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Q.  It is understood that 1) Labrador Interconnected customers experience lower reliability of 1 

supply than Island Interconnected customers, and 2) Labrador Interconnected customers have 2 

much lower rates than Island Interconnected customers. Have Labrador Interconnected 3 

customers complained that the value of electric service received is not comparable to that on 4 

the Island? If so, please provide proof and the source of such proof.   5 

 6 

 7 

A. Newfoundland and Labrador Hydro (“Hydro”) undertook public engagement over the past two 8 

years which allowed customers in Labrador to provide their opinions regarding service 9 

reliability, as well as perceptions regarding levels of investments and electricity rates. Specific 10 

questions were not asked regarding perceived value. 11 

 12 

In 2018, as part of the Reliability and Resource Adequacy Study public engagement process, 13 

Hydro conducted a digital engagement; this was open to all electricity consumers in the 14 

province. Just over 2,000 people completed the digital survey, about 100 of which indicated 15 

their residence as Labrador.1 16 

 17 

With respect to reliability, Hydro found that customers residing in Labrador were more likely to 18 

provide moderate scores. The average score when asked about the reliability of electricity 19 

received in Labrador was 6.4 (out of 10), versus a 7.9 average score overall. Customers were also 20 

asked to indicate the approximate number of outages they remember experiencing within the 21 

previous 12-month period. Across the regions analyzed, customers living in Labrador were more 22 

likely to indicate they experienced a high number (5 or more) in the past year. Fifty-eight per 23 

cent (58%) of customers in Labrador indicated they experienced this higher level of outages, 24 

compared to 16% elsewhere.  25 

 26 

In this same public engagement process, Hydro asked customers questions related to 27 

preference regarding investment. Overall, the majority of respondents indicated a preference 28 

for cautious investment; however, Labrador respondents were slightly less likely to agree that 29 

                                                           

1
 The survey demographics did not differentiate between Labrador Interconnected and Rural Labrador customers.  
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they were comfortable with the current system (62% versus 70%-73% in the other regions) and 1 

slightly more likely to agree that Hydro should invest more (40% versus 30-32% in the other 2 

regions). 3 

 4 

With respect to electricity rates, respondents were presented with two opposing statements 5 

related to rate increases and outages and asked to position a slider between two statements: 1) 6 

I prefer minimal increase on my electricity rate, and am willing to accept a risk of longer outages 7 

and 2) I am willing to accept a greater increase in my electricity rate, if it means I’ll have shorter 8 

outages. Labrador residents were slightly more likely to fall between the two statements (32% 9 

versus 22-27% for the other regions), whereas the majority of customers still favoured a minimal 10 

electricity rate increase, with an acceptance of the associated risk (67% overall). 11 

 12 

A summary document of survey results is attached as CA-NLH-009, Attachment 1. 13 

 14 

Hydro also regularly engages with key community and business stakeholders in the Labrador 15 

region through meetings, discussions and presentations on various subjects. Reliability 16 

concerns, as well as concerns regarding costs of investment and electricity rate increases, are a 17 

common point of discussion. 18 

 19 

It is worth noting that, while the near-term transmission investments proposed in the Labrador 20 

Transmission Expansion Plan will have a reliability benefit of reduced customer outages, the 21 

upgrades are primarily focused on the system capacity that will accommodate anticipated load 22 

growth. 23 
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re

s 
1

-4
) 

th
at

 H
yd

ro
 s

h
o

u
ld

 in
ve

st
 in

 m
o

re
 

g
en

er
a

ti
o

n
 t

o
 f

u
rt

h
er

 r
ed

u
ce

 t
h

e 
im

p
a

ct
 o

f 
p

o
w

er
 s

u
p

p
ly

 
in

te
rr

u
p

ti
o

n
s 

d
u

ri
n

g
 e

xt
re

m
e 

ev
en

ts
, w

h
ile

 f
ew

er
 (

3
1

%
)

ag
re

e 
(s

co
re

s 
8

-1
0

) 
th

at
 s

u
ch

 in
ve

st
m

en
t 

sh
o

u
ld

 b
e 

m
ad

e.
 

