable)
and that this information is limited to only the items required in 7.2.3(a). LDC bill space
should not become a mechanism for Retailer variable messaging or marketing, and should
be strictly limited to static contact information.

Section 10.5.4A

Whitby Hydro would like to re-emphasize the EDA’'s comments that the contract is between
the Retailer and the customer and that the LDC should not play a role in the notification
process. To introduce the LDC into this process, would likely add to the confusion of the
customer who has previously interacted with the Retailer on all other aspects of the contract
process.

If the OEB proceeds with this proposed amendment, Whitby Hydro recommends that a new
Retailer rate/charge should be established to address costs associated with this
requirement. Whitby Hydro suggests that a standard charge be developed and that the
OEB allow LDCs to begin applying the charge no later than the effective date of the
amendment or as soon thereafter as their systems can accommodate. This will ensure that
costs are appropriately attributed to Retailers for retailer related activity. The process and
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costs would need to be addressed through a working group review. In addition, Section
10.5.4A(d) should be changed to direct the customer to the Retailer (not the LDC). The LDC
does not have any information about the Retailer contract so would not be in a position to
answer questions specific to the transfer.

Comments on Providing Comparative Information on Bills

Whitby Hydro wishes to re-emphasize comments provided by the EDA. Comparative
information is also a requirement for Retailers to provide their customers at the time they
sign a Retailer contract. Comparative information is most useful when it is tied into the
decision-making and contractual process. Whitby Hydro is not clear whether this type of
additional information on a bill would be valuable to customers after they have already
committed to a contract or if it would simply add to their frustration should the comparison
show that they are paying a higher cost.

The OEB has an online bill calculator which could assist customers in providing some form
of comparison. In keeping with the OEB’s plans for future implementation, Whitby Hydro
suggests that the bill calculator or the anticipated OEB-supervised price comparison website
(targeted for mid-2016) should be explored more fully before considering requirements to
modify the bill. Bill modifications will require programming changes, bill re-design and
possibly contribute to additional bill size/pages, all which will result in additional costs. In
addition, ensuring an “apples to apples” comparison of costs can be a challenge.
Furthermore, the OEB-supervised price comparison website would provide information from
a neutral and trusted third party thereby minimizing any concerns or perception that
communications provided by an LDC might affect or interfere with the customers’ choice and
decision-making process regarding a Retailer contract. There should be a more fulsome
consultation on this topic to ensure all concerns are adequately considered and addressed.

Regards,
Original signed by
Susan Reffle

Vice President

Attachment: Disclosure Statement
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What you should know about
electricity contracts BEFORE agreeing
to switch your electricity supplier

O There is no guarantee of savings if you sign a contract.

A Retailer is a private company. It is not your utility and it is not
associated with the Ontario Energy Board, the government or any
government program.

You do not have to sign a contract. Your electricity service
will continue without interruption.

A contract is only for the electricity that you use. You will continue
to pay delivery charges, regulatory charges

and the debt retirement charge whether or not you sign

a contract. You will also continue to be eligible for the Ontario
Clean Energy Benefit.

Check with your utility to see whether you will still be eligible for
your utility’s equal payment plan if you switch
to a Retailer.

The Ontario Energy Board does not set prices included
in a Retailer’s contract.

Electricity Contracts (as of January 1, 2011)

If you are buying your electricity from your utility, your electricity
price already includes your share of certain electricity-related costs
that are referred to as the “Global Adjustment”.

If you switch to a Retailer, you will have to pay your share of the
Global Adjustment in addition to the contract price.

The Global Adjustment amount will be on a new separate line on
your utility bill and can change from month to month.

Comparing prices

A Retailer must give you a separate sheet comparing
the contract price that you are being offered with
the price currently charged by your utility.

Try the interactive online bill calculator on the Board’s
website (www.ontarioenergyboard.ca) to do your own
price comparisons and estimate your total monthly bill.

Know your rights

Make sure you understand the contract
before you sign it.

Keep a copy of this disclosure
statement, the accompanying price
comparison, the contract and all
correspondence with a Retailer

for your records.

é:!l What if you change

your mind?

You can cancel the contract

within 10 days of signing it.

You will not have to pay a cancellation
fee and your electricity service will
continue without interruption.

The Retailer will call you

within 10 to 45 days after you sign
the contract to verify that you want to
continue with the contract.

You do not have to verify the contract.

If you do not verify the contract it will
become invalid. You will not have to pay
a cancellation fee and your electricity
service will continue without interruption.

You can also cancel the contract up
to 30 days after you receive your first
bill under the contract.

You will have to pay that bill but you

will not have to pay a cancellation fee.
You will be switched back to your utility
for your electricity supply without any
interruption in service.

