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OPERATIONS, MAINTENANCE AND ADMINISTRATION SUMMARY

1. INTRODUCTION

This Schedule provides an overview of Hydro Ottawa’s total operating expenses, in the contexts
of both the 2016-2020 and 2021-2025 rate periods. These expenses include Operations,
Maintenance and Administration (“OM&A”) expenditures, Property Taxes, Depreciation and
Amortization expenses, and Payments in Lieu of Taxes (“PILS”). Detailed information with
respect to each of these operating expenses is available in Exhibit 4-1-3: Operations,
Maintenance and Administration Program Costs, Exhibit 4-1-4: Operations, Maintenance and
Administration Cost Drivers and Program Variance Analysis, Exhibit 4-3-1: Depreciation,

Amortization Disposal, and Exhibit: 4-4-1: Payments in Lieu of Taxes.

Please note that throughout this evidence, unless it is explicitly stated otherwise, OM&A is

inclusive of property taxes.
Table 1 summarizes Hydro Ottawa’s total operating expenses for the 2021-2025 period.

Table 1 — 2021-2025 Total Operating Expenses ($°000,000s)

2021 2022 2023 2024 2025
OMA&A excluding Property Tax $90.8 $93.1 $95.4 $97.8 $100.2
Property Tax $3.1 $3.2 $3.3 $3.4 $3.5
OM&A including Property Tax $93.9 $96.3 $98.7 $101.2 $103.7
Depreciation $52.5 $56.9 $59.1 $60.7 $64.0
PILS $1.0 $5.2 $8.8 $11.8 $7.8
TOTAL' $147.5 $158.4 $166.6 $173.7 $175.5

! Totals may not sum due to rounding.
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2. OM&A SUMMARY

Hydro Ottawa’s forecasted OM&A expenses include costs that are incurred to continue
providing a safe and reliable electricity distribution system, meeting legislative and regulatory

compliance requirements, and satisfying other operational and maintenance needs.

During the 2016-2020 period, Hydro Ottawa completed key OM&A-related projects and
programs, such as operating and maintaining overhead and underground distribution lines,
feeders, transformers, and distribution stations. The utility also incurred operations and
maintenance costs for programs designed to invest in proactive measures to avoid long-term
OM&A and capital costs. Examples of such programs include vegetation management and

asset maintenance.

Key projects and programs in the 2021-2025 period include distribution maintenance and
operations programs, such as vegetation management, underground locates, information
technology (“IT”) maintenance, contact centre and billing activities, stations maintenance, and

meter operations and testing activities.

Figure 1 below summarizes Hydro Ottawa’s OM&A expenses over both rate periods (2016-2020

is displayed in blue; 2021-2025, in orange).
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Figure 1 — 2016-2025 OM&A Expenses ($°000,000s)
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2.2 OM&A COST DRIVERS

Key cost drivers for OM&A are as follows:

Proactive and Reactive Distribution System Maintenance
This includes power outage restoration work due to storms, vegetation management (e.g. tree
trimming for purposes of storm hardening), underground cable locates, distribution system

inspections, and clean-up of sites contaminated by leaks/spills.

Employees, Equipment, and Facilities

Hydro Ottawa relies upon a skilled and experienced workforce that is equipped with the tools
necessary to perform its work safely and efficiently. Ongoing employee training is required as
the workforce is renewed due to retirements. This ensures that employees continue to work
safely and keep pace with the new skill sets associated with a more sophisticated distribution

system and evolving business landscape.
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IT & Operational Technology Systems and Communications

Many of the utility's IT and operational technology systems require ongoing support,
maintenance, and protection, including for purposes of cyber security. Examples of such
systems include the Supervisory Control and Data Acquisition System, Geographic Information
System, Customer Care and Billing System, Outage Management System, Enterprise Resource
Planning (“ERP”) system, and Human Capital Management (“HCM”) system. The needs and

costs associated with software licensing are also increasing.

For additional details on OM&A cost drivers, please see Exhibit 4-1-4: Operations, Maintenance

and Administration Cost Drivers and Program Variance Analysis.

Some of the key productivity improvements undertaken by Hydro Ottawa during its 2016-2020
rate term include the launch of an upgraded ERP system and new HCM system, migration to a
new customer contact centre service provider, and implementation of a Mobile Workforce
Management tool. Further details on these and other such initiatives are provided in Exhibit

1-1-13: Productivity and Continuous Improvement Initiatives.

With respect to Hydro Ottawa staffing levels, these are set to decrease in 2021 from 2019 levels
(see Attachment 4-1-5(C): OEB Appendix 2-K - Employee Costs). Ongoing and expected
productivity improvements mean that the utility will be able to accomplish more while ensuring
overall headcount remains stable and associated compensation costs are controlled. In
addition, it should likewise be noted that Hydro Ottawa is currently serving more customers than

it was in 2015, with the customer base having increased by almost 5%, as of the end of 2019.2

During the internal budgeting process at Hydro Ottawa for the 2021-2025 period, the initial

levels of OM&A expenditures proposed by the various Divisions within the utility translated into

2 As of the end of 2015, Hydro Ottawa’s total customer count was 323,919. This number increased to 339,771 as of
the end of 2019. The addition of 15,852 customers during that timeframe is equivalent to approximately a 5%
increase.
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an overall OM&A Compound Annual Growth Rate (“CAGR”) of 3.5%.% This growth was
attributable to increases in program activities, salaries and benefit costs, fuel costs, and market

priced contracts.

The proposed 2021-2025 OM&A spending levels were reviewed by the Executive Management
Team and several adjustments/reductions were made to the proposals. One significant
modification was that inflationary adjustments were not applied to programs where inflationary
growth was not already explicitly included (e.g. wages set through the collective bargaining
process). As a result, Hydro Ottawa will manage these programs and their associated costs to

2020 cost levels.

In addition, Hydro Ottawa applied a custom OM&A productivity escalator to its planned 2021
OM&A levels. The custom escalator applied was 2.51%.* The application of this custom
escalation factor resulted in a reduction to OM&A spending over the 2021-2025 rate term of
approximately $13.1M. These savings will be achieved in large part through productivity and
continuous improvement initiatives, as described in Exhibit 1-1-13: Productivity and Continuous
Improvement Initiatives. Hydro Ofttawa is committed to productivity and continuous

improvement, and is confident that it has proposed a reasonable target for OM&A productivity.

