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Message from the 
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~GGT /�~G�¹O/�OÞ'¤~�~s/�~q�À'¬q�s�• ȃȁȃȁ��ssÀ�g�¤/¡~¤¹ • 1

¹ĺĿƙ�ƑĚƎūƑƥ�ƎƑĚƙĚŠƥƙ�ƥĺĚ�~ĲǶČĚ�ūĲ�ƥĺĚ�OǋēƑū�~ŠĚ�~ŞċƭēƙŞîŠɫƙ�ƑĚƙƭŕƥƙ�ĲūƑ�ƥĺĚ�ǶƙČîŕ�ƎĚƑĿūē�
of January 1, 2020 – December 31, 2020 in accordance with section 48.3 of the Electricity 
Act, 1998ɍ�Tƥ�îŕƙū�ƎƑūǄĿēĚƙ�ǄîŕƭîċŕĚ�ĿŠĲūƑŞîƥĿūŠ�îċūƭƥ�ĺūǅ�ǅĚ�ūƎĚƑîƥĚɈ�îŠē�ĺūǅ�ČƭƙƥūŞĚƑƙ�
îŠē�ŞĚŞċĚƑƙ�ūĲ�ƥĺĚ�ƎƭċŕĿČ�ČîŠ�îČČĚƙƙ�ūƭƑ�ĲƑĚĚ�ēĿƙƎƭƥĚ�ƑĚƙūŕƭƥĿūŠ�ƙĚƑǄĿČĚƙɍ
There is little doubt that 2020 was an extraordinary 
year. Ontarians were forced to adapt quickly to a new 
reality as a result of the COVID-19 pandemic. As much 
as possible, people worked, learned and stayed safe at 
ĺūŞĚɍ�qǋ�~ĲǶČĚ�ǅîƙ�Šū�ēĿĲĲĚƑĚŠƥɍ�ØĚ�ƙĺĿĲƥĚē�ƥū�î�ǅūƑŒ�
from home reality, working with complainants and 
Hydro One virtually, with success. 

~ǄĚƑ�Ȉȁȁ�ČūŞƎŕîĿŠƥƙ�ǅĚƑĚ�ĺîŠēŕĚē�ċǋ�Şǋ�~ĲǶČĚ�ĿŠ�
ȃȁȃȁɈ�î�ǋĚîƑɠūǄĚƑɠǋĚîƑ�ĿŠČƑĚîƙĚ�ūĲ�ȃȅʣɍ�Øĺîƥ�Şǋ�
~ĲǶČĚ�ƙĚĚƙ�ĿŠ�ƥĺĚƙĚ�ČūŞƎŕîĿŠƥƙ�Ŀƙ�ūĲƥĚŠ�î�ƑĚǷĚČƥĿūŠ�ūĲ�
the sentiment in the province. Complaints regarding 
electricity support programs and the cost of electricity 
were common. As a result of staying at home, 
electricity use increased, and households often saw a 
corresponding increase to their electricity bill. At the 
ƙîŞĚ�ƥĿŞĚɈ�ŞîŠǋ�ĺūƭƙĚĺūŕēƙ�ĚǊƎĚƑĿĚŠČĚē�ǶŠîŠČĿîŕ�
challenges associated with the pandemic, even while 
the government held the price of electricity at a 
standard rate and Hydro One suspended residential 
disconnections and collection activities. Since 
electricity prices are set by the Ontario Energy Board 
ūŠ�î�ƎƑūǄĿŠČĚɠǅĿēĚ�ċîƙĿƙɈ�Şǋ�~ĲǶČĚ�ČîŠŠūƥ�îŕƥĚƑ�ƥĺĚ�
prices that Hydro One customers pay.  However, the 
feedback we received from customers in this area was 
shared with the Hydro One leadership team who, in 
turn, advocated for the rate relief that was eventually 
rolled out to all Ontarians.   

The critical role electricity plays in our day-to-day 
lives was never more evident than during this past 
ǋĚîƑɍ�¬ĿŠČĚ�qîƑČĺ�ȃȁȃȁɈ�Şǋ�~ĲǶČĚ�ƙîǅ�îŠ�ĿŠČƑĚîƙĚ�ĿŠ�
power outage and power quality complaints, as more 
people were home to experience the electricity issues 
îŠē�ĺîē�ƥĿŞĚ�ƥū�ČūŠƥîČƥ�Şǋ�~ĲǶČĚɍ��ƙ�ǅĚŕŕɈ�ēƭƑĿŠĳ�ƥĺĚ�
initial days of the pandemic, there were some delays in 
ČūŞƎŕĚƥĿŠĳ�ǅūƑŒ�ĿŠ�ƥĺĚ�ǶĚŕē�îƙ�OǋēƑū�~ŠĚ�ēĚƥĚƑŞĿŠĚē�
how to work safely for the protection of employees, 
customers and communities. The volume of complaints 
about delay gradually decreased as Hydro One became 
more adept at working under new conditions.  

¹ĺƑūƭĳĺūƭƥ�ȃȁȃȁ�Şǋ�~ĲǶČĚ�ǅîŕŒĚē�î�ǶŠĚ�ċîŕîŠČĚɈ�
challenging the company to be better and to do better, 
while understanding that during these extraordinary 
times resources were reallocated to ensure the safe 
ūƎĚƑîƥĿūŠƙ�ūĲ�ƥĺĚ�ČūŞƎîŠǋɍ��ƙ�îŠ�ĿŠēĚƎĚŠēĚŠƥ�ūĲǶČĚɈ�
we continue to engage, ask questions and to ensure 
î�ĲîĿƑ�ƎƑūČĚƙƙ�ǅĿƥĺ�ĚƐƭĿƥîċŕĚ�ūƭƥČūŞĚƙɍ�ØĚ�ČūŠƥĿŠƭĚ�
to have a strong collaborative relationship with Hydro 
One and as a result are able to work informally and 
effectively to improve the company.

ØĺĿŕĚ�ǅĚ�îƑĚ�ƭŠƙƭƑĚ�ūĲ�ĺūǅ�ƥĺĚ�ǋĚîƑ�îĺĚîē�ǅĿŕŕ�ƭŠĲūŕēɈ�
my team and I are unwavering in our commitment 
to bring positive change to the company. There is 
still work to do and we look forward to what we can 
accomplish together in 2021.

�ƙ�îŠ�ĿŠēĚƎĚŠēĚŠƥ�ūĲǶČĚɈ�ǅĚ�ČūŠƥĿŠƭĚ�ƥū�ĚŠĳîĳĚɈ�îƙŒ�ƐƭĚƙƥĿūŠƙ�îŠē�ƥū�
ĚŠƙƭƑĚ�î�ĲîĿƑ�ƎƑūČĚƙƙ�ǅĿƥĺ�ĚƐƭĿƥîċŕĚ�ūƭƥČūŞĚƙɍ�
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¹ĺĚ�~ĲǶČĚ�ūĲ�ƥĺĚ�OǋēƑū�~ŠĚ�~ŞċƭēƙŞîŠ�ĺĚŕƎƙ�ƥū�ĚŠƙƭƑĚ�
ƥĺĚ�ČūŞƎîŠǋ�ēĚŕĿǄĚƑƙ�ŏƭƙƥɈ�ĲîĿƑ�îŠē�ĚƐƭĿƥîċŕĚ�ƙĚƑǄĿČĚƙ�ƥū�
the public. 
ØĚ�îƑĚ�ĿŠēĚƎĚŠēĚŠƥ�ĲƑūŞ�ƥĺĚ�ŞîŠîĳĚŞĚŠƥ�îŠē�ūƎĚƑîƥĿūŠƙ�ūĲ�
Hydro One and report directly to the Board of Directors through its 
Governance and Regulatory Committee. All services are free and 
ČūŠǶēĚŠƥĿîŕɍ�¹ĺĚ�~ĲǶČĚ�Ŀƙ�ŞîēĚ�ƭƎ�ūĲ�îŠ�~ŞċƭēƙŞîŠ�ƙƭƎƎūƑƥĚē�ċǋ�î�
team of investigators who manage the complaint process from intake to 
resolution. Our work is guided by our mandate and by our values.

Mandate
To facilitate resolution of complaints 
ƥĺîƥ�ƑĚŞîĿŠ�ƭŠƑĚƙūŕǄĚē�îĲƥĚƑ�ĺîǄĿŠĳ�
ċĚĚŠ�ƥĺƑūƭĳĺ�OǋēƑū�~ŠĚɫƙ�ČūŞƎŕîĿŠƥƙ�
handling process.

(Reference: Section 1, Mandate of the 
Ombudsman, October 2015)

Our Values
Independence

Impartiality

Confidentiality
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¹ĺĚ�~ĲǶČĚ�ūĲ�ƥĺĚ�OǋēƑū�~ŠĚ�~ŞċƭēƙŞîŠ�Ŀƙ�îŠ�ūĲǶČĚ�ūĲ�ŕîƙƥ�ƑĚƙūƑƥ�îŠē�ǅĿŕŕ�ĿŠƥĚƑǄĚŠĚ�ĿĲ�îŠ�
ĿƙƙƭĚ�ČîŠŠūƥ�ċĚ�ƑĚƙūŕǄĚē�ċǋ�ƥĺĚ�ČūŞƎîŠǋɍ�
¹ĺĚ�~ĲǶČĚ�Şîǋ�ĿŠƥĚƑǄĚŠĚ�ĚîƑŕĿĚƑ�ĿŠ�ƙūŞĚ�ĿŠƙƥîŠČĚƙɈ�ƎîƑƥĿČƭŕîƑŕǋ�ĿĲ�ƥĺĚƑĚ�ĺîƙ�ċĚĚŠ�ĚǊČĚƙƙĿǄĚ�ēĚŕîǋ�ĿŠ�ƑĚƙƎūŠēĿŠĳ�ƥū�
the complaint, the person or group is marginalized or vulnerable, or it is just the right thing to do.

