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October 6, 2022 
 
 
 
Commercial Energy Consumers Association of British Columbia 
c/o  Owen Bird Law Corporation 
P.O. Box 49130 
Three Bentall Centre 
2900 – 595 Burrard Street 
Vancouver, BC 
V7X 1J5 
 
Attention:  Mr. Christopher P. Weafer 
 
Dear Mr. Weafer: 
 
Re: FortisBC Inc. (FBC) 

Annual Review for 2023 Rates (Application) 

Response to the Commercial Energy Consumers Association of British 
Columbia (CEC) Information Request (IR) No. 1 

 
On August 5, 2022, FBC filed the Application referenced above.  In accordance with the 
regulatory timetable established in British Columbia Utilities Commission Order G-193-22 for 
the review of the Application, FBC respectfully submits the attached response to CEC IR No. 
1. 
 
For convenience and efficiency, if FBC has provided an internet address for referenced 
reports instead of attaching the documents to its IR responses.  FBC intends for the 
referenced documents to form part of its IR responses and the evidentiary record in this 
proceeding. 
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If further information is required, please contact the undersigned. 
 
Sincerely, 
 
FORTISBC INC. 
 
 
Original signed:  
 

 Diane Roy 
 
 
Attachments 
 
cc (email only): Commission Secretary 
 Registered Parties  
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1. Reference:   Exhibit B-2, page 10 1 

 2 

1.1 Please confirm that the I-Factor is not expected to be significantly different based 3 

on the information in the Evidentiary Update. 4 

  5 

Response: 6 

FBC clarifies that it is not intending to file an Evidentiary Update at this time. However, FBC 7 

confirms that based on the CPI and AWE-BC data currently available, the revised I-Factor would 8 

change to 4.336 percent and would not have a material impact on the proposed rate increase 9 

included in the Application. FBC will include the most up-to-date CPI and AWE-BC data in the 10 

Compliance Filing which will be filed subsequent to the BCUC’s decision on the 2023 Annual 11 

Review. Please also refer to the response to BCOAPO IR1 5.2. 12 

 13 

 14 

 15 

1.2 Please explain whether or not the AWE-BC inflation data is consistent with FBC’s 16 

own average weekly earnings inflation, and please quantify any significant 17 

differences.  18 

  19 

Response: 20 

Please see the table below comparing the FBC IBEW and MoveUP union labour rate increases 21 

to the AWE-BC index for 2022. The amount and timing of when labour inflation is experienced by 22 

FBC will be influenced by when the various collective agreements expire. For example, MoveUP 23 

CS is not included in the table below as the existing MoveUP CS collective agreement expired in 24 

2021 and a new agreement has not yet been reached; thus the impact on 2022 wage inflation is 25 

unknown. 2023 is also excluded as new agreements are not currently in place for all three 26 

bargaining units.  27 
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 1 

While the current AWE-BC trend may not be reflective of the wage increases being experienced 2 

by FBC at a point in time, FBC expects that over time the higher AWE-BC trend will continue to 3 

reverse.  The levelling-off of the AWE-BC data can be seen to some extent when comparing the 4 

AWE-BC inflation data used in the 2022 Annual Review of 6.455 percent, to the AWE-BC inflation 5 

data used in the 2023 Annual Review of 4.235 percent.   6 

Further, the I-Factor used for determining FBC’s index-based O&M funding consists of both the 7 

AWE-BC for labour and the CPI-BC for non-labour.  In contrast to the AWE-BC, the CPI-BC used 8 

for the 2023 Formula O&M is lower than the current CPI, and not necessarily reflective of the 9 

more recent inflationary pressures seen in the broad economy.  A recent news release from 10 

Statistics Canada1 (reproduced below) reports the August 2022 CPI at about 7 percent. In 11 

contrast, the calculated CPI for 2023 in the Application is 4.940 percent.  12 

 13 

The AWE-BC and CPI-BC data used in the Application are based on the approved data from 14 

Statistics Canada and remain a valid and objective measure of the economy-wide labour inflation 15 

in BC, despite some lag in the timing of when they are incorporated in rates. FBC considers that 16 

there is no evidentiary basis on which to deviate from the approved method for calculating the 17 

Inflation Factor (I-Factor) during the MRP term. 18 

  19 

 
1  The Daily — Consumer Price Index, August 2022 (statcan.gc.ca). 

2022

IBEW 2.250%

MoveUP 2.000%

MoveUP CS n/a

BC AWE 6.455%

https://www150.statcan.gc.ca/n1/daily-quotidien/220920/dq220920a-eng.htm?HPA=1
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2. Reference:   Exhibit B-2, Appendix A2, page 6 1 

 2 

2.1 Please explain why the customer additions are expected to increase by nearly 900 3 

customers in 2022 and explain what caused the decline in 2021. 4 

  5 

Response: 6 

FBC cannot definitively explain the cause of the decline in 2021 customer additions from prior 7 

years, as it is the result of many factors that can be both compounding and offsetting.  Customer 8 

additions comprise various activities such as new customer attachments, move-ins, move-outs 9 

and vacancies (disconnects and non-disconnects). FBC notes 2021 was in the midst of the 10 

COVID-19 pandemic with various lock-downs, including travel restrictions within the Province, 11 

which may have contributed to lower growth in customer additions in 2021.   12 

For further discussion of the increase in residential customer additions, please refer to the 13 

responses to the BCOAPO IR1 10 series. 14 

 15 

 16 

 17 

2.2 Please provide FBC’s customer additions to date for 2022.   18 

  19 
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Response: 1 

As of August 31 2022, FBC’s customer additions were 1,604.  Based on planning for the rest of 2 

the year, FBC expects the actuals will continue to trend towards the total projected additions of 3 

3,031 in 2022 as shown in the tables of the preamble above.  4 

  5 
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3. Reference:   Exhibit B-2, pages 15- 16 and Appendix A2, page 8 1 

  2 

  3 

 4 

3.1 Please provide the DSM savings by year from 2017-2022, broken down by rate 5 

class, with losses as shown in Table 3-1 of the Application. 6 

  7 

Response: 8 

FBC cannot provide the historical DSM savings broken down by rate class as shown in Table 3-9 

1 for the reasons discussed in the response to BCUC IR1 3.1.  Instead, the DSM savings broken 10 

down by DSM program area from 2017-2022, with losses, are shown in the table below. 11 

Incremental DSM Savings (GWh) 

Program Area 2017 2018 2019 2020 2021 2022 

Residential  (10.2)   (5.2)   (6.5)   (7.2)   (7.9)   (6.4)  

Low Income  (0.7)   (0.7)   (1.3)   (0.8)   (0.7)   (0.8)  

Commercial  (16.1)   (23.9)   (15)   (11.2)   (12.3)   (14.0)  

Industrial  (0.9)   (1.6)   (3.0)   (6.8)   (8.7)   (8.9)  