3. PROPERTY TAXES

Property taxes are paid to the City of Ottawa annually based on the value of its buildings and
substations and the associated municipal tax rates. For more information, please see Exhibit
4-1-4: Operations, Maintenance and Administration Cost Drivers and Program Variance

Analysis.

% Details on the parameters that governed the internal budgeting process at Hydro Ottawa can be found in
Attachment 1-1-9(A): Corporate Memorandum - 2020-2025 Priorities and Budget Guidelines.

* For more information on this productivity escalator and how it was calculated, please see Exhibit 1-1-10: Alignment
with the Renewed Regulatory Framework.
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For more information regarding Hydro Ottawa’s Depreciation and Amortization expenses,

please refer to Exhibit 4-3-1: Depreciation, Amortization Disposal.

5. PAYMENTS IN LIEU OF TAXES

Pursuant to its obligations under Section 93 of the Electricity Act, 1998, Hydro Ottawa is liable

for the payment of PILS to the Ministry of Finance based on its taxable income. For more

information regarding PILS, please see Exhibit 4-4-1: Payments in Lieu of Taxes.
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SUMMARY OF CORPORATE DIVISIONAL FUNCTIONS

1.  INTRODUCTION
The purpose of this Schedule is two-fold: (i) to identify the various Divisions within Hydro
Ottawa’s corporate structure; and (ii) to describe the functions and activities that are carried out

by these Divisions.
Hydro Ottawa’s employees are organized within the following Divisions:

e Chief Electricity Distribution Officer

e Chief Customer Officer

e Chief Information and Technology Officer

e Chief Financial Officer

e Chief Human Resources Officer

e Corporate Planning and Governance Group
e Legal Services Group

e Office of the President and Chief Executive Officer

The Divisions deliver value to the customer and the organization by providing core services in

an effective and efficient manner.

At the outset of this Schedule, it merits observation that the costs associated with any services
provided by any Division to other entities within the larger corporate enterprise of which Hydro
Ottawa is a member (i.e. affiliates or Hydro Ottawa Holding Inc. [the “Holding Company”]) are
appropriately calculated and allocated pursuant to Service Level Agreements (“SLAs”). For
more details, please see Exhibit 4-2-1: Shared Services and Corporate Cost Allocation.
Similarly, it should be noted that certain Divisions are based in the Holding Company with an
allocation to Hydro Ottawa (i.e. Office of the President and Chief Executive Officer, Corporate

Planning and Governance, and Legal Services).
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For each Division within the utility, this Schedule provides the following information:

e A description of key activities and business areas, and an explanation of how these are
aligned with the utility’s corporate strategy as well as the OEB’s Renewed Regulatory
Framework (“RRF”);

e An overview of key initiatives for the 2021-2025 period, with particular emphasis on
value for the customer; and

e An outline of the key productivity and continuous improvement initiatives that have been
undertaken during Hydro Ottawa’s 2016-2020 rate term, as well as the productivity and

continuous improvement initiatives that are planned for the 2021-2025 period.
2. CHIEF ELECTRICITY DISTRIBUTION OFFICER

The Chief Electricity Distribution Officer (“CEDQ”) Division is comprised of seven main business
areas that are responsible for planning, engineering, design, construction, and maintenance to
provide a safe and reliable electricity distribution system. The Division also shoulders
responsibility for 24/7 system monitoring and control, as well as emergency response planning,

execution, and restoration.

Key statistics and figures with respect to the average work performed by CEDO employees on

an annual basis are as follows:

e Over $100M in capital work performed;

e 500-600 System Access, System Service, and System Renewal projects;

e 4,000-5,000 customer connections;

e 2,500-3,000 isolation and re-energizations performed for service upgrades, service
removals, and non-electrical maintenance;

e Over 2,800 work permits issued; and

e More than 3,800 switching orders performed.

2021 Hydro Ottawa Limited Electricity Distribution Rate Application
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In addition, through Hydro Ottawa’s membership in the North Atlantic Mutual Assistance Group,

field crew personnel in CEDO provide emergency restoration support to other utilities across
Canada and the United States.

System Operations: is responsible for ensuring overall grid integrity, security, reliability,
and optimization. This group serves as the controlling authority for distribution operations
by conducting 24/7 monitoring and management of the power system. During system
and emergency events, System Operations coordinates the planning and execution of
the utility’s response and restoration activities, ensuring the safety of personnel and

minimization of the duration and impact of the disturbance.

Asset Planning and Distribution Engineering: plans, develops, and oversees
distribution inspection, testing, maintenance, and capital programs. This includes the
development and maintenance of design and construction standards to enhance the
durability and reliability of distribution plant, and to ensure the safety of staff and the
public at large. This group also performs a project management function for large

substation construction and refurbishment.

Distribution Design: designs and manages all System Service, System Renewal, and

System Access construction projects.

Distribution Construction and Maintenance: encompasses all overhead and
underground personnel responsible for construction, maintenance, reliability, and
emergency response. Employees from this group also provide emergency restoration

support to other utilities in Canada and the United States.

Program and Contractor Management: oversees the inspection, maintenance, and
construction contractors who provide support and services in the execution of the utility’s

annual programs. Scheduling and monitoring the status of programs and projects
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through execution likewise falls under the purview of this group. In addition, this group
owns and operates the Mobile Workforce Management system that schedules and
dispatches high-volume, short-duration work to crews performing the following functions:
metering, field collections, inspections, vegetation management, and new customer

servicing.

e Stations: performs all field work associated with the following: (i) construction,
maintenance, upgrades, and inspections of all distribution substations within the service
territory; and (ii) grid automation and communication systems to facilitate improved

system monitoring and remote power restoration.

e Metering: acquires, installs, maintains, and monitors the testing of meters. Meter Data
Services is also embedded within this group and is responsible for reading and
validating all data from every meter point to ensure accurate billing and settlement for

electricity that is purchased and sold by Hydro Ottawa.

The CEDO Division performs many of the basic functions that are essential to the utility’s
ownership and operation of its distribution system. In many ways, Hydro Ottawa’s ability to
achieve its strategic objectives relating to Customer Value, Organizational Effectiveness, and
Financial Strength (and by extension, their RRF counterparts of Customer Focus, Operational
Effectiveness, and Financial Performance) is contingent upon CEDQO’s success in fulfilling its

broad set of accountabilities.