•
Fi

n
d

in
gs

 a
re

 g
en

er
al

ly
 c

o
n

si
st

en
t 

ac
ro

ss
 a

u
d

ie
n

ce
 s

eg
m

en
ts

, 
al

th
o

u
gh

 L
ab

ra
d

o
r 

re
sp

o
n

d
en

ts
 a

re
 s

lig
h

tl
y 

le
ss

 li
ke

ly
 t

o
 a

gr
ee

 
th

at
 t

h
ey

 a
re

 c
o

m
fo

rt
ab

le
 w

it
h

 t
h

e 
cu

rr
en

t 
sy

st
e

m
, a

n
d

 
sl

ig
h

tl
y 

m
o

re
 li

ke
ly

 t
o

 a
gr

ee
 t

h
at

 H
yd

ro
 s

h
o

u
ld

 in
ve

st
 m

o
re

. 
(T

ab
le

s 
8

A
-B

)
M

a
le

s 
a

n
d

 h
ig

h
er

 
in

co
m

e 
ea

rn
er

s 
($

1
0

0
K

+)
 a

re
 

sl
ig

h
tl

y 
le

ss
 li

ke
ly

 t
o

 
a

g
re

e 
th

a
t 

in
ve

st
m

en
t 

is
 

n
ee

d
ed

 



1
5

O
ve

ra
ll,

 r
es

p
o

n
d

en
ts

 a
re

 w
ill

in
g

 t
o

 a
cc

ep
t 

a
 r

is
k 

o
f 

lo
n

g
er

 o
u

ta
g

es
, i

n
 f

a
vo

u
r 

o
f 

a
 m

in
im

a
l r

a
te

 in
cr

ea
se

. 

El
ec

tr
ic

it
y 

R
a

te
 In

cr
ea

se
s 

vs
. O

u
ta

ge
 D

u
ra

ti
on

R
es

p
o

n
d

en
ts

 w
er

e 
p

re
se

n
te

d
 w

it
h

 t
w

o
 o

p
p

o
si

n
g 

st
at

em
en

ts
 

re
la

te
d

 t
o

 e
le

ct
ri

ci
ty

 r
at

e 
in

cr
ea

se
s 

an
d

 o
u

ta
ge

 d
u

ra
ti

o
n

s,
 a

n
d

 
as

ke
d

 t
o

 p
o

si
ti

o
n

 a
 s

lid
er

 b
et

w
e

en
 t

h
e 

tw
o

 s
ta

te
m

en
ts

 t
o

 in
d

ic
at

e 
th

e 
p

o
si

ti
o

n
 t

h
at

 b
es

t 
re

fl
ec

ts
 t

h
ei

r 
p

er
so

n
al

p
o

in
t 

o
f 

vi
ew

.  
O

f 
n

o
te

, 
w

h
ile

 t
h

e 
sl

id
er

 w
a

s 
d

es
ig

n
ed

 s
im

ila
r 

to
 a

n
 1

1
-p

o
in

t 
sc

a
le

 w
it

h
 a

 
m

id
-p

o
in

t,
 t

h
e 

re
la

te
d

 s
co

re
s 

(0
-1

0
) 

w
er

e 
n

o
t 

vi
si

b
le

 t
o

 r
es

p
o

n
d

en
ts

, 
a

n
d

 a
re

 o
n

ly
 u

se
d

 in
 t

h
e 

g
ra

p
h

 t
o

 r
ig

h
t 

to
 p

ro
vi

d
e 

a
 m

o
re

 p
re

ci
se

 
vi

su
a

l o
f 

h
o

w
 o

p
in

io
n

s 
va

ri
ed

 a
cr

o
ss

 r
es

p
o

n
d

en
ts

.  

