
"Together We Soar"

“The great thing 
in the world 

is not so much 
where we stand, 

as in what direction 
we are moving.”

Oliver W. Holmes

2019 
Community 

Report

Proud to be Community OwnedProud to be Community Owned

Westario Power Inc.



VISION 
STATEMENT

A community owned 
electric utility delivering 

exceptional value, 
customer service and reliability 

to our local communities 
through the strength of 

our employees.

CORE VALUES
•  Safety

•  Integrity

•  Accountability 

•  Continuous 
     Improvement

•  Customer Focus

•  Positive 
  Communication

MISSION 
STATEMENT

Westario Power is committed 
to powering our communities 
safely, reliably and efficiently 

while engaging our customers 
and respecting the environment 

with continuous 
accountability.
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On behalf of the Board of Directors of Westario Power Inc. 
we share that our 19th year of operation is completed. We are 
pleased to report that our financial performance remains solid.  
As a direct result dividends were paid out to the company’s 
Shareholders once again.  

The Board of Directors of Westario Power approved continued 
investment in the distribution system in 2019 to accomplish 
new additions and upgrades to the distribution system.

The Board provides leadership for the company within 
a framework of effective controls that enables risks to be 
assessed and managed, and is responsible for the oversight and 
governance of the business.

The effective oversight of the Corporation rests with nine (9) 
Board of Directors, which represent each Shareholder.

As you are aware this industry is one that remains transitional, 
and ever evolving as new and changing regulations demand a 
quick response.

The Board encourages Westario Power to look to the future for 
innovative opportunities and collaborative partnerships.

The Board well realizes that achieving and maintaining high 
standards takes the efforts of many people. It is done, seamlessly 
and invisibly for our customers by a dedicated and professional 
management and staff. The Executive team continues to 
deliver with excellence and embodies the Core Values of the 
organization.

Safety is at the forefront of our corporate culture; we place a 
very high value on the safety and wellbeing of one of our most 
important assets – our staff.   Westario Power is committed to 
continuously maintaining a superior level of health and safety 
for our staff and the public at large. 

The Board of Directors continues to remain enthusiastic and 
optimistic that 2020 will provide value to our Shareholders and 
service excellence to our customers.

George Bridge
Board ChairCHAIR’S MESSAGE
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All the Board policies in the world cannot replace an open, respectful and trusting relationship between a Board and 
Management. Governance professionals exercising best practices build and sustain Shareholder value. Westario is well 
positioned through solid representation to model the practice of good governance in the industry. We are committed 
to the highest standards of corporate governance and believe that this is essential for continued success and enduring 
trust of our Stakeholders.

The Board provides leadership for the company within a framework of 
effective controls that enables risks to be assessed and managed. 

Accountability for the effective oversight of the Corporation and its subsidiaries rests with the 
Board of Directors, which provides direction to the Corporation on behalf of the shareholder.



CORPORATE REPORT
Westario Power Inc. is a regulated Local Distribution Company (LDC) that owns and operates electricity infrastructure. 
Westario buys, transforms and distributes electricity. The company’s service territory is an amalgamation of fifteen 
communities dispersed over four counties servicing over twenty four thousand customers. Westario has twenty 
seven municipal substations within its service territory and approximately seven hundred and forty six kilometres of 
distribution lines.

Westario Power’s historical, current and future success is the result of the organizations collective commitment to its 
core values. These values include safety, integrity, accountability, continuous improvement, customer focus and positive 
communication. We are committed, as an organization, to the highest ethical standards and regulatory compliance. 
Our industry is constantly changing and evolving and as a result Westario Power continues to look for innovative 
solutions for our staff, efficiencies in our operations, and excellence in our customer experience. 

Our reputation for conducting honest and reliable business practices is reflected in every transaction we complete. Our 
customers have rated Westario at the highest level of service satisfaction in many years, and Westario will continue to 
acknowledge that relationship positively. All members of the Westario team are committed to the spirit of our vision 
and the additional responsibility of nurturing a culture that is rooted in respect and unwavering in authenticity.

To support the achievement on the journey to excellence effective leaders understand their responsibility is to bring 
out the best in others. At Westario, staff collaborate daily for the greater good and success of the organization. The 
Leadership team accepts the responsibility of inspiring positive engagement.

“At the end of the game, the king and the pawn go in the same box”.

The continuous support, governance and leadership provided by the nine Board of Directors of Westario Power 
enables its employees to deliver and be accountable for the operating and strategic mandates they are responsible for. 
The personal qualities of board members are critical to any board’s successful operation. Integrity, competence, insight, 
dedication and effectiveness are vital. Key qualities of a good board member can be summarized as: Passion – a deep 
interest in the vision and mission of your organization. Westario Power remains thankful to our passionate Board of 
Directors.