Accordingly, foremost among the chief priorities for CEDO over the course of 2021-2025 will be
the successful execution of all capital and maintenance programs, on time and on budget.
Areas of particular focus and emphasis will include the quality and cost-effectiveness of
workforce scheduling and contractor management. For the sustainment capital program, priority
attention will be given to aging infrastructure, pockets of the service territory with persistent

reliability issues, and station capacity. In the demand capital program, attention will be fixed on
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new customer connections, system expansions, and plant relocations and upgrades driven by
the needs of third parties. And in the testing, maintenance, and inspection programs, a crucial
priority will remain ongoing evaluations of distribution system assets such as poles, cables,

switches, and underground chambers.

Alongside the aforementioned activities, another major priority will be maintaining and
enhancing Hydro Ottawa’s best-in-class reliability metrics, the attainment of which the utility has

worked rigorously to achieve in recent years.

Finallyy, CEDO will help support revenue diversification efforts within the utility, through the
development of multiple service and construction offerings (e.g. emergency repair and
replacement of customer-owned distribution assets, meter services for other entities, distribution
substation services to private businesses and other electricity distributors, and forestry
services). Likewise, CEDO will look for opportunities to expand Hydro Ottawa’s distribution

system through the acquisition of customer-owned assets, where appropriate and cost-effective.

Productivity in the CEDO Division during the 2021-2025 period will focus on a number of
different themes, including enhancing organizational effectiveness in execution processes,
increasing “wrench time” for crews, redeploying resources to higher value work, effectively

managing contractors, increasing automation, and modernizing the grid.

For example, Hydro Ottawa is set to explore the implementation of seasonal construction shifts.
These would take advantage of the increased amount of daylight in the spring and summer
months to increase crew productivity, reduce overtime costs, and improve customer service.
Similarly, using Global Positioning System analytics, the utility plans to identify impediments to
the optimization of crews’ wrench time, and undertake process and resource improvements to
alleviate them. Cost savings are likewise expected to accrue from the ongoing refinement of
programs requiring support from external contractors. Annual savings are projected for

vegetation management over the course of 2021-2025. Finally, continuous improvement with
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respect to grid modernization will concentrate largely on optimizing the functionality and value of
existing meters. Action in this regard will include deployment of a cloud-based analytics platform
to enhance the harvesting and analysis of data that is collected from customers’ meters, as well
as the installation of new equipment to improve the communications and data transfer capability

of existing metering infrastructure.

For more information on continuous improvement activities planned for the 2021-2025 period,

please see Exhibit 1-1-13: Productivity and Continuous Improvement Initiatives.
3. CHIEF CUSTOMER OFFICER

Hydro Ottawa established the executive role of Chief Customer Officer (“CCQ”) in 2016. This
action was undertaken as part of a larger package of leadership and organizational shifts that
were intended to better align the utility with the goals set forth in its 2016-2020 Strategic
Direction — and, in particular, with the overriding imperative to put the customer at the centre of

everything the organization does.

Creation of the CCO position consolidated the organization’s primary customer experience
functions under one administrative structure. By organizing these groups together within one
corporate Division, Hydro Ottawa has been better able to leverage, align, and expand its
customer service offerings, advance the delivery of the utility’s Customer Experience Strategy,

and position Hydro Ottawa as an innovative and truly customer-centric organization.

The CCO Division fosters direct and meaningful relations with customers, and acts as a liaison
between the customer and the utility. CCO guides the direction of the business in terms of
customer needs, influencing corporate activities and initiatives to ensure that the customer
experience is understood, appreciated, and considered in all major decisions, at all times. It
works with other teams to actively identify and capitalize on opportunities to streamline

customer processes, to offer new services, and to leverage new technologies.
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In addition, CCO is responsible for the administration of all new service connections, service
upgrades, and service removal processes for residential and small commercial customers,

including supporting customers as they navigate through the lifecycle of their individual jobs.

The CCO Division collaborates with other Divisions across the utility for several purposes (e.g.
to support the testing and integration of new regulatory requirements into Hydro Ottawa’s
operations). CCO also assists Divisions in enhancing the larger Hydro Ottawa brand through
effective communications, marketing, and customer relationship management. This includes
building a robust level of employee ambassadorship and contribution by engaging employees in

customer-related initiatives.

e Customer Care: manages customer interaction activities, including the handling of the
260,000 calls received every year through the Customer Contact Centre, customer
correspondence, new customer account requests, changes to existing customer
accounts, move requests, Auto Pay and Equal Monthly Payment Plan requests, complex
customer inquiries, and reporting. In addition, this group oversees the Service Desk,
which assists customers and contractors with a number of services that include new

service connections, service modifications, and maintenance.

e Customer Experience: plans and implements initiatives focused on continuously
improving the customer journey, enhancing understanding of customer needs,
preferences, and behaviour, and maximizing choice, convenience, and control for
customers in their interactions with Hydro Ottawa. This group also collects, reviews, and
reports on customer analytics to pinpoint trends, address recurring customer issues, and
identify opportunities to further enhance existing processes and services. Another major
responsibility is proactively managing relationships with Key Account customers and
supporting their diverse needs with respect to costs, energy management, power quality,
and energy efficiency. Finally, this group is accountable for the execution of remaining

projects under the interim framework for energy efficiency in Ontario, and identifying
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opportunities for future development and implementation of customized local energy

efficiency projects and programs.

e Billing and Collections: oversees the production of 3.6 million customer bills on an
annual basis, processing of bill payments, and collection of amounts owing on customer
accounts (including through enlisting the services of collection agencies). The
administration and delivery of programs aimed at assisting customers who are having
difficulty with bill payment (e.g. Ontario Electricity Support Program and Low-income

Energy Assistance Program) is also the responsibility of this group.

e Communications and Public Affairs: advances Hydro Ottawa’s brand and reputation
as a trusted partner and a vital community asset, by creating awareness of Hydro
Ottawa’s work, plans, and community contributions. Through numerous platforms such
as social and traditional media, web channels, and mobile applications, this group
guides the execution of a comprehensive communications strategy directed at
customers, the general public, the media, and other key external stakeholders. In
addition, it provides strategic and operational communications support to other Divisions
across Hydro Ottawa, including the President & Chief Executive Officer (“CEQ”) and
Executive Management Team. This includes crisis communications support during
severe outages and weather events, as well as advertising and marketing programs.
Other responsibilities consist of issues management, administration of the utility’s
community investment program, community relations and consultation, public education,
and relations with the City of Ottawa (the sole shareholder of the larger corporate

enterprise of which Hydro Ottawa is a member).

