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VISTA CREDIT CORP. 

Response to OEB Staff #1 

Reference: Dispute Cases; Ref 1: Vista Evidence, p. 7.

Question:

Vista stated that there are other examples similar to the five cases that it provided and 
this illustrates the need to alter the OBA program rules and their administration.  

(a) Please provide the total number of cases similar to the ones provided in Vista’s 
evidence for the last five years. 

Response: 

(a) The five example cases which VISTA provided illustrate instances in which a third 
party biller reports a dispute resolved, and a customer charge is thus maintained, 
in circumstances where the customer alerts VISTA that there has not in fact been 
a resolution. While VISTA does not keep records specific to these situations, we 
have been involved in hundreds of customer complaint cases over the past 5 
years, many of which were similar to the example cases. 

There are likely many more cases of which VISTA is unaware. Under the current 
OBA process there is no mechanism (despite the statements to the contrary in the 
Enbridge e-mails included in the cases attached to VISTA’s evidence) through 
which the customer’s duly authorized agent submitting the dispute in the first place 
is advised when a third party biller advises Enbridge that a previously disputed 
charge has been resolved. The only way that VISTA is made aware that a 
previously disputed charge remains on the bill despite the ongoing dispute is if the 
customer calls us back a second or third time to so inform us. Where a customer 
simply pays a previously (and perhaps still) disputed charge and does not advise 
VISTA we would not be aware of the third party biller’s conduct. Case C referenced 
in VISTA’s evidence is, we subsequently discovered, such an instance, and we 
are aware of others and suspect that there are many more of which we are not 
aware. Given that customers will often pay charges even if disputed, in particular 
when Enbridge maintains a charge once disputed on subsequent bills, VISTA 
maintains the position that post-contract charges should not be allowed on the 
utility bill at all.
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VISTA CREDIT CORP. 

Response to OEB Staff #2 

Reference: Dispute Cases; Ref 1: Vista Evidence - Attachment B – Case A, B, C, D, E; 
Ref 2: Enercare Water Heater Terms and Conditions (https://www.enercare.ca/water-
heating/water-heater-terms-and-conditions).

Question:

Vista provided five cases where there was a dispute on the rental buyout charge on 
customers’ bills. In the email correspondence, Vista was referenced to Enercare’s Water 
Heater Terms and Conditions. On Enercare’s website, there are three different Terms 
and Conditions documents depending on the time-period the water heater was installed. 
The difference between the Terms and Conditions is that for water heaters installed 
before September 15, 2010 the customer may terminate the rental and return the water 
heater but after September 15, 2010, the customer must purchase the water heater. 

(b) Please provide the relevant time-period for each case Vista provided.  

(c) In the cases in reference 1, Enercare provided Vista with a copy of the customer’s 
rental contract. Please confirm if the rental contract is consistent with those found 
on Enercare’s website in reference 2. 

(d) Please confirm, for each case, if Enercare was able to provide Vista with evidence 
to support the charge. 

Response: 

(a) The following table provides the relevant time-period for each of the cases included 
in VISTA’s evidence. 
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Case Date of Rental 
Agreement for 

Subject Premise 

Date of Agency 
Appointment from 
VISTA’s Customer 

A November 2010* June 2018 

B September 2014 September 2018 

C Agreement not 
provided. 

September 2018 

D January 2012 May 2018 

E May 2013* June 2018 

 * Contract signed by previous homeowner. 

(b) In our experience Enercare contracts, when they have been provided, are 
consistent with what Enercare has posted on its website. The contracts provided 
by Enercare in relation to the cases cited in VISTA’s evidence have been filed in 
response to Energy Probe interrogatory 4(b). 

(c) VISTA was not provided with any evidence to support the charge in any of these 
cases.  

In two of these cases (A and E), the contract produced by the third party biller was 
signed by a previous owner of the home. In one case (C) no contract was ever 
provided (see VISTA Evidence, Attachment B, page 27 of 48).  

In the remaining two cases (B and D), the contracts produced were dated in 2014 
and 2012, respectively. Consumer protection laws in place between 2010 and 
2015 precluded post-contract charges for “Part IV Agreements”, which we 
understand the agreements in issue to be, other than; i) unpaid pre-termination 
payments; ii) reasonable removal costs; and iii) charges for excessive wear and 
tear.