Westario Power is very proud of its ability to demonstrate sound fiscal management. Shareholder dividends continue 
to be paid and at the same time Shareholder Equity increases. Westario will continue to evaluate opportunities in order 
to maximize shareholder value.



Westario utilizes a number of key performance drivers to track the progress of our business. The performance measures 
used concentrate on customer satisfaction, financial performance, service quality standards, innovation and execution 
of major projects. The company’s measure for targeting and monitoring financial performance are net income and 
planned capital expenditures completed on budget and on time. The customer service metrics are established by the 
OEB as part of its service quality indicators.

Westario Power continues to manage a very aggressive Operation and Maintenance program to ensure the optimal and 
reliable operation of the distribution network. Our engineering and operations team works in collaboration to complete 
our yearly capital program. Ongoing Capital investments support the long-term reliability of the distribution system 
infrastructure. Some of our larger projects include the yearly decrepit pole replacement program, the replacement 
of #6 restricted copper conductor, subdivision developments and station upgrades. Westario works with third party 
contractors to economically undertake vegetation management and substation maintenance.

For several years Westario Power has partnered with Compliance Science as one pillar in our safety platform. Westario 
Power has built strong partnerships with best-of-breed Health and Safety Management system software and service 
providers, through collaboration, dedication, and commitment to our mission of ‘powering our communities 
safely’. Through automation Westario employees are able to access all elements of the program at anytime using the 
Compliance Science web portal and mobile applications. Corporate policies are reviewed annually by Management 
and legal consultation is garnered where appropriate. All staff members undertake health and safety training that is a 
requirement and condition of employment; easy access to materials, policies and procedures is the foundation of the 
Compliance Science software. The ongoing development of a Health and Safety Management System is a primary 
focus as we move forward into 2020/2021. Westario is dedicated to the Health and Safety of all employees and will 
continue to deliver knowledge, training, tools, and resources in support of all of our core values.

Westario’s focus on positive and value added corporate messaging reflects its purpose and commitment to the market 
it serves. Brand messaging focuses on how and what to communicate. At Westario Power we continue to advance 
our website and provide a positive customer interactive experience. Westario monitors usage and works with our web 
developer to enhance relevant links based on traffic to our site. We ensure that Westario Facebook and Twitter feeds 
remain current and showcase our “what’s happening” as well as follow related industry leaders and partners. Westario 
makes every effort to ensure planned outages are communicated on all social media sites with regular updates as they 
become available; links to conservation offers and customer alerts are also made available on the website. Significant 
additional software improvements are expected to be incorporated in the coming year.

Westario Power continues to provide conservation to our customers as this effort has a direct effect on our customer 
service ranking. Our low income customers are assisted with their Home Assistance Program applications. Westario 
runs the Affordability Fund for our non-low income customers and are now after a successful IESO RFP bid providing 
our industrial, institutional and commercial customers the Retrofit suite of programs.

Westario Power’s Affordability Fund Program 2020 Budget of $2.2 million was approved and the program will 
continue to run through March 2021. By the end of April we had provided incentive amounts equal to all of 2019, a 
great success story for our customers with the addition of heat pumps to our list of available incented measures.

Westario and its staff is pleased to give back to the communities it serves through sponsorships, donations, and 
foundations.

The success of Westario Power cannot be accomplished without the dedication and contribution of its staff. Westario 
employees are all residents of our communities. Staff are authentic and genuine in their day to day commitment to 
the organization. Throughout the year Westario honors its staff with BBQ events, Christmas celebrations and the 
occasional summer ice cream sundae bar. Westario continues to empower our staff through continuous learning 
opportunities and ongoing training efforts.

The path to excellence is accomplished in partnership with our exceptional team.



Sheraz Mustafa
Manager, Engineering

Bill Lorentz
Manager, Customer Service

Tracey Vanness
Manager, Human Resource, 

Board Secretary

LEADERSHIP TEAM

A LEADER IS SOMEONE WHO DEMONSTRATES WHAT IS POSSIBLE

GREAT LEADERS MAKE THE ORDINARY EXTRAORDINARY

Malcolm McCallum
CFO

Ethan Kittel
Manager, Accounting

Paul McGinn
Manager, Key Accounts

Chris Haslam
Line Supervisor

Carrie Schwippl 
Financial Analyst



PARTNERSHIPS IN 2019
DRIVE WISE – ADVANCED DRIVER EDUCATION

This course demonstrates to participants the correlation between their 
driving behaviours and safe driving.  There is an emphasis throughout the 
course on being cooperative with other road users and proactive in keeping 
everyone safe no matter what the situation or circumstance.
The course reviews advanced safe driving techniques geared towards 
attitude, avoiding preventable collisions, speed management, safe backing, 
close quarter maneuvers, space management and cooperative driving.