Net  (27.8)   (31.4)   (25.8)   (25.9)   (29.7)   (30.2)  

Losses  (2.1)   (2.4)   (2.0)   (2.0)   (2.3)   (2.3)  

Gross Load  (30.0)   (33.8)   (27.8)   (27.9)   (31.9)   (32.5)  
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FBC notes the 2022 values shown in the above table are forecast as of August 2022 and are 1 

therefore more up-to-date than the 28 GWh value shown in Section 5.3 of Appendix A2 to the 2 

Application.  3 

 4 

 5 

 6 

3.2 Please explain why the Incremental DSM savings are expected to more than 7 

double between 2022S and 2023F, and please explain key changes occurring in 8 

any of the rate classes. 9 

  10 

Response: 11 

For clarity, as discussed in Section 3.3 of the Application, DSM savings that are already 12 

embedded in historical loads are up to and including 2021 only. As such, the DSM savings for 13 

2022S and 2023F shown in the table in Section 5.3 of Appendix A2, as referenced in the preamble 14 

above, are incremental to the 2021 actuals only. The incremental DSM savings for 2022S when 15 

compared to 2021 Actual would be approximately 28.7 GWh while the incremental DSM savings 16 

for 2023F when compared to 2021 Actual would be approximately 55.9 GWh, which includes the 17 

28.7 GWh2 from 2022S and the 27.2 GWh from 2023F.  Please also refer to the responses to 18 

BCUC IR1 3.1 and 3.3. 19 

  20 

 
2  FBC notes there is a rounding difference in Appendix A2 showing the 2022 incremental DSM savings to be 28 GWh. 
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4. Reference:   Exhibit B-2, page 15 and page 17 1 

  2 

 3 

  4 

4.1 Please explain how the Seed data is calculated, if not using partial 2022 data. 5 

  6 

Response: 7 

The 2022 Seed (2022S) forecast is an update to the 2022 Approved forecast using the more 8 

recent full year of 2021 Actual data.  The 2022 Approved forecast which was included in the 2022 9 

Annual Review was completed in mid-2021 and included actual data up to 2020, whereas the 10 

2022S forecast included in this Application was completed in mid-2022 and includes actual data 11 

up to 2021. 12 

The methods for the 2022 Approved, 2022S and 2023F are identical.  The 2022S forecast can be 13 

thought of as a “bridge” between the 2021 Actual and the 2023F which takes advantage of the 14 
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more recent 2021 actual data to update the 2022 Approved forecast as well as projecting forward 1 

to 2023.    2 

Incorporating mid-year actuals into the seed forecast can lead to poor results because of timing 3 

issues. Housing projects completed just before or just after the mid-year data cut-off date are 4 

expected to skew the year-end totals, as well as any forecast based off of those totals. For 5 

example, assuming the residential customer additions are typically 1,500 per year, if a housing 6 

project with 1,000 new customers were completed right before the cut-off date of May 1 for mid-7 

year actuals, then based on 1,000 new customers in five months at the same growth rate, the 8 

forecast for the full year would have been 2,400 customer additions and well above the normal 9 

1,500 additions per year.  Such timing issues could be expected to occur randomly which could 10 

offset or compound one another each year, resulting in larger future variances. Therefore, FBC’s 11 

current forecasting method using final year-end actual data provides more consistency and 12 

stability. 13 

FBC also notes that, as shown in Table 12-2 of the Application, any variance between the actual 14 

and forecast revenue will be captured in the Flow-through deferral account and returned 15 

to/recovered from customers in subsequent years.  Given this mechanism for keeping customers 16 

whole and the potential increased inaccuracy of forecasting results discussed above, FBC 17 

considers the current method for forecasting to be the most appropriate.  18 

 19 

 20 

 21 

4.2 Please elaborate on why FBC is not able to use partial year data and correct for 22 

the remainder of the year using historical data.  23 

  24 

Response: 25 

Please refer to the response to CEC IR1 4.1. 26 

  27 
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5. Reference:   Exhibit B-2, page 19 1 

 2 

5.1 Please provide FBC’s views as to the reasons for the ongoing decline in UPC. 3 

  4 

Response: 5 

Based solely on the regression on current DSM savings as shown in Section 5.3 of Appendix A2 6 

of the Application, FBC expects UPC to decline by approximately two percent per year on average 7 

over the next five years. However, FBC notes there are many factors, which could be both 8 

compounding and offsetting, that impact residential UPC in a given year.  Therefore, FBC cannot 9 

identify the factors with certainty that contributed to the decline.  Besides FBC’s DSM efforts, other 10 

factors might include customer behavior, new technologies, and increased appliance efficiency, 11 

as well as various conservation measures taken by the individual customers outside of FBC’s 12 

DSM programs. 13 

Additionally, while FBC expects the UPC to decline over the next five years, this decline could be 14 

offset by an increase in the number or type of appliances used in a home (e.g., heat pumps) as 15 

well as the potential for significant EV home charging in the near future.  16 

 17 

 18 

 19 

5.2 How, if at all, has FBC accounted for potential increases in load due to the rise of 20 

EV charging at home? 21 

  22 



FortisBC Inc. (FBC or the Company) 

Annual Review for 2023 Rates (Application) 

Submission Date: 

October 6, 2022 

Response to Commercial Energy Consumers Association of British Columbia (CEC) 
Information Request (IR) No. 1 

Page 10 

 

Response: 1 

As explained in Appendix A3 of the Application, the residential UPC is forecast based on a 10-2 

year historical trend of annual UPCs from 2012 to 2021; therefore, any EV home charging 3 

included in the actual results up to 2021 would be reflected in the residential UPC forecasts for 4 

2023.  FBC notes the forecast is completed on an annual basis, such that any growth in EV home 5 

charging going forward will be reflected in the 10-year historical trend of actual UPCs in the future 6 

forecasts of residential UPC.   7 

 8 

 9 

 10 

5.3 Does FBC expect that the UPC will continue to decline over the next 5 years, and 11 

if so, by what %? 12 

  13 

Response: 14 

Please refer to the response to CEC IR1 5.1. 15 

  16 
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6. Reference:   Exhibit B-2, page 21 and page 22 1 

  2 

  3 

 4 
6.1 Please provide the total % Wholesale Load that responded with their forecast load 5 

projection.  6 

  7 

Response: 8 

Five out of the six wholesale customers responded with their forecast load projections which 9 

represented 94 percent of the actual 2021 normalized wholesale load.  10 

 11 

 12 

 13 

6.2 Please breakdown the load by wholesale Customer. 14 

  15 

Response: 16 

The normalized after-savings wholesale load broken down by customer is provided in Appendix 17 