Filed: 2020-01-24 
EB-2018-0319 

STAFF-3 
Page 1 of 1 

VISTA CREDIT CORP. 

Response to OEB Staff #3 

Reference: Dispute Cases – Case D; Ref 1: Attachment B – Case D.

Question: 

In reference 1, Vista provided Case D, in which Vista included a scan of an Enbridge 
Collections Notice. The notice included a disconnection notice due to overdue charges.  

(a) Please confirm if the amount ($1171.78) shown in the Enbridge Collections Notice 
is fully related to OBA charges or does it include other amounts related to Enbridge 
Gas charges. 

Response: 

(a) VISTA was advised by the customer in question that unpaid amounts reflected in 
the Enbridge Collections Notice were OBA charges. VISTA did not seek to 
independently validate this advice, though VISTA notes that, as confirmed by the 
Enbridge Gas correspondence dated April 10, 2019 (page 41 of Evidence 
Attachment B), the amount in question was reversed on the basis of the customer’s 
dispute of the third party biller’s rental buy-out charge.
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VISTA CREDIT CORP. 

Response to OEB Staff #4 

Reference: Customer Control; Ref 1: Vista Evidence, p. 9; Ref 2: Retail Settlement Code, 
Revised on January 1, 2017, Section 10.5.5.

Question:

Vista’s position on the customer’s control of the bill is the following:  

 Customers, or their contemporaneously authorized agents, can at any time direct 
removal of any charges from the bill. 

 Once a charge is removed from the bill, it can be reinstated only by the customer 
or with the customer’s contemporaneous authorization a copy of which must be 
provided by the authorized party along with the request for reinstatement. 

In Section 10.5.5 of the Retail Settlement Code, it describes a process where a customer 
submits a request to its distributor and the request is to be processed in ten business 
days unless a customer, by way of written authorization, terminates the request.  

(a) Under a similar principal as the Retail Settlement Code, if a customer requests that 
a third party charge be removed from the Enbridge Gas bill and the request is 
processed in ten business days unless a customer, by way of written authorization, 
terminates the request, would Vista find this acceptable? 

Response: 

(a) Yes.  
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VISTA CREDIT CORP. 

Response to Enbridge Gas Inc. #1 

Question:

Please advise of your response to EGI’s position on the unsettled items as set out in 
response to HVAC IR #30. 

Response: 

VISTA’s understanding of, and response to, the elements of Enbridge’s position on the 
unsettled items, as set out in response to HVAC IR #30, is as follows: 

1. EGI Position: Customers should not direct the addition of third party charges to 
their Enbridge bill through the OBA services, as this would be “burdensome and 
expensive”. 

VISTA Response: If Enbridge Gas demonstrates that providing customers with 
direct access to the processes and systems for adding third party charges to the 
Enbridge bill would be “burdensome and expensive”, then VISTA can accept this 
position. Erecting additional barriers to OBA program effectiveness is not in the 
interests of customers or third party billers. 

2. EGI Position: All customer disputes would be allotted a 15 day period within which 
they would need to be resolved by the biller. That is, Enbridge Gas would no longer 
distinguish between CPA and non-CPA disputes, and all disputes would be allotted 
the same 15 day resolution period. 

VISTA Response: VISTA agrees with this position. Enbridge Gas should not have 
any role in third party contract interpretation or enforcement, and customers should 
be entitled to have all disputes resolved, one way or another, promptly. 

3. EGI Position: If a biller reports a dispute resolved and the customer then contacts 
Enbridge Gas and advises that the dispute is not resolved, then; 

a. The disputed charges would be removed from future bills, credited back to 
the customer and charged to the biller and not permitted to be added back 
to the customer’s bill in the future.
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b. The biller would be blocked from using the same Bill Type Code for 
recovering charges from that customer in the future. 

VISTA Response: VISTA does not believe that this proposal goes far enough. 
Given evidence of abuses by third party billers in reporting as resolved disputes 
not in fact resolved, and given that customers will often pay charges even if 
disputed, in particular when Enbridge maintains a charge once disputed on 
subsequent bills, VISTA has proposed that, in order to protect the interests of 
customers, at the time that a biller advises Enbridge that a customer dispute has 
been resolved, it must also provide Enbridge with a copy of “contemporaneous 
authorization” from the customer confirming agreement to reinstitution of the 
previously disputed charge. The proposed parameters for this authorization are 
described at paragraph 14 of VISTA’s evidence. In light of the history of customer 
charges being reinstated on bills despite continued dispute by the customer, as 
demonstrated in VISTA’s evidence, VISTA does not believe that billers should be 
permitted to have previously disputed charges reinstated without providing some 
evidence of customer agreement to such reinstatement. Blocking the Bill Type 
Code for the biller for that customers is not likely an effective measure. VISTA has 
seen instances where a disputed buy-out charge, for example, is reintroduced as 
a charge for “General Merchandise”. 

