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TYPE OF MEETING Topic Specific 1:1 Meeting 

FACILITATOR Jane Christensen, Regulatory and Rates, BC Hydro 

PARTICIPANTS Erin Pritchard, BC Old Age Pensioners’ Organization   

REGRETS Sarah Khan, BC Old Age Pensioners’ Organization 

BC HYDRO 
ATTENDEES 

Shirley Siega, Customer Service Operations, BC Hydro 
Daren Sanders, Customer Service Operations, BC Hydro 
Gordon Doyle, Regulatory and Rates, BC Hydro 

AGENDA 

 1. Welcome, Introductions, Emergency Procedures 
2. RDA Engagement Process; summary to reflect RDA related issues 
3. PS Programs for Low Income Customers (not RDA related) 
4. Questions re FOI and Email Response on Disconnections/Reconnections 
5. Reconnection Charge Cost Allocation 
6. Pre-Payment Plan if time permitting (not RDA related) 

 
 

MEETING MINUTES 

ABBREVIATIONS 

 

RDA……..Rate Design Application 
BCH ...... BC Hydro 
DSM ...... Demand Side Management 
EE ......... Energy Efficient 
MWh…….Megawatt hour 
GWh…….Gigawatt hour 
 

BCUC……BC Utilities Commission 
IPP ........ Independent Power Producer 
N/A ....... Not applicable 
RFP ....... Request for Proposal 
TBA ....... To be announced 
TBD ....... To be determined 
RDR………Remote Disconnection/Reconnection 
BCOAPO . BC Old Age Pensioners’ Organization 

 

1.  Welcome and Introduct ions  SUMMARY 

RDA engagement process was reviewed: 
• discussion on RDA related matters to be summarized 
• summary to be reviewed/edited by all attendees 
• summary to be posted to the RDA website 

 
 
2 .  Quest ions re BC Hydro’s FOI  and email  response on Disconnect ions – Pol icy and P rocedures 
 - see at tached 
 
All – questions and discussion on information provided 
 
 

FEEDBACK  BC HYDRO RESPONSE 

1.  What is an IVR; how is it used? IVR is the Interactive Voice Response system which allows 
customers to conduct some business functions through the 
phone system, e.g. payment deferral set-up. 

2.  Is there a difference in treatment with setting up a 
deferral via online or IVR and with a Contact 
Centre agent? 

There should be no difference; treatment is to be consistent 
no matter the channel. 

3.  Is a one-time deferral once per billing period or 
once per customer? 

Agents try to work with customers as there are different 
circumstances; it could possibly (but unlikely) be once per 
billing period depending on a customer’s specific 
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circumstances and what is being requested. 

4.  Will a deferral be set up if the customer calls after 
the bill is due? 

BCH wants customers to be proactive and contact them 
before the bill is due.  Once the bill is late it becomes 
delinquent and may then be in the credit review process. 

5.  Is the good, medium and poor payment history at 
someone’s discretion or is it quantified? 

The payment history is quantified. A customer who pays all 
their BCH bills on time will have a zero rated credit score. 
Credit scores are impacted if a customer pays late and/or 
credit action has been taken on an account. There is more 
risk with those that have a poor payment history; they may 
not receive the same number of notices as someone with a 
good payment history before the account is approved for 
disconnection.  

6.  Clients believe that BCH does not disconnect 
service when the temperature is below zero. Is 
that not the case?  

BC Hydro’s sub-zero policy is to provide customers with a 
72-hour warning to protect their property from possible 
weather impacts with a disconnection. This message is 
embedded in all customer communications, including phone 
calls done prior to a disconnection.  During the winter 
holiday season, BC Hydro does suspend disconnections for 
approximately 2 weeks prior to the new year but that is not 
connected to the weather. 

7.  Why are operators only looking at accounts with 
greater than $70 owing? 

BC Hydro currently does not disconnect for amounts of less 
than $70 owing. 

8.  Is there any information provided on how 
customers can protect/manage the impact of a 
sub-zero disconnection? 

Customers should enter into payment arrangements before 
the service is disconnected. 

9.  Clients on fixed incomes may make payment 
arrangements but then find they cannot keep 
them. At what point would a poor payment history 
customer be denied a payment plan? 

There is nothing set; there are different situations for each 
customer. Customers who report a false payment or do not 
keep to the terms of the arrangements may be denied 
further arrangements. 