A2, Section 5.2 of the Application, and has been copied below for ease of reference. FBC notes 18 

that there was a minor typographical error in Section 5.2 in which the column “2021S” should 19 

have been labelled “2022S” and the column “2022F” should have been labelled “2023F”. This has 20 

been corrected in the table below and has no impact on the results in the table or the Application.  21 

 22 
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 1 

 2 

 3 

6.3 Please identify any customers other than the City of Penticton, the District of 4 

Summerland, and the City of Nelson that FBC did not meet with, and please 5 

identify the proportion of load typically associated with those customers.   6 

  7 

Response: 8 

FBC clarifies that it did meet with the City of Penticton, the District of Summerland and the City of 9 

Nelson. 10 

FBC did not meet with the City of Grand Forks which accounts for an average of 40 GWh or six 11 

percent of the wholesale load over the past 10 years. FBC also did not meet with BC Hydro who 12 

owns Kingsgate and Lardeau which accounts for an average of 10 GWh or two percent of the 13 

wholesale load over the past 10 years. FBC notes that the BC Hydro load has also been very 14 

consistent as shown in the table above. 15 

 16 

 17 

 18 

6.4 What practices will be in place to evaluate the workshops, and whether they are 19 

resulting in improved forecasting? 20 

  21 

Response: 22 

As explained in the Application (and included in the preamble to this IR), both FBC and the 23 

Cities/District found the workshops to be informative and productive, and FBC intends to continue 24 

to conduct these workshops on an annual basis in the future. FBC expects that the results of the 25 

most recent forecasting year will be discussed at next year’s workshop and that the Company 26 

and the wholesale customers will continue to discuss forecasting methods and approaches with 27 

the goal of improving understanding and sharing knowledge.  28 

As demonstrated in Section 6.2 of Appendix A2 to the Application, the average wholesale 29 

customer class forecast variance from 2016 through 2021 was very low at -1.8 percent. While the 30 

intent of the workshop presentations and the sharing of tools and techniques was to assist 31 

wholesale customers with their forecasting, with such a low average variance already being 32 

experienced, FBC cannot provide any certainty that the methods presented will improve the 33 

forecast results. However, where wholesale customers do feel that a different technique could 34 

improve their results, FBC recommends that these changes be tested over time and only 35 

implemented after careful consideration. If and when such changes are made, the goal would be 36 

that the already low forecast variance would be further reduced. 37 

  38 
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7. Reference:   Exhibit B-2, page 22 1 

   2 

 3 
7.1 On the above Figure, please provide FBC’s Industrial load for January 1 to 4 

September 15, for each year including 2022.   5 

  6 
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Response: 1 

FBC is unable to provide half-month industrial load data because many of the industrial customer 2 

account meter reads are imported into FBC’s system on a monthly basis and include only monthly 3 

data. The figure below has been updated to include the industrial loads from January 1 to August 4 

31 from 2012 to 2022. 5 

Updated Figure 3-7: Including After-Savings Industrial Load from January 1 to August 31 (GWh) 6 

 7 

  8 
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8. Reference:   Exhibit B-2, page 25 and 26 1 

 2 

8.1 Please provide comparable data from other jurisdictions, if available.  3 

  4 

Response: 5 

The only readily available comparable loss rates are BC Hydro’s loss rates. FBC has calculated 6 

that the BC Hydro gross load loss rate is 9.20 percent (compared to FBC’s loss rate of 7.60 7 

percent)3 and the BC Hydro transmission loss rate is 6.28 percent (compared to FBC’s 8 

transmission loss rate of 2.86 percent).  9 

FBC losses are not directly comparable to many other jurisdictions due to the wheeling agreement 10 

with BC Hydro which makes FBC’s losses unique.  11 

 12 

 13 

 14 

8.2 Please explain what activities FBC undertakes to reduce losses. 15 

  16 

Response: 17 

FBC is actively trying to reduce losses caused by theft by partnering with Crime Stoppers. Losses 18 

are driven by the amount of power that flows over the Company’s system in addition to wheeling 19 

losses. As such, they are highly variable depending on actual generation levels and Company 20 

load. In general, as the Company upgrades its system, losses on that part of the system will tend 21 

 
3  The 9.20 percent was calculated by taking the average of the F2022 and F2023 Total System Losses (GWh) divided 

by the Total Gross System Requirements (GWh) from the BC Hydro 2021 Integrated Resource Plan, Exhibit B-1, 
Appendix G, Table G-1.   
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to decrease as a result of the upgrades, although FBC does not undertake infrastructure projects 1 

solely for the purpose of reducing losses.  2 

 3 

 4 

 5 

8.3 Please provide a ballpark estimate of the rate impact if FBC were able to reduce 6 

losses to 5% or 6%. 7 

  8 

Response: 9 

FBC has no reasonable basis to conclude that losses of 5 percent or 6 percent are realistic without 10 

significant system upgrades. FBC’s estimated losses of 7.6 percent are based on its Losses Study 11 

from 2019, as filed in its MRP Application.    12 

Please refer to Table 1 below for the changes in the calculated 2023 rate increase if FBC were 13 

to, for the purposes of setting the 2023 rates, reduce the estimate of losses to 5 percent or 6 14 

percent, instead of 7.6 percent of gross load (excluding company use), all else equal.  FBC notes 15 

that reducing the estimate of losses will reduce the forecast power purchase expense, thus 16 

reducing the rate impact for 2023. However, the analysis below does not include any capital 17 

investment to FBC’s infrastructure that would be necessary to reduce FBC’s system loss from the 18 

currently estimated level of 7.6 percent to 5 percent or 6 percent. The practical implications of 19 

reducing losses would be that FBC would need to undertake significant long-term system 20 

improvements which would offset any decreases in rates. 21 

Table 1: Changes to 2023 Rate Impact if Loss Rate is 5% or 6% 22 

 23 

FBC also notes that any variances between forecast and actual power supply costs are recorded 24 

in the Flow-through deferral account and returned to or recovered from customers in the 25 

subsequent year. 26 

  27 

Particular 5% Loss 6% Loss

7.6% Loss 

(As-Filed)

2023 Rate Increase 2.07% 2.80% 3.99%
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9. Reference:   Exhibit B-2, page 26 and 27 1 

 2 

   3 

9.1 Please explain why the winter peak seed year (2022) and Forecast year (2023) 4 

are significantly higher than 2022 approved, and higher than any other year in the 5 

last decade. 6 

  7 

Response: 8 

FBC clarifies that the historical winter peaks (dark blue bars) shown in Figure 3-11 are weather 9 

normalized so that non-weather-related peak load growth would be more apparent.  However, the 10 

peak forecasts for 2022S and 2023F are based on the average of actual peak data which would 11 

include the impacts of increased industrial loads in recent years, such as data centres. Please 12 

refer to the figure below which shows 10 years of actual winter peaks (i.e., not weather 13 

normalized) from 2012 to 2021 escalated by the annual energy load growth rates (i.e., green 14 

bars).  The average of the 10 years escalated actual winter peak was then used to forecast the 15 