RECEIVE  ~q¡g�Ts¹

ASSESS  ~q¡g�Ts¹

REVIEW  ~q¡g�Ts¹

s~�GÀ¤¹O/¤�
� ¹T~s

¡¤~×T'/�¬À¡¡~¤¹Ɉ� 
�'×T /��s'�¤/G/¤¤�g¬

s~ YES

Is the complaint premature  
or outside of mandate?

Is the complaint clear and the 
ēĚƙĿƑĚē�ƑĚƙūŕƭƥĿūŠ�Ěîƙǋ�ƥū�îČĺĿĚǄĚɎ

YES s~

YES

Ts×/¬¹TH�¹/
 ~q¡g�Ts¹

/�¤gÞ�
¤/¬~gÀ¹T~s�~G�
 ~q¡g�Ts¹�

'Ŀē�ƥĺĚ�ĿŠǄĚƙƥĿĳîƥĿūŠ�ČūŠǶƑŞ�ƭŠĲîĿƑŠĚƙƙɎ

s~

¤/ ~qq/s'�¹T~s¬�
¹~�OÞ'¤~�~s/�¹~�

�''¤/¬¬�ÀsG�T¤s/¬¬

 ~q¡g�Ts�s¹�¹~g'�~G�¹O/�~À¹ ~q/



Dĩū�ūä�ÁààŅäŉŉ�ÚĩġłěÁĆĢőŉ
¹ĺĚ�~ĲǶČĚ�ūĲ�ƥĺĚ�OǋēƑū�~ŠĚ�~ŞċƭēƙŞîŠ�ƥîŒĚƙ�ĚǄĚƑǋ�ČūŞƎŕîĿŠƥ�ƙĚƑĿūƭƙŕǋɍ�ØĚ�ƥƑǋ�ƥū�ƑĚƙūŕǄĚ�
complaints through our early resolution process by engaging in informal discussions and 
ŞĚēĿîƥĿūŠ�ǅĿƥĺ�ƥĺĚ�ČūŞƎŕîĿŠîŠƥ�îŠē�ƥĺĚ�ČūŞƎîŠǋɍ�¹ĺĿƙ�îŕŕūǅƙ�ƭƙ�ƥū�ƑĚƙūŕǄĚ�ĿƙƙƭĚƙ�ƐƭĿČŒŕǋ�
îŠē�ĚĲĲĚČƥĿǄĚŕǋɍ�
If a complaint is more complex or involves systemic issues, we conduct an investigation. At the conclusion 
of an early resolution matter or an investigationɈ�ƥĺĚ�~ĲǶČĚ�Şîǋ�ƎƑūǄĿēĚ�ƥĺĚ�ČūŞƎîŠǋ�ǅĿƥĺ�îēǄĿČĚ�îŠē�
recommendations on how to resolve the issue. 

If a complaint is premature or falls outside our mandate, we do our best to give the complainant the support and 
advice they need to move forward with their complaint and refer them to the appropriate department within 
Hydro One or to the right external organization. 

~ČČîƙĿūŠîŕŕǋɈ�ƥĺĚ�~ĲǶČĚ�ƑĚČĚĿǄĚƙ�information submissions�ĲƑūŞ�ƥĺĚ�ƎƭċŕĿČ�ƥĺîƥ�îƑĚ�Šūƥ�îƥƥîČĺĚē�ƥū�î�ƙƎĚČĿǶČ�
ČūŞƎŕîĿŠƥɍ�ØĚ�ƥƑîČŒ�ƥĺĚƙĚ�ČūŞŞĚŠƥƙ�îŠēɈ�ǅĺĚƑĚ�îƎƎƑūƎƑĿîƥĚɈ�ƑĚƎūƑƥ�ūŠ�ƥĺĚŞ�ƥū�ƥĺĚ�HūǄĚƑŠîŠČĚ� ūŞŞĿƥƥĚĚ�ūĲ�
the Board of Directors.

4 • ȃȁȃȁ��ssÀ�g�¤/¡~¤¹�Ɇ ~GGT /�~G�¹O/�OÞ'¤~�~s/�~q�À'¬q�s

2020 CASE TYPE 
PERCENTAGES

Support and Advice  77%
Early Resolution  9%
Information Submission  8.5%
Investigation  5.5% 
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702
61%

93%

32%

5%

7%

2%

99.4%

 ~q¡g�Ts¹¬�
O�s'g/'

¡O~s/

¤/¬T'/s¹T�g

~sgTs/

 ~qq/¤ T�g

OTHER

OTHER

O~Ø�¹O/�¡À�gT � ~s¹� ¹¬�À¬

ØO~� ~s¹� ¹¬�¹O/�~GGT /Ɏ

100%
¤/ ~qq/s'�¹T~s¬�

�  /¡¹/'

99.9%
 ~q¡g�Ts¹�

� es~Øg/'H/q/s¹�
ɚØT¹OTs�ȃ�'�Þ¬ɛ

 ~q¡g�Ts¹�¤/¬~gÀ¹T~s
ɚØT¹OTs�Ȅȁ�'�Þ¬ɛ



6 • ȃȁȃȁ��ssÀ�g�¤/¡~¤¹�Ɇ ~GGT /�~G�¹O/�OÞ'¤~�~s/�~q�À'¬q�s

702 5672020 2019

�TggTsH�ʨ�q/¹/¤TsH

203 114

¡¤T /¬Ɉ�¤�¹/¬�ʨ�G//¬

94 79
 ~gg/ ¹T~s�� ¹T×T¹T/¬

24 88
OTHER

16 32

¹ĺĚ�~ĲǶČĚ�ūĲ�ƥĺĚ�OǋēƑū�~ŠĚ�~ŞċƭēƙŞîŠ�ǅîƙ�ČūŠƥîČƥĚē�ċǋ�ȈȆȊ�ČūŞƎŕîĿŠîŠƥƙ�ĿŠ�ȃȁȃȁɈ�ǅĿƥĺ�
ČūŞƎŕîĿŠƥƙ�ǅĿƥĺēƑîǅŠ�ĿŠ�ȆȈ�ĿŠƙƥîŠČĚƙɍ�¹ĺĚ�Ȉȁȃ�ČūŞƎŕîĿŠƥƙ�ĺîŠēŕĚē�ċǋ�ƥĺĚ�~ĲǶČĚ�ǅîƙ�ȃȅʣ�
ĺĿĳĺĚƑ�ƥĺîŠ�ȃȁȂȊɍ
The increase in complaints can be attributed to a number of factors:  ongoing concerns about the general affordability 
ūĲ�ĚŕĚČƥƑĿČĿƥǋɈ�ŞūƑĚ�ƥĿŞĚ�îŠē�ūƎƎūƑƥƭŠĿƥǋ�ƥū�ƑîĿƙĚ�ƭŠƑĚƙūŕǄĚē�ūƑ�ūŠĳūĿŠĳ�ĿƙƙƭĚƙ�ǅĿƥĺ�OǋēƑū�~ŠĚ�ƥū�ƥĺĚ�~ĲǶČĚɈ�îŠē�ƥĺĚ�
greater impact that Hydro One’s actions had on people’s lives as they were forced to stay at home because of the 
 ~×T'ɠȂȊ�ƎîŠēĚŞĿČɍ�TŠ�îēēĿƥĿūŠɈ�ƥĺĚ�~ĲǶČĚ�ČūŠƥĿŠƭĚē�Ŀƥƙ�ĚĲĲūƑƥƙ�ƥū�ƑîĿƙĚ�îǅîƑĚŠĚƙƙ�ūĲ�ƥĺĚ�ƙĚƑǄĿČĚƙ�ǅĚ�ūĲĲĚƑɍ��

 ūŞƎŕîĿŠƥƙ�ƥū�ƥĺĚ�~ĲǶČĚ�ǅĚƑĚ�ĺĿĳĺĚƙƥ�ĚîƑŕǋ�ĿŠ�ȃȁȃȁ�îŠē�ĳƑîēƭîŕŕǋ�ŕĚǄĚŕĚē�ūĲĲ�îƙ�ƥĺĚ�ǋĚîƑ�ƎƑūĳƑĚƙƙĚēɍ�¹ĺĿƙ�
ƎîƥƥĚƑŠ�ŕĿŒĚŕǋ�ƑĚǷĚČƥƙ�ƥĺĚ�ĚĲĲūƑƥƙ�ƥĺĚ�ĳūǄĚƑŠŞĚŠƥ�îŠē�OǋēƑū�~ŠĚ�ŞîēĚ�ƥū�îŕŕĚǄĿîƥĚ�ƙūŞĚ�ūĲ�ƥĺĚ�ǶŠîŠČĿîŕ�ƎƑĚƙƙƭƑĚƙ�
accompanying the onset of the pandemic, as well as a general return to “business as usual” as Hydro One 
adapted its processes to allow it to get work done while keeping employees and the public safe.   