WORKPLACE MEDICAL CORP 
– Canada’s Leading in Hearing Conservation Programs

The World Health Organization says that noise induced hearing loss (or 
“NIHL”) is the most common – but preventable – permanent on the 
job injury in the world. The good news? With Workplace Medical, you 
can prevent and even eliminate NIHL. We’re Canada’s oldest and largest 
hearing conservation specialists – working with thousands of companies 
and government organizations from coast to coast. We bring the hearing 
testing to you with our state-of-the-art mobile hearing testing units. At 
your location, our mobile units can test as many as 250 employees per 
day. WMC specializes in comprehensive programs that include program 
development, noise surveys, custom-fitted hearing protection, earplug fit 
testing, and professional program assessment and recommendations. 

Compliance Science is a cloud based, 
software-as-a-service, Health & Safety 
Management Solution. Our framework 
allows your organization to quickly on-board 
employees through easy access to training 
materials, policies, procedures, competency tests, etc. With a full suite of web and mobile applications to 
support your HSE program, including Employee Training, License Tracking, Inspections, Evaluations, Incident 
Reporting, Safety Meetings, Document Control, Task / Action Management. Measure your leading and lagging 
indicators through robust scorecard reporting and KPI dashboards.

T﻿he ART OF LEADERSHIP FOR WOMEN responds to the 
fundamental changes in today’s evolving business landscape. From 
practical tips, to innovative strategies, The Art of Leadership for Women 
is designed to teach new ways of thinking and will provide essential 
connections and knowledge that will help WOMEN advance and 
flourish in their career; equipped with directly related, easily applied, 
and relevant tools and techniques that can be implemented within any 
corporate culture.



 
Westario Power Inc. is an electricity distribution company regulated and licensed by the Ontario Energy 
Board (OEB) to serve fifteen (15) communities in Bruce, Grey and Wellington counties: Clifford, 
Elmwood, Hanover, Harriston, Kincardine, Lucknow, Mildmay, Neustadt, Palmerston, Port Elgin, Ripley, 
Southampton, Teeswater, Walkerton and Wingham. The total population of these communities served is 
approximately 45,000.

While providing oversight and governance, Westario Power Inc. has nine (9) Directors who serve on the 
Board of Directors, each Director represents one Shareholder of the Corporation. FortisOntario owns a ten 
percent strategic interest in Westario Power Inc. 

The core business is to deliver electricity from Hydro One Sub-transmission network and distribute it to 
approximately 23,500 customers within a geographic territory of over 746 kilometres of distribution lines. 

YOUR WESTARIO



Westario Power Inc. has been touched 
by an industry in transition; our journey 
forward embraces evolving societal needs 
and consumer expectations. 

Westario Power continues in its 
commitment to improve in all areas 
of the business with customer excellence 
and stakeholder value at the forefront. 

Westario Power continues 
to exceed Ontario Energy 
Board standards for customer 
excellence scoring 95% 
on the current customer 
satisfaction survey.

The electrical distribution 
industry continues to 
constantly evolve and 
continuously emerging 
with new challenges and 
opportunities frequently 
presenting themselves to 
businesses operating in 
the sector. 



At Westario Power, the Human Resource department 
believes that when people go to work they shouldn’t 
leave their hearts at home.  Employees who are passionate 
about what they are contributing to are happier and more 
invested. 

It is our belief that our Human Resource department 
models not only our core values but also that of trust, 
honesty, diversity, inclusivity and integrity. Working in 
Human Resources means being a leader by way of 
cultivating leadership in the workplace. It’s a big 
responsibility and one that is constantly evolving; 
therefore, it’s important to feel motivated and inspired. 
The dedication and contribution of our staff provide 
just that motivation and inspiration.

The current environment at Westario Power Inc. 
encourages creativity, innovation and collaboration. 
Employees are engaged in a respectful relationship with 
their peers and management at all times. Every member 
of our team is provided respect, compassion and the same 
level of concern that they are expected to share externally 
with every customer and community partner.

Human Resources leaders must be strategic to support 
the business and solve real problems. They need to know 
how to maximize ROI, mitigate risk, and attract and 
maintain top talent while understanding the business 
model and metrics. 