2023 winter peak. FBC notes the winter peak is the maximum forecast between the months of 16 

November and February and is usually on one of the coldest days of the year. 17 



FortisBC Inc. (FBC or the Company) 

Annual Review for 2023 Rates (Application) 

Submission Date: 

October 6, 2022 

Response to Commercial Energy Consumers Association of British Columbia (CEC) 
Information Request (IR) No. 1 

Page 18 

 

 1 

  2 



FortisBC Inc. (FBC or the Company) 

Annual Review for 2023 Rates (Application) 

Submission Date: 

October 6, 2022 

Response to Commercial Energy Consumers Association of British Columbia (CEC) 
Information Request (IR) No. 1 

Page 19 

 

10. Reference:   Exhibit B-2, page 30 1 

 2 

10.1 Please explain where the costs associated with FBC-owned generation are 3 

accounted for. 4 

  5 

Response: 6 

FBC-owned generation assets are included as part of FBC’s rate base under the asset classes 7 

for Hydraulic Production Plant (Section 11 of the Application, Schedule 7, Lines 2 to 8).  Therefore, 8 

the cost of service of FBC-owned generation assets, including the depreciation, earned return, 9 

property tax, as well as the related O&M expense (which is funded under FBC’s formula O&M) 10 

are included in rates for all customers. 11 

  12 
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11. Reference:   Exhibit B-2, page 31 1 

 2 

11.1 Please confirm that FBC undertakes its best efforts to optimize the portfolio for the 3 

benefit of its ratepayers. 4 

11.1.1 If not confirmed, what if any changes could be made to improve the 5 

portfolio optimization activities? 6 

  7 

Response: 8 

FBC is actively pursuing available opportunities to optimize power supply and associated costs. 9 

FBC actively considers strategies to reduce power purchase expense as outlined in the Annual 10 

Electric Contracting Plan (AECP) filed annually with the BCUC and continues to evaluate whether 11 

additional measures could be taken to reduce power purchase expense without impacting 12 

reliability. If any such measures were identified, FBC would consider taking the necessary steps 13 

to implement them. FBC notes, however, that portfolio optimization is becoming increasingly 14 

challenging in the current high-priced, rapidly evolving environment. 15 

 16 

 17 

 18 
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11.2 Please elaborate on the ‘step-change’ to the regional electricity market, including 1 

quantification if possible.  2 

  3 

Response: 4 

The largest electricity trading hub in the Northwest is the Mid-Columbia River hub (Mid-C) which 5 

is located along the Columbia River on the border between Washington and Oregon.  Roughly 6 

half of FBC’s market purchases physically come from the US.  However, all of the market energy 7 

purchased under the Capacity and Energy Purchase and Sale Agreement (CEPSA) with Powerex 8 

Corp. (Powerex) is based on Mid-C prices. 9 

Prior to 2021, Mid-C prices in recent years have maintained normal year-over-year fluctuations 10 

and have generally been within a range of $20 to $35 USD per MWh. In 2021, Mid-C prices 11 

experienced an upward step change compared to previous years. Overall, hourly Mid-C prices 12 

averaged $40.40 USD per MWh, which is 63 percent higher than the average price of the 13 

preceding four years of $24.77 USD per MWh. This trend has continued so far in 2022 with prices 14 

continuing to exceed those seen in recent years. The table below shows the average hourly Mid-15 

C price by year from 2017 to 2021 as well as from January through August from 2017 to 2022.  16 

Table 1: Mid C Hourly Prices 2017 to 2022 YTD 17 

 18 

A similar trend is observed in the forward market. In comparison to previous years, there is a risk 19 

premium on summer prices that is increasing the forward market price for those months. The 20 

figure below illustrates the risk premium by comparing the off-peak forward curve prices from 21 

2019 to 2021. Each of the three blue lines represents the next 36 months of forward prices from 22 

March 16 of that year plotted against the BC Hydro 3808 PPA energy rate. This graph shows that 23 

relative to 2020 and 2021, the market is placing a much higher premium on summer energy and 24 

commanding higher prices in all months. Please also refer to the response to BCOAPO IR1 18.1. 25 

2017 2018 2019 2020 2021 2022

Annual Average 20.98 27.27 30.87 19.51 40.40 N/A

August YTD Average 19.08 21.96 30.14 16.23 35.37 46.35

$ USD Per MWh
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2020-2022 Mid-C Off Peak Forward Curves4 vs 2022-2024 BC Hydro 3808 PPA Energy Rate 1 

 2 

 3 

 4 

 5 

11.3 Please discuss the resource adequacy concerns and causes.  6 

  7 

Response: 8 

The Pacific Northwest region is facing an upcoming period of resource adequacy concerns, and 9 

price and reliability uncertainty. Natural gas fired-generation, increased renewable generation 10 

projects, and regional provincial and state developments are expected to change the region’s 11 

resource dynamics.  The regional power marketplace has recently been in an energy and capacity 12 

surplus due to hydropower and gas-fired combined-cycle power generation; however, due to coal 13 

plant retirements, lower hydro-generation, and greater summer demand, the Pacific Northwest is 14 

facing a potential shortfall in resources.  Capacity shortfalls could result in greater price volatility 15 

in the wholesale market and greater interdependency between natural gas and electricity markets, 16 

resulting in uncertainty and reliability risk. For further details on this topic, please refer to Section 17 

2.4 of FBC’s 2021 Long Term Electric Resource Plan (LTERP). 18 

  19 

 
4  The Intercontinental Exchange (ICE) price quotes in Figure 15 are for the Mid-C trading hub from trades dated on 

March 16 of 2020, 2021, and 2022 in U.S. dollars. To arrive at the rates in this graph, a transmission adder of $2 
USD was added to the ICE quote and the total converted to Canadian dollars at an assumed exchange rate of 1.25 
CAD/USD.   
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12. Reference:   Exhibit B-2, page 34 1 

 2 

12.1 Please provide the actuals for 2017-2021, and the Approved for 2022. 3 

  4 

Response: 5 

The table below shows the 2017 to 2021 Actual and 2022 Approved power purchase expense. 6 

 7 

  8 

Line Actual Actual Actual Actual Actual Approved

No. Description 2017 2018 2019 2020 2021 2022

1 Brilliant 39.358 39.618    $      41.848    $      41.507    $      41.014    $      41.841    $      

2 BC Hydro PPA 40.507 31.542            40.740            42.434            43.333            44.062            

3 Waneta Expansion 37.454 35.133            38.763            40.185            37.560            42.701            

4 Market and Contracted Purchases 16.768 18.137            17.168            15.887            26.453            15.102            

5 Sale of Surplus Power      -                 -             (0.577)                 -                 -                 -            

