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Responds to customers’ service 
requests, and provides advice about 
conservation and programs to help 
customers manage electricity costs

Renfrew Hydro’s bills are consistently 
lower than many other local distribution 
companies including Hydro One Networks 
Inc. We keep less than 20% of the bill. 
The balance goes to transmission, power 
generators, provincial regulators and HST.

Owns, operates and maintains the 
power line system needed to deliver 
(distribute) electricity to 4,275 residential, 
commercial and industrial customers 
in the Town of Renfrew; maintains the 
town’s streetlights

 Provides 24-hour 
emergency response

E s s E n t i a l

s a F E

R E l i a b l E

RenfRew HydRo inc. 

l o c a l
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our top priority is the safety of our employees and our community 

 � Deliver electricity safely, reliably and at the least cost

 � Communicate proactively with our employees, our customers, and our partners 

 � Be a benchmark in customer service

 � Build on our strengths through partnerships and best practices

 � Improve profitability to meet the legislated return on investment

our Strategic context

 � Safety and well-being

 � Integrity and transparency

 �  Respect for our customers, 
employees and partners

 � Accountability

 � Teamwork

 �  Financial and environmental 
sustainability

 � Communications

Proudly and  

efficiently delivering 

electrical energy 

safely, reliably, 

and keeping our 

community’s best 

interests at heart

Powering progress 

through strategic 

partnerships and 

innovations to deliver 

economic benefits  

to our community

our Vision                our Mission                      our Values

our objectives
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24/7
Renfrew Hydro, a locally-owned distribution 
company, delivers electricity 24/7 safely, 
reliably and at the least possible cost to 
4,275 customers in the Town of Renfrew.

10 years
Renfrew Hydro has an accident-free record for 
the 10th consecutive year. 

≈20% 
When you pay your hydro bill, Renfrew Hydro 
keeps less than 20% of your bill to operate and 
maintain its distribution system. The rest, 80%, 
goes to generators, transmission, provincial 
regulators, and HST. 

less expensive
Renfrew Hydro’s distribution costs are less 
expensive than Hydro One’s distribution 
company, Hydro One Networks (HONI). In fact, 
HONI charges 50% more for delivery* costs 
compared with Renfrew Hydro’s. 

Renfrew Hydro’s delivery charges are lower than 
most local distribution companies in Ontario.

30 minutes or less
That’s the average response time for outages 
during business hours.

83.6%
That’s the customer satisfaction index score 
Renfrew Hydro received in a recent random, 
independent telephone survey, the highest 
score of 14 local distribution companies 
surveyed. (Margin of error +/-6.4%). We’re 
committed to continuously improving our 
customer service. 

10 
That’s the number of people employed by 
Renfrew Hydro.

$404,443 in capital investments
That’s what Renfrew Hydro invested in 
modernizing wires, poles, transformers, 
technology, and plant in 2016.

$459,503 to operate the system
That’s what Renfrew Hydro invested in 
maintaining and operating the distribution 
system in 2016.

$2.6 million
That’s what Renfrew Hydro plans to invest 
between 2017 and 2021 to maintain this 
essential service. Making the right decisions at 
the right time. It’s all part of making our town a 
great place to be. 

$930,000
That’s the growth in shareholder equity since 
2000. We are working hard to grow the value of 
Renfrew Hydro and meet our commitments to 
our shareholder, the Town of Renfrew.

$56,608+
That’s the value of rebates issued to ratepayers 
who participated in heating and cooling 
incentive programs, coupons, and home 
assistance programs. 

up 473 calls 
That’s the increase in the number of Call Before 
You Dig requests that Renfrew Hydro has 
received through Ontario1Call—170 in 2012 
increasing to 643 in 2016. 

Renfrew Hydro at a Glance
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On behalf of 

management, the 

Board of Directors, 

and our dedicated 

staff, we are 

pleased to present 

the 2016 Annual 

Report to our 

shareholder, the 

Town of Renfrew.

2016 has been an exceptionally busy year for Renfrew Hydro. Our primary objectives are to deliver 
electricity 24/7 safely and reliably at the least cost, and comply with legislative and regulatory 
requirements. Our business climate continues to change, driven by Ontario’s long-term energy 
plan, its emphasis on conservation, renewables, smart technology, climate change, and Ontario 
Energy Board (OEB) regulations. Responding to public policy directives requires a methodical 
approach to making sustainable local investments in infrastructure, people, and technology. 

Containing costs, improving productivity, collaborating, and pursuing new business opportunities 
are strategies we use to keep delivery costs of this essential service as low as possible. We are 
proud to say: our delivery charges are consistently lower than many other utilities including Hydro 
One. Statistics released by the OEB show Renfrew Hydro’s total monthly bill is lower than 58 of 
88 companies reviewed—Hydro One Networks, which is pursuing local distribution company 
consolidations, has the highest monthly bills, ranking 87th and 88th 1.

Renfrew Hydro’s 2015 Scorecard, issued by the OEB in 2016, shows Renfrew Hydro exceeded 
industry performance targets for customer focus, operational effectiveness, and public policy 
responsiveness. In the area of system reliability, Renfrew Hydro’s power interruption statistics 
continue to improve—because of our emphasis on replacing aging infrastructure and performing 
regular maintenance activities, and vegetation management. 

A Message from the chair 
and the president

1.  http://cf.oeb.ca/html/_performance/rates_chart.cfm?showdist=null 2016 Estimated Total Monthly Bill Amount ($) per Month Before Tax 
for Residential Rate Class in Ontario as of November 1

Bill Nippard, President and Andy Boldt, Chair

http://cf.oeb.ca/html/_performance/rates_chart.cfm?showdist=null 
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Credit goes to our 10 employees and their daily performance serving customers and getting the 
job done safely. We are proud of our accident-free record, for the 10th consecutive year.

In 2016, we welcomed two new board members, Merv Beckstead and Bruce Rozycki, both 
respected and highly qualified in their fields—Bruce in natural gas, and Merv in hydro and 
municipal government—bring a wealth of experience to the table. Our thanks go to former 
director Barry Holt for his dedicated service as Chair. The appointment of Bill Nippard, as the 
new president, followed the planned retirement of Tom Freemark. Tom made outstanding 
contributions to Renfrew Hydro over his 23+ year career. Bill brings extensive experience as 
Saint John Energy’s Vice-president of Engineering 
and Operations, and as a Newfoundland and 
Labrador Hydro regional manager overseeing 
generation, transmission and distribution in 
rural areas. 

Renfrew Hydro is a financially healthy organization 
and while we did not achieve the deemed rate of 
return required by the OEB in 2016, we are well-
positioned for the future. 