�ĩġłěÁĆĢőŉ�ĂÁĢàěäà

GT/g'�~¡/¤�¹T~s¬

170223 170

CUSTOMER CARE

84142



“ I applaud Hydro for listening to my concern and 
ǶǊĿŠĳ�ƥĺĚ�ƎƑūċŕĚŞɍ�T�îŕƙū�îƎƎŕîƭē�ƥĺĚ�îƎƎūĿŠƥŞĚŠƥ�
ūĲ�îŠ�~ŞċƭēƙŞîŠ�ƙū�ČƭƙƥūŞĚƑƙ�ĺîǄĚ�îČČĚƙƙ�ƥū�
the type of complaint resolution response it took 
me so long to get in the past. These are welcome 
ƎūƙĿƥĿǄĚ�ēĚǄĚŕūƎŞĚŠƥƙ�îŠē�ƙĺūƭŕēŠɫƥ�ċĚ�ūǄĚƑŕūūŒĚē�
ĿŠ�ĚǄîŕƭîƥĿŠĳ�OǋēƑūɫƙ�ČƭƙƥūŞĚƑ�ƙĚƑǄĿČĚ�ƑĚČūƑēɍɩ

ɜ�OÞ'¤~ɰ~s/� À¬¹~q/¤



Breakdown of 
ÚĩġłěÁĆĢőŉ�Ùű�ŅäúĆĩĢ

8 • ȃȁȃȁ��ssÀ�g�¤/¡~¤¹�Ɇ ~GGT /�~G�¹O/�OÞ'¤~�~s/�~q�À'¬q�s

¹ĺĚ�~ĲǶČĚ�ūĲ�ƥĺĚ�OǋēƑū�~ŠĚ�~ŞċƭēƙŞîŠ�ƥƑîČŒƙ�ƥĺĚ�ūƑĿĳĿŠ�ūĲ�ČūŞƎŕîĿŠƥƙ�ċǋ�ƑĚČūƑēĿŠĳ�ƥĺĚ�
postal code of the property associated with the complaint.
Postal codes were collected for 95.5% of complaints handled in 2020. Despite the fact that Hydro One does 
not generally provide distribution services directly to customers in the GTA, we still receive complaints from 
individuals in this area, primarily about the clearing of trees and other vegetation from Hydro One’s transmission 
corridors.

33%

26.5%

26.5%

14%

12%

East

Southwest

Central

sūƑƥĺ

H¹�
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�ĩł�ƈŪä�ÚĩġłěÁĆĢőŉ�
ĩŖőŉĆàä�ĩŖŅ�ĔŖŅĆŉàĆÚőĆĩĢ

¹ĺĚ�~ĲǶČĚ�ūĲ�ƥĺĚ�OǋēƑū�~ŠĚ�~ŞċƭēƙŞîŠɫƙ�ŏƭƑĿƙēĿČƥĿūŠ�ĿŠČŕƭēĚƙ�OǋēƑū�~ŠĚ�gĿŞĿƥĚē�îŠē�îŕŕ�
of its subsidiaries.
In 2020, we received 149 complaints that were outside of our jurisdiction, representing 21% of the overall 
ČūŞƎŕîĿŠƥƙ�ƑĚČĚĿǄĚēɍ�TŠ�ČîƙĚƙ�ǅĺĚƑĚ�ČūŞƎŕîĿŠƥƙ�îƑĚ�ĲūƭŠē�ƥū�ċĚ�ūƭƥƙĿēĚ�ūĲ�ƥĺĚ�~ĲǶČĚɫƙ�ŏƭƑĿƙēĿČƥĿūŠɈ�ǅĚ�ƎƑūǄĿēĚ�
support and advice to those individuals on how to pursue their complaints further.

/g/ ¹¤T T¹Þ�¡¤T /¬
¬À¡¡~¤¹�¡¤~H¤�q¬'/gT×/¤Þ� O�¤H/¬

~¹O/¤�À¹TgT¹T/¬ /q¡g~Þ//��/O�×T~À¤
We cannot address

complaints about other
Distribution Companies

These charges go through a 
regulatory approval process at the 
~ŠƥîƑĿū�/ŠĚƑĳǋ��ūîƑēɈ�îŠē�ČîŠŠūƥ�ċĚ�

changed once set

Electricity support programs like
~ŠƥîƑĿū�/ŕĚČƥƑĿČĿƥǋ�¬ƭƎƎūƑƥ�¡ƑūĳƑîŞ

ɚ~/¬¡ɛ�îƑĚ�ČƑĚîƥĚē�ċǋ�ƥĺĚ
Ontario Energy Board

Electricity prices are set by
the Ontario Energy Board

 ūŞƎŕîĿŠƥƙ�îċūƭƥ�ƙƎĚČĿǶČ
employees are handled by
OǋēƑū�~ŠĚɫƙ�/ƥĺĿČƙ�~ĲǶČĚ
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ɨ¹ĺĚ�~ŞċƭēƙŞîŠ�îŠē�ĺĚƑ�ƥĚîŞ�ČūŠēƭČƥ�ƥĺĚŞƙĚŕǄĚƙ�ĿŠ�î�ĲîĿƑ�
îŠē�ƑĚƙƎĚČƥĲƭŕ�ŞîŠŠĚƑɍ�T�ƥĺĿŠŒ�ƥĺĚǋ�îƑĚ�ēƑĿǄĿŠĳ�ǄîŕƭĚ�ĲūƑ�ċūƥĺ�
ČƭƙƥūŞĚƑƙ�îŠē�ƥĺĚ�ČūŞƎîŠǋɍɍɩ

ɜ�OÞ'¤~�~s/�/q¡g~Þ//

 ūŞƎŕîĿŠƥƙ�îċūƭƥ�ǶĚŕē�ūƎĚƑîƥĿūŠƙ�ČūŠƥĿŠƭĚ�ƥū�ċĚ�ƥĺĚ�ŕîƑĳĚƙƥ�ƙĿŠĳŕĚ�ČîƥĚĳūƑǋ�ūĲ�ČūŞƎŕîĿŠƥƙ�ǅĚ�ƑĚČĚĿǄĚɈ�îŕƥĺūƭĳĺ�ƥĺĚ�
high numbers speak more to the breadth of the category than to any emerging systemic trends. The increases this 
year were primarily driven by a higher number of power quality & outages and connection complaints.  

ØĺĿŕĚ�ƥĺĚ�~ĲǶČĚ�ČūŠƥĿŠƭĚƙ�ƥū�ŞūŠĿƥūƑ�OǋēƑū�~ŠĚɫƙ�ĚĲĲūƑƥƙ�ƥū�ĿŞƎƑūǄĚ�Ŀƥƙ�ƑĚƙƎūŠƙĚ�ƥū�ƭŠƎŕîŠŠĚē�ūƭƥîĳĚƙɈ�îƙ�ǅĚŕŕ�
îƙ�ĚĲĲūƑƥƙ�ƥū�ŞūēĚƑŠĿǕĚ�Ŀƥƙ�ēĿƙƥƑĿċƭƥĿūŠ�ƙǋƙƥĚŞ�ƥū�ĿŞƎƑūǄĚ�ƑĚŕĿîċĿŕĿƥǋɈ�ƥĺĚ�~ĲǶČĚ�ēĿē�Šūƥ�ūċƙĚƑǄĚ�îŠǋ�ŠĚǅɈ�ČūŞŞūŠ��
trends in these complaints. Instead, with many Ontarians facing restrictions on where they could go and who 
ƥĺĚǋ�Čūƭŕē�ƙĚĚɈ�ČūŞƎŕîĿŠƥƙ�Şîǋ�ƑĚǷĚČƥ�ƥĺĚ�ĲîČƥ�ƥĺîƥ�ƎūǅĚƑ�ūƭƥîĳĚƙ�ǅĚƑĚ�ĲĚŕƥ�ŞūƑĚ�îČƭƥĚŕǋ�ċǋ�î�ČƭƙƥūŞĚƑ�ċîƙĚ�
with limited options to minimize the impacts.   

ØĺĿŕĚ�ǅĚ�ČūŠƥĿŠƭĚ�ƥū�ƑĚČĚĿǄĚ�î�ƙĿĳŠĿǶČîŠƥ�ŠƭŞċĚƑ�ūĲ�ČūŞƎŕîĿŠƥƙ�îċūƭƥ�ŠĚǅ�ČūŠŠĚČƥĿūŠƙɈ�OǋēƑū�~ŠĚ�Ŀƙ�ČƭƑƑĚŠƥŕǋ�
ŞūǄĿŠĳ�ĲūƑǅîƑē�ǅĿƥĺ�ƥĺĚ�ĿŞƎŕĚŞĚŠƥîƥĿūŠ�ūĲ�ƑĚČūŞŞĚŠēîƥĿūŠƙ�ŞîēĚ�ċǋ�ƥĺĚ�~ĲǶČĚ�ǅĺĿČĺɈ�ūŠČĚ�Ĳƭŕŕǋ�ĿŞƎŕĚŞĚŠƥĚēɈ�
will result in a more streamlined process for customers, greater transparency, and improved consistency in the 
design and pricing of new connections. 