6 Independent Power Producers 0.083 0.084              0.063              0.057              0.069              0.073              

7 Self-Generators 0.101 0.049              0.059              0.176              0.000                   -            

8 CPA Balancing Pool  (1.049)             (0.684)            0.784               (1.109)            3.772              0.000              

9 Transmission Service Loss Recoveries      -                 -                 -                 -                 -                 -            

10 Special and Accounting Adjustments  (0.008)             (0.036)            0.154              0.218              0.271                   -            

11 Total 133.214    $     123.842    $     139.002    $     139.354    $     152.472    $     143.779    $     

12

13 Gross Load (GWh) 3,594              3,530              3,618              3,574              3,764              3,591              
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13. Reference:   Exhibit B-2, page 38 1 

 2 

13.1 Please provide the actuals for 2017-2021 inclusive. 3 

  4 

Response: 5 

Please refer to Table 1 below for the 2017 to 2021 Actual, 2022 Approved and Projected, and 6 

2023 Forecast Other Revenue.   7 

Table 1: Other Revenue ($ millions) 8 

 9 

  10 

Line Actual Actual Actual Actual Actual Approved Projected Forecast

No. Description 2017 2018 2019 2020 2021 2022 2022 2023

1 Apparatus and Facilities Rental 4.808       5.808       5.915       5.487       5.751       6.018       6.018       6.108       

2 Contract Revenue 1.915       1.939       2.076       2.426       3.283       2.277       2.750       2.367       

3 Transmission Access Revenue 1.190       1.111       1.054       1.520       1.533       1.771       1.788       1.834       

4 Interest Income 0.043       0.029       0.005       0.058       0.029       0.020       0.020       0.030       

5 Late Payment Charges 0.896       0.939       0.929       0.203       0.892       0.875       1.095       0.994       

6 Connection Charges 0.606       0.589       0.524       0.486       0.601       0.505       0.505       0.553       

7 EV Stations Carbon Credits -            -            -            -            -            -            0.625       -            

8 Other Recoveries 1.162       0.663       0.124       0.402       0.313       0.366       0.366       0.355       

9 Total Other Revenue 10.620$   11.078$   10.627$   10.582$   12.402$   11.832$   13.167$   12.241$   
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14. Reference:   Exhibit B-2, page 40 1 

 2 

 3 

14.1 Please explain the process for monetizing credits.  Is there a cost to the 4 

monetizing, and if so, is the $0.625 million a net figure? Please explain. 5 

  6 

Response: 7 

Before FBC can monetize any credit, the credit itself must be validated by the Ministry of Energy, 8 

Mines and Low Carbon Innovation under the British Columbia Low Carbon Fuel Standard (BC-9 

LCFS).  Once the credits are validated, FBC will solicit bids from prospective buyers.  FBC will 10 

then undergo negotiation and execute a contract with the successful bid, with the transaction 11 

subject to Ministry approval. Once the Ministry approves the transfer of the credit, the credit is 12 

monetized with the purchaser owing the transfer fee.   13 

As stated in Section 5.8 of the Application, the $0.625 million is based on 1,337 credits at an 14 

average market price of $467.32 from the Q1-2022 Market Report5 from the Ministry of Energy, 15 

Mines and Low Carbon Innovation.  Incremental costs associated with monetizing credits would 16 

be minimal. 17 

  18 

 
5  https://www2.gov.bc.ca/assets/gov/farming-natural-resources-and-industry/electricity-alternative-

energy/transportation/renewable-low-carbon-fuels/rlcf-017.pdf. 

https://www2.gov.bc.ca/assets/gov/farming-natural-resources-and-industry/electricity-alternative-energy/transportation/renewable-low-carbon-fuels/rlcf-017.pdf
https://www2.gov.bc.ca/assets/gov/farming-natural-resources-and-industry/electricity-alternative-energy/transportation/renewable-low-carbon-fuels/rlcf-017.pdf
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15. Reference:   Exhibit B-2, page 48 1 

 2 

15.1 Please explain what activities/processes FBC undertakes to ensure that costs 3 

associated with EV DCFC stations are kept to a minimum, and that value for 4 

spending is optimized. 5 

  6 

Response: 7 

FBC is part of many working groups across Canada and the United States who share learnings 8 

and best practices regarding new technology, industry development, and installation techniques 9 

for public charging infrastructure. FBC is responsibly growing its EV infrastructure by only adding 10 

stations where site usage warrants an additional station. FBC is committed to prudently managing 11 

the expenses by facilitating a competitive tender process for its EV DCFC O&M contracts. FBC 12 

is also reviewing other DCFC stations to ensure the most cost effective equipment is selected for 13 

future deployments. 14 

  15 



FortisBC Inc. (FBC or the Company) 

Annual Review for 2023 Rates (Application) 

Submission Date: 

October 6, 2022 

Response to Commercial Energy Consumers Association of British Columbia (CEC) 
Information Request (IR) No. 1 

Page 27 

 

16. Reference:   Exhibit B-2, page 49 1 

 2 

16.1 If the 2023 Forecast is based on the 2022 Projected, please explain why it is 3 

$0.085 million higher than 2022 Projected. 4 

  5 

Response: 6 

FBC notes that while the 2023 Forecast is based on and informed by the 2022 Projected activities 7 

and costs, FBC did not state in the Application that the costs would be equal. As explained in the 8 

Application (and included in the preamble to this IR), the 2022 Projected costs are related to 9 

FBC’s one-time efforts to become compliant with the AR13 standards, while the 2023 Forecast 10 

costs are related to the ongoing effort to maintain compliance going forward. FBC’s expectations 11 

for the level of costs and activities for 2023 and going forward are informed by the activities 12 

required to become compliant, which are being undertaken in 2022. Given that some of the 13 

activities and resulting costs will be different for maintaining compliance versus becoming 14 

compliant, it is reasonable to expect that the costs will differ somewhat between 2023 and 2022. 15 

  16 
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17. Reference:   Exhibit B-2, page 52 and 53  1 

    2 

 3 

 4 

17.1 Please explain when the supply chain issues, rising commodity prices and other 5 

inflationary pressures first began impacting FBC’s ability to execute on all of its 6 

planned capital projects and programs.  7 

  8 

Response: 9 

FBC started to experience supply chain issues as early as March 2020 which was at the early 10 

stage of the COVID-19 pandemic and which led to significant challenges related to international 11 

shipping, particularly into and out of Asia Pacific ports. Rising commodity prices and other 12 

inflationary pressures arose soon after. Initially, FBC was able to manage the inflationary pressure 13 

with the mitigation strategies discussed on page 58 of the Application; however, the increase 14 

started to become impactful in late 2020 with price increases continuing throughout 2021 and also 15 

into 2022.  FBC notes that its experiences generally align with the average escalation shown in 16 

the Wood Mackenzie Report provided in Appendix C1 of the Application.  It can be seen from the 17 
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Wood Mackenzie Report that the capital costs for transmission and distribution (T&D) 1 

experienced by electric utilities across North America began to increase sharply at around Q3 of 2 