4. Enbridge Position: There would be no restriction on billing of post-contract 
charges through the Enbridge bill. 

VISTA Response: VISTA does not agree that post-contract charges should 
continue to be permitted on the bill. Given;  

a. abuse in the past, as evidenced by a series of orders issued by the 
Commissioner of Competition regarding anti-competitive and abusive post-
contract charges1;  

b. the potential perceptions of customers regarding the position of third party 
billers vis a vis Enbridge2;  

c. the potential perceptions of some customers regarding the imperative to 
pay charges included on the Enbridge bill3; and 

1 Consent Order, 02.2002: https://www.ct-tc.gc.ca/CasesAffaires/CasesDetails-eng.asp?CaseID=170; 
Competition Bureau seeks $15M in penalties: https://www.competitionbureau.gc.ca/eic/site/cb-
bc.nsf/eng/03520.html; Commitment to stop engaging in anti-competitive practices, October 2014: 
https://www.competitionbureau.gc.ca/eic/site/cb-bc.nsf/eng/03997.html; $1M Penalty, October 2015: 
https://www.competitionbureau.gc.ca/eic/site/cb-bc.nsf/eng/03997.html
2 VISTA Evidence, Paragraph 9 and Attachment A. 
3 HVAC Coalition evidence, page 4 bottom and page 5. 
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d. the ready availability of alternative methods of collecting legitimate post-
contract charges4;  

VISTA’s view is that post-contract charges (as defined at paragraph 13.(b) of 
VISTA’s evidence) should simply not be permitted on the Enbridge bill. 

4 VISTA Evidence, Paragraph 26; HVAC Coalition Evidence, page 8. 
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VISTA CREDIT CORP. 

Response to Enbridge Gas Inc. #2 

Question:

Taking into account that currently most disputes are resolved without a charge being 
removed from the bill (see Staff Interrogatory #9(a)), please detail your expectation of 
what will happen with the number of OBA customers over the next four years if the 
proposal set out in your evidence is accepted and OBA charges are removed immediately 
when a customer disputes such charges. 

Response: 

If VISTA’s proposals are accepted and disputed charges can only continue on the 
Enbridge bill with express and contemporaneous customer agreement, all legitimate 
charges will continue to be billed to willing OBA customers. Whatever impact more 
consumer appropriate OBA practices will have on the number of OBA customers is not 
relevant (though in VISTA’s view more consumer friendly OBA practices should result in 
increased use of the OBA program by customers and competitive energy services 
providers). 
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VISTA CREDIT CORP. 

Response to Enbridge Gas Inc. #3 

Question: 

Please explain in detail your proposal for how a disputed OBA charge would be reinstated 
on the Enbridge Gas bill, including: 

(a) The role to be played by the customer and the Biller. 

(b) The manner in which instructions are to be conveyed to Enbridge Gas, so there is 
clarity that the customer and the Biller have reached consensus about the amount 
and duration of the re-instated charge(s). 

(c) How the proposal made is different from the current process, including (without 
limitation) any changes to the current authorized agent practice and procedures. 

(d) How the Biller fees will be adjusted to account for the extra administration required 
by Enbridge Gas. 

Response: 

(a) In the case of a disputed OBA charge, reinstatement of the charge on the Enbridge 
bill would require that the customer provide to the biller, in writing (which could 
include an electronically equivalent process), acknowledgement that the customer 
has agreed to the named biller reinstating the identified charge on the Enbridge 
bill. Please see paragraph 14 of VISTA’s evidence for definition of what VISTA 
means by “contemporaneous authorization” from the customer.

(b) The biller would have to provide Enbridge Gas with a copy of the authorization (i.e. 
an electronic file) at the same time as the biller submits the reinstatement request, 
and ideally Enbridge Gas would develop a process to verify the customer 
authorization provided (i.e. open the file and confirm the agreed to charge 
particulars) prior to reinstating the charge. 