FIELD OPERATIONS 2020 PERCENTAGES

15%
Forestry

21%
Connection

6%
OĚîŕƥĺɈ�¬îĲĚƥǋ�îŠē�
/ŠǄĿƑūŠŞĚŠƥ�ɚO¬/ɛ

31%
¡ūǅĚƑ�£ƭîŕĿƥǋɓ

Outages

14%
Field Work

;Ćäěà�ĩłäŅÁőĆĩĢŉ

13%
Real Estate

�ĩġłěÁĆĢőŉ�Ùű�őĩłĆÚ
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NUMBER OF FIELD OPERATIONS COMPLAINTS

 2020      2019

40

69

¡ūǅĚƑ�£ƭîŕĿƥǋɓ
Outages

32

32

Forestry

30

48

Connection

27

29

Real Estate

15

15

HSE

26

30

Field Work

CASE STUDY

�ĆúĂő�ĩù�ūÁű�ġÁĆĢőäĢÁĢÚä
qƑƙɍ�c�ŕĿǄĚƙ�ċĚƙĿēĚ�ƥū�î�OǋēƑū�~ŠĚ�ƑĿĳĺƥ�ūĲ�ǅîǋ�ɚ¤~Øɛ�ƥĺîƥ�ĺîƙ�
î�ƙĚƑĿĚƙ�ūĲ�ĺĿĳĺ�ǄūŕƥîĳĚ�ƥƑîŠƙŞĿƙƙĿūŠ�ŕĿŠĚƙ�îŠē�ƥūǅĚƑƙ�ƑƭŠŠĿŠĳ�
ƥĺƑūƭĳĺ�ĿƥɈ�îŕūŠĳ�ǅĿƥĺ�ǄîƑĿūƭƙ�ƥƑĚĚƙ�îŠē�ċƑƭƙĺɍ�sūƥĿČĿŠĳ�îŠ�
increase in garbage in the area, Mrs. J contacted Hydro One 
ƑĚƐƭĚƙƥĿŠĳ�ƥĺĚǋ�ČŕĚîƑ�ǄĚĳĚƥîƥĿūŠ�ƙū�ƙĺĚ�Čūƭŕē�ċĚƥƥĚƑ�ƑĚŞūǄĚ�
garbage from the area. 

Access to this particular ROW is restricted to Hydro One staff 
and contractors. Members of the public are not permitted to 
ƭŠēĚƑƥîŒĚ�ĳîƑċîĳĚ�ČŕĚîŠĿŠĳ�îČƥĿǄĿƥĿĚƙ�ūŠ�ƥĺĚ�¤~Ø�îŠē�ɨsū�
¹ƑĚƙƎîƙƙĿŠĳɩ�ƙĿĳŠƙ�îƑĚ�ƎūƙƥĚē�îƑūƭŠē�ƥĺĚ�ƎĚƑĿŞĚƥĚƑɍ��

¬ĿŠČĚ�ĺîǄĿŠĳ�ƎĚūƎŕĚ�ūŠ�ƥĺĚ�¤~Ø�Čūƭŕē�ƎūƙĚ�î�ƎūƥĚŠƥĿîŕ�ƙîĲĚƥǋ�
risk, Hydro One committed to increasing garbage collection 
ĿŠ�ƥĺĚ�îƑĚî�ċǋ�Ŀƥƙ�ĺĿƑĚē�ČūŠƥƑîČƥūƑƙɍ�qƑƙɍ�c�ǅîƙ�îŕƙū�ƎƑūǄĿēĚē�
ǅĿƥĺ�î�ēĿƑĚČƥ�ČūŠƥîČƥ�îƥ�OǋēƑū�~ŠĚ�ƥū�ƑĚƐƭĚƙƥ�ĳîƑċîĳĚ�ƎĿČŒɠƭƎɈ�
ĿĲ�ŠĚČĚƙƙîƑǋɍ�qƑƙɍ�c�ēĿƙîĳƑĚĚē�ǅĿƥĺ�OǋēƑū�~ŠĚɫƙ�ēĚČĿƙĿūŠ�îŠē�
ƙūƭĳĺƥ�îƙƙĿƙƥîŠČĚ�ĲƑūŞ�ūƭƑ�~ĲǶČĚɍ����

sū�ŞîƥƥĚƑ�ĺūǅ�ǅĚŕŕɠĿŠƥĚŠƥĿūŠĚē�ƥĺĚ�ƑĚƐƭĚƙƥɈ�ūƭƑ�~ĲǶČĚ�Čūƭŕē�
Šūƥ�ŞîŒĚ�î�ƑĚČūŞŞĚŠēîƥĿūŠ�ƥĺîƥ�ƥĺĚ�ǄĚĳĚƥîƥĿūŠ�ċĚ�ČŕĚîƑĚē�ƙū�
that Mrs. J could collect garbage on the ROW because of the 
safety concerns this would pose. Hydro One had committed to 
ĿŠČƑĚîƙĿŠĳ�ĳîƑċîĳĚ�ČŕĚîƑĿŠĳ�îČƥĿǄĿƥĿĚƙ�ƥū�ƥǅĿČĚ�î�ŞūŠƥĺɈ�ŞîēĚ�
ƙƎĚČĿǶČ�ĚĲĲūƑƥƙ�ƥū�ƑĚŞūǄĚ�ƥĺĚ�ĳîƑċîĳĚ�ĿŠ�ĺîƑē�ƥū�ƑĚîČĺ�îƑĚîƙ�
îŠē�ĿŠƙƥîŕŕĚē�ĲūƭƑ�ŠĚǅ�ɨsū�'ƭŞƎĿŠĳɩ�ƙĿĳŠƙ�ƥū�ēĚƥĚƑ�ĲƭƥƭƑĚ�
ēƭŞƎĿŠĳ�îČƥĿǄĿƥĿĚƙɍ�OǋēƑū�~ŠĚɫƙ�ƑĚƙƎūŠƙĚ�ƥū�qƑƙɍ�cɫƙ�ČūŠČĚƑŠƙ�
appeared to be reasonable.  
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�ĆěěĆĢú�ÁĢà�ġäőäŅĆĢú
Billing and metering complaints saw the greatest increase of any complaint category in 2020, with an overall 
ĿŠČƑĚîƙĚ�ūĲ�Ȉȉʣ�ūǄĚƑ�ȃȁȂȊɍ�qūƙƥ�ċĿŕŕĿŠĳ�ČūŞƎŕîĿŠƥƙ�ǅĚƑĚ�ƙƎĚČĿǶČ�ČƭƙƥūŞĚƑ�ƑĚƐƭĚƙƥƙ�îŠē�ĿŠƐƭĿƑĿĚƙ�îŠē�ǅĚ�ƙîǅ�
no trends pointing towards larger systemic issues.  Meter accuracy complaints were largely from customers 
experiencing high-bill situations related more to general affordability than with any meter problems. As customers 
ċĚĳîŠ�ƥū�ƙĚĚ�ƥĺĚ�ǶŠîŠČĿîŕ�ċĚŠĚǶƥ�ūĲ� ~×T'ɠȂȊ�ƑĚŕĿĚĲ�ŞĚîƙƭƑĚƙɈ�ČūŞƎŕîĿŠƥƙ�ĿŠ�ƥĺĿƙ�îƑĚî�ēĚČƑĚîƙĚē�îƙ�ƥĺĚ�ǋĚîƑ�
progressed.   

¹ĺĚ�îƑĚî�ǅĿƥĺ�ƥĺĚ�Şūƙƥ�ƙĿĳŠĿǶČîŠƥ�ĿŠČƑĚîƙĚ�ĿŠ�ČūŞƎŕîĿŠƥƙ�ǅîƙ�ƥĺĚ�ūƎĚŠĿŠĳ�îŠē�ČŕūƙĿŠĳ�ūĲ�îČČūƭŠƥƙɍ�ÀƎūŠ�
ƙĚĚĿŠĳ�ƥĺĿƙ�ĿŠČƑĚîƙĚɈ�ǅĚ�ĲūƭŠē�ČūŞŞūŠîŕĿƥĿĚƙ�ĿŠ�ƥĺĚ�ČūƑƑĚƙƎūŠēĚŠČĚ�ǅĚ�ƑĚČĚĿǄĚē�îŠē�ĿēĚŠƥĿǶĚē�ƥĺîƥ�Şūƙƥ�ǅĚƑĚ�
received after Hydro One had discontinued its fax channel, leaving customers with limited avenues to contact 
ƥĺĚ�ČūŞƎîŠǋ�ĿŠ�ǅƑĿƥĿŠĳɍ��TŠ�ƑĚƙƎūŠƙĚɈ�OǋēƑū�~ŠĚ�îČČĚƎƥĚē�ƑĚČūŞŞĚŠēîƥĿūŠƙ�ŞîēĚ�ċǋ�ƥĺĚ�~ĲǶČĚ�ƥū�ēĚǄĚŕūƎ�îŠ�
alternative method for the public to contact Hydro One in writing and to ensure that this process was properly 
communicated.  