Over the course of its 2016-2020 rate term, Hydro Ottawa has been implementing a formal
Customer Experience Strategy and an accompanying roadmap for action. The overarching

goals of this strategy are to become a partner for customers that is easy to do business with,
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caring, and efficient, and to deliver seamless customer service excellence across all channels

and customer touchpoints. Five strategic imperatives guide this strategy:

e Developing a customer-centric culture

e Understanding customers

e Improving customer touchpoints

e Providing leading services and products

e Enhancing technologies and processes

As discussed elsewhere in this Application, tremendous progress has been made thus far in
meeting the commitments and targets under this strategy.! Notwithstanding this success,

however, more work is required to comprehensively fulfill the ambitious scope of the strategy.

Accordingly, the top priority for the CCO Division during the 2021-2025 period will be continuing
this journey towards taking the customer experience to the next level of excellence, and
offering customers more personalization, choice, convenience, and self-serve capability in the
services provided by Hydro Ottawa. Examples of projects and initiatives that will be rolled-out in
support of these priorities include the following: implementing systems and processes to enable
one-to-one conversations with customers; developing an interface to centralize customer data
points to allow for targeted and personalized communications; and expanding product offerings

for Key Accounts, developers, and contractors.

The linkage between the foregoing activities and Hydro Ottawa’s core strategic objective of
Customer Value is clear. The nature of CCO’s work, and the outcomes thereof, also give rise to
robust connections between the Division’s actions and the three other areas of focus within the

utility’s broader business strategy — i.e. Organizational Effectiveness, Financial Strength, and

' For more details, please see the following: Attachments 1-1-10(A), 1-1-10(B), and 1-1-10(C): 2016, 2017, and 2018
Annual Summaries - Achieving Ontario Energy Board Renewed Regulatory Framework Performance Outcomes;
Exhibit 1-1-13: Productivity and Continuous Improvement Initiatives; Exhibit 1-2-1: Customer Engagement Overview;
and Attachment 1-2-1(B): Customer Strategy.
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Corporate Citizenship. In turn, the Division’s responsibilities dovetail directly with all of the

performance outcome categories under the RRF.

In step with the core tenets of Hydro Ottawa’s business strategy, the productivity and
continuous improvement activities planned by CCO for the upcoming rate term are all anchored
in the fundamental imperatives of putting the customer at the centre of everything the utility
does — providing more personalization, choice, convenience, control, and self-serve capability

to customers — and of embracing greater automation in business processes.

Of all the productivity initiatives being proposed, the most consequential is arguably the
deployment of a digital Customer Relationship Management (“CRM”) platform that will enable a
360-degree view of customer activity across the organization. This initiative will provide a
single, end-to-end picture of the customer’s journey aggregated from across various channels,
systems, and data silos. By providing a unified view of all customer touchpoints, Hydro Ottawa
will gain greater customer insight to deliver more personalized and engaging customer

experiences, improve customer intelligence, and achieve corporate performance objectives.

Among the most compelling aspects of this project is that its benefits will ripple across
numerous functional areas within the utility — not just in the CCO Division, but in several other
Divisions as well. With customer data currently residing in multiple systems, there are barriers
to achieving direct, holistic, real-time line-of-sight into a customer’s profile, preferences, and
interaction and touchpoint history. Equipped with the CRM solution, however, business units
company-wide will enjoy full visibility into account activity (whether for low-volume or Key
Account customers), thus positioning the utility to more efficiently serve and segment

customers based upon their unique needs and priorities.

For more information on continuous improvement activities planned for the 2021-2025 period,

please see Exhibit 1-1-13: Productivity and Continuous Improvement Initiatives.
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4. CHIEF INFORMATION AND TECHNOLOGY OFFICER

The Chief Information and Technology Officer (“CITO”) Division provides vision and leadership
for developing and implementing information technology (“IT”) and operational technology
(“OT”) initiatives, in alignment with Hydro Ottawa’s business strategy. CITO plans and oversees
the utility’s IT/OT initiatives and information management needs, while supporting corporate
functions through functional leadership and appropriate IT capabilities. This includes partnering
with other Divisions — as well as other entities across the larger corporate enterprise — to fulfil
their mandates by developing, implementing, and supporting technology that facilitates the
efficient delivery of services and functions. CITO also has a stewardship mandate in relation to
the lifecycle management of Hydro Ottawa’s physical IT assets, as well as its information
assets. The utility balances IT needs not only to enable robust business operations but also to
advance strategic and growth objectives, while ensuring compliance with privacy and access to

information laws.

e Planning & Programs: leads, shapes, and guides the planning, execution, and delivery
of technology initiatives. This includes translating corporate strategy into actions, setting
priorities, aligning goals and outcomes, assigning project managers, managing
governance, and reporting on investment decisions. In addition, this team shoulders
responsibility for information management, which is defined as the collective
management of people, processes, and technology to provide control over the structure,
processing, delivery, and usage of information required for business intelligence and

operations.

e Infrastructure Management: manages all of the utility’s data centers and computing
infrastructure such as hardware, software, and network resources. The delivery of
essential IT services also falls under the scope of this group and consists of services like

server deployment, desktop refresh, storage management, email and collaboration tools,
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voice and mobility services, business continuity planning, security patching, and the IT

helpdesk.

Enterprise Applications: acquires, develops, and integrates applications capability in
support of business systems and solutions. These include the following: meter-to-cash
operations; web, mobile, and digital technology channels (e.g. corporate website and
intranet, MyAccount online customer self-service portal, and mobile application); back
office enterprise resource planning system for accounting, supply chain, inventory,
payroll, and human capital management; job scheduling; field crew dispatch; and asset
planning. This group also serves as the custodian of raw enterprise data, database
administration, data governance, and the mechanisms by which data is delivered across

business systems.

Cybersecurity: maintains a highly active program to safeguard the integrity,
confidentiality, and availability of Hydro Ottawa’s information and systems. This program
is comprised of an evolving set of tools, risk management approaches, technologies,
training, and best practices designed to protect networks, devices, programs, and data
from attacks or unauthorized access. Cybersecurity services are managed in conjunction
with an ecosystem of partners to ensure technical, legal, and communication support

during an incident.