•
O

ve
ra

ll,
 t

h
e 

va
st

 m
aj

o
ri

ty
 o

f 
re

sp
o

n
d

en
ts

 p
re

fe
r 

a 
m

in
im

a
l

in
cr

ea
se

 o
n

 t
h

ei
r 

el
ec

tr
ic

it
y 

ra
te

s,
 a

n
d

 a
re

 w
ill

in
g

 t
o

 a
cc

ep
t 

a
ri

sk
 o

f 
lo

n
g

er
 o

u
ta

g
es

. I
n

d
ee

d
, t

w
o

-t
h

ir
d

s 
o

f 
re

sp
o

n
d

en
ts

 
in

d
ic

at
ed

 t
h

at
 t

h
is

 s
ta

te
m

en
t 

b
es

t 
re

fl
ec

te
d

 t
h

ei
r 

p
o

in
t 

o
f 

vi
ew

 
(s

co
re

s 
0

-3
).

•
Fe

w
 (

8
%

; s
co

re
s 

7
-1

0
) 

re
p

o
rt

ed
 a

 w
ill

in
g

n
es

s 
to

 a
cc

ep
t 

a
g

re
a

te
r 

in
cr

ea
se

 in
 t

h
ei

r 
el

ec
tr

ic
it

y 
ra

te
, i

f 
it

 m
ea

n
s 

th
ey

’l
l h

a
ve

 
sh

o
rt

er
 o

u
ta

g
es

, w
h

ile
 o

n
e

-q
u

ar
te

r 
o

f 
re

sp
o

n
d

en
ts

 d
id

 n
o

t 
fe

el
 

h
ig

h
ly

 c
o

m
m

it
te

d
 t

o
 e

it
h

er
 s

ta
te

m
en

t 
(s

co
re

s 
4

-6
).

•
A

cr
o

ss
 r

eg
io

n
s,

 L
ab

ra
d

o
r 

re
sp

o
n

d
en

ts
 a

re
 m

o
re

 li
ke

ly
 t

o
 in

d
ic

at
e 

th
at

 t
h

ei
r 

p
o

in
t 

o
f 

vi
ew

 f
al

ls
 in

 b
et

w
ee

n
 t

h
e 

tw
o

 s
ta

te
m

en
ts

 
(s

co
re

s 
4

-6
: 3

2
%

),
 a

lt
h

o
u

gh
 t

h
e 

m
aj

o
ri

ty
 s

ti
ll 

re
p

o
rt

 f
av

o
u

ri
n

g 
a 

m
in

im
al

 in
cr

ea
se

, a
n

d
 a

re
 w

ill
in

g 
to

 a
cc

e
p

t 
th

e 
as

so
ci

at
ed

 r
is

k 
(s

co
re

s 
0

-3
: 5

8
%

).
  (

Ta
b

le
 9

) 

Yo
u

n
g

er
 r

es
p

o
n

d
en

ts
   

 
a

re
 m

o
re

 li
ke

ly
 t

o
  

a
cc

ep
t 

th
e 

ri
sk

 o
f 

lo
n

g
er

 
o

u
ta

g
es

 in
 f

a
vo

u
r 

o
f 

m
in

im
a

l r
a

te
 in

cr
ea

se
s 

(s
co

re
s 

0
-3

: 1
8

-3
4

: 7
3

%
, 

3
5

-5
4

: 6
7

%
, 5

5
+:

 6
4

%
)
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Th
er

e 
is

 a
 c

le
a

r 
co

st
 s

en
si

ti
vi

ty
 w

h
en

 it
 c

o
m

es
 t

o
 e

n
er

g
y 

u
p

g
ra

d
in

g
. 