BILLING AND METERING  
2020 PERCENTAGES

NUMBER OF BILLING AND METERING COMPLAINTS

33 47
12

80

722

35

81

 2020      2019      

Account Billing Meter  
Accuracy

Meter  
Reading

17%
Meter Accuracy

40%
Billing

3%
Meter Reading

40%
Account



~GGT /�~G�¹O/�OÞ'¤~�~s/�~q�À'¬q�s�• ȃȁȃȁ��ssÀ�g�¤/¡~¤¹ • 13

ɨ�qǋ�ĿŠƥĚƑîČƥĿūŠƙ�ǅĿƥĺ�ƥĺĚ�~ŞċƭēƙŞîŠɫƙ�ūĲǶČĚ�ĺîǄĚ�
been professional, friendly and customer focused to 
î�ƎĚƑƙūŠɍ��ŕǅîǋƙ�î�ƎŕĚîƙƭƑĚɍɩ

ɜ�OÞ'¤~ɰ~s/�/q¡g~Þ//

CASE STUDY

�ÚÚĩŖĢő�ŉäőͿŖł�äŅŅĩŅ
Mr. A purchased a new property in 2013. Due to an error by the company in setting up the new account, the main meter at the 
ƎƑūƎĚƑƥǋ�ǅîƙ�Šūƥ�ŕĿŠŒĚē�ƥū�qƑɍ��ɫƙ�îČČūƭŠƥɍ�¹ĺĿƙ�ĚƑƑūƑ�ǅîƙ�Šūƥ�ēĿƙČūǄĚƑĚē�ĲūƑ�ƙĿǊ�ǋĚîƑƙ�îŠē�ēƭƑĿŠĳ�ƥĺĿƙ�ƥĿŞĚ�ƥĺĚ�ČƭƙƥūŞĚƑ�ǅîƙ�Šūƥ�
billed for the power that was actually being used. When Hydro One realized the error, Mr. A was told that he needed to set up 
the new account. Mr. A did not do this for another year.  

Although Hydro One did not charge Mr. A for any of the electricity consumed between 2013 and when the billing issue was 
ĿēĚŠƥĿǶĚē�ĿŠ�ȃȁȂȊɈ�ƥĺĚ�ČūŞƎîŠǋ�ēĿē�ċĿŕŕ�ĺĿŞ�ĲūƑ�ƎūǅĚƑ�ƭƙĚē�ƥĺĚƑĚîĲƥĚƑɍ�qƑɍ���ĲĚŕƥ�Ŀƥ�ǅîƙ�ƭŠĲîĿƑ�ƥĺîƥ�ĺĚ�ƙĺūƭŕē�ĺîǄĚ�ƥū�Ǝîǋ�ĲūƑ�îŠǋ�
ūĲ�ƥĺĚ�ČĺîƑĳĚƙ�ċĚƥǅĚĚŠ�ȃȁȂȄ�ƥū�ȃȁȃȁɈ�îƙ�Ŀƥ�ǅîƙ�OǋēƑū�~ŠĚɫƙ�ĚƑƑūƑ�ǅĺĿČĺ�ŕĚē�ƥū�ƥĺĚ�ċĿŕŕĿŠĳ�ĿƙƙƭĚƙɍ�OĚ�ČîŕŕĚē�ūƭƑ�~ĲǶČĚ�ƥū�îƎƎĚîŕ�
ƥĺĚ�ČūŞƎîŠǋɫƙ�ēĚČĿƙĿūŠɍ���

¹ĺĚ�ĚǄĿēĚŠČĚ�ēĿē�Šūƥ�ƙƭƎƎūƑƥ�î�ǶŠēĿŠĳ�ƥĺîƥ�ƥĺĚ�ČƭƙƥūŞĚƑ�ĺîē�ċĚĚŠ�ƥƑĚîƥĚē�ƭŠĲîĿƑŕǋɍ�ÀŠēĚƑ�ƥĺĚ�Retail Settlement Code, the Ontario 
/ŠĚƑĳǋ��ūîƑē�îŕŕūǅƙ�ĚŕĚČƥƑĿČĿƥǋ�ēĿƙƥƑĿċƭƥūƑƙ�ƥū�ČūƑƑĚČƥ�ċĿŕŕĿŠĳ�ŞĿƙƥîŒĚƙ�ĲūƑ�î�ƎĚƑĿūē�ūĲ�ƭƎ�ƥū�ƥǅū�ǋĚîƑƙɍ�TŠ�ƥĺĿƙ�ČîƙĚɈ�OǋēƑū�~ŠĚ�ǅîƙ�
ūŠŕǋ�ČĺîƑĳĿŠĳ�qƑɍ���ĲūƑ�ƥĺĚ�ūŠĚɠǋĚîƑ�ƎĚƑĿūē�îĲƥĚƑ�ĺĚ�ǅîƙ�ŠūƥĿǶĚē�ūĲ�ƥĺĚ�ĚƑƑūƑ�îŠē�ƥūŕē�Ŀƥ�ĺîē�ƥū�ċĚ�ČūƑƑĚČƥĚēɍ�TŠ�îēēĿƥĿūŠɈ�OǋēƑū�
~ŠĚ�ĺîē�ƎƑūǄĿēĚē�ƑĚîƙūŠîċŕĚ�ƑĚƎîǋŞĚŠƥ�ƥĚƑŞƙɈ�îŕŕūǅĿŠĳ�ƥĺĚ�ČƭƙƥūŞĚƑ�ƥū�ƑĚƎîǋ�ƥĺĚ�îŞūƭŠƥ�ūǅĿŠĳ�ūǄĚƑ�î�ƥĺƑĚĚɠǋĚîƑ�ƎĚƑĿūēɍ 



�ŖŉőĩġäŅ�ÚÁŅä
Complaints about customer care increased by 69% in 2020, almost three times the rate of complaints overall. 
Increases in the categories of customer care, customer centres and support programs, together accounted for the 
net total increases observed in this category.  

Many of the customer service based complaints we received were situational and the result of a small number of 
ĿŠČĿēĚŠƥƙ�ĿŞƎîČƥĿŠĳ�ČƭƙƥūŞĚƑƙɫ�îċĿŕĿƥǋ�ƥū�ČūŠƥîČƥ�OǋēƑū�~ŠĚ�ɝ�îŕŕ�ūĲ�ǅĺĿČĺ�ǅĚƑĚ�ƎƑūŞƎƥŕǋ�ĿēĚŠƥĿǶĚē�îŠē�ČūƑƑĚČƥĚē�
ǅĿƥĺūƭƥ�ƥĺĚ�ŠĚĚē�ūĲ�îŠǋ�ƑĚČūŞŞĚŠēîƥĿūŠƙ�ĲƑūŞ�ƥĺĚ�~ĲǶČĚɍ�ØĿƥĺ�ƙū�ŞîŠǋ�ČƭƙƥūŞĚƑƙ�ĚǊƎĚƑĿĚŠČĿŠĳ�ǶŠîŠČĿîŕ�
ĺîƑēƙĺĿƎɈ�ƥĺĚ�~ĲǶČĚ�ČūŠƥĿŠƭĚē�ƥū�ƑĚČĚĿǄĚ�î�ĲîĿƑ�ŠƭŞċĚƑ�ūĲ�ČūŞƎŕîĿŠƥƙ�îŠē�ĿŠƐƭĿƑĿĚƙ�îċūƭƥ�ƙƭƎƎūƑƥ�ƎƑūĳƑîŞƙɈ�
including the Ontario Electricity Support Program (OESP) and the Low-income Energy Assistance Program 
ɚg/�¡ɛɍ�¬ĿŠČĚ�ƥĺĚƙĚ�ƎƑūĳƑîŞƙ�ǅĚƑĚ�ČƑĚîƥĚē�ċǋ�îĳĚŠČĿĚƙ�Šūƥ�ƑĚŕîƥĚē�ƥū�OǋēƑū�~ŠĚɈ�ƥĺĚ�~ĲǶČĚ�ēūĚƙ�Šūƥ�ĺîǄĚ�ƥĺĚ�
îċĿŕĿƥǋ�ƥū�ŞîŒĚ�ƑĚČūŞŞĚŠēîƥĿūŠƙ�ƥū�ČĺîŠĳĚ�ƥĺĚ�ČƑĿƥĚƑĿî�ƥĺîƥ�Şƭƙƥ�ċĚ�ŞĚƥ�ƥū�ċĚ�ĚŕĿĳĿċŕĚ�ĲūƑ�ǶŠîŠČĿîŕ�ƙƭƎƎūƑƥɍ�
Rather, we focused our attention on ensuring that Hydro One had not erred in its administration of these third 
party programs.  
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CUSTOMER CARE 2020 PERCENTAGES

7%
Employee Behaviour

32%
¬ƭƎƎūƑƥ�¡ƑūĳƑîŞƙ

¤ĚǄĚŠƭĚ�¡ƑūƥĚČƥĿūŠ

1%

17%
Damage Claims

13%
Customer Service

14%
Customer Care

10%
Communications

6%
Conservation



aĩőĆƈÚÁőĆĩĢ�őĩ�ÚŖŉőĩġäŅŉ
qƙɍ�~Ɉ�î�GƑĚŠČĺɠƙƎĚîŒĿŠĳ�ČƭƙƥūŞĚƑɈ�îƙŒĚē�OǋēƑū�~ŠĚ�ƥū�ƙĚŠē�ĺĚƑ�
notices about upcoming planned outages in French.  Despite being 
told by the company that it would do so, Ms. O continued to only 
ƑĚČĚĿǄĚ�ŠūƥĿǶČîƥĿūŠƙ�ĿŠ�/ŠĳŕĿƙĺ�îŠē�ČūŠƥîČƥĚē�ūƭƑ�~ĲǶČĚ�ƙĚĚŒĿŠĳ�
help.   