In 2016, Renfrew Hydro applied to the OEB to 
justify rate increases for the next five years. It is an intensive public process—applications are 
often more than 1,000 pages in length, take many hours to prepare, include feedback from our 
customers received at our two open houses and stakeholder interviews, and are thoroughly 
reviewed by the OEB. Investing in infrastructure to meet your needs today and in the future 
means creating a balance between costs and keeping rate increases predictable and as low 
as possible. Since Renfrew Hydro’s distribution rates were last approved in 2010, distribution 
revenues have decreased—largely as a result of lower consumption volumes because of business 
closings, conservation efforts and the increased cost of power. 

A return to a financial performance within the acceptable OEB range is projected as a result of 
Renfrew Hydro’s application. New rates have been approved, effective January 2017, which will 
allow us to make investments of $2,618,000 over five years to keep our system safe and reliable. 
For the average residential ratepayer, this will result in a 3% increase in 2017.

Renfrew Hydro made other important investments in 2016—continuous advancement of a 
shared billing system, use of thermography scans to inspect infrastructure, the expanded use 
of our geographical information system to support infrastructure planning, changing from bi-
monthly to monthly billing, and preparing a strategic plan to guide our directions and operations 
in the future are just some. It was also the first full year in which all staff were located under one 
roof which has proved to be beneficial in many ways. 

We are actively pursuing ways to limit costs and find efficiencies. We are working with 16 other 
utilities, through Cornerstone Hydro Electric Concepts (CHEC), to lower costs by sharing services, 
ideas and resources—such as billing, training, and financial models and templates. Together, 
we benefit from the economies of scale and efficiencies gained within a larger group without 
having to deal with the loss of local control, duplication, slow response time, communication 
problems, and top heavy management which are often the trademarks of larger companies. 
The Utility Collaborative Services Group is another example of local utilities working together to 
streamline processes.

Statistics released by the Ontario Energy Board 

(OEB) show Renfrew Hydro’s delivery charges are 

lower than 58 of 88 companies reviewed—Hydro 

One Networks had the highest delivery charges, 

ranking 87th and 88th.



8RenfRew HydRo                2016 Annual Report

As the local storefront for Ontario’s electricity system, 
Renfrew Hydro is on the frontline. We are motivated to 
do everything possible to keep the costs Renfrew Hydro 
can control in check. Our customers are neighbours, 
not numbers. Renfrew Hydro keeps less than 20% 
of the total revenue collected through billing to 
operate the distribution system and deal with diverse 
pressures—increased regulatory directives, rebuilding 
aging infrastructure, utilizing technology, dealing 
with inflationary increases, and decreased electricity 
consumption.

The remaining 80% is passed through to companies 
that generate electricity, Hydro One transmission, 
provincial regulators, and HST. Increasingly, the rising 
cost of electricity is forcing some families to make 
difficult choices. Each year, Renfrew Hydro is spending 
more time working directly with families to help them 
manage their bill. A full 12% of our residential customers 
qualify for low income government assistance. Ontario 
has introduced an 8% rebate—equal to the provincial 
portion of the HST—which is now applied to all bills. 
Other measures will be introduced in 2017. 

Making informed decisions at the right time is all part 
of making Renfrew a great place to be. That’s why it is 
important to have a clear vision and path. In 2016, we 
developed a strategic plan titled, Powering Progress, to 
guide us through 2017-2021. Our vision is deliberate—
powering progress through strategic partnerships 
and innovations to deliver economic benefits to our 
community. While Ontario’s goal is to reduce the 
number of local distribution companies by encouraging 
consolidations, we support strategic partnerships that 
have shared values and goals, and will provide real benefits at the lowest cost for Renfrew Hydro, 
its partners, its customers, and the Town of Renfrew. 

Our strategic plan 2017-2021 emphasizes safety and training for staff and our customers, 
customer service, financial performance, staff investments, community dialogue, conservation, 
and the environment. Going forward, we will:

 � Maintain the delivery of electricity safely and reliably at the least cost

 � Help residents and businesses manage their hydro bills

 � Build on our strengths through partnerships and best practices

 � Improve profitability to meet the legislated return on investment

Local service

We are here for you, in Renfrew. You’re 

a neighbour, not a number. Whether 

it’s connecting services or handling an 

outage, we’re right there until the job is 

done, 24 hours a day, seven days a week.  

The safety of our staff and the community 

is our priority.
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As a local company, Renfrew Hydro contributes to the local economy. In 2016, $475,000+ 
was injected into our hometown as a result of purchasing local goods and services and other 
activities. We also work closely with the Town of Renfrew to co-ordinate infrastructure projects, 
share equipment when necessary, and collaborate on solar installations. 

Renfrew Hydro values its customers, and that’s why we continue to provide service in person—in 
addition to telephone, email, and fax at a time when the prevailing trend by other utilities is to offer 
less personal service. We are also reaching out using our new website, www.renfrewhydro.com. 
Launched in 2016, it is designed to invite and respond to questions, provide ideas on energy-
saving ideas, and through Customer||Connect—allow personal access to statements, electricity 
usage, and historical usage. Our customers were also introduced to monthly billing, a change 
from bi-monthly billing required by the OEB. The increased cost of paper and postage is expected 
to be offset by encouraging as many customers as possible to use e-billing. 

Being a sustainable organization is all about how well we incorporate financial, environmental, 
social, and economic responsibilities to serve our customers responsibly and to help build a 
thriving community. When we thought about our mission statement, we summarized it as this: 
Proudly and efficiently delivering electrical energy, safely, reliably, and keeping the community’s 
best interests at heart. 

It’s what guides us every day.

   Bill Nippard, President   Andy Boldt, Chair

www.renfrewhydro.com
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Renfrew Hydro Inc., a regulated electrical distribution company and incorporated under the 
Ontario Business Corporations Act, operates within the 12.8 km² Town of Renfrew. Electricity 
distribution and energy conservation are its core businesses. Renfrew Hydro and its predecessors, 
including the Renfrew Hydro-Electric Commission, have delivered electricity to Renfrew for more 
than 100 years. Today, it serves 3,780 residential customers and 495 businesses. 

Renfrew Hydro became a for-profit company in 2000 when the Ontario Government required 
municipalities to dissolve hydro-electric commissions, and separate power generation from 
delivery. Two new local companies were formed: Renfrew Hydro Inc. and Renfrew Power 
Generation Inc. 

The Town of Renfrew divided the assets of Renfrew Hydro-Electric Commission and transferred 
them to Renfrew Hydro Inc. and Renfrew Power Generation Inc. In Renfrew Hydro’s case, the 
Town of Renfrew became the sole shareholder, owning 100% of the shares. The value of the new 
business was split into 50% debt and 50% equity. The Town owns the debt in the form of a $2.7 
million promissory note, and the equity shares. 