As a daily measure we are dedicated in our commitment 
to meet our legal and ethic responsibilities as well as 
remaining good faith partners in our Collective 
Agreement. Ensuring fair, equitable and consistent 
positive conditions for all members of our team is just 
part of being responsive to our mission statement.

We will work collaboratively with all partners by 
promoting dialogue and demonstrating professionalism 
in our words and actions.

HIRE CHARACTER, TRAIN SKILLS

Tracey Vanness 
Manager, Human ResourceHUMAN RESOURCES



JOINT HEALTH & SAFETY

SAFETY really is BLACK AND WHITE

Westario Power is proud of the engagement to the Safety 
environment from the Joint Health and Safety Committee. 

There is no grey area in safety, it really is Black and White; 
every employee has equal opportunity to be a safety 
conscious success story. 

The Joint Health and Safety Committee is a forum for 
bringing the internal responsibility system into practice. 
The Committee consists of union and management 
representatives who meet on a monthly basis for the purposes 
of identifying hazards and make recommendations to the 
employer to control or eliminate hazards. The JHSC is an 
integral part of the company’s safety program.

For companies in Ontario with more than 20 workers, 
having a JHSC is a legal requirement under the Occupational 
Health and Safety Act.  Not only must organizations need 
to have a Committee, but the committee needs at least two 
members who have completed JHSC certification, Part 1 
and Part 2.  This training gives employees and managers the 
opportunity to learn about key health and safety principles 
so they are equipped with the knowledge required to 
contribute to a safe working environment. 

Westario is pleased to share that every representative of the 
JHSC is a certified member. 

Tracey Vanness 
Management Representative

Andy Tackaberry
Worker Representative

Steve Fischuk
Worker Representative

Chris Haslam
Management Representative



WPI provides its employees 
with extensive training. 
Our comprehensive training 
matrix includes:

	 Worker / Supervisor Health and 
Safety Awareness in 5 Steps

	 Working at Heights
	 Occupational Health and 

Safety Act Review
	 Electrical Utility Safety Rules Review
	 Utility Work Protection Code (UWPC)
	 UWPC Re-Certification
	 Work Area Traffic Protection (Book 7)
	 First Aid, CPR, AED
	 Defensive Driving
	 Winter Driving
	 Pole Top Rescue Review
	 Bucket Rescue Review
	 Bucket Transfer Review
	 Basic Certification
	 Sector Specific Training
	 Project Management
	 Trenching Safety
	 Forklift Training
	 Transportation of Dangerous Goods
	 Chain Saw
	 Safe Handling of Propane
	 Basic Rigging
	 Powerline Technician Apprenticeship 

Levels 1, 2, 3, 4
	 Powerline Technician Proficiency
	 Tension Stringing of Overhead Conductors
	 Ergonomics
	 Electrical Safety Awareness

TRAINING



INNOVATION &
TECHNOLOGY 
ENHANCEMENT

Sheraz Mustafa 
Manager, Engineering

In 2019, Westario Power continued to maintain 
Supervisory Control and Data Acquisition (SCADA) 
with Survalent. Westario continues to implement smart 
devices in its station rebuilt process to communicate 
back to the SCADA system, which allows the operations 
team to access real-time data for planning and system 
operation efficiency. 

Westario Power continues to optimize the Esri ArcGIS 
system to provide a more reliable database for our asset 
management and data update processing mechanism. 

The GIS and SmartMap integration with Utilismart  
operates in real-time, measuring the voltages and meter 
loads data at our meter points through a GIS model 
and a connectivity model. It provides a realistic and 
reliable simulation of the distribution network from 
transmission to substation and then to individual meters. 
It converts vast amounts of complex data into actionable 
information. The improvement of the integration 
GIS with SmartMap allow Westario’s engineering 
staff to leverage from the ongoing enhancement of 
the SmartMap. The ongoing system optimization will 
benefit the operation department in the future providing 
the ability for engineering analysis of the distribution 
system, as we prepare for an outage management system 
in the future.

2019 was another innovative accomplishment as the 
engineering team was able to create a Mobile App from 
its ArcGIS system which enabled the operations line 
crew to perform an efficient and less time-consuming 
distribution system inspection model. The application 
enabled line staff to access real time GIS data from the 
field; which supported field crew optimization of system 
inspections. 

These technological advancements are completely 
aligned with Westario’s long-term innovation strategy.



Westario Power believes in delivering service excellence to the electricity consumers and communities it serves. 
By focusing on the positive attributes that stem from a strong corporate culture, Westario Power has positioned 
itself as an industry leader in meeting and exceeding expectations from its consumers, while establishing trust and 
confidence in its services. 

