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CONDITIONS OF
SERVICE

Effective Date: May 1, 2008
Revised: July 5, 2010

To contact Carma Billing Services Inc. call (705) 878-0711 or
e-mail at: info@carmabillingservices.com




PREFACE

The Smart Sub-metering Code (SSC) requires that every Smart Sub-metering Licensee produce
its own Conditions of Service document. The purpose of this document is to provide a means for
communicating the types and level of service available to the Customers. The SSC requires that
the Conditions of Service be readily available for review by the general public. The most recent
version of the document must be provided to the Ontario Energy Board (OEB) who will retain it on
file for the purpose of facilitating dispute resolutions in the event that a dispute cannot be resolved
between the Customer and Distributor.

Carma is licensed by the Ontario Energy Board (OEB) License No. ES-2007-0965 to engage in the
commercial offering or the commercial provision of smart sub-metering systems, equipment and
technology and any associated equipment, systems and technologies and any associated services
for the prescribed class of property to Customers as described in the Smart Sub-metering Licence
issued to Carma by the OEB.

SECTION 1 - INTRODUCTION

1.1 IDENTIFICATION

Carma Industries Inc., Carma Billing Services Inc. and Carma Meter Services Inc. is licensed by
the Ontario Energy Board (OEB) to supply smart sub-metering systems, equipment and technology
and any associated equipment, systems and technologies and any associated services.

1.2 Related Codes and Governing Laws
Carma shall comply with all applicable provisions of the Ontario Energy Board Act (1998), the
Electricity Act, the regulations and all applicable Market Rules.

1.3 Interpretation
Within this Conditions of Service document, unless the context otherwise requires:

a) Headings, paragraph numbers and underlining are for convenience only and do not affect
the interpretation of the Conditions of Service;

b) Words referring to the singular include the plural and vice versa;

c) Words referring to a gender include any gender.

1.4 Amendments and Changes

The provisions of this Conditions of Service document and any amendments made from time to
time form part of any Contract made between Carma and any connected Customer. This
Conditions of Service document supercedes any previous conditions of service, oral or written of
Carma or any of its predecessors as of its effective date.

The Customer is responsible for contacting Carma to ensure that the Customer has the latest
version, or to obtain the current version of this Conditions of Service document. Carma may charge
a reasonable fee for any additional copies required by the Customer. The current version of the
document is also posted on the Carma website and can be downloaded from
http://www.carmabillingservices.com.




1.5 Contact Information
Carma Billing Services Inc.
132 Walsh Road

Lindsay, Ontario

K9V 4R3

Phone Number: 705-878-0711 Fax Number: 705-878-1037

Normal Business Hours
Monday to Friday between 8:30am and 4:30pm

1.6 Disputes
In the event that a dispute occurs, Carma will follow the terms and conditions outlined:
The Licensee shall:

a) Establish proper administrative procedures for resolving complaints by Customers and other
market participants regarding services provided under the terms of this Licence;

b) Keep a record of all complaints whether resolved or not including the name of the Customer,
the date resolved or referred and the result of the dispute resolution.

Customers must submit a complaint or dispute in writing to Carma. Upon receipt of the filed
complaint, Carma will investigate and respond to the complaint within 10 business days. In the
event that the filed complaint is unresolved, the Customer can forward the complaint to the Ontario
Energy Board for review and resolution. Carma will maintain records of any complaint filed which
will outline the nature of the complaint or dispute and details of the resolution of the complaint.

SECTION 2 — GENERAL ACTIVITIES

2.1 Contracts

Residential and General Services

A signed contract is required for each residential and general service Customer prior to the
energization of the electrical service to the Customer’s building or premise.

Implied Contracts

In all cases Carma has an implied contract with any Customer that is a Resident or Unit Owner
where Carma has installed a Smart Sub-metering System and receives billing and collection
services from Carma. A Customer who uses electricity delivered, supplied or submetered by
Carma shall be liable for payment of electrical consumption even in the absence of a signed
contract. Any implied contract for the supply or submeter of electricity by Carma shall be binding
upon the heirs, administrators, executors, successors or assigns of the Person or Persons who
receives the electricity supplied or submetered by Carma.