Grid Technology: maintains, modifies, and supports Hydro Ottawa’s OT systems,
including the Supervisory Control and Data Acquisition (“SCADA”) system for monitoring
and controlling the grid, Geographic Information System (“GIS”) for system mapping,
Outage Management System (“OMS”) for power outage restoration, along with a
portfolio of design, engineering, and monitoring tools that are utilized to help maintain
and improve reliability. In addition, this group performs innovative research,
development, and deployment activities involving Smart Grid technologies, including for

purposes of introducing new products and services.
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Much of the CITO Division’s work over the impending five-year rate period will be executed in
accordance with Hydro Ottawa’s 20271-2025 Digital Strategy, which is appended to this
Application as Attachment 1-1-13(B). This means that IT/OT projects and initiatives pursued
during this rate term will be animated by four underlying objectives: enhancing the customer
experience; evolving the grid; increasing productivity and automation; and participating in

energy innovation and technology.

Key priorities for the Division will include enabling the deployment of new software and solutions
to support enhanced service offerings to customers. Expanding and integrating the use of
robotics and analytics into these solutions will likewise be a prime area of focus. Similarly, a
parallel approach will be undertaken in relation to the installation and optimization of grid
automation technology on Hydro Ottawa’s distribution grid (e.g. through the deployment of
sensors and remotely-operated devices allowing for real-time, system-wide outage visibility; the
enhancement of Distribution Management System [‘DMS”] capabilities; and the integration of a
cloud-based analytics platform to optimize functionality of existing advanced metering
infrastructure). In addition, Hydro Ottawa intends to successfully execute its flagship grid
modernization and smart energy projects. Finally, continuous strengthening of the utility’s

cybersecurity, information management, and privacy programs will be pursued with vigour.

In shepherding these and other priorities forward, the CITO Division will lend critical support to
the achievement of the utility’s strategic objectives pertaining to Customer Value and
Organizational Effectiveness (with its activities thus comporting with the RRF’s interest in

Customer Focus and Operational Effectiveness).

Given the essential functions served by technology and data in the business and operations of
the modern utility, the CITO Division is set to play a critical role in the implementation of
numerous productivity initiatives during the 2021-2025 rate term. For example, through the

introduction of new technology, CITO will enable growth in the number of channels through
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which customers can communicate with Hydro Ottawa. This will not only augment the customer
experience, but will yield rich analytical insights into customer needs and preferences that will
help inform ongoing refinements to how resources are allocated to customer service projects,

especially those for which the use of artificial intelligence and automation is contemplated.

In addition, the Division will be heavily involved in the enhancements or replacements that are
planned for several mission-critical business systems and solutions. These include the
enterprise resource planning system, Customer Care & Billing system, and OMS and DMS
systems, all of which are slated for significant upgrades over the course of 2021-2025. It also
includes the replacement of the utility’s field service management tool, Mobile Workforce
Management. Together, these and other improvements will help lower operational costs and
boost employee productivity through such actions as automating business processes,
eliminating manual transactions and tasks, generating higher quality information to guide
decision-making, simplifying user interfaces, and integrating systems and enhancing their

functionality.

For more information on continuous improvement activities planned for the 2021-2025 period,

please see Exhibit 1-1-13: Productivity and Continuous Improvement Initiatives.
5. CHIEF FINANCIAL OFFICER

The Chief Financial Officer (“CFQ”) Division provides financial support across all aspects of
Hydro Ottawa’s business and operations, as well as for other entities within the larger corporate
enterprise. This Division performs traditional finance functions such as preparing annual
budgets, forecasting, financial planning and reporting, accounting, treasury, and internal audit.
The Division also plays a key support role in the formulation of Hydro Ottawa’s business and
strategic plans, and bears primary accountability for fulfiling many of the utility’s financial,
statutory, and regulatory obligations to its employees, external suppliers, external auditors, and

Board of Directors, as well as to bondholders, the shareholder, government agencies, OEB, and
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the Independent Electricity System Operator (“IESO”). In addition, management of the utility’s

fleet, facilities, and supply chain fall under the purview of the Division.

What’'s more, through a combination of formal processes and informal practices, the CFO

Division supports efforts to promote and embed an organizational culture of accountability,

productivity, performance, innovation, profitability, and entrepreneurship.

Finance: oversees the budgeting, forecasting, and business planning cycles. This group
is likewise responsible for all internal and external financial reporting, accounting,
accounts payable and payment cycles, cash receipts processing, accounts receivable,

and administration of capital assets and regulatory accounting activities.

Tax and Treasury: manages matters relating to cash flow, arrangements with banks and
lending institutions, credit ratings, corporate financing and liquidity, taxation, financial

compliance, and insurance.

Internal Audit and Risk Management: evaluates and improves the effectiveness of
corporate risk management, internal controls, and governance processes, and enables
the effective identification and timely management of factors likely to impede the
achievement of corporate objectives. Direct reporting on these matters to the Board of

Directors is a key responsibility.

Supply Chain: delivers procurement and warehouse functions, through the
administration of procurement policies, procurement of all products and services
acquired by the utility, and management of the inventory and equipment used to
construct and maintain Hydro Ottawa’s distribution assets. In accordance with corporate
policy, this group ensures that fair, open, efficient, transparent, and accountable

competitive processes are followed, that favourable prices are obtained to maximize
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value for the utility and its customers, and that goods and services are procured from

reputable and ethical vendors.

e Regulatory Affairs: ensures that the utility is able to fulfill its obligations under the
various rules, regulations, and codes of the OEB, IESO, and Ministry of Energy,
Northern Development, and Mines. Core functions include overseeing the
implementation of OEB-approved distribution rates and charges, preparation of
distribution rate applications, load forecasting, cost allocation, rate design, regulatory

and compliance reporting, policy research and analysis, and public policy engagement.

e Fleet & Facilities: supervises the acquisition, operations, and maintenance of Hydro
Ottawa’s fleet and facility assets. These assets include four operations centers, an
administrative office, fleet garage, training facility, and approximately 70 distribution

stations and 234 vehicles.

