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Chris Sandve
Chief Regulatory Officer
bchydroregulatorygroup@bchydro.com

October 31, 2024

Patrick Wruck

Commission Secretary and Manager
Regulatory Services

British Columbia Utilities Commission
Suite 410, 900 Howe Street
Vancouver, BC V6Z 2N3

Dear Patrick Wruck:

RE: British Columbia Utilities Commission (BCUC or Commission)
British Columbia Hydro and Power Authority (BC Hydro)
Fiscal 2025 Second Quarter (Q2 F2025) Summary Report of Customer
Complaints and Consecutive Estimates

BC Hydro writes to submit its Q2 F2025 Summary Report of Customer Complaints and
Consecutive Estimates. As previously discussed with BCUC staff, this report includes
changes to reduce the commentary that is already represented in the tables. BC Hydro
will continue to provide comments on perceived trends and making comparisons for
further insight to the data in the tables.

Customer Complaints

Tablel  Total Complaints Volume from All
Sources and BCUC
Q2F2024 | Q3F2024 Q4 F2024 Q1 F2025 Q2 F2025
Total Complaints* 113 85 105 88 110
BCUC 16 7 15 18 14

*Total Complaints include complaints received through the BCUC

Complaints volume increased from 88 in Q1 F2025 to 110 in Q2 F2025. With warmer
weather, there was increased demand for our Free Air Conditioner program, as well as
continuing high wait times in the contact centre after system upgrades. Credit
complaints also increased which is normal at this time of year with increased
disconnections due to the lifting of the winter moratorium.
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Table2  Response Time to Customer Complaints

Q2 F2024 | Q3 F2024 | Q4 F2024 | Q1 F2025 | Q2 F2025

Average Response Time

(Days) 3 4 3 4 4

The majority of complaints were investigated and responded to within five business
days. Most complex investigations involving multiple departments were investigated and
responded to within ten business days.

Table3  Complaints by Source

All Sources

Q2 F2024 Q3 F2024 Q4 F2024 Q1 F2025 Q2 F2025

BC Hydro 50 45% 40 47% | 55 | 52% 35 40% | 49 | 45%

BCUC 16 14% 7 8% 15 | 14% 18 21% | 14 | 13%

Better Business 5 4% 9 11% 6 6% 7 8% 9 8%

Bureau

Minister’s Office 18 | 16% | 23 | 27% | 10 | 10% 18 | 20% | 23 | 21%
MLA Office 18 | 16% 5 6% 17 | 16% 9 10% | 11 | 10%
Ombudsperson’s 6 5% 1 1% 2 2% 1 1% 4 3%
Office

Total 113 | 100% | 85 | 100% | 105 | 100% | 88 | 100% | 110 | 100%
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Table4  Complaints by Category — All Sources

All Sources

Q2 F2024 | Q3 F2024 | Q4 F2024 | Q1 F2025 Q2 F2025
Credit and CCF 16 | 14% | 12 | 14% | 12 | 11% | 11 | 12% | 18 16%
Billing and 16 | 14% | 11 | 13% | 28 | 26% | 16 | 18% | 17 15%
Payments
Design 16 | 14% | 24 | 28% | 18 | 17% | 19 | 22% | 21 19%
Outages 6 5% 4 5% | 20 | 19% 7 8% | 10 9%
Power Smart/EV 17 | 15% | 4 5% 5 5% 7 8% | 12 11%
Rates 8 7% 8 9% | 8 8% 8 9% 5 5%
Field 15 | 13% | 7 8% | 4 4% 5 6% 8 7%
Vegetation 6 5% 6 7% | 2 2% 2 2% 3 3%
Other* 13 | 13% | 9 | 11% | 8 8% | 13 | 15% | 16 15%
Total 113 | 100% | 85 | 100% | 105 | 100% | 88 | 100% | 110 100%
*Other category is comprised of claims, Contact Centre, web/IVR/MyHydro’s consumption graph, properties,
reliability and smart meters.

Customer connections continue to be a source of Design-related complaints, with 21 this
guarter. Complaints about Power Smart programs, including the Free Air Conditioner
offer, increased to twelve in Q2 F2025. Credit, Billing, and Payment complaints were
consistent with historical volume. There were three complaints about Contact Centre
wait times.

Of the 16 complaints under the Other category, we received four each for reliability of
service and our MyHydro’s consumption graph, three each for properties and Call
Centre wait times, and one regarding BC Hydro’s employee pension benefits. Of the
four complaints under the Other category to the BCUC, there was one each for
properties, reliability of service, Call Centre wait times and our MyHydro’s consumption
graph.

Table5  Complaints by Category — BCUC

BCUC
Q2 F2025 Q3 F2024 | Q4 F2024 Q1 F2025 Q2 F2025
Credit and CCF 2 125% | 2 | 29% | 6 | 40% 6 33% 7 | 50%

Billing and Payments 4 25% 0 0% 4 | 26% 5 28% 1 7%
Design 2 125% | 2 | 29% | 3 | 20% 3 16% 1 7%




October 31, 2024 H Bc HYd ro

Patrick Wruck

Commission Secretary and Manager POWGr Sma rt
Regulatory Services

British Columbia Utilities Commission

Fiscal 2025 Second Quarter (Q2 F2025) Summary Report of Customer

Complaints and Consecutive Estimates Page 4 of 9
BCUC
Q2 F2025 Q3 F2024 | Q4F2024 | Q1F2025 | Q2 F2025
Outages 1 6.25% | O 0% 1 % 1 6% 1 7%
PowerSmart/EV 2 125% | O 0% 0 0% 0 0% 0 0%
Rates 4 25% 0 0% 0 0% 2 11% 0 0%
Field 0 0% |1 13% | O 0% 0 0% 0 0%
Vegetation 1 6.25% | O 0% 0 0% 0 0% 0 0%
Other* 0 0% 2 29% 1 % 1 6% 4 29%
Total 16 100% | 7 | 100% | 15 | 100% | 18 | 100% | 14 | 100%
*Other category is comprised of claims, Contact Centre, web/IVR/ MyHydro’s consumption graph, properties,
reliability and smart meters.