Building upon the success experienced in 2018, Westario Power continued its practice of exceeding provincial 
standards in consumer communication throughout 2019. Call Centre staff strive for call quality in their approach 
to challenging conversations, utilizing personal and corporately trained skills to ensure inquiries are resolved at first 
contact. Westario Power received approximately 19,000 calls to our Call Centre and accomplished an 88.1% service 
level against the Ontario Energy Board’s (OEB) benchmark of >65% and accomplished a call abandoned rate of 
1.75% versus the OEB mark of <10%. By staying focused on ensuring value at every touchpoint, Westario Power is 
positioned to maintain this standard when it comes to our consumer’s primary choice of contact. 

Westario Power is a proud community partner and we look forward to serving our communities with a safe and 
reliable distribution system but it does not stop there. We continue to collaborate with our communities to provide 
educational platforms promoting our Safety First culture as well as delivering engagement opportunities to discover 
the voice of our consumers. In 2019, Westario Power conducted a Customer Engagement survey, by an independent 
third party, to quantify key metrics relating to customer care, corporate image and operational management. Staff 
remain our greatest asset and their value prominently displayed throughout the survey results with an “Overall 
Customer Satisfaction” score of 95%; ranked as one of the highest scores within the province.

This measure does not stand alone in the positive results from the survey:

•	 ‘Socially responsible company’ = 89%; versus Ontario average of 82%

•	 ‘Easy to do business with’ = 89%; Ontario 83%

•	 Operates a cost-effective electrical system = 80%; Ontario 72%

The encouraging results from the Customer Engagement survey denote the hard work, dedication and pursuit of 
excellence demonstrated by all members of the Westario Power Team.

We continue to grow our social media platforms, Twitter and Facebook, in an effort to engage consumers, educate 
on powerline safety and inform all Stakeholders of industry developments. In 2019, Westario Power observed a 
growth of more than 37% in Twitter followers and a 42% increase in Facebook followers.

Our website remains a significant source of information used to promote, educate, and inform customers on 
various topics such as pricing, safety, planned and unplanned outages, and trends shaping our industry. It also 
provides electronic application submissions for an array of services, including moving, program registrations and 
service requests.

CUSTOMER SERVICE
Bill Lorentz

Manager, Customer Service



In recent years, the Westario Power Billing Department has seen regulatory changes occur at an increased pace. 
The Team at Westario Power work meticulously to ensure they meet the expectations from consumers to have bills 
that are both accurate and on time. Billing adjustments may take the shape of price changes reflecting our Cost of 
Service application, which occur in January, or Regulated Price Plan (time-of-use and tiered price) changes, 
occurring May and November. Other regulatory changes, such as rate relief, can take place throughout the course 
of the year. With each change to pricing and/or consumption levels, Billing Clerks complete a series of stringent 
tests to ensure each rate category reflects the corresponding adjustments. Such testing periods must occur between 
billing periods to ensure continuity within the billing system. Completing the billing process in a timely fashion is 
an objective Westario Power makes every effort to ensure.

The majority of Westario Power customers, Residential and General Service <50 kW, are billed on calendar billing. 
With calendar billing, the customer’s bill will include their consumption from the first day of the month to the 
last day of the month; the following schedule provides the template, which Westario Power strives to achieve on a 
monthly basis:

	GS < 50 kW, Kincardine, Lucknow and Ripley invoiced on the 6th business day,
	Port Elgin and Southampton on the 7th business day,
	Teeswater and Wingham on the 8th business day,
	Mildmay and Walkerton on the 9th business day,
	Neustadt, Hanover and Elmwood on the 10th business day,
	Clifford, Harriston and Palmerston on the 11th business day.

Invoicing of interval metered accounts as well as streetlight accounts are around the 15th day of each month, 
when pricing becomes available for those rates. Flat rate and sentinel light customers who are non-Smart metered 
and remain on the Regulated Price Plan (RPP) will have their invoices issued the 1st or 2nd business day of each 
month.   

Westario Power understands each consumer contact presents the power to affect perception; decisive moments 
where a customer truly believes we care about them. Customer satisfaction is not a program; it is an outcome 
stemming from the right balance of remaining efficient and effective, ultimately building loyalty and strengthening 
our position as an industry leader in customer service excellence.

Customer expectations of their electricity provider have evolved past providing electricity reliably, safely, and 
billed accurately with fair pricing. Consumers expect their LDC to be ethical, forward thinking, competent, and 
trustworthy. The necessity for confidence in their LDC is of utmost importance to today’s consumer and Westario 
Power remains steadfast in their commitment to meeting the challenges of today, and tomorrow.