The CFO Division occupies a prominent role in helping Hydro Ottawa achieve its corporate
strategic objective of Financial Strength — a goal which aligns seamlessly with the RRF’s
emphasis on Financial Performance. In keeping with this role, the Division’s overarching
priorities for the impending five-year rate period will include ensuring strong financial operations,
practices, information, systems, and reporting across the utility to support informed
decision-making, as well as ensuring the achievement of value for money and sound
stewardship in the management of assets and procurement. Supporting other Divisions within
the utility in the execution of corporate priorities will also be a chief imperative, especially in
relation to the pursuit and roll-out of strategic initiatives (e.g. potential expansion of Hydro
Ottawa’s business activities; possible consolidations, shared services, or strategic
collaborations with other electricity distributors or partners; and monetization of corporate assets
and expertise). Effectively executing, monitoring, and reporting against the progress of this

Application will likewise serve as a critical area of focus.
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The path for continuous improvement activities in the CFO Division during the 2021-2025 period
is largely one which will continue the trajectory of the 2016-2020 rate plan. Over the past five
years, much of the Division’s productivity focus has been on transitioning away from
administratively burdensome, manual processes to digital processes and platforms with
self-service capability that simplify and streamline business practices. As one of the largest
users of the utility’s JD Edwards enterprise resource planning (“ERP”) system, the CFO Division
helped steer the ERP upgrade project that was successfully implemented in recent years.? The
Division will therefore likewise be strongly engaged in the project planned during the 2021-2025

rate term to further enhance the ERP system by migrating it to a cloud-based platform.

The CFO Division has likewise been a key architect and beneficiary of other business process
optimization efforts, such as the adoption of the DocuSign software solution enabling electronic
review and approval of documents. The Division is therefore committed to the continued
exploration of additional business process enhancements, including the piloting of Robotic

Process Automation for highly transactional activities.

In addition, CFO management continues to focus on ensuring that work evolves and that
processes are as effective and efficient as possible, with staff working on value-added and
meaningful analysis work. This is resulting, and will continue to result in, a shift from less
transactional processing to more knowledge-based work such as data analytics to develop
business intelligence and to enhance strategy-focused financial planning. This is an ongoing
process, a key part of which is Hydro Ottawa’s organizational cultural change to enhance

accountability, while strengthening the focus on innovation and productivity.

For more information on continuous improvement activities planned for the 2021-2025 period,

please see Exhibit 1-1-13: Productivity and Continuous Improvement Initiatives.

2 For more information on the ERP upgrade, please see Attachment 1-1-10(C): 2018 Annual Summary - Achieving
Ontario Energy Board Renewed Regulatory Framework Performance Outcomes, pages 13-17.
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6. CHIEF HUMAN RESOURCES OFFICER

The Chief Human Resources Officer (“CHRO”) Division is responsible for providing leadership
and guidance on all matters related to people and safety in the areas of recruitment,
compensation (including payroll), training, employee and labour relations, organizational
development, change management, and health, safety, and wellness, as well as in
non-traditional areas such as environment (compliance and sustainability), emergency
preparedness/business continuity management, trades apprenticeship programs, and the joint
delivery of Algonquin College’s Powerline Technician Diploma Program. This is achieved
through the development and implementation of policies, frameworks, and programs that ensure
operational capacity and continuity by supplying the right talent with the right knowledge and
skill sets, by providing a safe and healthy work environment, and by engaging, aligning, and

preparing the workforce.

The CHRO Division supports the strategic objectives and priorities of the utility by creating an
effective and agile learning organization which promotes and embraces the cultural attributes
that enable Hydro Ottawa to achieve its Strategic Direction. The CHRO Division partners with
the business to provide solutions to enhance the productivity and performance of employees,
ensure their readiness to respond to the change and disruption in the industry, and enrich the

employee experience by driving efficiency and accountability at the appropriate levels.

The work of the CHRO Division has led to Hydro Ottawa receiving best employer and innovation

recognition, both locally and nationally, including the following:

e National Capital Region’s Top Employers from 2009-2019;

e Algonquin College’s Alumni Employer of the Year in 2018;

e Canada’s Top Employers for Young People for the past six years (2014-2019);

e Canadian HR Award for Next Generation Employment Innovation of the Year in 2017;

e Canada’s Best Diversity Employers for 2018 and 2019; and
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Hire Immigrants Ottawa Employer of Excellence in 2016.

Compensation: develops and administers workforce compensation strategies,
practices, and technologies (including those related to payroll, pension, and benefits),

and implements programs and practices to support a performance-driven work culture.

Employee and Labour Relations: provides advice to people leaders on compliance
with corporate policies and relevant legislation, including the development of policies and
procedures, and negotiates, administers, and interprets the collective bargaining

agreement.

Organizational Development: develops and administers strategies related to workforce
planning, with a focus on fostering and maintaining a highly skilled, properly trained, and
knowledgeable workforce. In addition, this group manages internal corporate
communications to employees, and leads the development of employee engagement,
recognition, and orientation programs, ensuring alignment between individual employee
contribution/performance and Hydro Ottawa’s strategic objectives and performance

measurement.

Recruitment: works with people leaders to implement workforce planning strategies and
programs as they relate to employee recruitment, in a manner that ensures adherence to
corporate values and commitments to establishing a qualified workforce that reflects the

diverse population served by Hydro Ottawa.

Training: develops and administers a wide variety of training and development
programs and courses, aimed at equipping employees with the skills, preparation, and

leadership qualities required to thrive in a rapidly changing business environment.
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Health, Safety and Wellness: administers the formal management system (which is
registered to international standards) for ensuring a safe and healthy work environment
for all employees. This system encompasses policies, processes, procedures,
orientation, training, jobsite coaching, inspections, audits, standards, management of
contractor safety performance, and compliance with all relevant health and safety
statutory requirements. In addition, this group develops strategies and delivers programs
to help prevent employee illnesses and injuries and reduce any associated lost time.
This includes working with people leaders on employee absence claims and
reintegration into the workplace following periods of leave, and promoting employee

wellness and wellbeing.

Change Management: designs and delivers systems, programs, and processes to
engage employees in successfully preparing for changes in the work environment and to
position the organization for increased productivity following the adoption of these
changes. This group also exercises responsibility for engaging all divisions within the
utility to support the implementation of major cross-cutting projects and initiatives (e.g.
migration to new administrative and operational facilities, adoption of new workplace

technology, enhancements to performance management framework, etc.)

Trades Apprenticeship Programs: manages in-house programs focused on sustaining
a strong base and supply of trades talent. Administration of these programs involves the
formation and maintenance of partnerships within and outside the organization (e.g.

Algonquin College).

Environment: plans, implements, and maintains a management system aimed at
improving the utility’s environmental performance and reducing the environmental
impacts of its operations. This encompasses compliance-related activities, such as
reporting, inspections, and audits, as well as sustainability initiatives focused on
reducing the utility’s carbon footprint, greening its procurement and supply chain

practices, and building a culture of sustainability within the workforce.
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e Business Continuity Management: oversees the framework for building organizational
resilience, maintaining emergency preparedness, and managing business disruptions;
identifies potential threats to the organization and the impacts to business operations of
such threats; and works with business areas to develop and implement recovery plans
for ensuring continuity of products and services. This business area is responsible for
administering the utility’s Crisis Management Plan, as well as the supporting plans which

fall under the crisis management umbrella.

