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Implementation Activities 

• London Hydro 

billing system 

changes 

• Staff Training 

(100+) 

• By-laws re-written 

• Communications/ 

Education 

 



Home Show January 25-27 



23 Bus Shelters & 10 Buses 



Billboards at 4 locations 



Newspaper Notifications 



110,000 

letters  



110,000 letters with leak test strips leak 

test 

strips 





Other communication channels 

• London Knights games – Rogers 15 

second info-mercial 

• March/April Enviroworks included 

with London Hydro bills 

• Media interviews 

• One-on-one customer meetings 

• Social media via Corporate 

Communications 

 



Comments and complaints 

• City received ~250 e-mails and phone 

calls – 0.23% of our customers 

• About 45 topics were identified 

• About 38 viewed as positive responses 

– Found leaks, educational, interested in 

more information 

 

 

 



Comments and complaints (cont’d) 

• Highest frequency included: 

– 31 - Customer assistance program 

– 22 - Think they have a leak 

– 21 - Fire protection charge 

– 15 - Already paying too much 

– 14 - Property size & meter size?  

– 11 - Not enough detail on bill 

 

 

 



London Hydro Call Centre 

• LH classifies calls by topic 

• Of the 472 “water only” calls: 

– 124 related to new rates & bill format 

(0.11% of our customers) - majority 

related to the two-line bill format 

– 226 related to potential & confirmed leaks 



Rate Class: INDUSTRIAL Units: 1 Total Usage Charges: 

Consumption (m3): 7000 Land and Meter Size  $                                     11,893.86  

Date From:   Hectares: 10 Total Infrastructure Charges: 

Date To:   Meter Size: 150mm  $                                       1,969.46  
Days in Period: 31     Total Charges: 

Pro-Ration Value: 1.00      $                                     13,863.32  

Water Rates and Tiers 
Cost ($) Prorated Tier (m3) Consumption (m3) Tier Range (m3) Rate ($) 

 $                                            -    7.0000 7.0000 0 - 7  $                                                  -      

 $                                     13.84  8.0000 8.0000 8 - 15  $                                           1.7304  

 $                                     22.25  10.0000 10.0000 16 - 25  $                                           2.2248  

 $                                     24.72  10.0000 10.0000 26 - 35  $                                           2.4720  

 $                                   201.97  215.0000 215.0000 36 - 250  $                                           0.9394  

 $                               6,006.83  6750.0000 6750.0000 251 - 7000  $                                           0.8899  

 $                                            -    43000.0000 0.0000 7001 - 50000  $                                           0.8109  

 $                                            -    50000.0000 0.0000 Over 50000  $                                           0.7219  

 $                               6,269.61  

Wastewater Rates and Tiers 
Cost ($) Prorated Tier (m3) Consumption (m3) Tier Range (m3) Rate 

 $                                            -    7.0000 7.0000 0 - 7  $                                                  -      

 $                                     12.42  8.0000 8.0000 8 - 15  $                                           1.5522  

 $                                     19.96  10.0000 10.0000 16 - 25  $                                           1.9958  

 $                                     22.18  10.0000 10.0000 26 - 35  $                                           2.2176  

 $                                   181.16  215.0000 215.0000 36 - 250  $                                           0.8426  

 $                               5,388.53  6750.0000 6750.0000 251 - 7000  $                                           0.7983  

 $                                            -    43000.0000 0.0000 7001 - 50000  $                                           0.7274  

 $                                            -    50000.0000 0.0000 Over 50000  $                                           0.6476  

 $                               5,624.25  

Infrastructure Charges or Monthly Charges 

  
Water Connection 

Charge:  $                               850.46  Fire Protection Charge:  $                                             41.67  
          

  
Wastewater 

Connection Charge:  $                               726.33  Customer Assistance Fund:  $                                                    -    
          

  
Storm Drainage 

Charge:  $                               351.00      

 $                           1,969.46  

London 

Hydro Bill 

Calculator 





By-law changes - PPM 

• Repeal 5 water and sewer by-laws 

• Propose 2 by-laws 

– Water By-law and  

– Wastewater and Stormwater By-law 

• Rates & Charges are now “schedules” 

to the main by-laws 

• New definitions and clarifications 

• Consistency and modernization  



Vacant parcels – no storm charge 

• Currently, if a property does not have 
a water or wastewater account, they 
pay nothing for storm drainage 

• This customer inequity resulted when 
the storm drainage charge was 
moved from the tax base to 
stormwater utility base 

• New by-law proposes to re-instate 
the charge January 2015, following 
consultation with stakeholders. 



Questions 