Westario Power is a proud 
community partner and we 
make every effort to  continuously 
collaborate with our communities 
to provide educational platforms to 
promote our “Safety First” culture.

In 2019 Westario Power participated 
in several Touch-A-Truck events, 
Christmas parades and sponsored 
public skating and swimming events.

Recognizing we can have an impact 
on daily life in our communities 
means we must work to constantly 
reinforce key drivers of influence; 
trust, credibility, professionalism, 
corporate stewardship and integrity.

Westario promotes fostering the 
education of our consumers of today 
and tomorrow. It is our commitment 
to energize our communities and 
elevate the customer experience.

COMMUNITY ENGAGEMENT

Touch-A-Truck, Walkerton

Children’s Safety Program



In the pursuit to promote physical 
fitness and family together 
time, local Parks and Recreation 
departments provided Westario 
Power with opportunities to sponsor 
free public skate/swim in our local 
communities.  Westario Power is 
proud to have served each of our 
communities that requested support.

Good morning 

I’m just writing this email to 
say thank you. This morning my 
parents’ neighbour went in to 
cardiac arrest outside and your 
workers stopped and used the 
AED you proved and trained with, 
your workers started CPR and did 
a fantastic job and provided my 
parents’ neighbour with the best 
chance of survival.  I know one of 
them was Chas Thomas, not sure 
of the other guys name, but think 
they deserve some recognition for 
being great citizens.

Also would like to thank you for 
providing AED and CPR training to 
your employees! 

Lots of people would have just 
passed by and not do anything! 

Sara Pickard, 
Paramedic in Grey County

Children’s Safety Village

Touch-A-Truck, Harriston

Sights & Sounds 2019



In 2019 Westario Power’s Conservation Programs were canceled by the IESO, we continued to process the applications 
that were submitted and approved prior to the March 24th announcement. This continuing of application is called 
the wind down and all application projects must be completed with post submission by December 31st 2020 to be 
eligible to receive their incentives.

In 2019 the IESO released an RFP to review applications, Westario Power joined a group of LDCs in south western 
Ontario under the company name Aladaco and bid for and won as service provider for the IESO to run the new 
framework running from June 1st 2019 to December 31st 2020.

Knowledge is the power to control how much electricity you use and when you use it.

Knowledge is the power to control how much electricity you use and when you use it.

Westario Power made available to our customers at no charge 3 highly interactive tools to help take control of their 
power bill. These include My Hydro Eye, the Aztech whole home energy monitoring system and the individual 
appliance monitor that was given to our libraries to loan out to customers like you would a book.

CONSERVATION & DEMAND

Paul McGinn
Manager, 

Key Accounts



AFFORDABILITY FUND TRUST

Part of the province’s Fair Hydro Plan, 
in 2018 a $100 million fund supported 
the free installation of energy-saving 
LED light bulbs, power bars, improved 
insulation and energy-efficient air 
conditioners and refrigerators. The 
program is designed to help people 
who do not qualify for low-income 
conservation programs and who are 
unable to undertake energy efficiency 
improvements without financial support. 
At the end of 2019- 1,020 Westario 
customers had participated.

In 2019 Westario Power successfully 
lobbied the AFT Program to include heat 
pumps in our offerings, in 2019 25 of our 
customers received heat pumps at no cost 
under the AFT program.

“Hello
We recently had a heat pump installed in 

our home thanks to your affordability fund.
We wanted to say a big thank you to 

Westario Power for running this program.
We appreciate what you have done for us.

Thank you”

Dean and Ivon
Dean Shewfelt

Property Supervisor
Human Services

Corporation of the County of Bruce
519-396-3450

www.brucecounty.on.ca  
 



Operations & Maintenance

In past few years, Westario has implemented a very vigorous Operation and Maintenance (O&M) program to 
enhance a reliable distribution network in all our serviced areas. 2019 was a successful year, as we continued our 
routine and preventative maintenance strategy for the most critical assets. Westario’s customers continue to enjoy 
a safe and reliable supply of electricity, which they have communicated to us as being an important aspect to their 
overall customer satisfaction.  

The effective vegetation management program is set on a three year cycle in our service areas which is also a 
factor to decrease in unplanned outages. Our municipal stations are inspected and maintained yearly to identify 
deficiencies that may result in large scale outages. Municipal stations are the central point of supply in our 
distribution network and are the most costly asset to replace in the event of an imminent failure. Other critical 
assets such as meter maintenance and resealing, distribution transformers, lines and poles are inspected yearly for 
defects and anomalies which may cause unwanted outages and impact reliability performance targets. The total 
O&M budget in 2019 was $2.2M, which was primarily comprised of labour, materials and equipment for repairs 
and maintenance of the distribution plant.