(c) The current process does not require that contemporaneous customer 
authorization for reinstatement of charges be provided to Enbridge Gas. 

(d) It is not clear to VISTA how a process amended as it suggests would add cost to 
the administration of the OBA. VISTA’s proposed amended process would 
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preclude multiple additions and removals of charges and reinstitution of customer 
disputes, and could reduce OBA administration costs.  

In any event, VISTA assumes that Enbridge Gas will bring forward information at 
the upcoming OBA renegotiation to support any increased costs claimed to result 
from OBA process changes directed by the Board in this proceeding, and also 
assumes that substantiated costs would be recovered in charges to OBA billers. 
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VISTA CREDIT CORP. 

Response to Enbridge Gas Inc. #4 

Question:

Please provide details of the end of contract charges to be paid when a Vista Credit rental 
customer opts to end their rental contract for a water heater or HVAC product before the 
end of the rental contract term. Please include details of all such charges, whether they 
are referred to as termination fees, exit fees, buy-out or something different. 

(a) Please confirm whether, under your proposal, any of these charges can be 
included on the Enbridge Gas bill. 

Response: 

(a) End of contract charges under VISTA administered rental agreements would be 
buy-outs.  

It is confirmed that under VISTA’s proposal these types of charges would not be 
eligible for inclusion on the Enbridge Gas bill. As stated in VISTA’s evidence 
(paragraph 26), VISTA has found that if a customer agrees as to the legitimacy of 
post-contract charges they are generally willing to make arrangements either to 
place such charges on their credit card, provide an electronic funds transfer, or 
send a cheque. VISTA can easily accommodate these payment methods. 
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VISTA CREDIT CORP. 

Response to VECC #1 

Questions:

(a) Please provide a description of the nature of Vista’s business with HVAC 
contractors. Specifically, the percentage in terms of the total retail customers it 
serves who use Vista’s financing services for: 

 Water tank rentals 

 Other equipment/appliance rentals 

 Warranties 

 Other financed contractor services (please describe most common) 

Response: 

(a) VISTA works in partnerships with HVAC contractors to offer contract administration 
services, and financing and rental options, for smaller contractors. These services 
allow VISTA’s partners to compete with the products and services offered by the 
large incumbent providers. VISTA agreements are co-branded with the HVAC 
contractor and the customer contacts the contractor directly for any equipment 
service issues. VISTA acquires signed contracts from its contractor partners and 
undertakes the billing and collection activities and other contract administration 
activities (financing and rental arrangements, for example), including engagement 
with the OBA program. 

With regards to the breakdown of our HVAC business, it has varied over the years 
and we consider the specific breakdown as of now commercially sensitive; 
however, the trend over the last five years has been a decline in the origination of 
water heater rentals relative to other HVAC rentals and financing. 

VISTA’s business in the HVAC market includes administration and billing of 
customer contracts for: 

 Water heater rentals 

 Furnace, air conditioner, heat pump and boiler rentals 
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 Financing of the purchase of these appliances (including equal payment 
plans and commercial financing) 

 Maintenance plans for HVAC appliances 



Filed: 2020-01-24 
EB-2018-0319 

VECC-2 
Page 1 of 2 

VISTA CREDIT CORP. 

Response to VECC #2 

Questions:

(a) Generally speaking, what portion of customers serviced by Vista would have been 
previous customers of another OBA biller? 

(b) What are the most common issues encountered when moving a retail customer 
from an existing service provider to a Vista service? 

Response: 

(a) With regards to the replacement water heater market, given that the two incumbent 
providers inherited monopoly positions through deregulation, and have purchased 
many major competitors (including hundreds of thousands of door to door 
originated customers) since that time, in nearly all cases a water heater 
replacement involves removing an Enercare or Reliance water heater. The 
balance of our business, including water heaters in new construction applications, 
does not involve replacing equipment provided by another OBA biller.