D
es

ir
ed

 R
el

ia
bi

lit
y 

&
 Im

pa
ct

 o
n

 E
le

ct
ri

ci
ty

 

Fo
llo

w
in

g 
a 

st
at

em
en

t 
re

ga
rd

in
g 

th
e 

ge
n

er
al

 h
ig

h
 c

o
st

 o
f 

u
p

gr
ad

in
g 

o
r 

ad
d

in
g 

to
 it

s 
su

p
p

ly
 o

f 
p

o
w

e
r,

 a
n

d
 t

h
e 

co
rr

es
p

o
n

d
in

g 
im

p
ac

t 
o

n
 t

h
e 

p
ri

ce
 o

f 
el

ec
tr

ic
it

y,
 

re
sp

o
n

d
en

ts
 w

e
re

 a
sk

ed
 t

o
 s

el
ec

t 
w

h
ic

h
 o

f 
th

e 
th

re
e 

al
te

rn
at

iv
es

 t
h

at
 b

es
t 

d
es

cr
ib

es
 t

h
ei

r 
p

re
fe

re
n

ce

•
O

ve
ra

ll,
 m

o
st

 r
es

p
o

n
d

en
ts

 f
av

o
u

r 
an

 a
p

p
ro

ac
h

 t
h

at
 

in
vo

lv
e

s 
‘g

o
o

d
 r

el
ia

b
ili

ty
, w

it
h

 a
 lo

w
e

r 
im

p
ac

t 
o

n
 c

o
st

’.
 

In
d

ee
d

, s
ix

 in
 t

e
n

 r
es

p
o

n
d

en
ts

 e
xp

re
ss

ed
 p

re
fe

re
n

ce
 f

o
r 

an
 in

ve
st

m
en

t 
p

la
n

 t
h

at
 in

vo
lv

e
s 

g
o

o
d

 r
el

ia
b

ili
ty

, w
it

h
 a

lo
w

er
 im

p
a

ct
 o

n
 e

le
ct

ri
ci

ty
 c

o
st

. 

•
Ju

st
 o

ve
r 

o
n

e
-t

h
ir

d
 o

f 
re

sp
o

n
d

en
ts

 s
ta

te
d

 t
h

ey
 p

re
fe

r 
a 

p
la

n
 t

h
at

 w
o

u
ld

 p
ro

vi
d

e 
b

et
te

r 
re

lia
b

ili
ty

, w
it

h
 a

m
o

d
er

a
te

 im
p

a
ct

 o
n

 e
le

ct
ri

ci
ty

 c
o

st
.  

A
cr

o
ss

 r
eg

io
n

s,
 

La
b

ra
d

o
r 

re
sp

o
n

d
en

ts
 w

e
re

 m
o

st
 li

ke
ly

 t
o

 f
av

o
u

r 
‘b

et
te

r 
re

lia
b

ili
ty

, m
o

d
er

a
te

 im
p

a
ct

 o
n

 c
o

st
’ (

4
7

%
).

 

•
V

er
y 

fe
w

 r
es

p
o

n
d

en
ts

 a
re

 in
 f

av
o

u
r 

o
f 

an
 in

ve
st

m
en

t 
st

ra
te

gy
 t

h
at

, w
h

ile
 o

ff
er

in
g 

th
e 

b
es

t 
re

lia
b

ili
ty

, w
o

u
ld

 
m

ea
n

 a
 h

ig
h

er
 im

p
a

ct
 o

n
 e

le
ct

ri
ci

ty
 c

o
st

. W
h

ile
 t

h
o

se
 

liv
in

g 
in

 L
ab

ra
d

o
r 

ar
e 

m
o

re
 li

ke
ly

 t
h

an
 r

es
p

o
n

d
en

ts
 

o
ve

ra
ll 

to
 p

re
fe

r 
th

is
 t

yp
e 

o
f 

ap
p

ro
ac

h
 (1

3
%

 v
s.