6.2.1. Human Resources Operating and Service Delivery Model

As depicted in Figure 1, the CHRO Division, through its leadership and employees, delivers the
mandate noted above through an operating and service delivery model that is designed around
the human resources (“HR”) customer (the employee), leverages technology, and is aligned to

the changing needs of the business.

Figure 1 — HR Operating and Service Delivery Model

HR Technology

TIERED
HR OPERATING

AND SERVICE
DELIVERY
MODEL

HR and Salely Partners

HR Centres of Expertise

Etydro

6.2.1.1. HR Technology
Innovative and employee-centered HR technologies, such as Hydro Ottawa’s Human Capital

Management (“HCM”) system, provide employees and people leaders with direct access to their
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information anytime, anywhere, and on any device, enabling them to view and edit their own
personal information, initiate transactions online (e.g. time and equipment entry, leave requests,
etc.), and proactively manage performance and development. People leaders, through process
flows, approve transactions online, and have access to data on their employees, as well as
actionable information, such as reports and dashboards, to assist in making more effective and

timely decisions.

The introduction of Hydro Ottawa’s HCM system has earned the utility accolades from the
industry with the 2018 Electricity Human Resources Canada Award for Innovation in HR
Practices, and from the HR community with the 2019 Canadian HR Award for Most Innovative

Use of HR Technology.

6.2.1.2. HR Service Centre
The HR Service Centre is the first point of contact for employees and people leaders for all HR
enquiries. The HR Service Centre responds to common HR requests, supports the recruitment

process, and redirects more complex issues to the appropriate HR Centres of Expertise.

6.2.1.3. HR and Safety Partners

The business-facing strategic HR and Safety Partners, aligned to the utility’s divisions/groups,
work together to provide advisory and consultative services to people leaders, bringing solutions
on employee and safety-related issues consistent with best practices for the type of work
performed. The Partners leverage the HR Centres of Expertise to bring the right combination of

service, support, and guidance to their customer groups.

6.2.1.4. HR Centres of Expertise

The HR Centres of Expertise consist of HR specialists with deep technical, legislative, and
regulatory knowledge and insight in functional HR areas aligned with the employee lifecycle of
planning, attraction and acquisition, deployment, performance and development, and exit and

transition. These specialists design and develop strategies to drive leading-people policies,
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programs, processes, and tools, and provide innovative solutions to HR customer and business

needs.

The CHRO Division plays a pivotal role in supporting Hydro Ottawa’s achievement of its
corporate strategic objectives and priorities in all of its areas of focus, with additional emphasis
in the areas of Organizational Effectiveness and Corporate Citizenship. The Division’s
overarching priorities are to ensure the organization’s operational capacity and continuity by
supplying the right talent with the right knowledge and skill sets, by providing a safe and healthy

work environment, and by engaging, aligning, and preparing the workforce.

More specifically, as outlined in Attachment 4-1-5(B): Workforce Planning Strategy, the CHRO
Division will lead the organization’s workforce planning, with a focus on sustaining its trades
workforce, replacing mid-level experienced front-line supervisors/managers, and responding to
the changing skill sets required in light of the technological innovations and digital

transformation in the electricity sector.

Additionally, as outlined in Attachment 4-1-5(D): Health, Safety and Environment Compliance
and Sustainability, the CHRO Division will continue to manage and advance Hydro Ottawa’s
health and wellness, employee and public safety, and environmental programs (both
compliance and sustainability-related) so as to meet legislative and regulatory requirements,
align with best practices, and maintain standards of performance relative to risks associated

with its ongoing business activities.

The CHRO Division will also continue to ensure that Hydro Ottawa’s compensation philosophy
and associated compensation components, as summarized in Attachment 4-1-5(A): Employee
Compensation Strategy, are premised on attracting and retaining a highly skilled workforce and
on supporting a performance-driven work culture. This will be achieved by appropriately and

fairly rewarding performance in the achievement of the utility’s strategic objectives, and in
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accordance with position competencies and the organization’s values, while at the same time

controlling total compensation costs.

An essential element of Hydro Ottawa’s Strategic Direction is ensuring readiness to respond to
the change and disruption in the industry and the changing needs of the business and its

customers.

The CHRO Division has and will continue to embrace digital innovation as outlined in section
6.1 above. This involves moving away from time-consuming, manual, and paper-based
processes to cloud-based, mobile-friendly solutions with self-service capability and automated
workflows, which leverage how Hydro Ottawa’s employees already consume and interact with

information outside of work.

The CHRO Division will continue to seek opportunities to streamline and automate processes
with technological solutions. This includes both leveraging its current HCM system to continue
to automate what have in the past been time-consuming, manual, paper-based processes for
employees and people leaders, and to expand its self-service capabilities, as well as integrating
and introducing other HR technologies such as a cloud-based Occupational Health, Safety and
Environment (“OHSE”) software solution. The OHSE software solution, as referenced in
Attachment 4-1-5(D): Health, Safety and Environment Compliance and Sustainability, will
automate the manual processes and workflows associated with Hydro Ottawa’s OHSE activities
and eliminate the paper forms and paper-based recording of these activities by employees in
the field.

This approach to embracing technological solutions is also positioning Hydro Ottawa to make

more effective and timely people and safety-related decisions through access to powerful data

and analytics, including predictive analytics.
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These technological solutions have also become one of the principal means of communicating
with employees. Whether it is letters of employment, notices for training or change of work
location, or micro-learning through new programs, the main repository is the HCM system.
Coupled with electronic newsletters, digital screens and intranet, employee communication is

timely and paperless.

Another noteworthy opportunity which Hydro Ottawa began introducing to its workforce in the
last few years, and which will increase substantially in the next five years, is the delivery of
training through elLearning in lieu of classroom-based sessions. This enables the utility to better
leverage trades’ inclement weather days for training purposes, allows for training at the
worksite/individual workstation, and provides access to just-in-time training for employees. For
example, employees have recently completed Business Continuity Management, Cybersecurity,
and Code of Business Conduct training through comprehensive elLearning modules. This
supplemented some of the current training for health and safety also delivered online. With its
recently obtained library of eLearning courses, integrated with its HCM system, Hydro Ottawa is
well equipped to increase the delivery of legislated, business, and leadership skills training
through elLearning, enabling it to more efficiently and effectively address the workforce planning

challenges outlined in Attachment 4-1-5(B): Workforce Planning Strategy.