 � Renfrew Hydro pays interest on the debt at a rate of 7.25% or $196,000 annually to the 
Town—the interest represents the Town’s investment in the utility over previous decades. 

 � Shareholder’s equity has grown from $2.7 million in 2000 to $3.63 million as of 
December 2016. 

 � Renfrew Hydro has contributed $192,696 in dividends to the Town since 2008.

Renfrew Hydro is governed by an independent board of directors appointed by the shareholder. 

The three-person board exercises leadership 
and oversight, and is guided by the Shareholder 
Direction policy issued by the Town of 
Renfrew. The Board, together with Executive 
Management, set the overall strategic direction. 
Board members are corporate independent 
board members—conforming with the Affiliate 
Relationship Code—which requires at least  
one-third of its directors to remain independent 
from affiliate boards. The conduct of the 
business and the affairs of Renfrew Hydro are 
detailed in By-Law 1, and Board governance 
policies. 

Day-to-day operations are led by Renfrew 
Hydro’s President who is supported by the 
Management Team—the Secretary Treasurer, 
the Billing Supervisor, and the Crew Leader. The 
President is accountable to the Board, and the 
Management Team is accountable to the President.

Governance

Shareholder Benefits
DIVIDENDS

0 10,000 20,000 30,000 40,000 50,000

Dollars

2014

2013

2012

2011

2010

2009

2008

2007 $31,424

$24,662

$3,216

$9,594

$44,842

$28,460

$28,230

$22,268
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Andy Boldt, chair
Andy Boldt, B.Sc., former Vice-President of 
Operations for Scapa North America where 
he was employed for 24 years, has extensive 
experience in strategic development, 
business planning, and implementing major 
capital projects. Andy recently completed a 
maximum nine-year term as Director of the 
Renfrew Victoria Hospital Board, including 
five years as Chair. A long-time resident of 
Renfrew, Andy is an active Board member 
of Renfrew Health, and is a member of the 
Town of Renfrew Committee of Adjustment, 
and Planning Advisory Committee. He is a 
registered Professional Engineer in the Province 
of Ontario. 

Merv Beckstead, director
Merv Beckstead, CPA, CMA, former Chief 
Administrative Officer of the Regional 
Municipality of Ottawa-Carleton and the 
City of Nepean, brings strong leadership, 
management, and financial skills acquired over 
30 years in the municipal sector, and 10 years in 

the electricity field. Merv served on the County 
of Renfrew’s Compensation Review Committee, 
the Town of Renfrew’s Sewer & Water Rate 
Review Committee, the Queensway-Carleton 
Hospital Board’s Finance Committee, the Perley-
Rideau Veterans’ Health Centre Foundation 
Board, and as founding president of the 
Nepean Unit of the Canadian Cancer Society. 

Bruce Rozycki, director 
Bruce Rozycki, studied Geodetic Sciences at 
Ryerson Polytechnical Institute, Toronto. Bruce 
gained a wealth of management experience 
over a 36-year career with Enbridge Gas 
Distribution, retiring as Senior Manager, 
Reliability Engineering in 2016. Bruce’s 
experience includes managing distribution 
expansion projects, contracts, operations 
including staffing, organizational change, 
and asset management. Bruce has actively 
supported community support groups 
including Christie Lake Kids, the Ottawa 
Regional Cancer Foundation, Community Living, 
and the Enbridge Ride to Conquer Cancer.

the Board of directors

Left to right: Merv Beckstead, 
Andy Boldt, Bruce Rozycki
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Bill nippard, president
Bill, born in Ontario and raised in 
Newfoundland, brings over 17 years of 
experience in the hydro-electric industry—
as Saint John Energy’s Vice-president of 
Engineering and Operations, and as a regional 
manager with Newfoundland and Labrador 
Hydro managing generation, transmission and 
distribution in rural areas. Bill holds a Bachelor 
of Business Administration, and a Bachelor of 
Arts in Economics from Memorial University in 
Newfoundland.

James Riopelle, line Supervisor
Jamie brings over 20 years of experience in the 
hydro-electric industry, and is responsible for 
the day-to- day operations and maintenance of 
Renfrew’s distribution system.

cindy Marshall, Secretary/treasurer
Cindy brings a wealth of knowledge in finance 
and business processes with over 15 years’ 
experience in financial and accounting roles, 
most recently as Accounting Manager at 
Metroland Media.

Jordy leavoy, Billing Supervisor 
Jordy brings over 10 years of business and 
customer service management skills having 
worked in the telecom industry for both Nortel 
and Mitel.

the Management team
Left to right: James Riopelle, Jordy Leavoy, Bill Nippard, Cindy Marshall 
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Renfrew Hydro is supplied 
power from two terminal 
stations and three 44kV 
breakers, all owned and 
operated by Hydro One 
Networks Inc. Renfrew 
Hydro distributes electricity 
to the Town of Renfrew 
at primary distribution 
voltages of 4kV and 
2400V (through five 4kV 
substations). Its licensed 
service area is 12.8 square 
kilometres. 

distribution System components
Operation Centre  1
Distribution stations  5
Distribution transformers  645
Overhead wires  72 km
Poles  1750
Underground wires  8 km

Property and plant equipment  $5.4 million

electricity delivered  85, 946,976 kwh
peak load August 11 at 1:30 p.m.  16,432 kw
number of customers/connections   5,506
By type  

Residential  3,780
General service (small business and others with  
monthly peak demand < 50 kW)  435
General service with monthly peak demand > 50 kW 60
Unmetered scattered load (less than 50 kW such as cable) 34
Streetlighting  1,197

kwh consumption by customer class
Residential service  33.6 %
General service <50 kW  12.6 %
General service >50 kW  52.3 %
Unmetered scattered load   .2%
Streetlighting  1.3% 

*Rounded up

Renfrew Hydro’s 
distribution System
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where every dollar Renfrew Hydro collects goes 
53%  Electricity charges: the cost of electricity you 

use, typically based on time of use rates, is 
passed on to power generators. A portion of 
this cost includes the Global Adjustment—
the difference between what electricity sells 
for on the competitive market and the rates 
included in generators’ contracts—which 
are higher than the market price. Contract 
rates include investments in new generation. 
The cost of conservation programs is also 
included in this charge.

≈20%   Renfrew Hydro: the cost to maintain its distribution  
system to deliver electricity to your door. 

11%  Hydro One Networks: this amount is passed on to HONI and covers its cost to maintain 
the transmission system to deliver power to Renfrew Hydro’s distribution system.

13%  HST is passed on to the Federal and Provincial governments. Ontario is now issuing 
customers an 8% rebate to cover its share. 