 6
%

),
 it

 is
 

st
ill

 t
h

e 
p

re
fe

rr
ed

 a
p

p
ro

ac
h

 b
y 

o
n

ly
 a

 m
in

o
ri

ty
 o

f 
th

o
se

re
sp

o
n

d
en

ts
. (

Ta
b

le
 1

0
) 

G
o

o
d

 R
el

ia
b

ili
ty

, 
Lo

w
er

 
Im

p
a

ct
 o

n
 E

le
ct

ri
ci

ty
 C

o
st

: 
H

yd
ro

 s
h

o
u

ld
 p

la
n

 t
o

 h
a

ve
 

so
m

e 
b

a
ck

 u
p

 g
en

er
a

ti
o

n
 

to
 p

a
rt

ia
lly

 r
ed

u
ce

 t
h

e 
im

p
a

ct
 o

f 
a

 s
u

d
d

en
 lo

ss
 o

f 
p

o
w

er
 s

u
p

p
ly

. 
  

B
et

te
r 

R
el

ia
b

ili
ty

, 
M

o
d

er
a

te
 

Im
p

a
ct

 o
n

 E
le

ct
ri

ci
ty

 C
o

st
: 

H
yd

ro
 s

h
o

u
ld

 p
la

n
 t

o
 h

a
ve

 
a

d
d

it
io

n
a

l 
b

a
ck

 u
p

 
g

en
er

a
ti

o
n

 t
o

 m
o

d
er

a
te

ly
 

re
d

u
ce

 t
h

e 
im

p
a

ct
 o

f 
a

 
su

d
d

en
 lo

ss
 o

f 
p

o
w

er
 s

u
p

p
ly

. 
 

B
es

t 
R

el
ia

b
ili

ty
, 

H
ig

h
er

 
Im

p
a

ct
 o

n
 E

le
ct

ri
ci

ty
 C

o
st

: 
H

yd
ro

 s
h

o
u

ld
 p

la
n

 t
o

 h
a

ve
 

en
o

u
g

h
 b

a
ck

 u
p

 g
en

er
a

ti
o

n
 

to
 s

ig
n

if
ic

a
n

tl
y 

re
d

u
ce

 t
h

e 
im

p
a

ct
 o

f 
a

 s
u

d
d

en
 lo

ss
 o

f 
p

o
w

er
 s

u
p

p
ly

. 
 

W
h

ile
 o

ld
er

 r
es

p
o

n
d

en
ts

 (5
5

+)
 w

er
e 

m
o

re
 li

ke
ly

 t
h

a
n

 t
h

ei
r 

yo
u

n
g

er
 

co
u

n
te

rp
a

rt
s 

to
 e

xp
re

ss
 o

p
en

n
es

s 
to

 
p

a
yi

n
g

 m
o

re
 f

o
r 

g
re

a
te

r 
re

lia
b

ili
ty

, 
th

e 
m

a
jo

ri
ty

 (
5

3
%

) s
ti

ll 
fa

vo
u

r 
‘g

o
o

d
 

re
lia

b
ili

ty
, l

o
w

er
 im

p
a

ct
 o

n
 c

o
st

’.
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A
cc

ep
ta

bl
e 

N
u

m
be

r 
o

f 
O

u
ta

ge
s 

Fo
llo

w
in

g 
re

sp
o

n
d

en
ts

 p
re

fe
rr

ed
 s

el
ec

ti
o

n
, t

h
ey

 w
e

re
 a

sk
ed

 t
o

 in
d

ic
at

e 
th

e 
n

u
m

b
er

 o
f 

o
u

ta
ge

s 
in

 a
 g

iv
en

 y
ea

r 
th

ey
 w

o
u

ld
 c

o
n

si
d

er
ac

ce
p

ta
b

le
.  