(b) The primary issues customers face when moving from a pre-existing rental to a 
VISTA administered rental involve the return of the rental water heating equipment 
to one of the two incumbent providers; Enercare or Reliance. These customers 
face one or more of the following circumstances: 

i. The incumbent provider refuses to accept the return of the old water heater. 

ii. The customer is charged an exit fee or buy-out on the Enbridge bill.  

iii. If disputing the exit fee or buy-out charge, and requesting a copy of the 
contract relied on by Enercare, the customer faces a $50 retrieval fee to 
produce their agreement or is referred to their home purchase agreement 
(see examples included as Attachment B to VISTA evidence). In many 
cases the incumbent provider cannot produce a contract in the customer’s 
name, or any contract at all. In many cases in which a contract is produced, 
the provisions of the Ontario Consumer Protection Act that were applicable 
at the time of contracting did not allow the charging of buy-out, termination 
or exit fees. 
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iv. A disputed charge is reintroduced by the incumbent provider following its 
removal and without the agreement of the customer (see examples included 
as Attachment B to VISTA evidence). 

v. The customer may be harassed by collection agencies for the buy-out 
amount, and the customer’s credit rating may be impacted by the collection 
activities. 
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VISTA CREDIT CORP. 

Response to VECC #3 

Questions:

(a) At page 6 of the evidence Vista discusses the situation of a contract held by a 
previous home owner. Based on Vista’s experience in transitioning customers of 
another (competing) OBA biller what portion of customers have signed contracts 
with their current provider? 

(b) When homes (houses, condos etc.) change ownership how are existing Vista OBA 
billed services transitioned?  

(c) In Vista’s experience when a customer sells/leaves an existing premise how do 
other OBA service providers transition their services to the customer? 

Response: 

(a) A significant portion of VISTA’s rental water heater customers did not have signed 
contracts with their previous provider.  

The rental water heater portfolios of the incumbents, Enercare and Reliance, 
originated from the regulated gas distributors (then Consumers Gas 
Company/Enbridge Gas Distribution and Union Gas). When water heater rentals 
were a utility service there were generally not contracts signed with end use 
customers. The relationships were between the utilities and new home builders, 
and end use customers automatically assumed the rental payments when they 
purchased their new home. 

After the utility rental water heater program was removed from regulation these 
legacy customers were provided with terms and conditions through mailings, but 
contracts were not signed. This practice seems to have continued until about 2010 
(considering the materials posted on Enercare’s website). 

As can be seen in the Enercare e-mail correspondence included in VISTA’s 
evidence as part of the five customer case examples, Enercare (and our 
experience with Reliance is generally similar) relies on the contents of residential 
home purchase and sale agreements in asserting assignment of obligations for 
rental water heaters from home sellers to home buyers. Similarly, to VISTA’s 
knowledge, Enercare and Reliance rely on the purchase and sale agreements 
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between the new home builders and customers in asserting customer obligations 
for rental water heaters. In these circumstances, from what VISTA sees, terms and 
conditions, sometimes in the form of a pamphlet, are mailed or delivered to the 
customer after the fact, or often the customer may simply be referred to a website 
where terms and conditions are posted. VISTA competes with Enercare and 
Reliance in the new construction market, and the transactional ease of providing 
new home buyers with pamphlets after the fact rather than additional documents 
for signature is a sales feature that we have been told by builders is emphasized 
by these incumbents.  

(b) When VISTA’s HVAC contractor partners signs a new VISTA rental customer the 
customer receives a welcome letter which clearly states the need for an 
assignment agreement for their rental appliance if their home is later sold. When 
there is a change in home ownership by a VISTA customer, VISTA deals with the 
seller’s and purchaser’s lawyers, usually before closing, and obtains a written 
assignment agreement transferring the rental to the new homeowner. 

(c) Please see response to part (a). 
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VISTA CREDIT CORP. 

Response to VECC #4 

Questions:

(a) In Vista’s experience do any of these customers have signed contracts with the 
current provider Enercare?  

(b) What is Vista’s position with respect to customers who have Consumer Gas legacy 
(i.e. pre 2002) water tank rentals. Specifically, does Vista provide advice to legacy 
rental customers seeking to change providers? 

Response: 

(a) None of the customers included in the example cases provided in VISTA’s 
evidence had signed contracts with the third party biller seeking to recover post-
contract charges from them. 

(b) VISTA does not provide advice to customers seeking to change rental providers 
regarding contract or other legal obligations. VISTA will assist customers in the 
event of a dispute between the customer and another third party biller, as reflected 
in the example case materials included with VISTA’s evidence. In each of those 
cases it was determined through inquiries made by VISTA that either; 

i. the customer involved did not execute any agreement with the third party 
biller claiming entitlement to post-contract charges; or 

ii. when the contracts in issue were entered into the Ontario Consumer 
Protection Act precluded buy-out charges. 
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VISTA CREDIT CORP. 