2020 and continued into 2022. This is particularly evident with the material cost escalation for 3 

electric T&D capital which showed an average market increase of 50.5 percent between Q1 of 4 

2020 to Q1 of 2022.    5 

 6 

 7 

 8 

17.2 Has FBC undertaken project deferrals in order to meet, or be below its spending 9 

limitations? If yes, please provide a rundown of the projects that have been 10 

deferred, over what period of time they were deferred, and the associated 11 

spending. 12 

  13 

Response: 14 

In developing its detailed capital plans for 2020 through 2022, FBC has considered its annual 15 

budget when prioritizing capital spending. Please refer to the response to BCUC IR1 14.1 for 16 

further explanation of FBC’s prioritization and optimization process for capital planning. 17 

With regard to specific projects that have been deferred, FBC provided a list and description of 18 

all of its projects over $1 million which were planned to be undertaken during the MRP term and 19 

which have been undertaken or are planned to be undertaken in the remainder of the MRP term 20 

in Appendix C2 to the Application. Please also refer to the responses to the BCOAPO IR1 29 21 

series for further explanations of growth capital variances and the BCOAPO IR1 30 series for 22 

further explanations of sustainment capital variances. FBC did not defer any projects within the 23 

other capital category. 24 

 25 

 26 

 27 

17.3 Assuming FBC is successful in its application for increased funding, please explain 28 

whether or not FBC will have, at the end of 2024, entirely completed all of the 29 

capital projects and programs that were originally contemplated during the MRP 30 

proceeding. 31 

17.3.1 If no, please explain why not. 32 

  33 

Response: 34 

For the reasons described below, FBC will not have completed all of the projects and programs 35 

at the conclusion of the MRP term which were included in the Original 2020-2024 Forecasts in 36 

the MRP Application. This is to be expected with any five-year capital spending plan, as priorities 37 

change and new unanticipated projects are brought forward. 38 
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FBC has described in detail in Appendix C2 why certain projects which were originally 1 

contemplated in the MRP Application have been deferred and why others have been completed 2 

or are planned to be completed which were not contemplated at the time of the MRP Application. 3 

Examples of projects which were included in the MRP Application but have been delayed beyond 4 

the MRP term are the Summerland Transformer Replacement, the DG Bell Second Transformer 5 

Addition and the Kaleden Transformer Replacement. These projects have been deferred for 6 

reasons such as changes in load projections and the need to accommodate new, higher risk 7 

projects, including the Keremeos Second Transformer Addition. Other projects, such as the Duck 8 

Lake Second Transformer Addition, are forecast to commence during the MRP term but will not 9 

be completed until after the MRP term is over (see page 2 of Appendix C2). FBC prepares its 10 

forecasts for growth capital projects based on the expected demand for new customers and/or 11 

load growth; however, the timing of when the demand materializes can vary from what was 12 

expected. Additionally, factors such as land acquisition and third-party requests can result in 13 

projects being delayed or moved up. 14 

With regard to capital programs, many of the programs are ongoing; they were being undertaken 15 

prior to the MRP Application and they will continue to be undertaken subsequent to the MRP term. 16 

For example, and as explained in the MRP Application (page C-89), the Transmission Line 17 

Condition Assessment program is based on an eight-year cycle of inspecting and testing all of 18 

FBC’s transmission line facilities. Therefore, the program will continue on its eight-year cycles 19 

beyond the MRP term. Another example is the Transmission Urgent Repair program. This 20 

program allots annual capital funding to repair or replace components that are in poor condition 21 

and in danger of immediate failure due to weather, defective equipment, animal intrusions, 22 

vandalism, abnormal operating conditions, vehicle collision or other unexpected reasons that can 23 

cause outages or present risks. 24 

As outlined in Section C3.2 of the 2020-2024 MRP Application, FBC has implemented an Asset 25 

Investment Planning (AIP) process to support risk informed decision-making in capital planning. 26 

This process supports the creation of consistent, defendable and optimized decisions on which 27 

projects to invest growth and sustainment capital dollars. The foundation of the AIP tool is the 28 

value framework that is used to quantify the value, or the risk reduction, of potential investments. 29 

Investments are quantitatively valued through the value framework, and projects that provide the 30 

greater value, or greater risk reduction, are prioritized over projects that provide a lesser value or 31 

risk reduction. 32 

As explained in the response to BCOAPO IR1 1.1, FBC is seeking approval of the level of forecast 33 

growth, sustainment and other capital expenditures to be incorporated in rates for the years 2023 34 

and 2024 in this Application, rather than the approval of specific projects and programs.  Pursuant 35 

to section 45(2) of the Utilities Commission Act, FBC has a deemed CPCN for extensions to its 36 

system and does not require approval to proceed with specific projects or programs below the 37 

CPCN threshold set by the BCUC.   38 

 39 

 40 
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 1 

17.4 Please identify any and all projects contemplated in the MRS proceeding that will 2 

not be complete, and please quantify any spending that was expected to be 3 

undertaken but will not have been undertaken by 2024. 4 

  5 

Response: 6 

FBC confirms that the MRS requirements are being met. However, if this information request is 7 

intended to refer to the MRP proceeding, please refer to the responses to CEC IR1 17.2 and 17.3. 8 

  9 
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18. Reference:   Exhibit B-2, page 53 1 

 2 

  3 
18.1 Please provide details as to exactly which inflationary pressures are expected to 4 

result in a 19.8% increase in transmission growth in 2023 and why. 5 

18.1.1 Please explain if any of the increases in Transmission Growth are as a 6 

result of projects being deferred from earlier. 7 

  8 

Response: 9 

Please refer to the response to BCOAPO IR1 29.6. 10 

 11 

 12 

 13 

18.2 Please provide details as to exactly which inflationary pressures are expected to 14 

result in a 47.4% increase in Distribution growth in 2023 and why. 15 

18.2.1 Please explain if any of the increases in Distribution Growth are as a 16 

result of projects being deferred from earlier. 17 

  18 

Response: 19 

Please refer to the response to BCOAPO IR1 29.8. 20 

 21 

 22 

 23 

18.3 Please provide details as to exactly which inflationary pressures are expected to 24 

result in a 14% increase in New Connects in 2023, followed by another 8% in 2024, 25 

and please explain why. 26 
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18.3.1 Please explain if any of the increases in New Connects are as a result of 1 

projects being deferred from earlier. 2 

  3 

Response: 4 

Please refer to the response to BCOAPO IR1 29.1. 5 

  6 
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19. Reference:   Exhibit B-2, page 55 1 

 2 

 3 
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19.1 The CEC notes that FBC has been underspending the sustainment capital 1 

formulas for 2020-2022, even though it states it has been experiencing significant 2 

inflation during that period. Please explain how FBC was able to accomplish this.  3 