2019 was another successful year for our Electrical Safety Authority (ESA) audit. Westario obtained a full 
compliance score for our system maintenance and capital replacement programs, which solidifies our vigorous 
Operation and Maintenance program.  

System Reliability

The strategic investments and effective maintenance programs have 
all contributed to Westario’s outstanding reliability performance of 
the supply of electricity to our customers. Over the past few years, 
Westario experienced a significant drop in trouble calls due to the 
enhancement and investments in system reliability. Westario continues 
to see value in investing in its distribution assets and conducting 
effective preventive maintenance of our existing critical assets such as 
substation transformers, distribution transformers, poles and wires. In 
the electric utility industry the measurable standard for determining 
reliability are:

(1)  System Average Interruption Duration Index (SAIDI), and 

(2)  System Average Interruption Frequency Index (SAIFI). 

Westario Power’s reliability performances in 2019 were better than the 
Canadian industry average for system reliability standards. Westario 
Power achieved SAIDI and SAIFI result of 1.2 and 0.4 respectively.



Distribution Capital Investments

Westario Power has developed a long-term Distribution System Plan (DSP) for 
its distribution assets to strategically make the right investments in its distribution 
network over the next five year planning horizon as per its Distribution System Plan. 
Our replacement and upgrade strategy take into consideration a number of factors 
such as intensive testing equipment, age, physical conditions and other condition 
assessments, including testing and oil analysis for transformers which forms the 
overall health index of the assets.

We made significant investments in our distribution assets of $4.4M. This capital 
investment allowed Westario Power to accomplish all of the 2019 capital program 
successfully. Therefore, the capital investment and maintenance programs have helped 
the unplanned outages to reduce drastically over the past years.  

The following are some of our successfully completed capital program goals for 2019;

•	 Replacement of 1360-meter restricted copper conductor in 
Port Elgin and Ripley

•	 Replacement of over 100 Decrepit poles in Various communities
•	 10 year project completion of the live front Pole Tran street light poles 

in Port Elgin
•	 Construction of a new Municipal Station rebuilt in Port Elgin
•	 The completion of 2 subdivisions, Walkerton and Port Elgin



RESULTS OF OPERATIONS
Malcolm McCallum 

CFO

For the year ended December 31, 2019 compared to years ended December 31, 2018

Westario uses International Financial Reporting Standards (IFRS) for external reporting purposes. However, for 
internal purposes, Westario uses MIFRS, which is consistent with IFRS accounting policies but includes rate 
regulated accounting. MIFRS is also used to report to the OEB 

The following are the results of the operations business under MIFRS:

2019 2018

Distribution Revenue $10.83 M $10.78 M

There was an absolute increase in distribution revenues of $440K from 2018 to 2019 that was largely 
attributable to the change in rates as a result of the approved Cost of Service effective June 2018 and the IRM 
effective January 1, 2019. There was a $300K anomaly that increased distribution revenue in 2018 i.e recognition 
of LRAM in year as prescribed by the OEB and Cost of Service. As well 2019 distribution revenue was negatively 
impacted by a regulatory adjustment of $189K per the OEB requirement to set up a regulatory account for 
accelerated CCA introduced by the government at the end of 2018. (2018: $63K, 2019: $126K) This is offset by 
reduced PILS (Income Tax). 

2019 2018

Income Before Tax and before 
gain/loss on interest rate swap in

$2.727 M $2.862 M

Net Income $2.522 M $2.352 M

The change to net income in 2019 can be attributed to the increase Operation, Maintenance and Administration 
(OM&A) expenses. Operations and Maintenance and Administration expenses were in line with those proposed in 
the Cost of Service but were higher than 2018 expenses by $479K. 

There was a decrease, in 2019 when compared to 2018, in amortization due to a one time adjustment. Interest on 
long term debt expenses increased in 2019 due to the significant incremental debt acquired in 2018 to support 
the focus on upgrades and improvements capital expenditures required to support the existing and growth of the 
distribution system infrastructure.