Response to Energy Probe #1 

Reference: VISTA Evidence, page 1.

Preamble:  

Vista Credit Corp. (VISTA) is a service finance company. VISTA is Ontario’s leading 
provider of finance and rental program administrative services to independent heating, 
ventilation and air conditioning (HVAC) contractors across Ontario. 

Questions:

(a) Does VISTA provide finance and rental program administrative services to 
independent electricity HVAC contractors? If the answer is yes, please describe 
the services. If the answer is no, please describe why not. 

(b) To the best of VISTA’s knowledge, please describe the market for residential 
electricity energy services in Ontario electricity distribution sector, including rental 
of electric water heaters, billing practices, use of electricity distributors billing and 
collection services by energy service providers, penalties and termination charges. 
Please contrast it to similar services in the gas distribution sector. 

Response: 

(a) Yes. The contractors we deal with often install both gas equipment and electric 
equipment such as electric water heaters, air source heat pumps and, in some 
cases, ground source heat pumps. 

(b) Rental of electric water heaters is not nearly as prevalent as rental of gas water 
heaters. There are far fewer customers in Ontario who heat water with electricity 
than customers who heat water with gas. The extensive gas water heater rental 
market is unique to Ontario, resulting from the (then) Consumers Gas Company 
regulator sanctioned load building program commencing in the 1950s. Consumers 
Gas developed relationships with new home builders under which rental tanks 
were provided by Consumers Gas for installation in new homes. Over time, most 
homes in Ontario came to have utility rental gas water heaters, and competitive 
residential gas water heater providers essentially disappeared. 
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When the rental water heater programs were removed from the regulated gas 
distributor, the successor affiliate inherited the customer relationships that went 
with these rentals, and in Enbridge’s case an exclusive spot on the utility bill.  

VISTA does not believe that any of Ontario’s electricity distributors offer third party 
billing programs like the OBA. As outlined in HVAC Coalition’s evidence, the OBA 
program resulted from a unique circumstance in which Enbridge Gas’ predecessor 
provided an exclusive billing arrangement to its one time affiliate, which affiliate in 
turn had a 95% plus market share in residential natural gas water heaters in the 
Enbridge franchise territory as successor to the water heater rental program run 
for decades by the regulated gas distribution utility. That incumbent gas energy 
services position resulting from regulated utility rental water heater customer 
relationships has since devolved on Enercare (in the previous Enbridge Gas 
Distribution service territory). Reliance inherited a similar position in the previous 
Union Gas Distribution service territory. 
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VISTA CREDIT CORP. 

Response to Energy Probe #2 

Reference: VISTA Evidence, page 2. 

Preamble: 

VISTA supports the continuation of the OBA program. It is VISTA’s belief, informed by 
having participated in the competitive HVAC services market prior to, during, and since, 
introduction of the OBA program, that OBA has enhanced competition in the market for 
energy services where it is available. This enhanced competition has benefited VISTA, 
its hundreds of HVAC contractor partners, and the thousands of energy services 
customers that together we serve.

Questions:

(a) Please confirm that OBA program was and is only available in the legacy Enbridge 
Gas Distribution franchise areas of Ontario.  

(b) Does VISTA provide services in parts of Ontario that are within the franchise of 
legacy Enbridge Gas Distribution? If the answer is yes, please list the services 
offered and areas of Ontario, and the billing methods used by VISTA’s clients. 

(c) Does VISTA have any information that compares competition in the market for 
energy services between areas of Ontario where OBA is available and where it is 
not available? If the answer is yes, please file it. If the answer is no, please explain 
why not. 

Response: 

(a) Not confirmed. The OBA program does provide billing services for areas outside 
of the legacy Enbridge Gas Distribution territory. However, these are stand-alone 
bills which do not include any utility charges and are considerably more expensive 
for the biller to use. 