When a Customer contacts us to close their account, a final bill will be issued to the Customer. At
that time, a new account will be set up in the new owner’s/landlord name.

If a new account is set up in the landlord/owner’'s name, a new account set up charge will be billed;
and even though the property may be vacant, monthly service charges and electricity used will be
billed.

2.2 Disconnection
Carma reserves the right to disconnect the supply of electricity to a Customer under, but not limited
to, the following circumstances:

a) Inability of Carma to perform planned inspections and maintenance.




b) Failure of the Consumer or Customer to comply with a directive of Carma that Carma makes
for the purposes of meeting its Licence obligations.

c¢) Outstanding payments owed to Carma.
d) Any other conditions identified in Carma’s Conditions of Service document.

Carma may disconnect the supply of electricity to a Customer without notice in accordance with a
court order, or for emergency, safety or system reliability reasons.

Reconnection or restoration of electricity service will occur only after the reason for disconnection
or limitation is remedied. We're not liable for any damage related to the disconnection or limitation.

If the service has been disconnected for a period of six months or longer, the Electrical Safety
Authority must inspect the premise before we can reconnect the service. It is the Customers
responsibility to arrange and pay for the inspection.

Collection charges will apply if we make a trip to collect payment for an overdue account, to serve
notice of disconnect, disconnect service, or reconnect your service. Charges will be applied to your
account and are due on your next bill.

2.2.1 Non-Payment Disconnection Policies

Any outstanding payments owed to Carma may be subject to a collection process and possible
disconnection of service if amounts owing are not paid within 24 days following the due date.
Typically, Carma bills are due 16 days following the billing date. Carma may initiate collection
actions on the next business day following the due date if an outstanding balance remains.

Carma may contact the Customer by telephone, directly on their premises, or issue a reminder
notice to confirm that there is an amount outstanding. If these actions do not initiate a payment
from the Customer, a disconnection notice will be issued.

Carma will issue a disconnection notice by mail to the Customer prior to disconnection of service.
Carma will make reasonable efforts to contact the Customer directly. If a satisfactory payment
arrangement has not been made within 5 days following the issuing of the disconnection notice, a
disconnection letter is left at the Customer’s premise 48 hours prior to the disconnection of the
service. A charge to hand deliver this final notice will be applied to the account.

The service will only be reconnected following satisfactory payment of the balance due,
reconnection charge and additional security deposit if deemed necessary. The Customer or their
representative must be present at the time the service is reconnected.

A reconnection service charge shall be applied for services disconnected for non-payment.

Carma shall not be liable for any damage on the Customer’s premises resulting from
discontinuation of service.

2.2.2 Non-Payment Collection Policies
If at any time a bill for service or energy under this contract is in arrears or if the Customer fails to
perform any other obligation hereunder Carma may, in addition to all other remedies, discontinue
the service and/or terminate the contract.

Carma will exercise all rights and remedies to collect arrears, including sending uncollected
amounts to a collection agency at its sole and absolute discretion. Carma shall not be liable for any
effect to a Customer credit when arrears are sent to a collection agency.




2.3 Interruption Notification
Carma will attempt to provide Customers with information regarding interruptions to the electrical
distribution system during unplanned and storm related outages when contacted by the Customer.

Carma may not be able to provide Customers with notice of a power interruption if the cause of the
outage is related to an unplanned outage or if there is an emergency situation that may involve
injury to persons, damage to property or any unsafe condition. Carma will attempt to provide
Customers with reasonable notice of any planned power interruptions to the electrical distribution
system, including the duration of the outage and frequency. Carma will attempt to notify Customers
within two (2) business days of interruption of power, wherever possible.

Customers who require an uninterrupted source of power for life support equipment must provide
their own equipment for these purposes. Customers with life support systems are encouraged to
inform Carma of their medical needs and their available backup power. The Customer is
responsible for ensuring that the information they provide to Carma is accurate and up to date. The
Customer is also responsible to supply and maintain their equipment for electrical operation of a
life support system.

2.4 Metering

General
Residential and commercial multi-unit buildings shall provide for individual metering of all units at
one or more central locations.

The location of a Customer’s smart sub-meter, for any residential and/or commercial Customer,
shall be in compliance with Carma’s specifications.