Liquidity and Financing

Liquidity

Westario’s primary source of liquidity and capital resources is from cash provided by operating activities and bank 
financing,

Westario’s year-end net cash equivalent position decreased from a surplus of $4.1M to a surplus of $3.4M. The net 
cash position decreased due to the investment in property, plant and equipment and financing activities such as re-
payment of long term debt. No incremental debt was acquired to support the 2019 capital expenditures. 2018 capi-
tal expenditures were financed with long term debt of $4.0M in December 2018. Management’s current processes of 
monitoring and managing both operating and capital expenditures and the positive results from operating activities 
precluded the need for additional long-term debt in 2019. 

Cash provided by operating activities was $6.2M, a slight decrease from the 2018 amount of $6.7M. The decrease 
in cash provided by operating activities was primarily due to reduction in accounts receivable that was partially offset 
by income tax cash outflows related to 2018 and 2019 installments.

Financing

Westario has a $4.5M revolving line of credit with a Canadian chartered bank.

Capital Expenditures
Major capital expenditures for the rate regulated business in 2019 included:

•	 System Renewal: $3.1M related planned replacement programs such as substation upgrade, pole, cable and 
switchgear replacement programs;

•	 System Access: $0.9M related to new subdivision and growth driven lines projects;

•	 General Plant/Other: $0.2 M primarily included spending on a new tools and equipment;

•	 System Service: $0.2M related to projects that include resealing Primary Metering Equipment

2019 2018 2017 2016

Capital Expenditures $4.7 M $6.0 M $4.7 M $5.4 M

The net decrease for the rate regulated capital projects from 2018 to 2019 can be attributed largely to a reduction 
spending on System Access which is a reflection of the current fluctuations in new developments seen across the 
distribution service area.



Westario Power Inc. is required to charge its customers for the following amounts, all of which, other than the 
distribution rate, represent a pass through of amounts payable to third parties:

i)	 Electricity Price and Related Rebates: The electricity price and related rebates represent a pass through 
of the commodity cost of electricity 

ii)	 Distribution Rate: The distribution rate is designed to primarily recover the costs incurred by Westario 
in delivering electricity to customers. Distribution charges are regulated by the OEB and typically consist 
of a fixed charge and a usage-based (consumption) charge. The OEB has regulated a move to fixed charges 
and this is essentially in place in 2019 for residential customers. 

The volume of electricity consumed by Westario’s customers during any period is governed by events 
largely outside Westario’s control, principally sustained periods of hot or cold weather that increase 
the consumption of electricity, and sustained periods of moderate weather that decrease the consumption 
of electricity 

iii)	 Retail Transmission Rate: The retail transmission rate represents a pass through of costs charged to 
Westario for the transmission of electricity from generating stations to Westario’s service area Retail 
transmission rates are regulated by the OEB 

iv)	 Wholesale Market Service Charge: The wholesale market service charge represents a pass through of 
various wholesale market support costs charged by IESO 

Rate Applications and Distribution Rate Adjustments

Westario operates within the framework of the Electricity Act, 1998 and the OEB Act, 1998. As a result, the 
regulatory environment is an important aspect of Westario’s business.

The OEB approves and sets the electricity distribution rates as described above for Westario’s customers based 
on an approved revenue requirement that provides for cost recovery and includes an approved rate of return.

In November 2017, Westario submitted a Cost of Service (CoS) application, an extensive review of Westario’s 
costs of providing service to its customers performed once every five years, for rates effective January 1, 2018.

In May 2018, the OEB approved Westario’s (CoS) application for new rates effective with adjustments for the 
implementation date and new rates effective as of June 1, 2018.

The 2019 Interim Rate Mechanism, filed in Aug 2018, was approved as filed with new rates effective 
January 1, 2019. The residential distribution rates have transitioned to a fully fixed structure with this approval.

The 2020 Interim Rate Mechanism, filed in Aug 2019, was approved as filed with new distribution rates effective 
January 1, 2020.

Carrie Schwippl 
Financial AnalystREGULATORY ENVIRONMENT
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Head Office	 24 Eastridge Road, R.R. #2	 Tel. 519-507-6937
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		  Fax 519-507-6887
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Email	 Customer Service Department	 customer.service@westario.com
	 Engineering Department	 engineering@westario.com
	 Finance Department	 finance@westario.com
	 Human Resources 	 hr@westario.com
	 Operations Department	 operations@westario.com

Business Hours	 Customer Service Department	 8:30 am – 4:30 pm EST, Monday to Friday
	 Operations & Engineering Dept	 8:30 am – 4:00 pm EST, Monday to Friday

CONTACT US



Westario Power Inc.
24 Eastridge Road, R.R. #2 
Walkerton, Ontario  N0G 2V0 
Tel. 519-507-6937
Toll Free 1-866-978-2746
Fax 519-507-6887
www.westario.com	 “Soaring into the Future”