Consecutive Estimates

In Q2 F2025, the number of Consecutive Estimates increased to 10,935 compared to
7,582 in the previous quarter. For September 2024, 98.7% of bills were issued based on
actual reads.

Figure 1 below identifies the sources of meter reads (converted and manual reads) that
received actual versus estimates for September 2024.
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Figure 1 Sources of Meter Reads for Invoices Issued, September 2024.

Bill Generation

Actual - SMI

Actual - Manual

Est - MDMS
Register Estimate

Est - SAP
(Manual Reads)

Est - SAP
(Converted SMI)

September 2024

Bill Issued Using: Volume % %
Actual — SMI 1,376,075 97.8 98.7
Actual — Manual 12,338 0.9
Estimate — Register Estimate 13,370 1.0 1.3
Est — SAP (Manual Reads) 841 0.1
Est — SAP (Converted SMI) 4,651 0.3
Total 1,407,275 100 100.0

Note:  Total does not reconcile to other tables and figures because:

¢ Results include all estimates, not just consecutive estimates (i.e., reflects accounts with only

one estimate); and

e This view includes bills issued, while the data for other charts is based on the reading of meter

registers. In some cases, multiple meter registers are read but a single bill is issued (e.g., a
poly-phase meter with scheduled reads for kwh, kW, and kVARNh).
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Assessment of Meter Reading Performance

In September 2024, 10,935 scheduled meter readings were unable to be obtained for a
second billing period in a row. Therefore, the associated accounts required consumption
estimates to ensure timely delivery of bills to customers.

Table 6 Consecutive Estimates by Meter Reading
Category — Q2 F2025

June 2024 September 2024
Accounts with Automated Reads — last read SAP 2,412 4,689
Estimate
Accounts with Automated Reads — last read Register 1,699 3,238
Estimate
Accounts with Manual Reads — last read SAP Estimate 3,471 3,008
Total 7,582 10,935

Table 7  Causes of Missed Reads by Number of
Estimates

Consecutive Estimates

2-3 estimates | 4-5 estimates | 6+ estimates Grand Total

by Reason

Category Meters (%) Meters (%) Meters (%) Meters (%)
Low / No Customer

Impact

Vacant 519 7 328 251 1,311 47 | 2,158 19
Disconnected 41 1 36 3 250 9 327 3
Customer-side Power 26 0 158 12 778 29 962 9
Outage

Subtotal 586 8 522 40 | 2,339 85 | 3,447 30
Estimated Automated

Reads

Intermittent Comms —

ISAIM 2,638 36 62 5 3 0] 2,703 23
Intermittent Comms — 2,593 41| 255 20| 119 5 | 2,967 30

SAP

Subtotal 5,231 77 317 25 122 5| 5,670 53
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Consecutive Estimates

2-3 estimates | 4-5 estimates | 6+ estimates Grand Total

by Reason

Category Meters (%) Meters (%) Meters (%) Meters (%)
Estimated Manual
Reads
Customer Access 97 1 70 5 108 4 275 2
Other 162 2 93 7 90 3 345 3
Recently unconverted 21 0 54 4 0 75 1
Subtotal 280 4 217 17 198 7 695 6
Meter Replacement 775 11 251 19 97 31,123 10
Grand Total 6,872 100 | 1,307 100 | 2,756 100 | 10,935 100

Table 7 above summarizes the causes of all missed meter reads that resulted in bills
issued based on consecutive estimates in Q2 F2025, including automated and manually
read meters.

BC Hydro assesses that 30% of the estimated meter reads had low or no customer
impact. This category includes accounts that are vacant (19%), services with the line
side breakers turned off (9%), and disconnected services (3%).

The meter replacement category accounts for 10% of consecutive estimates. The
majority of meters in pending replacement have failed, an actual read is obtained after
replacement.

Intermittent communications of automated meters account for a further 53% of
estimated reads, divided between MDMS estimates (23%) and SAP estimates (30%), Of
the 53%, 568 meters were estimated due to seasonal foliage.

Due to new construction in Chilliwack/Harrison, the network in this area experienced
meter communications issues which contributed to an increase in Consecutive
Estimates for this reporting period effecting 671 meters. The network design has since
been updated to accommodate the growth and additional network equipment was
deployed to address the meter communications issue. We are now receiving successful
reads and communication from the impacted meters and expect numbers to return to
seasonal norms in the next reporting period.

Of the 6% of consecutive estimates relating to manually read meters, the majority are
Customer Access issues such as locked gates and key issues.
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Figure 2 Meter Readings Requiring Two or More Consecutive Estimates, September
2023 to September 2024 Converted and Non-Converted Meters
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For further information, please contact Alicia Henderson at
bchydroregulatorygroup@bchydro.com.

Yours sincerely,

Chris Sandve
Chief Regulatory Officer
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