7. CORPORATE PLANNING, GOVERNANCE, LEGAL SERVICES, AND OFFICE OF THE
PRESIDENT & CEO

These groups are housed within the Holding Company and only a portion of their costs are

allocated to Hydro Ottawa.
The President and CEO shoulders responsibility for the strategic leadership, profitability,

sustainability, and growth of the utility, in alignment with the corporate strategy established by

the Board of Directors. This individual provides leadership and direction to the Executive
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Management Team, with respect to the execution of the corporate strategy and achievement of

corporate performance goals.®

The Corporate Planning and Governance (“CP&G”) Group is responsible for the development
and implementation of an integrated strategic and business planning framework for Hydro
Ottawa, and process management for tracking, monitoring, and reporting of progress against
these plans. The group also fulfills a corporate secretariat function, dealing with all matters
pertaining to corporate governance of the utility (e.g. providing coordination and support for the
Executive Management Team, Board of Directors, and Board Committees, as well as ensuring

compliance with applicable legal and policy requirements under corporate statutes).

The Legal Services Group is tasked with the coordination and delivery of legal services for all of
the divisions within Hydro Ottawa, as well as for other entities across the larger corporate
enterprise. A key priority for this group is ensuring the utility operates in a manner that is

compliant with all relevant legal requirements.

e President and CEO: under the direction of the Board of Directors, develops the mission,
vision, values, Strategic Direction and goals, priorities, and growth agenda for the utility.
The President and CEO ensures the development of corporate policies, programs, and
practices in support of Hydro Ottawa’s mission. Likewise, a key responsibility is reporting
to the Board of Directors on performance against strategic objectives, operational and
financial results, and any other matters of material consequence. In addition, this
individual acts as the primary public face and spokesperson for the utility, and fosters a

culture that promotes Hydro Ottawa’s values and Code of Business Conduct.

e Corporate Planning and Performance Management: develops and manages an

integrated strategic and business planning framework and related processes covering

3 The President and CEO is an employee of the Holding Company. In this capacity, this individual simultaneously
serves as the President and CEO of Hydro Ottawa.
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the following: five-year strategic plan; annual business plan (including the budget and
Corporate Performance Scorecard); Division plans and scorecards; monthly updates
and quarterly financial reporting to the shareholder; quarterly and annual reports against
the division and Corporate Performance Scorecards; annual report, including the
Management Discussion and Analysis; and Executive Management Team meetings and

strategy session management.

e Corporate Governance: performs a corporate secretariat function, handling traditional
corporate governance-related matters, including the following: coordination of Board of
Directors and Board Committee meetings and work plans; oversight and management of
governance structures, practices, and policies; and corporate record maintenance and

reporting.

e Legal Services: provides legal advice, opinions, and legal matter coordination, and
monitors and advises on significant legal changes having an impact on the utility. The
group also assists in the preparation and review of legal agreements and the provision of
advice for corporate finance matters, business development initiatives, and the
procurement process. Other key areas of focus include litigation (i.e. pursuit or defence
of legal action brought by or against the utility), representations to the Board of Directors
on legal compliance and related party transactions, preparation and submission of
responses to Access to Information requests and privacy complaints, and support for

reporting and investigation of complaints made to the Business Conduct Hotline.
The aforementioned services are provided through internal legal counsel as well as

external counsel who may be retained on specific matters.

As signalled in Exhibit 1-1-9: Business Plan, the utility intends to maintain continuity in its core
strategic objectives heading into its next five-year rate term. These objectives are as follows:

Customer Value, Organizational Effectiveness, Financial Strength, and Corporate Citizenship.
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As discussed further in the Business Plan, there is substantial congruence between these

objectives and the main performance outcomes promoted under the RRF.

The President and CEO’s chief priority will therefore be providing leadership and direction to

guide the successful execution of corporate objectives over the course of 2021-2025.

Similarly, the CP&G group’s overarching mandate will be administering the integrated strategic
and business planning framework for Hydro Ottawa during this period, and continuously driving
alignment between strategic objectives, corporate performance goals, divisional plans, and
performance management for individual employees. This will include ensuring that internal

Division monitoring and reporting is comprehensive and adheres to established timelines.

For the Legal Services Group, chief priorities will remain the delivery of prompt and value-added
legal analysis and advice on business transactions and initiatives, while focusing on the ongoing
mitigation of legal and business risks. Beyond these core areas of focus, a major goal will be the
evolution of the group’s service delivery and operating model. A key driver for this effort is the
broader evolution of the utility business model that is underway in the sector.* The steady
transformation of the utility business model raises challenging legal questions, insofar as there
may be ambiguity around how new product and service offerings, along with models for running
the business or operating the electric grid, may or may not comport with existing statutory and
regulatory frameworks. Accordingly, with an eye towards assisting the utility in addressing and
resolving such questions, Legal Services will aspire to continue shifting its culture from one of

an internal service provider to that of a business partner.

Looking ahead to the impending five-year rate term, the President and CEO will establish
expectations for ongoing, company-wide productivity objectives. These include continuing to

prioritize and control spending, eliminate non-value added steps in processes, leverage

“ Please see the Strategic Context section of Exhibit 1-1-9: Business Plan for more insights.

2021 Hydro Ottawa Limited Electricity Distribution Rate Application
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innovation and technology to improve efficiency and enhance service, and realign resources to

higher priority areas.

An important cost control initiative for CP&G will be renegotiating the contract for the software
that is utilized for Board management purposes (Diligent). This software offers an e-portal
solution for managing sensitive and confidential Board materials and information. Since its
adoption several years ago, Diligent has centralized Board management information and

enhanced the utility’s effectiveness in accessing and storing corporate information.

With respect to the Legal Services Group, a handful of noteworthy productivity initiatives are
planned for the 2021-2025 horizon. In step with the utility’s broader push to streamline and
digitize business systems and processes, the group will continue implementing an electronic
record keeping and document management system, so as to achieve full digitization of its legal
records. It will likewise sustain the transition to online legal resources as well as the refinement
of its tracking system for tracking legal matters. In addition, ongoing refinement of precedent
agreements is planned, with the goal of continuously improving the coordination and
standardization of the utility’s position on legal risks in procurement contracts (thereby reducing
the amount of time needed to prepare and negotiate contracts). Process improvements for
managing privacy and Freedom of Information requests are also set for enactment. Fina