'ƭƑĿŠĳ�ūƭƑ�ĿŠǄĚƙƥĿĳîƥĿūŠɈ�ǅĚ�ĲūƭŠē�ƥĺĚ� ūŞƎîŠǋɫƙ�ČƭƑƑĚŠƥ� 
îƭƥūɠēĿîŕĚƑ�ǅîƙ�ūŠŕǋ�îċŕĚ�ƥū�ēĚŕĿǄĚƑ�ƎŕîŠŠĚē�ūƭƥîĳĚ�ŠūƥĿǶČîƥĿūŠƙ�
ĿŠ�/ŠĳŕĿƙĺɍ�ØĺĿŕĚ�î�ŠĚǅ�îƭƥūɠēĿîŕĚƑ�ǅĿƥĺ�GƑĚŠČĺ�ČîƎîċĿŕĿƥĿĚƙ�ǅîƙ�
ċĚĿŠĳ�ēĚǄĚŕūƎĚēɈ�î�ŞîŠƭîŕ�ƎƑūČĚƙƙ�ǅîƙ�ċĚĿŠĳ�ƭƙĚē�ƥū�ēĚŕĿǄĚƑ�ƥĺĚ�
ƎŕîŠŠĚē�ūƭƥîĳĚ�ŠūƥĿǶČîƥĿūŠƙ�ĿŠ�GƑĚŠČĺɍ�~ƭƑ�ĿŠǄĚƙƥĿĳîƥĿūŠ�ĿēĚŠƥĿǶĚē�
gaps in the manual process, and we found that human error had 
resulted in the failure of the French planned outages notices being 
ēĚŕĿǄĚƑĚēɍ�ØĺĚŠ�ǅĚ�ĿŠƐƭĿƑĚē�îċūƭƥ�ĺūǅ�ƥĺĚƙĚ�ĺƭŞîŠ�ĚƑƑūƑƙ�ǅĚƑĚ�
ċĚĿŠĳ�îēēƑĚƙƙĚēɈ�ǅĚ�ǅĚƑĚ�Šūƥ�ƎƑūǄĿēĚē�ǅĿƥĺ�î�ƑĚîƙūŠîċŕĚ�îƭēĿƥ�
ƎƑūČĚƙƙ�ƥĺîƥ�ǅūƭŕē�ČîƥČĺ�ƥĺĚƙĚ�ĚƑƑūƑƙ�îŠē�ƎƑĚǄĚŠƥ�ƥĺĚŞ�ĲƑūŞ�ċĚĿŠĳ�
repeated.

�îƙĚē�ūŠ�ƑĚČūŞŞĚŠēîƥĿūŠƙ�ŞîēĚ�ċǋ�ūƭƑ�~ĲǶČĚɈ�î�ƐƭîŕĿƥǋ�ČūŠƥƑūŕ�
îƭēĿƥ�ƎƑūČĚƙƙ�ǅîƙ�Ǝƭƥ�ĿŠ�ƎŕîČĚ�ƥū�ƎƑĚǄĚŠƥ�ƙĿŞĿŕîƑ�ĚƑƑūƑƙ�ĲƑūŞ�
ūČČƭƑƑĿŠĳ�ĿŠ�ƥĺĚ�ĲƭƥƭƑĚɍ�GƭƑƥĺĚƑɈ�ƥĺĚ�ČūŞƎîŠǋ�ĲîƙƥɠƥƑîČŒĚē�ƥĺĚ�
ĿŞƎŕĚŞĚŠƥîƥĿūŠ�ūĲ�Ŀƥƙ�ŠĚǅ�îƭƥūɠēĿîŕĚƑ�ČîƎîċŕĚ�ūĲ�ēĚŕĿǄĚƑĿŠĳ�
îƭƥūŞîƥĿČ�ŠūƥĿǶČîƥĿūŠƙ�ƥū�ČƭƙƥūŞĚƑƙ�ĿŠ�ċūƥĺ�GƑĚŠČĺ�îŠē�/ŠĳŕĿƙĺɍ��

CASE STUDY
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NUMBER OF CUSTOMER CARE COMPLAINTS

46 24

11 1
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2 9 6

14 8
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  2020      2019     
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PRICES, RATES AND FEES 2020 PERCENTAGES

NUMBER OF PRICES, RATES AND FEES COMPLAINTS

51

20

13
1016

55

 2020      2019      

Electricity 
¡ƑĿČĚƙ

Delivery Rate Class Mandatory 
 ĺîƑĳĚƙɈ�qĿƙČɍ�

Fees

Retailers

14%
Rate Class

1%
Retailers

21%
Delivery

5%
qîŠēîƥūƑǋ� ĺîƑĳĚƙɈ�

Misc. Fees

59%
/ŕĚČƥƑĿČĿƥǋ�¡ƑĿČĚƙ

 ūŞƎŕîĿŠƥƙ�îċūƭƥ�ƎƑĿČĚƙɈ�ƑîƥĚƙ�îŠē�ĲĚĚƙ�ĿŠČƑĚîƙĚē�ċǋ�ȂȊʣ�ĿŠ�ȃȁȃȁɈ�ǅĿƥĺ�Şūƙƥ�ƑĚČĚĿǄĚē�ĿŠ�ƥĺĚ�ǶƑƙƥ�ĺîŕĲ�ūĲ�ƥĺĚ�ǋĚîƑɍ�
¹ĺĚ�ŞîŏūƑĿƥǋ�ūĲ�ČūŞƎŕîĿŠîŠƥƙ�ǅĚƑĚ�ƑĚƐƭĚƙƥĿŠĳ�ƑîƥĚ�ƑĚŕĿĚĲ�ēƭĚ�ƥū� ~×T'ɠȂȊ�îŠē�Ŀƥƙ�ĿŞƎîČƥ�ūŠ�ĺūƭƙĚĺūŕē�ǶŠîŠČĚƙ�
îŠē�ĚŕĚČƥƑĿČĿƥǋ�ČūŠƙƭŞƎƥĿūŠɍ�¹ĺĚ�Ƿūǅ�ūĲ�ƥĺĚƙĚ�ČūŞƎŕîĿŠƥƙ�ĚîƙĚē�ƙĿĳŠĿǶČîŠƥŕǋ�îĲƥĚƑ�ƥĺĚ�ĿŠƥƑūēƭČƥĿūŠ�ūĲ�ƙƭƎƎūƑƥƙ�
ĲūƑ�~ŠƥîƑĿîŠƙɈ�ĿŠČŕƭēĿŠĳ�ƥĺĚ�ĿŞƎŕĚŞĚŠƥîƥĿūŠ�ūĲ�î�ƥĚŞƎūƑîƑǋ�Ƿîƥ�ƑîƥĚ�ĲĚĚ�ĲūƑ�îŕŕ�¹~À�ƎƑĿČĿŠĳ�îƥ�ƥĺĚ�ŕūǅĚƙƥɈ�ūĲĲɠƎĚîŒ�
amount.

The remaining complaints largely dealt with residential customers concerned with their delivery costs as 
compared to their usage, or those who believed they should not be charged as seasonal customers. As Hydro 
One works to implement the Ontario Energy Board’s seasonal rate class order, we expect that complaint volumes 
about both rate class and delivery charges will continue into 2021.  

5 12 0

“ The time spent 
on this was 
ǄĚƑǋ�ŞƭČĺ�
appreciated and 
ǄĚƑǋ�ĺĚŕƎĲƭŕɍ�
¹ĺîŠŒ�ǋūƭɊɩ
ɜ�OÞ'¤~�~s/� À¬¹~q/¤
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#äěĆŪäŅű�ÚĂÁŅúäŉ
qƑɍ�q�ūǅŠƙ�î�ƙĚîƙūŠîŕ�ƎƑūƎĚƑƥǋ�ĿŠ�OǋēƑū�~ŠĚɫƙ�ƙĚƑǄĿČĚ�ƥĚƑƑĿƥūƑǋ�îŠē�ĲĚŕƥ�ƥĺîƥ�ƥĺĚ�ŞūŠƥĺŕǋ�ēĚŕĿǄĚƑǋ�ĲĚĚ�ĺĚ�ǅîƙ�ċĚĿŠĳ�ČĺîƑĳĚē�
ċǋ�OǋēƑū�~ŠĚ�ǅîƙ�ƭŠĲîĿƑɈ�ƎîƑƥĿČƭŕîƑŕǋ�ēƭƑĿŠĳ�ŞūŠƥĺƙ�ǅĺĚŠ�ŕĿƥƥŕĚ�ƥū�Šū�ƎūǅĚƑ�ǅîƙ�ƭƙĚē�îƥ�ĺĿƙ�ƎƑūƎĚƑƥǋɍ�OĚ�ČūŠƥîČƥĚē�ūƭƑ�~ĲǶČĚ�
wanting to know if this fee could be eliminated or reduced. 

