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Ms. Janet Fraser

Chief Regulatory Officer

British Columbia Hydro and Power Authority
17" Floor, 333 Dunsmuir Street

Vancouver, BC V6B 5R3

Dear Ms. Fraser:
Re: British Columbia Hydro and Power Authority
Customer Complaint filed by K Centre (Centre)

Thisletterisinresponse to BC Hydro’s letterdated June 24, 2011 requesting permission from the British
Columbia Utilities Commission (Commission) to reduce a back-billingamountinvoiced to the Centre.
Investigationinto the Centre’s complaint found that errorsin BC Hydro’s process and an incorrect billing
multiplierled to the under-billing of the Centre from September 2009 until February 1, 2011.

Section 5.8.7 of BC Hydro’s Electric Tariff states that in every case of under-billing, BCHydro will back-billthe
customerforthe shorterof: (a) the duration of the error; or (b) six months forresidential, small General Service
(commercial) orirrigation; and (c) one yearforall other Customersoras setout ina special orindividually
negotiated contract with BC Hydro.

Since the Centre is charged under Rate Schedule 1500 - Medium General Service BCHydro originallyback-billed
the Centre forthe 12 month period from February 1, 2011 to February 1, 2010 inthe amount of $20,015.87.

Pursuantto Section 63 of the Utilities Commission Act, BCHydro is unable to waive charges forregistered
consumption without consent of the Commission.

The Commission has reviewed the matterand is of the view that because of the breakdown in BC Hydro
processes and the constrained operating budget of the Centre, itis reasonable to reduce the back-billed amount
inthis case. Further, if the Centre had received its actual billing from September 2009, measures may have been
taken to reduce energy consumption atthe premises as the Centre might have been subjectto the conservation
rate. Thissituation may representamissed opportunity forthe Centre to alterits consumption habits.

By this letter, the Commission gives consent to BC Hydro to revise the back-billed amount to $9,689.49 forthe
shorter period of six months from August 1, 2010 to February 1, 2011. Thisamount is payable by an installment
plan extended over 24 months.

In addition, the process breakdowns which led to the errorand resulting back-billing of the customer are of
concernto the Commission. The impact of back-billing on customers due to BCHydro error should not be
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understated: itplaces a potentially significant financial burden on customers, who must settlethe back-billed
amount in additionto theirregularconsumption charges. Aswell, all customers bearthe cost of the unbilled

amount.

The Commission recommends that BCHydro work with the Centre to come up with waysto reduce energy
consumption atthe premises. The Commission alsorecommends that BCHydro undertake areview of its
metering, billing and training procedures to avoid similarinstances from arising.

Yours truly,

AlannaGillis

cc: K Centre

L-66-11_BCH_CustomerComplaintreBackBilling_Aug26 2011_AG_V4_Redacted



	Via Email
	Ms. Janet Fraser
	Customer Complaint filed by K Centre (Centre)
	Alanna Gillis