3%   Regulatory covers the costs for provincial agencies to operate the electricity system, 
conservation, demand management, and financial aspects.

≈20%      
Renfrew Hydro

3% Regulatory

11%      
 Hydro One Networks
(transmission)

13% HST

53%      
Time of use 
power generators,
Global Adjustment

financial

2016 consolidated highlights
 � Distribution revenues  2,071,808

 � Expenses 1,861,870

 � Income before taxes  
and interest 209,938

 � Financial income/expenses (195,317)

 � Loss on retirement of assets  (4,631)

 � Payments in lieu of taxes  (17,616)

 � Deferred taxes (32,312)

 � Earnings for the year (39,938)

Renfrew Hydro’s delivery rates are filed with 
and set by the Ontario Energy Board every 
five years. The OEB approves the revenue 
requirements and the rates that can be charged 
to recover allowed costs and earn a formula-
based rate of return. 

Investing in infrastructure to meet your needs 
today and in the future means creating a 
balance between costs and keeping rate 
increases predictable and as low as possible. 
Since Renfrew Hydro’s distribution rates were 
last approved in 2010, distribution revenues 
have decreased—largely as a result of lower 
consumption volumes because of business 
closings, conservation efforts and the rising 
cost of power. 

A return to a financial performance within the 
acceptable OEB range is projected as a result 
of Renfrew Hydro’s application. New rates have 
been approved, effective January 2017, which 
will allow us to make investments of $2,618,000 
over five years to keep our system safe and 
reliable. For the average residential ratepayer, 
this will result in a 3% increase in 2017.
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2016 Revenues 
Regulated revenues up  $62,104

Other revenues up $20,321

2016 Expenses
Distribution costs down $25,000

Amortization up $48,000

General Administration up $100,000

 � Salary, cost of living  
adjustments  $8,000

Going Forward 
In 2016, Renfrew Hydro asked the OEB to approve its Cost of Service submission for a five-year 
period (2017 to 2021) using the RRFE Price Cap Incentive rate-setting option. With this option, the 
approved 2017 rates are adjusted through 2018 to 2021 inclusive using a price cap adjustment 
based on inflation and the OEB’s assessment of Renfrew Hydro’s efficiency. The process is a 
detailed, intensive public exchange of information that spans a 12-month period including 
preparation. 

The rate base reflects Renfrew Hydro’s investment in regulated operations, assets (property, plant 
and equipment in service), minus accumulated depreciation, as well as required working capital. 
The utility rate base determines the capital structure, approved financing charges, and the return 
on equity. Renfrew Hydro 2017 base revenue requirement to cover its costs and make a profit is 
$2,003,438. The OEB approved rate base and capital, operating expenses and revenue for 2017 are 
presented below:

Renfrew Hydro forecasts a net income 

of $165,000 for each year (2017-2021).

Rate Base:  $6,684,775
Weighted Average Cost of Capital 5.67 %
Deemed Interest Expense $143,963
Return on Deemed Equity $234,769

OM & A Expenses $1,473,280
Amortization/Depreciation  $243,152
Income Taxes Grossed Up $21,278
Service Revenue Requirement 
before Revenues $2,116,443
Revenue Offsets  $113,005
Base Revenue Requirement $2,003,438
Grossed Up Revenue Deficiency $112,001

For a typical residential customer with monthly 
consumption of 750 kWh, the total bill impact 
will increase by about $4.39 per month—an 
increase of about 3%. 

Renfrew Hydro forecasts a net income of 
$165,000 for each year (2017-2021). 

 � Position overlap, salary allocation   $45,000

 � Rent for office  $8,000

 � Audit expense associated with the  
conversion to the International Financial  
Reporting Standards    $25,000

 � Correction in depreciation associated  
with stranded meters, and increased  
capital spending  $48,000

 � Increase in regulatory expenses  $8,000

 � Increased costs for customer safety surveys  $10,000
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capital Program 2016 $404,443 
System Access: customer connections, distribution meters, underground wiring $7,224
System Renewal: Argyle Street, replacement of 27 poles, 26 transformers, overhead wires $338,200
System Service: modifications to meet new and future requirements $0
General Plant: vehicles, tools & equipment, leasehold, office & computer equipment $59,019

investments Made in the 
distribution System

Keeping the local system in good condition not only protects the security and availability 
of the electricity supply but ensures its long-term operability. Maintaining that reliability in 
a connected world where the loss of power—even a momentary flicker can cause a host of 
complications—is difficult particularly when parts of the distribution system are between 50 and 
60 years old. Renfrew Hydro methodically invests in power supply and management, replacing 
aging infrastructure when required by age and condition, and schedules timely inspections, and 
preventative maintenance and repairs. This approach reduces the distribution system’s downtime 
and stretches out the service life of low voltage poles, wires, substations and transformers without 
jeopardizing the system. 
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As part of its cost of service application for a rate increase to the Ontario Energy Board (OEB), 
Renfrew Hydro prepares a five-year Distribution System Plan that projects capital expenditures 
needed to maintain and expand the electricity distribution system to serve current and future 
customers. 

Since the last cost of service application in 2010, Renfrew Hydro has invested $2.1 million in its 
distribution system. The cost of service application for the years 2017 to 2021 inclusive was filed 
with the OEB in June of 2016. It was approved on February 9, 2017 and will result in investments 
of $2.6 million in the next five years to keep the system safe and reliable. 

Capital 2012-2021
Historical Forecast

2012  
$

2013 
 $

2014  
$

2015  
$

2016  
$

2017  
$

2018  
$

2019  
$

2020  
$

2021  
$

System Access 96,000 119,000 41000 4,300 7,224 107,000 35,000 129,000 10,000 10,000

System Renewal 286,000 197,000 279,000 296,000 338,199 315,000 335,000 380,000 385,000 350,000

System Service 4,000 14,000 10,000 10,000 0 110,000 20,000 5,000 5,000 10,000

General Plant 54,000 2,500 27,000 181,000 59,019 10,500 360,500 10,500 10,500 20,000

Total 440,000 333,000 357,000 492,000 404,443 542,500 750,500 524,500 410,500 390,000

Renfrew Hydro, located at  
499 o’Brien Road, brings staff  
and crew together under  
one roof.

Back row from left:  Kirk Skebo, Brad Scott,  
Bill Nippard, Jordy Leavoy, Frank Rowan.

Front row from left: Stephanie Mooney,  
Suzanne Livingstone, Cindy Marshall,   

Craig Briscoe, James Riopelle
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Keeping the System operational 
on a daily Basis   

operating, Maintenance and Administrative (oM&A)
That’s a catchall description of the activities that go on to keep the lights on and electricity 
available 24/7... safely and reliably. 