 

•
R

es
u

lt
s 

sh
o

w
 a

 d
ec

re
as

e
d

 t
o

le
ra

n
ce

 f
o

r 
o

u
ta

ge
s 

w
it

h
 b

et
te

r 
re

lia
b

ili
ty

.  
A

s 
m

ay
 b

e 
ex

p
ec

te
d

, t
h

o
se

 in
 f

av
o

u
r 

o
f 

an
 in

ve
st

m
en

t
ap

p
ro

ac
h

 o
ff

er
in

g 
th

e 
b

es
t 

re
lia

b
ili

ty
, b

u
t 

w
it

h
 a

 h
ig

h
er

 im
p

a
ct

 o
n

 c
o

st
 (

n
=1

3
3

) 
ar

e 
m

o
st

 li
ke

ly
 t

o
 c

o
n

si
d

er
 n

o
 a

m
o

u
n

t 
o

f 
o

u
ta

ge
s 

to
 b

e 
ac

ce
p

ta
b

le
. 

•
Th

at
 s

ai
d

, r
eg

ar
d

le
ss

 o
f 

re
sp

o
n

d
en

ts
’ p

re
fe

rr
ed

 a
p

p
ro

ac
h

, t
h

e 
m

aj
o

ri
ty

 o
f 

re
sp

o
n

d
en

ts
 d

ee
m

 o
n

e 
to

 t
w

o
 o

u
ta

ge
s 

to
 b

e 
ac

ce
p

ta
b

le
, a

n
d

 v
er

y 
fe

w
d

ee
m

 m
o

re
 t

h
an

 t
h

re
e 

o
u

ta
ge

s 
a 

ye
ar

 t
o

 b
e 

ac
ce

p
ta

b
le

.  
(T

ab
le

s 
1

1
: G

o
o

d
 R

el
ia

b
ili

ty
, L

o
w

e
r 

Im
p

ac
t;

 B
et

te
r 

R
el

ia
b

ili
ty

, M
o

d
er

a
te

 Im
p

ac
t;

 B
es

t
R

el
ia

b
ili

ty
, H

ig
h

er
 Im

p
ac

t)

Th
er

e 
is

 a
 d

ec
re

a
se

d
 t

o
le

ra
n

ce
 f

o
r 

o
u

ta
g

es
 a

m
o

n
g

 t
h

o
se

 f
a

vo
u

ri
n

g
 g

re
a

te
r 

in
ve

st
m

en
t 

a
t 

a
 h

ig
h

er
 im

p
a

ct
 t

o
 c

o
st

. 
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Ex
e

cu
ti

ve
 S

u
m

m
ar

y
H

yd
ro

’s
 C

u
rr

e
n

t 
Sy

st
e

m
R

e
sp

o
n

d
en

t 
P

ro
fi

le
R

e
lia

b
ili

ty
 &

 
R

at
e

s

C
u

st
o

m
e

r 
O

p
ti

o
n

s

Th
e 

th
ir

d
 a

n
d

 f
in

a
l v

id
eo

 s
h

o
w

n
 t

o
 r

es
p

o
n

d
en

ts
 n

o
te

d
 H

yd
ro

’s
 e

ff
o

rt
s 

to
 e

xp
lo

re
 d

if
fe

re
n

t 
o

p
ti

o
n

s 
to

 h
el

p
 N

ew
fo

u
n

d
la

n
d

er
s 

a
n

d
La

b
ra

d
o

ri
a

n
s 

m
a

n
a

g
e 

th
ei

r 
fu

tu
re

 e
le

ct
ri

ci
ty

 c
o

st
s 

(s
u

ch
 a

s 
Ti

m
e-

o
f-

U
se

 r
a

te
s)

, a
n

d
 a

sk
ed

 f
o

r 
th

ei
r 

o
p

in
io

n
s 

a
n

d
 s

u
g

g
es

ti
o

n
s 

o
n

 w
a

ys
 t

h
ey

 c
a

n
 h

el
p

 c
u

st
o

m
er

s 
m

a
n

a
g

e 
th

e 
im

p
a

ct
 o

f 
ri

si
n
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