(b) Yes. VISTA offers services to HVAC contractor partners throughout Ontario, 
including in the legacy Enbridge Gas Distribution service territory. Please see 
VISTA’s response to EP-1 VECC-1 for a description of the services provided by 
VISTA. Billing within Enbridge Gas Distribution territory is predominantly done 
through the OBA program, but in some cases is by way of pre-authorized payment. 
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(c) VISTA has not conducted or commissioned any empirical analysis of competition 
in the provision of energy services in areas where the OBA program is available 
as compared to areas where it is not available. VISTA’s experience is that there is 
more open competition in the market for residential and small commercial energy 
services customers in areas where the Enbridge OBA program is available than in 
legacy Union Gas service territory where there is no OBA program available 
(neither when the areas were serviced by Union Gas nor now). The ability to bill 
customers on their Enbridge gas bill, like the incumbent does, makes for an easier 
transition for customers who want to switch to a non-incumbent provider. 
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VISTA CREDIT CORP. 

Response to Energy Probe #3 

Reference: VISTA Evidence, page 3. 

Preamble:

An Enbridge report on third party billing customer research from 2011 (Attachment A to 
this evidence) confirms VISTA’s view that customers;   

(a) clearly (87%) prefer to have their energy services charges consolidated on one 
bill; and   

(b) agree (63%) that the availability of such consolidation impacts their buying or 
renting decisions. 

Questions:

(a) Please provide VISTA’s interpretation of the result that 63% of the customers who 
responded to the survey would be influenced in the choice of the energy services 
provider by the ability of such provider to use the Enbridge bill. Please discuss the 
impact of this influence on competition for energy services. 

(b) Does VISTA have any information on how much customers are willing to pay for a 
consolidated bill? If the answer is yes, please provide the information. 

Response: 

(a) VISTA’s interpretation of the result that 63% of customers would be influenced in 
the choice of energy service provider by the ability of such provider to use the 
Enbridge bill is that many customers prefer to consolidate their regular charges on 
fewer separate bills. Accordingly, HVAC contractors who can put recurring energy 
services customer charges on the Enbridge bill have a better chance of obtaining 
those customers than those who cannot. In a context in which Enercare’s 
predecessor company had an exclusive position on the bill, and that position is 
now no longer exclusive, the impact of the OBA has been to promote greater 
competition in the provision of competitive energy services in general, and rental 
water heaters in particular.

(b) No, VISTA does not have the requested information. 
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VISTA notes that customers don’t pay for a consolidated (i.e. Enbridge Gas plus 
third party charges) bill. Billers do. Customers pay less for their regulated services 
gas bill than they would without the OBA program.  

VISTA does not believe that customers would pay appreciably more for a good or 
service by virtue of the fact that payment therefore can be made through the 
Enbridge bill, but VISTA does believe that customers may prefer to pay a service 
provider who can offer them such consolidated billing. VISTA does not charge a 
premium to customers that elect to be billed on the Enbridge bill.
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VISTA CREDIT CORP. 

Response to Energy Probe #4 

Reference: VISTA Evidence, pages 6 and 7. 

Preamble:

The rental contract provided by the biller to justify the charges was not with the customer 
disputing the charges, but rather with a previous owner of the premises.  

Questions:

(a) Based on VISTA’s experience does Enercare have signed contracts with all water 
heater rental customers? 

(b) Please file any Enercare water heater rental contracts that VISTA obtained in its 
dispute resolution work on the cases referred to in evidence, pages 6 and 7, 
redacting confidential information. 

Response: 

(a) No. Please see VISTA response to VECC-3. 

(b) Please see attached. These documents have been labelled to correspond with the 
relevant case cited in VISTA’s evidence. Confidential information (information 
personal to the customer or which could permit identification of the customer) has 
been redacted, as requested. Please note that no contract was provided to VISTA 
in respect of Case C. 



EP-4, Attachments, Page 1 of 11



EP-4, Attachments, Page 2 of 11



EP-4, Attachments, Page 3 of 11



EP-4, Attachments, Page 4 of 11



EP-4, Attachments, Page 5 of 11



EP-4, Attachments, Page 6 of 11



EP-4, Attachments, Page 7 of 11



EP-4, Attachments, Page 8 of 11



EP-4, Attachments, Page 9 of 11



EP-4, Attachments, Page 10 of 11



EP-4, Attachments, Page 11 of 11


	STAFF-1
	STAFF-2
	STAFF-3
	STAFF-4
	EGI-1
	EGI-2
	EGI-3
	EGI-4
	VECC-1
	VECC-2
	VECC-3
	VECC-4
	EP-1
	EP-2
	EP-3
	EP-4
	EP-4 Attachment, Case A
	EP-4 Attachment, Case B
	EP-4 Attachment, Case D
	EP-4 Attachment, Case E