Activities support the safety of employees and the public, sustaining service quality and the 
reliability of the distribution system, meeting customer needs, all safety, regulatory, legislative, 
environmental and performance requirements, and paying professionals to keep this essential 
service functioning. It includes:

 � Asset management covering the maintenance of transformers and distribution stations, 
and vegetation control to reduce the likelihood of controllable service disruptions to 
customers; and 

 � Predictive, preventative and condition-based assessments that feed into planning and 
setting work priorities to safely extend the life of assets. 

In 2016, Renfrew Hydro

 � Supplemented its regular inspection program with annual thermography scans of 
overhead equipment and substations to detect hot spots before they become issues 
or problems. 

 � Utilized smart meter outage data to provide sequence of events information to support 
condition assessment and response. 

 � Requests for locates continued to increase as a result of Renfrew Hydro’s membership 
in Ontario One Call. The one-stop approach (www.on1call.com) to providing complete 
information about the location of cables, pipes and lines increased from 170 in 2012 to 
643 in 2016. Although labour and costs have increased, safety for citizens and workers has 
improved. 

2016 was the first full year in Renfrew Hydro’s new leased location at 499 O’Brien Road—a move 
that has brought crew and staff together at one location. The new location provides sufficient 
parking, office and storage space for vehicles and inventory. The search for a new location began 
when the lease for the existing garage could not be renewed. The office building at 29 Bridge 
Street is for sale. 

operations and Maintenance costs
Operations $284,869

Maintenance $168,608

www.on1call.com
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Behind the front counter
A talented staff supports a variety of office functions from customer service, corporate 
management, finance, human resources, information technology, communications, legal, audit 
and security to real estate functions. Meeting evolving regulatory requirements has made for an 
extremely busy year in 2016. Here are some of the highlights:

 � The preparation and filing of Renfrew Hydro’s Cost of Service Application with the Ontario 
Energy Board

 � Helping eligible customers access funding or credits to help pay their hydro bill 

 � Providing information about how to manage electricity use by choosing when to use it and 
other energy-saving ideas, rebates and support programs

 � The change from bi-monthly to monthly billing

 � The preparation of a strategic plan to guide the direction and operations of Renfrew Hydro 
in the future

 � Investments in a shared billing system with a group of other hydro distribution companies 
has helped control billing costs. 

 � The newly introduced e-billing feature on www.renfrewhydro.com provides secure access 
to the bills 24/7, and reduces paper. 

The increasing cost of electricity has created many 
requests for assistance from people who have difficulty 
paying their hydro bill on time—12% of our customer 
base qualify for government assistance. Ontario has 
introduced a plan to lower hydro bills by an average of 
25%. Hydro staff are working hard to help customers 
find ways to reduce costs. Renfrew Hydro is fielding 
more inquiries about LEAP—the Low-Income Energy 
Assistance Program which provides a one-time grant 
of up to $500 for eligible customers struggling to 
pay their hydro. It’s funded through Renfrew Hydro’s 
rates and delivered by the County of Renfrew’s 
Social Services Department. Renfrew Hydro provides 
information about the Ontario Electricity Support 
Program, a monthly on-bill credit to help eligible 
customers pay their bills, the Save on Energy Home 
Assistance program, and ways to conserve energy.

Administrative costs
Corporate management, finance, human resources, 
information technology, communications, legal, audit, 
security and real estate functions

Billing and Collecting   $408,963

Community Relations   $6,028

Administrative, General & LEAP $533,847

Employee Relations Highlights 

Retirements: 2 

Hires  1

Ontario’s plan to lower electricity bills

Ontario announced a plan to lower 
electricity bills by an average of 25% 
including the previously announced 
8% rebate on its portion of the HST. 
Additional support was announced for 
those on low incomes and for eligible 
rural communities. Rate increases will be 
held to the rate of inflation for the next 
four years. The reduction in electricity 
costs is the result of refinancing current 
long-term generation projects over a 
longer term—30 years.

www.renfrewhydro.com
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operational effectiveness 
A measure of the reliability of Renfrew Hydro’s distribution system is the frequency and duration 
of power outages. The Ontario Energy Board uses the SAIDI and SAIFI indices as indicators of a 
distribution system’s overall reliability.

SAIDI (System Average Interruption Duration Index) is used to track responses to outages—
and is a measure of the length of hours an average customer experiences in a year. Equipment 
condition, bad weather, line contacts, the extent of the outage, availability of line staff, and travel 
time to the outage location are all factors in developing this measure.

SAIFI (System Average Interruption Frequency Index) represents the number of outages a 
customer experiences in a year—both controllable and uncontrollable.

Renfrew Hydro continues to focus on replacing aging infrastructure and performing regular 
inspection and maintenance activities—including vegetation management and brush control 
programs—activities with the goal of reducing vulnerability to uncontrollable events such as 
adverse weather. 

Reliability

2016
Renfrew Hydro 

actual

2016  
Distributor  

target**

SAifi (Average number of outages per customer) 0.28 1.05

SAidi (Average hours of outage time per customer) 0.34 0.71

** Target determined using 5-year rolling average for Renfrew Hydro.
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Customer service is the lifeline of any successful business. At Renfrew Hydro, we value our 
reputation as a professional and responsive hometown team that offers personalized service—
whether it is at the counter (at a time where the trend is to close customer service counters), by 
telephone, email, mail inserts, fax or on the street.

We strive to keep our customers’ best interests at heart by delivering electricity to your door, 
safely, reliably and at the least cost. We care about customers’ needs—whether it is helping 
customers with energy saving ideas, disconnecting and reconnecting power while you trim trees 
on your property, or helping low-income citizens access the Ontario Electricity Support Program 
to help pay their hydro bill.

The Ontario Energy Board’s most recent Scorecard which gauges utilities against industry 
standards shows Renfrew Hydro exceeded industry performance targets for service quality and 
customer satisfaction. 

Renfrew Hydro oeB industry Standard
New residential services connected on time: 70 100% 90%

Scheduled appointments met on time 95.70% 90%

Number of Telephone Calls 7,259

Telephone calls answered on time (within 30 
seconds)

91.90% 65%

Telephone call abandon rate 0.00% 10%

Customer Satisfaction 83.6% 

First contact resolution 99.05% n/a

Billing accuracy 99.43% 98%

customer Service: 
     How are we doing?
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Renfrew Hydro 
launched its new user-
friendly website in 2016: 
www.renfrewhydro.
com. It’s clean, easier 
to read and features 

a greater emphasis on conservation and ways to 
reduce electricity consumption. And its mobile-
friendly. Customers can use the Customer||Connect 
portal to continue to monitor their usage on a daily 
basis—energy consumption is updated nightly, check 
account balances and payment history. 