10.  Why have more disconnection orders been issued 
in F2014? 

F2013 was a transition year and had a low number of 
disconnections.  F2014 was a catch-up year.  The average 
of F2013 and F2014 is in line with the approximate 18,000 
disconnection orders seen in a year. 

11.  When does a disconnection order expire? An order expires after 21 days; the re-warning process 
begins again.  With RDR it is unlikely the order will expire 
unless the RDR fails. 

12.  BCPSO wants to have the reconnection charge re-
assessed and may formally canvas BCH to do this 
ahead of the other RDA changes.   

The reconnection charge needs to consider what costs to 
include and which costs to allocate to those who have been 
disconnected vs. all ratepayers. 

 
3 .  M in imum Reconnect ion Charges – Flow  Chart and I l lust rat ive Example  
 -  see at tached 
 

All – questions and discussion on information provided 
 

FEEDBACK RESPONSE 

1.  FortisBC had indicated that their charge may be 
$10 with the remote reconnection; There is an 
expectation that BCH’s charge will be reduced. 

There has been a fundamental change to the business with 
the introduction of the RDR.  Investment has been made to 
the technology and supporting IT.  
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Previous reconnection charge cost model (2007 RDA) 
primarily focused on truck roll costs and did not account for 
the other less significant costs associated with a 
disconnect/reconnect. That model doesn’t work anymore. 
 
There are a number of touch points with the 
disconnect/reconnect process. BCH is looking for feedback 
on whether the costs should be allocated to the 
reconnection charge and if so, how much.  
 
Illustrative example provided is not BCH’s proposal.  The 
example is meant to demonstrate what the charge could 
possibly include if all costs were incurred for a non-payment 
disconnection. 
 
BCH recognizes there are benefits to all ratepayers that 
should be considered and allocated to all customers and not 
just the reconnection charge. 
 
If the reconnection charge is too low then there is no 
deterrent, which in turn could push up costs for ratepayers. 
 

2.  Clients who are disconnected may find the charge 
prohibitive to being reconnected. 

The reconnection charge should be a deterrent for all 
customers. The number of low income customers being 
disconnected in not necessarily higher than other 
customers. 

3.  BCH had advised that the Ministry of Social 
Development representative should contact BCH if 
the customer is receiving assistance and has a 
pending disconnection.   

BCH works with the Ministry to set up payment plans if 
required.  About 6,000 customers have their BCH bill 
payments sent directly by the Ministry. 

4. Closing Comments 

 
BCH is not proposing a reconnection charge at this time. At the June 25th workshop BCH wants feedback on 
what and how much should be allocated to the reconnection charge.   
 
 

Meeting adjourned at 2:30. 

 



1 

Standard Charges – Minimum Reconnection Charges 

D R A F T  Electric Tariff – Terms and Conditions 

Final Credit Review (Manual) 

Final Notice of Disconnection 

RDR Enabled? 

Disconnection Ordered 

Manual 
Disconnection 

Remote 
Disconnection 

Remote 
Reconnection 

Manual 
Reconnection 

Success? 

Payment 
Reported 

Payment 
Reported 

Success? 

Dunning Process (Automated) 

Dunning Process (Automated) 

Y 

Y 

Y 

N 

N 

N 

• Call Centre agent initiates reconnection 
• IT investment to enable self-reconnection 

• $~60M incremental investment to enable 
RDR capabilities 

• 97% of customer base is RDR-enabled 

• 93% success rate to date 
• Failed remote disconnection requires 

manual disconnection and reconnection 

• 95% success rate to date 



2 

Standard Charges – Minimum Reconnection Charges 

D R A F T  Electric Tariff – Terms and Conditions 

Process Step Unit Cost Assumptions 
Initiate Disconnection 

Agent costs $              6.00  
Disconnect Customer 

RDR Metering and IT 90.00  50% of investment in RDR functionality 
Manual disconnection 8.00  8% of disconnections are manual 

Report a Payment / Initiate Reconnection 
Agent costs 3.00  In future, 50% will speak with agent 
IT investment in self-service reconnections 6.00  

Reconnect Customer 
RDR Metering and IT 90.00  50% of investment in RDR functionality 
Manual reconnection 10.00  10% of reconnections are manual 

Fee per Non-pay Disconnect / Reconnect $         213.00  

**Illustrative Example** 

Note: The manual reconnection labour costs were calculated based on standard hours. 
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