'ĚŕĿǄĚƑǋ�ĲĚĚƙ�îƑĚ�îƎƎƑūǄĚē�ċǋ�ƥĺĚ�~ŠƥîƑĿū�/ŠĚƑĳǋ��ūîƑē�ɚ~/�ɛ�îŠē�ƑĚǷĚČƥ�ƥĺĚ�Čūƙƥ�ĲūƑ�OǋēƑū�~ŠĚ�ƥū�ƥƑîŠƙŞĿƥ�îŠē�ēĿƙƥƑĿċƭƥĚ�
ĚŕĚČƥƑĿČĿƥǋ�ƥū�ČƭƙƥūŞĚƑƙɫ�ĺūŞĚƙɈ�ĿŠČŕƭēĿŠĳ�ŞîĿŠƥĚŠîŠČĚ�ūĲ�ŕĿŠĚƙ�îŠē�ĚƐƭĿƎŞĚŠƥɈ�ČŕĚîƑĿŠĳ�ūĲ�ƥƑĚĚƙ�îŠē�ūƥĺĚƑ�ǄĚĳĚƥîƥĿūŠɈ�îŠē�
îēŞĿŠĿƙƥƑîƥĿǄĚ�Čūƙƥƙɍ�¹ĺĚ�ēĚŕĿǄĚƑǋ�ƎūƑƥĿūŠ�ūĲ�ƥĺĚ�ċĿŕŕ�ĿŠČŕƭēĚƙ�î�ǶǊĚē�îŞūƭŠƥ�îŠē�ĚǄĚƑǋ�ČƭƙƥūŞĚƑ�ǅĿŕŕ�ċĚ�ČĺîƑĳĚē�ƥĺĿƙ�îŞūƭŠƥ�
ĚǄĚƑǋ�ŞūŠƥĺɈ�ĚǄĚŠ�ĿĲ�Šū�ƎūǅĚƑ�Ŀƙ�ƭƙĚēɈ�ǅĺĿŕĚ�ƥĺĚ�ƑĚŞîĿŠēĚƑ�ūĲ�ƥĺĚ�ēĚŕĿǄĚƑǋ�ĲĚĚ�ĿŠČƑĚîƙĚƙ�ūƑ�ēĚČƑĚîƙĚƙ�ēĚƎĚŠēĿŠĳ�ūŠ�ƥĺĚ�îŞūƭŠƥ�ūĲ�
electricity used. 

ØĺĿŕĚ�ūƭƑ�~ĲǶČĚ�ƥîŒĚƙ�ƥĺĚƙĚ�ČūŞƎŕîĿŠƥƙ�ƙĚƑĿūƭƙŕǋɈ�ǅĚ�ēū�Šūƥ�ĺîǄĚ�ƥĺĚ�îċĿŕĿƥǋ�ƥū�ĿŠǄĚƙƥĿĳîƥĚ�ēĚČĿƙĿūŠƙ�ŞîēĚ�ċǋ�ƑĚĳƭŕîƥūƑǋ�ċūēĿĚƙ�
ƙƭČĺ�îƙ�ƥĺĚ�~/�ɍ�ØĺĚŠ�îēēƑĚƙƙĿŠĳ�ČūŞƎŕîĿŠƥƙ�ƙƭČĺ�îƙ�ƥĺîƥ�ƑîĿƙĚē�ċǋ�qƑɍ�qɈ�ǅĚ�ĿŠǄĚƙƥĿĳîƥĚ�ǅĺĚƥĺĚƑ�ƥĺĚ�ČƭƙƥūŞĚƑ�Ŀƙ�ĿŠ�ƥĺĚ�ƎƑūƎĚƑ�
ƑîƥĚ�ČîƥĚĳūƑǋɈ�Ŀƙ�ċĚĿŠĳ�ċĿŕŕĚē�ĲūƑ�ƥĺĚ�ČĺîƑĳĚƙ�îƙ�îƎƎƑūǄĚē�ċǋ�ƥĺĚ�~/�Ɉ�îŠē�ƥĺîƥ�ƥĺĚ�ČūŠƙƭŞƎƥĿūŠ�ċîƙĚē�ƎūƑƥĿūŠ�ūĲ�ƥĺĚ�ēĚŕĿǄĚƑǋ�ĲĚĚ�
is based on actual meter readings.  

qƑɍ�q�ǅîƙ�îēǄĿƙĚē�ƥĺîƥ�ƥĺĚ�ūŠŕǋ�ǅîǋ�ƥū�ĚŕĿŞĿŠîƥĚ�ƥĺĚ�ĲĚĚ�ǅūƭŕē�ċĚ�ƥū�ƑĚƐƭĚƙƥ�OǋēƑū�~ŠĚ�ƑĚŞūǄĚ�ĺĿƙ�ŞĚƥĚƑ�ĲƑūŞ�ƥĺĚ�ƎƑūƎĚƑƥǋ�
ǅĺĚŠ�ĺĿƙ�ČūƥƥîĳĚ�ǅîƙ�Šūƥ�ĿŠ�ƭƙĚɍ�¹ĺĿƙ�Ŀƙ�Šūƥ�î�ƑĚČūŞŞĚŠēĚē�ƙūŕƭƥĿūŠ�îƙ�Ŀƥ�Čūƭŕē�ƥƑĿĳĳĚƑ�îēēĿƥĿūŠîŕ�ŠĚǅ�îČČūƭŠƥ�ƙĚƥɠƭƎ�ĲĚĚƙ�îŠē� 
î�ƎūƙƙĿċŕĚ�ĿŠƙƎĚČƥĿūŠ�ċǋ�ƥĺĚ�/ŕĚČƥƑĿČîŕ�¬îĲĚƥǋ��ƭƥĺūƑĿƥǋ�ɚ/¬�ɛ�ċĚĲūƑĚ�OǋēƑū�~ŠĚ�ǅūƭŕē�ċĚ�ƎĚƑŞĿƥƥĚē�ƥū�ƑĚČūŠŠĚČƥ�ĺĿƙ�ŞĚƥĚƑɍ

CASE STUDY
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ɮɨ��ɘ¹ĺĚ�~ŞċƭēƙŞîŠ�ƙƥîĲĲ�T�ǅūƑŒĚē�ǅĿƥĺə�ǅîƙ�ŏƭƙƥ�ĲîŠƥîƙƥĿČɍ�
¬ĺĚ�ǅĚŠƥ�ūƭƥ�ūĲ�ĺĚƑ�ǅîǋ�ƥū�ČūŠƥîČƥ�ŞĚ�ŞîŠǋ�ŞîŠǋ�
ƥĿŞĚƙɍ�¬ĺĚ�ĚǊƎŕîĿŠĚē�ĿŠ�ƙĿŞƎŕĚ�ŕîŠĳƭîĳĚ�ǅĺĿČĺ�ǅîƙ�ŞƭČĺ�
îƎƎƑĚČĿîƥĚē�ĲƑūŞ�ūƭƑ�ĚŠēɍ��ŕƥĺūƭĳĺ�ƙĺĚ�ČūƭŕēŠɫƥ�ČĺîŠĳĚ�
what we are going through she certainly had empathy for 
ǅĺîƥ�ǅĚ�îƑĚ�ĚǊƎĚƑĿĚŠČĿŠĳ�îƙ�î�ČūƭƎŕĚɍɩ

ɜ�OÞ'¤~�~s/� À¬¹~q/¤

Acknowledging that exceptional times necessitate exceptional responses, the provincial government, the Ontario 
/ŠĚƑĳǋ��ūîƑēɈ�îŠē�OǋēƑū�~ŠĚ�ƭŠƑūŕŕĚē�î�ƙƭĿƥĚ�ūĲ�ƎƑūĳƑîŞƙ�îŠē�ƙƭƎƎūƑƥƙ�îĿŞĚē�îƥ�îŕŕĚǄĿîƥĿŠĳ�ƙūŞĚ�ūĲ�ƥĺĚ�ǶŠîŠČĿîŕ�
pressures faced by many households after the arrival of COVID-19. Hydro One also made the decision to pause 
almost all collection activities. Complaints received in this category decreased by 73% in 2020, with the focus 
instead being on helping customers get through these unprecedented times.  