We reach out to the community using our 
website: www.renfrewhydro.com, mail 
inserts, public service announcements, 
advertisements, and participation at 
local events such as the local Spring 
Home Show. 

Billing
In late 2016, Renfrew Hydro changed 
its billing cycle from bi-monthly to 
monthly as a result of a directive from the 
Ontario Energy Board. This has increased 
administration including mailing costs—
costs are expected to decrease with the 
introduction of e-billing in 2017. 

During 2016, Renfrew Hydro, as a 

member of Cornerstone to Hydro Electric 

Concepts Inc. (CHEC), participated in the 

development of a customer satisfaction 

survey conducted by an independent 

third-party. The survey, conducted in early 

2017, revealed a customer satisfaction 

index score of 83.6% (Margin of error: +/-

6.4%), the highest score of participating 

CHEC local distribution companies. The 

average was 77.8%.

customer communications 

www.renfrewhydro.com
www.renfrewhydro.com
www.renfrewhydro.com
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Barry Holt, the outgoing Chair of the Board of Directors, was thanked  for 
his 15 years of service as well. 

dedicated employees are our Strength 

Renfrew Hydro said goodbye to two retiring employees, Tom Freemark who served as President 
for 23.5 years, and Helen Crozier, customer service representative for more than 26 years, but 
not before thanking them for their years of dedicated service and wishing them both a very 
happy retirement! 

From left: Bill Nippard, Barry Holt, Andy Boldt, Bruce Rozycki, and Merv Beckstead

From left: Cathy and Tom Freemark and Andy Boldt From left: Suzanne Livingstone, Cindy Marshall, and Helen Crozier
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Making Safety a priority

The safety and health of our employees, 
those who work with us, our customers, and 
the community is our top priority. Renfrew 
Hydro has had no serious safety incidents 
in the past 10 years. We continue to work 
together toward the goal of zero lost time, 
and zero occupational injuries and illnesses 
by encouraging workers’ participation in 
identifying and dealing with potential work site 
hazards before work begins. 

As part of a review in 2016, we are introducing 
the Internal Responsibility System, in which 
everyone in the workplace takes personal 
responsibility and accountability for their 
safety and that of their co-workers—it is key 
to fostering a safe environment by identifying, 
eliminating, removing or controlling hazards. 

Renfrew Hydro must meet the legislative 
requirements contained within the 
Occupational Health and Safety Act (OHSA) 
and its Regulations as well as comply with 
Ontario Regulation 22/04 (Electric Distribution 
Safety). The OHSA, Renfrew Hydro’s Safety 
Rules, and the Work Protection Code (WPC), 
are supported by documented work policies 
and procedures which were reviewed and 
consolidated in 2016. 

Renfrew Hydro’s compliance for the past 11 
years with Ontario Regulation 22/04—which 
establishes the safety requirements for the 
design construction and maintenance of our 
electrical distribution system—is a reflection of 
our strong commitment to safety. 

Employee safety training, ensuring workers 
and contractors are qualified to do the work 
and adhere to procedures and policies, 
communication and safety talks, job planning, 
and a proactive approach to track near misses, 
unsafe conditions and measure progress are 
just some of the ongoing initiatives used to 
support safety goals. 
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Renfrew Hydro’s commitment to its workers’ 
health and safety is also supported by its 
Code of Conduct, Health and Safety Policy, 
Prevention of Violence and Harassment in the 
Workplace Policy, and a clear statement of 
Workers’ Rights.

A joint Health and Safety Committee, which 
functions as an advisory committee tasked with 
raising awareness of health and safety issues, 
risks, and recommendations, consists of worker 
and employer representatives.

public Safety
Renfrew Hydro participated in the Electrical 
Safety Authority Public Awareness Survey in 
2016 conducted by a third-party on behalf 
of Cornerstone Hydro Electric Concepts to 
determine our customers’ awareness of 

electrical safety. Renfrew Hydro achieved 
a Public Safety Awareness Score of 82.6% 
which is in line with other CHEC member 
local distribution companies participating in 
the survey. 

call or click before you dig
Use ontario one call logo with  
www.on1call.com 1.800.400.2255

In 2016, Renfrew Hydro received 643 requests 
for excavation locate requests through Ontario 
One Call—up from 170 in 2012—and that’s 
a good thing. Knowing where underground 
wiring, piping, and cabling is buried in public 
rights of ways and private properties keeps 
citizens, contractors and infrastructure owners 
safer, and minimizes damage to services. 

When Ontario One Call receives an excavation 
locate request, they notify Renfrew Hydro and 
other infrastructure owners who have five 
business days to respond to the requester.    

Before joining Ontario One Call in 2013, 
Renfrew Hydro was not always included in 
requests for locates. Although labour and costs 
to complete locates have increased, the greater 
benefit is improved awareness and safety 
for citizens and workers, and less damage to 
underground infrastructure. 

Every morning, a tailboard meeting is held at the work site to review the day’s work and safety precautions. 

www.on1call.com
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ontario has set targets for all hydro utilities 
to reduce electricity use by convincing 
customers to conserve electricity. 

Renfrew Hydro’s target is 4,170 MWh—to be 
achieved by 2021. That’s the equivalent to 
removing 463 residential customers with monthly 
consumptions of 750 kWh from the supply chain 
for a year. Targets reflect Ontario’s “Conservation 
First” strategy intended to slow down the need 
to construct new generation and transmission 
facilities; the target is included by the Ontario 
Energy Board as a condition of Renfrew Hydro’s licence. 

Recent figures show Renfrew Hydro achieved 8.43% of its target in 2015. Figures 
for 2016 weren’t available at the time of printing, but here are some preliminary results for 
outreach programs. Final verifiable results will be available in July 2017. Program administration is 
subcontracted to Hydro Ottawa.  

conservation

Heating and cooling incentive up to $650 available to residents and 
businesses purchasing and installing eligible central heating and 
cooling equipment through a participating contractor

68 customers 
$19,700

Retrofit Program for businesses and institutions to reduce costs for 
equipment upgrades e.g. lighting upgrades, motor and heating 
installations or new control systems (PharmaPlus, Renfrew and District 
School Board, Beaumen Waste Management)

3 customers 
$11,568

Home Assistance Program for eligible participants and includes 
an in-home energy assessment, professional installation of 
energy-saving devices and products and conservation advice.