  4 

Response: 5 

Please refer to the response to BCOAPO IR1 30.1 for an explanation of the variances in 6 

sustainment capital for 2020 and 2021.  Please also refer to the response to BCOAPO IR1 30.2 7 

for a discussion of the variances between the Original 2022-2024 Forecasts and the 2022 8 

Projected and 2023 and 2024 Updated Forecasts. 9 

 10 

 11 

 12 

19.2 Why does FBC consider that it needs additional expenditures in 2024 when 13 

inflation is expected to decline in 2023 and 2024? 14 

  15 

Response: 16 

Although inflation is expected to be lower in 2023 and 2024 than the level seen in 2022, given the 17 

compounding effects of inflation, FBC is not expecting capital costs related to electric transmission 18 

and distribution will return to pre-2020 levels unless significant deflation in the global market 19 

occurs within the next couple of years (i.e., negative inflation).  FBC has no evidence that would 20 

support the assumption that capital costs would be returning to pre-2020 levels or that there will 21 

be significant deflation. FBC expects the capital costs for electric transmission and distribution will 22 

continue to grow which is supported by the market research information shown in the Wood 23 

Mackenzie Report included in Appendix C1 of the Application. Given that the Original 2023 and 24 

2024 Forecasts were based on costs from 2018/2019 plus an annual escalation of 2 percent, the 25 

Original Forecasts would not have included the significant inflationary pressures that FBC has 26 

experienced since 2020; as such, the additional increases for 2023 and 2024 are necessary.     27 

  28 
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20. Reference:   Exhibit B-2, page 58 1 

  2 

20.1 Please confirm or otherwise explain that FBC receives benefits from deferring 3 

projects and being underspent in certain years. 4 

  5 

Response: 6 

FBC does not defer projects in order to receive financial benefits. Under the approved MRP 7 

Earnings Sharing Mechanism, variances in regular capital spending (either over or under the 8 

approved forecasts) are shared 50/50 with customers. For the first two years of the MRP term 9 

(i.e., 2020 and 2021), FBC’s actual regular capital was very close to the approved amounts (i.e., 10 

actual capital spending was $1.842 million less than approved). For 2022, FBC is projecting that 11 

its capital spending will be higher than approved by $5.810 million.  Overall, spending over the 12 

first three years of the term is greater than allowed, meaning that FBC and customers have shared 13 

equally in the impacts of the greater spending through the earnings sharing mechanism, although 14 

the impact is relatively small given the small cumulative spending difference.   15 

The forecasts for regular sustainment, growth and other capital put forward and approved by the 16 

BCUC for 2020 to 2022 in the MRP Decision and Order G-166-20 were based on the best 17 
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information available to FBC at that time, including expectations of system load growth, inflation 1 

and third-party driven projects, among other assumptions. As explained in the Application, 2 

changes in these circumstances, including increased costs due to inflationary pressures and 3 

supply chain issues, and changes in system load growth and third-party requests, resulted in FBC 4 

deferring projects in some cases in the first three years of the MRP term. 5 

With regard to the Updated 2023 and 2024 Forecasts, FBC was directed in the MRP Decision 6 

and Order G-166-20 to file updated regular capital forecasts for these years as part of the 2023 7 

Annual Review, specifically in order to address the inherent uncertainties that were thought to 8 

exist in the forecasts put forth by FBC in the MRP Application. It was therefore anticipated by the 9 

BCUC that the 2023 and 2024 capital forecasts would change.  10 

 11 

 12 

 13 

20.2 Please confirm that deferring projects into later years, and seeking increased 14 

funding for those years, would result in FBC receiving financial benefits if it 15 

underspent in any of the years and having customers pay for the increased costs 16 

of the deferred projects. 17 

  18 

Response: 19 

Please refer to the response to CEC IR1 20.1. 20 

  21 
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21. Reference:   Exhibit B-2, page 65 1 

 2 

21.1 Why is there no change to the original total estimate if FBC was able to purchase 3 

software at a $0.065 million reduction to approved?  4 

  5 

Response: 6 

FBC did not purchase the software at a reduced cost. As explained in the Application (and 7 

provided in the preamble), FBC purchased some of the software in 2021 instead of 2022. 8 

Therefore, the 2022 Projected amount is less than the 2022 Approved amount by $0.065 million. 9 

However, the 2021 Actual was higher, reflecting the $0.065 million of software purchases. This is 10 

purely a timing difference, with the overall total capital cost of $0.935 million remaining the same 11 

($0.065 million in 2021 plus $0.870 million in 2022). 12 

  13 
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22. Reference:   Exhibit B-2, page 72 1 

  2 

22.1 Please provide a breakdown of the program by residential and commercial 3 

customers including number of customers, $ value of bill payment deferrals, $ 4 

value of collections received, and $ value of outstanding balances, and number of 5 

customers with outstanding balances.  6 

  7 

Response: 8 

Please refer to the tables below for a breakdown of the bill payment deferral program by customer 9 

class. 10 

Residential Customers 
 2020 
Actual  

 2021 
Actual  

 2022 
Projected  

Opening Balance ($ millions) - 0.487 0.004 

Additions 0.688 - - 

Repayments (0.201) (0.373) - 

Transfers - (0.110) (0.004) 

Ending Balance ($ millions) 0.487 0.004 - 

Total Number of Customers Enrolled6 2,302 2,297 2,297 

Number of Customers with Outstanding Balances at Year End 825 14 - 

 11 
 12 

 
6  The decrease in the Number of Customers Enrolled from 2020 to 2021 is a result of accounts with no balance 

outstanding or closed accounts at the time of enrollment. 
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Commercial Customers 
 2020 
Actual  

 2021 
Actual  

 2022 
Projected  

Opening Balance ($ millions) - 0.076 0.001 

Additions 0.115 - - 

Repayments (0.039) (0.071) - 

Transfers - (0.004) (0.001) 

Ending Balance ($ millions) 0.076 0.001 - 

Total Number of Customers Enrolled7 309 307 307 

Number of Customers with Outstanding Balances at Year End 86 1 - 

  1 

 
7  The decrease in the Number of Customers Enrolled from 2020 to 2021 is a result of accounts with no balance 

outstanding or closed accounts at the time of enrollment.   
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23. Reference:   Exhibit B-2, page 72 1 

 2 

23.1 How many small commercial customers participated in the Bill Credit program?  3 

  4 

Response: 5 

FBC received a total of 774 applications from small commercial customers to participate in the 6 

Bill Credit program. Of the total applications received, 682 customers met the application criteria 7 

and were enrolled in the program. 8 

  9 
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24. Reference:   Exhibit B-2, page 78 and 79 1 