If you cancel after that, you may have
to pay a cancellation fee.

This disclosure statement is not part of the contract. It was produced by the Ontario Energy Board,
the independent regulator, to provide basic information about electricity contracts and your rights.

Questions about electricity contracts, prices, losses or the Global Adjustment? Visit the Ontario Energy Board’s website or
contact our Consumer Relations Centre. Contact information is provided on the other side.

| acknowledge that | have read and understood this Disclosure Statement.

Signature Date
Rev: July 2015 Optional Retailer Document Control No:
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Ce document est aussi disponible en frangais.

This disclosure statement is also available on the Ontario Energy Board’s website
(www.ontarioenergyboard.ca) in a large-print version and in the following languages:
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AuTd TO £yypa@o divel anUAVTIKEG TTANPOPOPIES yia Ta cuuBoAaia NAeKTpIKOU peuuatog. MNa pyetdepacn
auTng NG SRAWONG YVWOTOTTOINONG KAl AAAEG TTANPOPOPIES YIa TOUG KATAVOAWTEG oTa EAANVIKA
TTapaKaAoUUE ETTIOKEPDEITE TNV I0TOTEAIdA TOU ZupBouliou Evépyeiag Tou OvTdpio i TNAEQWVNOTE GTO
2EO. O1 mAnpogopieg eragwv Tng EO mapartiBevral KaTwTépw.

Questo documento contiene importanti informazioni sui contratti per I'erogazione della corrente elettrica.
Per una traduzione di questa dichiarazione sulla riservatezza ed altre informazioni per il consumatore in
italiano, si prega di visitare il sito della Ontario Energy Board, oppure di chiamare la OEB direttamente. Le
informazioni per contattare la OEB sono riportate qui sotto.
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Ten dokument zawiera wazne informacje o umowach na dostawe energii elektrycznej. W celu zapoznania
sie z thumaczeniem na jezyk polski niniejszego o$wiadczenia dla potrzeb zawarcia umowy oraz innych
informacji przeznaczonych dla konsumentow, prosimy odwiedzi¢ strone internetowg Ontario Energy Board
(OEB) lub skontaktowac sie telefonicznie z OEB. Informacja kontaktowa znajduje sie ponize;.

Este documento contém informag&o importante sobre contratos de energia elétrica. Para obter a traducéo
portuguesa desta declaragdo informativa ou de outra informagao ao consumidor, é favor telefonar ou
consultar o sitio Web da Comiss&o de Energia do Ontario (OEB, sigla em inglés). Abaixo encontrara a
informagéo que Ihe permitird contactar a OEB.
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Este documento proporciona informacion importante sobre contratos de electricidad. Si requiere una
traduccién de esta declaracion de divulgacion y otra informacién para el consumidor en espaiiol, por favor
visite el sitio web del Consejo de Ontario Energy o llame al OEB. La informacién de contacto del OEB se
proporciona a continuacion.

Ang dokumentong ito ay naglalaman ng mahalagang impormasyon tungkol sa mga kontrata sa kuryente.
Para sa isang pagsasalin ng pahayag ng pagsisiwalat na ito at para sa ibang impormasyon ng konsumidor
sa Tagalog, bisitahin ang website ng Sanggunian para sa Enerhiya ng Ontario (Ontario Energy Board)

o tumawag sa OEB. Ang telepono ng OEB ay nasa ibaba.

Obd Sieuenid LGIFT 2 LiLdmed QHTLIUTE (PSHEWTET HHeUeOHMeNSH SHhI@BH. HOD Gomd cpev
CeueflILBSSIHD LSHTD, WLHBEBID gmei HISTCMT HHEULBEHSGHLD HWe| CFUIH @EITHICWT FoHHleaend
sieopuiernfler WeeuemsowisHBEG almuid FuIuESeT. Seevgy OEB @beE OsmeneBudluied oienpulmise.
OEB ows OsmLjl G&meenasBaiiu soaieosel S6p SIriuL (Heierer.

Tai liéu nay cung cép théng tin quan trong vé cac hgp déng dién luc. D& cé ban dich vé cac diéu
khodn va diéu kién clia hgp déng va cac thdng tin khac bang ti€ng Viét danh cho ngudi tiéu thu, xin
viéng trang mang cGia Hoéi dong Nang lugng Ontario hodc goi cho OEB. Dién thoai lién lac v6i OEB
dudc cung cdp dudi day.

1-877-632-2727 (toll-free within Ontario)
416-314-2455 (within the GTA or from outside Ontario)

consumerrelations@ontarioenergyboard.ca
www.ontarioenergyboard.ca

Transactions in Person (where verification required)
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