3 households

Small Business Forum held in October provided information on 
incentives and conservation 12 attendees

Coupons to help customers save money on range of energy-efficient  
products Including LED bulbs, programmable thermostats, ceiling 
fans, power bars with timers, weather-stripping, outdoor timers, 
motion  detectors

$25,290



27RenfRew HydRo                2016 Annual Report

Funding for public education and conservation outreach programs is provided by the 
Independent Electricity System Operator which in turn is funded through the Global Adjustment 
(GA). The GA is included in the electricity rates set by the OEB and is folded into the time of use 
rates on the hydro bill. Renfrew Hydro has contracted with Hydro Ottawa to administer most of its 
conservation outreach programs. Contact is made through Renfrew Hydro. 

We are here for you. Just ask us! 

Renfrew Hydro is here to help. We 

encourage our customers to ask us about 

how making small changes in electricity 

use can help manage the hydro bill, and 

about financial support for low income 

families. Businesses, find out about 

energy retrofits, lighting, and other 

energy-saving ideas. 
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protecting our environment

Renfrew Hydro is committed to operating in an environmentally-responsible way by adhering 
to all applicable environmental legislation and developing additional policies and programs to 
lighten our environmental footprint.

Going forward, Renfrew Hydro is reviewing the environmental impact of facilities and programs 
to identify, assess and integrate environmental considerations into our decisions. Initial actions 
include:

 � Reducing the consumption of fossil fuels by introducing a no-idling policy

 � Expanding the rethink, reduce, reuse and recycle practises to include recycling policies and 
turning tree and shrub waste into top soil

 � Assessing the environmental impact of products during their lifecycle as part of price and 
quality evaluations before purchasing 

In 2016, Renfrew Hydro began the replacement of transformers identified in 2015 as having PCB 
levels above acceptable levels. The handling and removal process complies with storage and 
disposal regulations. Removals will be completed by December 2018.
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poweRinG pRoGReSS—
Highlights of  Strategic Directions 2017–2021
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poweRinG pRoGReSS—
StRAteGic plAn 2017-2021:  
ouR ViSion, MiSSion, VAlueS And oBJectiVeS

 � Safety and well-being

 � Integrity and transparency

 �  Respect for our customers, 
employees and partners

 � Accountability

 � Teamwork

 �  Financial and environmental 
sustainability

 � Communications

Proudly and  

efficiently delivering 

electrical energy 

safely, reliably, 

and keeping our 

community’s best 

interests at heart

Powering progress 

through strategic 

partnerships and 

innovations to deliver 

economic benefits  

to our community

   our Vision             our Mission                        our Values

The safety of our employees and our community is our top priority.

We will strive to:

 � Maintain the delivery of electricity safely, reliably and at the least cost

 � Be a benchmark in customer service by helping customers manage their hydro bills

 � Build on our strengths through partnerships and best practices

 � Improve profitability to meet the legislated return on investment

 � Communicate proactively with our employees, our customers, and our partners

   our objectives



31RenfRew HydRo                2016 Annual Report

Going Forward 
Renfrew Hydro’s reputation in the community is based on delivering electricity 24/7 safely and 
reliably at the least cost. Its rates are significantly lower when contrasted with other utilities 
especially Hydro One service areas. Renfrew Hydro values its relationships with its customers and 
demonstrates that by providing responsive service. It’s all about keeping the community’s best 
interests at heart.

Renfrew Hydro’s Strategic Plan, Powering Progress 2017-2021, provides:

 � an overview of the changing business climate and trends within Ontario’s electricity 
system—policy and regulations, technological changes, and costs—and Renfrew Hydro’s 
objectives and sustainable strategies based on financial projections extrapolated from the 
recently approved Cost of Service application for 2017-2021.

 � A plan to:

 deliver electricity, safely, efficiently and reliably and at the least cost to our customers, 

 invest in our staff, our greatest resource,

 produce a dividend for our shareholder, and

  serve as an important economic driver to sustain and support the growth of the local 
economy.  

Powering Progress focuses on continuous improvement in five core areas: 

 � Organizational Effectiveness 

 � Customer Service 

 � Financial Performance

 � Community and Communications 

 � Conservation and the Environment 

From left: Cindy Marshall, Secretary-Treasurer;  
Bruce Rozycki, Director; Bill Nippard, President;  
Wil Barr, Accountant, Mackillican & Associates;  

Merv Beckstead, Director; Andy Boldt, Chair 
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Renfrew is a town defined by its strong sense of community and connection. It’s home to 8,200 
residents and approximately 470 businesses. An estimated 24% of the population is over 65, 
a significantly larger percentage compared to the national average of 14.8%, and 61% of the 
population is between the ages of 15 and 54. Population is expected to increase by 580 by 2026, 
and 805 by 2035.

Renfrew Hydro is a private business, regulated by the Ontario Energy Board. Renfrew Hydro has 
one shareholder, the Town of Renfrew. Leveraging this high value utility with other critical services, 
such as sewer and water, contributes to a stable and attractive environment for economic growth 
in Renfrew.

Changing energy policies, market design, infrastructure renewal, and creating new capacity are 
all part of Ontario’s planned restructuring of the electricity industry—It is guided by enabling 
legislation including the Green Energy Act, Ontario’s Long-term Energy Plan, Conservation First: A 
Renewed Vision for Energy Conservation in Ontario, and now, the Climate Change Mitigation and 
Low Carbon Economy Act and supporting regulations. 

Escalating costs of electricity over the past 10 years has created difficulties for some. Locally, more 
than 12% of our customer base is experiencing difficulties in paying their hydro bills and qualify 
for government assistance. Helping our customers find ways to manage their bills, conserve or 
reduce energy use, and make use of rebate programs happens every day. Powering Progress 
reinforces our commitment to controlling the costs we can—approximately 20% of the hydro 
bill—by using best management practices, efficiency gains, and cost savings. We’ll continue to 
work with other utilities through Cornerstone Hydro Electric Concepts to share knowledge and 
resources, and develop other strategic partnerships and business investments.  
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OUR OBJECTIVES 
tHe SAfety of ouR StAff And ouR coMMunity iS ouR top pRioRity
Renfrew Hydro is committed to a top tier culture of health and safety for our employees, 
customers, and community by employing health and safety training for staff, and educational 
outreaches to customers of all ages. We will also employ leading indicators to ensure the 
effectiveness of the safety training in the field. 

We’ll strive to:

MAintAin tHe deliVeRy of electRicity SAfely, ReliABly, SuStAinABly, 
And At tHe leASt coSt

Renfrew Hydro has built its reputation 
in the community based on delivering 
electricity 24/7 safely and reliably at the 
least cost. Its rates are competitive when 
contrasted with other local distribution 
companies, including Hydro One 
Networks. 

Renfrew Hydro will continue to maintain 
its equipment in safe and reliable working 
order, and when economically justified, 
upgrade or replace its equipment. 