COLLECTION ACTIVITIES 2020 PERCENTAGES

NUMBER OF COLLECTION  
ACTIVITIES COMPLAINTS

92% 8%
55

33

2

22

Collections

Collections Disconnections

Disconnections

 2020      2019      
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“ I feel like the person I spoke with clearly understood 
Şǋ�ČĿƑČƭŞƙƥîŠČĚƙ�îŠē�ǅîƙ�ǄĚƑǋ�ƑĚîƙūŠîċŕĚ�ĿŠ�
ĺĚŕƎĿŠĳ�ŞĚ�ƥū�ƑĚƙūŕǄĚ�Şǋ�ĿƙƙƭĚɍɩ

ɜ�OÞ'¤~ɰ~s/� À¬¹~q/¤

CASE STUDY

HĢÁÙĆěĆőű�őĩ�łÁű
qƑɍ���ĺîē�ƥƑūƭċŕĚ�ƎîǋĿŠĳ�ĺĿƙ�ŞūŠƥĺŕǋ�ċĿŕŕƙ�îŠē�ĺîē�ĳūƥƥĚŠ�ƙĿĳŠĿǶČîŠƥŕǋ�ċĚĺĿŠē�ĿŠ�ĺĿƙ�ƎîǋŞĚŠƥƙɍ�ØĿƥĺ�ƎƑĚǄĿūƭƙ�îƙƙĿƙƥîŠČĚ�ĲƑūŞ�
ūƭƑ�~ĲǶČĚɈ�qƑɍ���ǅîƙ�îċŕĚ�ƥū�ǅūƑŒ�ūƭƥ�î�ƑĚƎîǋŞĚŠƥ�ƎŕîŠ�ǅĿƥĺ�OǋēƑū�~ŠĚɍ�qƑɍ���ĺîē�ċĚĚŠ�ŞîŒĿŠĳ�ĺĿƙ�ƙČĺĚēƭŕĚē�ƎîǋŞĚŠƥƙ�ƭŠƥĿŕ�
qîƑČĺ�ȃȁȃȁɈ�ǅĺĚŠ�ĺĿƙ�ƎŕîČĚ�ūĲ�ĚŞƎŕūǋŞĚŠƥ�ǅîƙ�ƙĺƭƥ�ēūǅŠ�ċĚČîƭƙĚ�ūĲ� ~×T'ɠȂȊ�ƑĚƙƥƑĿČƥĿūŠƙɍ�qƑɍ���ŞĿƙƙĚē�ūŠĚ�ūĲ�ĺĿƙ�ƎîǋŞĚŠƥƙ�
ċƭƥ�ǅîƙ�ƥĺĚŠ�îċŕĚ�ƥū�ƑĚƙƭŞĚ�ŞîŒĿŠĳ�ƙČĺĚēƭŕĚē�ƎîǋŞĚŠƥƙ�ĲūƑ�ƙĚǄĚƑîŕ�ŞūƑĚ�ŞūŠƥĺƙɍ��ĚČîƭƙĚ�ūĲ�ƥĺĚ�ūŠĳūĿŠĳ� ~×T'ɠȂȊ�ƑĚŕîƥĚē�
ǶŠîŠČĿîŕ�ēĿĲǶČƭŕƥĿĚƙ�qƑɍ���ǅîƙ�ĚǊƎĚƑĿĚŠČĿŠĳɈ�ĺĚ�ŕîƥĚƑ�ČūŠƥîČƥĚē�OǋēƑū�~ŠĚ�ƥū�îēǄĿƙĚ�ƥĺîƥ�ĺĚ�ǅūƭŕē�ċĚ�ƭŠîċŕĚ�ƥū�ŞîŒĚ�ĺĿƙ�ŠĚǊƥ�
ƙČĺĚēƭŕĚē�ƎîǋŞĚŠƥɍ�OĿƙ�ƑĚƐƭĚƙƥ�ĲūƑ�î�ūŠĚ�ŞūŠƥĺ�ƎîǋŞĚŠƥ�ēĚĲĚƑƑîŕ�ǅîƙ�ēĚŠĿĚē�ċĚČîƭƙĚ�ĺĚ�ĺîē�îŕƑĚîēǋ�ŞĿƙƙĚē�ūŠĚ�ƎîǋŞĚŠƥ�î�
ĲĚǅ�ŞūŠƥĺƙ�ƎƑĿūƑɍ�qƑɍ���ǅîƙ�îēǄĿƙĚē�ƥĺîƥ�ĿĲ�ĺĚ�ŞĿƙƙĚē�ƥĺĿƙ�ƙĚČūŠē�ƎîǋŞĚŠƥɈ�ƥĺĚ�ƑĚƎîǋŞĚŠƥ�ƎŕîŠ�ǅūƭŕē�ċĚ�ČîŠČĚŕŕĚē�îŠē�ĺĚ�ǅūƭŕē�
need to pay back the full arrears immediately.  

TŠ�ŕĿĳĺƥ�ūĲ�ƥĺĚ�ǶŠîŠČĿîŕ�ĺîƑēƙĺĿƎƙ�ĲîČĚē�ċǋ�ŞîŠǋ�ūĲ�Ŀƥƙ�ČƭƙƥūŞĚƑƙɈ�OǋēƑū�~ŠĚ�ĺîē�îŕƑĚîēǋ�ŞîēĚ�ƥĺĚ�ēĚČĿƙĿūŠ�ƥū�Ǝƭƥ�î�ƥĚŞƎūƑîƑǋ�
ĺūŕē�ūŠ�ČūŕŕĚČƥĿūŠ�îČƥĿǄĿƥĿĚƙɍ�ØĚ�ĲūƭŠē�ƥĺîƥ�qƑɍ���ǅîƙ�ċĚĿŠĳ�ƥƑĚîƥĚē�ŞūƑĚ�ĺîƑƙĺŕǋ�ƥĺîŠ�ūƥĺĚƑ�ČƭƙƥūŞĚƑƙ�ǅĿƥĺ�ŠĚǅŕǋ�îČƐƭĿƑĚē�îƑƑĚîƑƙɍ�
�îƙĚē�ūŠ�ūƭƑ�ƑĚČūŞŞĚŠēîƥĿūŠƙɈ�ƥĺĚ�ČūŞƎîŠǋ�îŕŕūǅĚē�qƑɍ���ƥū�Ǝîǋ�ƎîƑƥ�ūĲ�ĺĿƙ�ŠĚǊƥ�ƙČĺĚēƭŕĚē�ƎîǋŞĚŠƥɈ�îŠē�ƙĚƥ�ƭƎ�î�ŠĚǅ�ƑĚƎîǋŞĚŠƥ�
plan going forward.  
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¬ĿŠČĚ�Ŀƥƙ�ūƎĚŠĿŠĳɈ�ƥĺĚ�~ĲǶČĚ�ūĲ�ƥĺĚ�OǋēƑū�~ŠĚ�~ŞċƭēƙŞîŠ�ĺîƙ�ĚƙƥîċŕĿƙĺĚē�î�ČūŕŕîċūƑîƥĿǄĚ�
working relationship with Hydro One. 
GƑūŞ�ǶĚŕē�ūƎĚƑîƥĿūŠƙ�ƥū�ƥĺĚ�ĚǊĚČƭƥĿǄĚ�ƥĚîŞɈ�ūƭƑ�îċĿŕĿƥǋ�ƥū�ĺîǄĚ�ČîŠēĿē�ČūŠǄĚƑƙîƥĿūŠƙ�îċūƭƥ�ǅĺîƥ�ǅĚ�ĺĚîƑ�
from complainants and what we discover during our investigations allows us to provide reasonable, practical 
îŠē�îČƥĿūŠîċŕĚ�ƑĚČūŞŞĚŠēîƥĿūŠƙ�ĲūƑ�ĿŞƎƑūǄĚŞĚŠƥƙ�ƥū�ċĚŠĚǶƥ�OǋēƑū�~ŠĚɫƙ�ČƭƙƥūŞĚƑƙ�îŠē�ƥĺĚ�ƎƭċŕĿČɍ�
Recommendations can stem from individual complaints, or from broader trends observed.

TŠ�ȃȁȃȁɈ�ƥĺĚ�~ĲǶČĚ�ŞîēĚ�ƑĚČūŞŞĚŠēîƥĿūŠƙ�ĿŠ�ȂȈ�ČîƙĚƙɈ�ƑĚƙƭŕƥĿŠĳ�ĿŠ�î�ƥūƥîŕ�ūĲ�ȃȈ�ƑĚČūŞŞĚŠēîƥĿūŠƙ�ŞîēĚ�îŠē�
accepted by the company. Examples of these recommendations include:

•  Review of the criteria used by the company to proactively enroll customers in its e-billing program

•  Establish a process to allow the public to continue communicating with Hydro One in writing, after its fax 
channel was discontinued, and ensuring this information was available on the company website  

•  Improve the usefulness and transparency of Hydro One’s Online Fuel Switching Calculator, ensuring the 
electricity rates are continually up-to-date and consider additional functionality for customers

Ɇ��TŞƎŕĚŞĚŠƥ�î�ƎĚƑŞîŠĚŠƥ�ƎƑūČĚƙƙ�ƥū�ĚŠƙƭƑĚ�ƥĺîƥ�GƑĚŠČĺɠƙƎĚîŒĿŠĳ�ČƭƙƥūŞĚƑƙ�ƑĚČĚĿǄĚ�ŠūƥĿǶČîƥĿūŠ�ūĲ�ƎŕîŠŠĚē�
outages in their preferred language, as is already the case with English-speaking customers

•  Prioritization of tree clearing and other vegetation management on lines where customers were experiencing 
an unreasonably high number of power outages

•  Ensure customers were properly invoiced for labour and material costs arising out of customer-requested 
work such as new power connections, upgrades, and line expansions

ɮɨ��¹ĺîŠŒƙ�ƙū�ŞƭČĺɉT�ċĚŕĿĚǄĚ�ǅĚ�ƑĚîČĺĚē�î�ĲîĿƑ�îŠē�Şƭƥƭîŕŕǋ�
ĲîǄūƭƑîċŕĚ�ČūŠČŕƭƙĿūŠɍɍɍT�ƥĺîŠŒ�ǋūƭ�ĲūƑ�ǋūƭƑ�ĿŠǄūŕǄĚŞĚŠƥɍɍɍɩ

ɜ�OÞ'¤~�~s/� À¬¹~q/¤
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