      2 

 3 

 4 
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24.1 Please confirm or otherwise explain that when pointing out the signal of more rate 1 

hikes, FBC has essentially already factored the September rate hike into its 2 

assessments. 3 

  4 

Response: 5 

FBC utilized forecasts provided by Canadian Chartered banks in July 2022 with most banks 6 

pricing in the September rate hike. However, debt capital markets have been extremely volatile 7 

in 2022 and the interest rate forecasts have since changed, with most banks now forecasting one 8 

or more additional rate hikes by the end of 2022 compared to what was forecast in July and 9 

included in this Application. To demonstrate this, FBC has included below a comparison of the 3-10 

Month T-Bill Rate based on July versus September forecasts provided by Canadian Chartered 11 

Banks.  12 

 13 

 14 

FBC notes that the interest rate forecasts shown in the table above are at a point in time.  Any 15 

variances between forecast and actual interest rates will be captured in the Flow-through deferral 16 

account and will be recovered from/returned to customers in subsequent years. 17 

  18 

Per the 2023 Annual Review
1

Latest Forecast
2

Per the 2023 Annual Review
1

Latest Forecast
2

2022 2022 2023 2023

3-Month T-Bill Rate 3.08% 3.58% 3.14% 3.79%

Notes to Table:
1
 Average rate based on forecasts provided by Canadian Chartered Banks in July 2022 and included in FBC's 2023 Annual Review.

2
 Average rate based on the latest forecasts provided by Canadian Chartered Banks in September 2022.
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25. Reference:   Exhibit B-2, page 120 1 

 2 

25.1 Considering the significant increases in, and normalization of, video-conferencing 3 

that has occurred as a result of the pandemic, please explain whether or not FBC 4 

believes it can implement some or all of the cost reductions, such as reduced travel 5 

on a long-term basis. 6 

25.1.1 If yes, please provide ballpark estimates of the cost reductions that may 7 

be achieved.  8 

25.1.2 If no, please explain why not. 9 

  10 

Response: 11 

Please refer to the discussion of the productivity initiative “Technology Investments to Support 12 

Enhanced Communications” (page 4 of the Application) on how FBC expedited the use of the 13 

Microsoft Teams platform, introduced enhancements, and plans to invest in further enhancements 14 

to enable employees to productively work remotely. 15 

FBC views the Microsoft Teams platform as an important contributor to creating a productive work 16 

environment for its employees to complete their work, with the benefit of not requiring time away 17 

from the home office and lost productivity.  It was, and continues to be, a platform to reduce travel 18 

requirements for staff, providing options to meet in person less often, which enables continued 19 

savings on fuel costs, hotels, meals, and wear and tear on vehicles. 20 

At this time, FBC is not able to quantify any expected permanent lower employee costs as a result 21 

of using Microsoft Teams.  While there have been reduced costs to date with the adoption of the 22 

technology, FBC has recently been experiencing higher costs for employee travel due to high 23 

inflation, which may likely serve to offset some of the lower costs observed.  Also, FBC may be 24 

required to reprioritize some of the funding to help with managing other cost pressures that the 25 

Company may experience in other parts of its business. In accordance with the approved 26 

treatment under FBC’s 2020-2024 MRP, should there be any remaining cost reductions, these 27 

will be shared equally with customers through the Earnings Sharing Mechanism. 28 

  29 
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26. Reference:   Exhibit B-2, page 136 and 137 1 

 2 

 3 

     4 
26.1 Why does FBC expect that it lost more customer service reps than is usually 5 

experienced, and why is FBC continuing to face challenges recruiting and retaining 6 

newly-hired contact centre employees?  7 

26.1.1 What actions is FBC undertaking to ensure that high attrition rates revert 8 

to normal? 9 

  10 

Response: 11 

All employees exiting the Company are invited to participate in exit interviews.  Exit interviews are 12 

offered so that FBC may better understand if there are any trends behind the reasons given for 13 

the exits.  Based on the interviews conducted, the primary reason cited for leaving was family 14 

and/or personal change in circumstances.  15 

Specific actions that FBC has undertaken with respect to recruitment include an updated and 16 

simplified customer service representative job posting to highlight the role and benefits. In 17 

addition, the postings have been advertised on multiple online platforms to help improve 18 

attraction.  During the recruitment process, the Company highlights corporate values, culture and 19 

employee benefits. FortisBC also participates in various career fairs near customer service 20 

locations and encourages employee referral opportunities.  21 

With respect to retention, FortisBC Customer Service management encourages and supports 22 

celebration of various forms of recognition including employee milestones, team successes and 23 
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friendly competitions, and peer to peer recognition opportunities. Committees that include 1 

employees to provide feedback on retention improvements within the Customer Service 2 

department have also been created.  3 

  4 
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27. Reference:   Exhibit B-2, page 139 1 

  2 

27.1 On what basis did FBC determine that about 1 minute is a reasonable speed of 3 

answer from a customer service perspective? 4 

  5 

Response: 6 

FBC does not have a specific range that it considers reasonable; rather, FBC relies on customer 7 

feedback and after-call survey results to determine whether wait times may be challenging for 8 

customers and whether further action or alternatives are required. Anecdotally, and based on 9 

FBC’s participation in industry related events, FBC is aware that some utilities in Canada have 10 

varying ranges of ASA, from under one minute to four minutes.  11 

In this regard, despite the ASA being longer than typical for FBC customers, feedback from 12 

customers indicates that that overall service quality remains high with the Customer Service Index 13 

(CSI) aligned with performance in previous years and resolution continuing to remain high with 14 

the First Contact Resolution (FCR) achieving the benchmark on a YTD basis. 15 

 16 

 17 

 18 

27.2 Please provide the minimum speed of answer and the maximum speed of answer 19 

experienced for 2014 through to June 2022 and, if possible, provide a graphic of 20 
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the distribution of average speed of answer data for each year 2014 through 2022 1 

to the extent FBC has the information to be able to provide this level of 2 

understanding of its service level. 3 

  4 

Response: 5 

Please refer to the table below for additional information on ASA.  As demonstrated in the table 6 

below, for 2022 year to date the most frequently occurring wait time experience is less than one 7 

minute and for three quarters of customers, the wait time experience is just over one minute and 8 

a half (on an August 31 year-to-date basis).  Please note that comparisons to 2022 should take 9 

into account that it is a partial year and that the impacts of seasonality are not fully reflected and, 10 

as a result, it cannot be directly compared to previous years.  11 

Daily ASA Range 

(seconds) 2014 2015 2016 2017 2018 2019 2020 2021 

2022 

(As of Aug 

31st) 

Min ASA  7 9 8 7 7 4 4 5 4 

Median ASA 46 30 37 35 35 37 31 36 52 

75th Percentile ASA* 127 49 50 50 47 51 58 65 95 

Max ASA  1556 148 171 120 167 159 593 505 594 

* 75% of Daily ASA Values for the Specified Year are at or below this value. 12 

 13 

 14 
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