Renfrew Hydro’s long-term Distribution 
System Plan is based on lifecycle optimization policies and practices, preventative and predictive 
maintenance, condition-based monitoring, and risk analysis. Renfrew Hydro will continue to adopt 
technological improvements to its system, and, at the same time, maximize the life of system 
parts using scheduled and preventative maintenance without compromising safety or reliability. 

The five-year forecast is encompassed in a master plan outlining asset management and capital 
expenditure planning. Prudent capital investments and maintenance plans are essential to ensure 
the sustainability of the distribution network. 

coMMunity And coMMunicAtionS witH ouR eMployeeS, ouR 
cuStoMeRS, And ouR pARtneRS
Staying in touch with our consumers and our shareholder, community groups, and elected 
officials by providing up-to-date information about changes, and listening and responding to 
concerns and requests are critical to building community trust and understanding. 

Ontario is placing a major emphasis on energy conservation as the first resource to be 
considered to offset future growth of electricity demands. Its policy states that conservation 
will be considered first before building new generation and transmission facilities, and will be 
the preferred choice where it is cost effective. Targets have been set for all local utilities and can 
be accomplished only with the support of the consumer. Informing, engaging and involving 
consumers in the changing roles and expectations is critical.
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Increased emphasis will be placed on conservation/demand management using outreach 
programs to commercial/industrial and institutional and residential customers to help customers 
conserve electricity and manage their hydro bills, and to help Renfrew Hydro meet the 
conservation targets set by the Ontario Energy Board. 

Given the evolving nature of the electricity system in Ontario and the requirement to meet 
legislation, guidelines, policies and regulations, we will use change management strategies 
to help our staff through changes in business activities, and support our customers through 
transitions so that the highest level of customer experience possible is maintained.

Renfrew Hydro is committed to respecting the environment by managing and operating 
its facilities, services and programs in an environmentally-responsible way, complying with 
applicable environmental legislation, and developing additional programs to lighten our footprint 
on the environment. 

Be An eXcellent BencHMARK in cuStoMeR SeRVice
Renfrew Hydro will continue to excel in all aspects of customer service by providing helpful, 
professional and timely service. Renfrew Hydro interacts with its customers using a choice of 
contact points: front counter in-person service, by telephone, via our website, by email, on-the-
street, and social media.

Renfrew Hydro will invest in the development of our staff to provide a customer-oriented, high 
performance culture of organizational effectiveness that emphasizes empowerment, quality, 
productivity, goal attainment, and ongoing development of a superior workforce.

Build on ouR StRenGtHS tHRouGH pARtneRSHipS And  
BeSt pRActiceS
Renfrew Hydro is pursuing new business opportunities, partnerships and best management 
practices that complement our skills, support our financial objectives, and focus on the 
expectations of our community to provide electricity safely and reliably at the least cost. Through 
cost sharing, efficiency gains, cost savings, improved reliability, superior customer service, and 
responsible environmental stewardship, we will achieve our objectives. 

contRiBute to RenfRew’S econoMic deVelopMent And  
QuAlity of life
To be a valued community asset delivering electricity safely and reliably at the lowest cost; a 
business investment that produces a yearly return on equity of 8.78% and reliable dividends for 
our shareholder, the Town of Renfrew; and a strategic economic driver, supporting economic 
development objectives. 

A number of factors could affect Renfrew Hydro’s ability to achieve its projected results. They 
include but are not limited to: Ontario’s policies and regulations, the economy and how it impacts 
customers, market prices for electricity, climate change, technological infrastructure, and the 
ability to find appropriate business partners.
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STRATEGIES TO SUPPORT OUR OBJECTIVES
Keep our employees and community safe
n  Introduce an internal safety responsibility system, third party reviews, and 

performance measures

n Provide safety training to contractors and the public 

n  Support general health initiatives including mental health support

The safety of our 

employees and our 

community is our top 

priority.

Deliver safe, reliable, and sustainable service at the least cost
n  Develop planning tools to support asset management, work plans and business 

continuity

n  Use value added technology to improve operational and financial decision-making

n  Review and reduce environmental impacts of purchasing and operational 
decisions

n  Maintain the 
delivery of 
electricity 
safely, reliably, 
sustainably, and 
at the least cost

inform, engage and involve customers and our partners
n  Increase dialogue with the shareholder

n  Maintain continuous communications with our ratepayers, and our elected 
representatives

n  Advocate on behalf of ratepayers

n  Communicate  
with our 
employees, our 
customers, and 
our partners

we will strive to:

Provide helpful, high quality service and assistance 
n Help residents and businesses manage their bills

n  Promote energy-saving ideas and web-based tools to monitor and manage 
electricity usage 

n  Be a benchmark in 
customer service 

improve productivity and develop new growth opportunities
n  Conduct line loss study, system optimization, and investigate voltage and load 

reduction

n  Actively seek long-term strategic partnerships that support cost reductions and/
or improved performance

n  Develop service agreements with the Town of Renfrew

n  Revisit Hydro Ottawa’s Conservation Service agreement

n  Develop staff skills by investing in training

n  Build on our 
strengths through 
partnerships and 
best practices

 improve profitability to meet the legislated return on investment
n  Successfully implement the 2017-2021 Cost of Service investments in 

infrastructure and achieve the required return on investment for the stakeholder

n Review and update the dividend policy

n Sell the former Renfrew Hydro offices

n  Contribute 
to Renfrew’s 
economic 
development and 
quality of life
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OUR 2017-2021 FINANCIAL OUTLOOK  
BASED ON THE APPROVED COST OF SERVICE 
RATE APPLICATION

projected financial outlook based on cost of Service   

2017 2018 2019 2020 2021
net income $165,000 $165,000 $165,000 $165,000 $165,000

capital Program $542,500 $750,500 $524,500 $410,500 $390,000

2017-2021 overview of investments in Renfrew’s electrical  
distribution system
The RHI asset management plan for 2017-2021 proposes annual investments to:

 � Upgrade or replace aging breakers, conductors, insulators, transformers, wooden poles, and 
a bucket truck

 � Service new subdivisions with underground connections

 � Invest in more smart technology

 � Make better use of smart meters to quickly pinpoint the source of power outages and 
deploy crews

 � Reduce energy waste and losses by using technology to monitor and manage remote 
substations for loading and outages, feeder and phase balancing, voltage reduction, and 
load management

 � Handle the increased requirement for reliability created by digital, computer equipment, 
and technology in homes and businesses

Forecast

2017 2018 2019 2020 2021

System Access 107,000 35,000 129,000 10,000 10,000

System Renewal 315,000 335,000 380,000 385,000 350,000

System Service 110,000 20,000 5,000 5,000 10,000

General Plant 10,500 360,500 10,500 10,500 20,000

Total 542,500 750,500 524,500 410,500 390,000
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