2.4.1 Meter Reading

Carma shall have access to the Customer’s property and electronic access to the metering
equipment for meter reading purposes. If a reading cannot be obtained, the Customer’s bill will be
estimated according to historical consumption values for a limited time frame.

2.4.2 Final Meter Reading

The Customer shall notify Carma in the event that a service is no longer required. The Customer
shall provide reasonable notice (minimum of 5 business days) of the termination date to allow
Carma to arrange for a final meter reading.

2.4.3 Meter Dispute Testing

Carma and the Customer can resolve the majority of billing inquiries that occur without the
assistance of Measurement Canada. Carma will begin the investigation by assessing the
Customer’s account and investigating any potential meter reading errors or associated billing
errors. The results of the investigation and additional energy management documentation shall be
forwarded to the Customer.

If the Customer is not satisfied with the results of the investigation, Carma will arrange for a site
visit to determine if the Customer's meter and billing are accurate for a fee. If the Customer
remains unsatisfied with the results of the site investigation, additional investigations will be offered
to the Customer for a fee.

At this point, Carma will inform the Customer that assistance from Measurement Canada will be
necessary to resolve any disputes. Measurement Canada has jurisdiction in dispute investigations
involving the condition or registration of a meter or metering installation.

If the Customer requests assistance from Measurement Canada, Measurement Canada will verify
the accuracy of the meter, metering installation and billing. The Customer will be responsible to




cover the costs associated with the investigation if the dispute is dismissed by Measurement
Canada.

2.4.4 Meter Change Outs

Meters are changed out or reverified according to Measurement Canada standards and policies.
Carma shall have access to the Customer’s Building. The Building’s Management shall permit,
provide and maintain access to metering equipment for Carma’s use.

2.5 TARIFFS AND CHARGES

2.5.1 Service Connections
Carma has outlined service connection fees for new connections in Appendix B.

2.5.2 Deposits
Refer to Carma’s Deposit Policies in Appendix B.

2.5.3 Billing

2.5.3.1 Prorating Bills & Service Charges

The service charge will be prorated only for the Customer’s first and final bills. The charges are
based on a straight ratio calculation of the number of days of occupancy by the Customer and a
standard 30 day month.

2.5.3.2 Estimating Bills

Carma will make reasonable attempts to obtain a meter reading for all regular electricity bills for the
Customer. The electricity bills will only be estimated when Carma has not been able to obtain a
successful meter reading. The electricity bill will be estimated based on the consumption history of
the Customer.

2.5.3.3 Account Setup Charge
Carma will apply a charge to the first bill of any Customer who establishes a new account. This
charge applies to new Customers as well as those who have relocated. Refer to Appendix B.

2.5.4 Payments
Customers may pay their electricity bills using any of the following methods:

a) Cash, cheque, or money order mailed with the remittance portion of the bill to our office
located at PO Box 59, Whitby ON L1N 5RS8.

b) At any major Canadian financial institution
c) Internet and/or telephone banking services offered by your bank

d) Credit Card, VISA or MasterCard (a fee of $2.50 will apply for every $100.00 paid using this
method)

e) Pre-Authorized Payment Plan

2.5.4.1 Pre-Authorized Payment

Carma offers a Pre-Authorized Payment Plan where the actual billing amount will be automatically
deducted from the Customer’s bank account on the due date indicated on the electricity bill. The
Customer will continue to receive regular statements showing meter readings, energy
consumption, payments and charges to date.

To apply for the Pre-Authorized Payment plan, Customers must complete an Authorization Form,
available on Carma’s website http://www.carmabillingservices.com.




The Customer can cancel the Pre-Authorized Plan by written submission to Carma’s office thirty
(30) business days prior to payment date.

2.5.4.2 Late Payment Charges

Customers are allowed sixteen (16) days from the billing date on the statement to make payment.
A late payment charge of 1.5% per month will be applied on all overdue accounts. If the Customer
makes a partial payment on or before the due date, the late payment charge will apply only to the
outstanding amount on the electricity bill at the due date.

Non-payment of your electricity bill may lead to disconnection. Our first choice is to work with the
Customers to keep their accounts in good standing. If you're experiencing financial difficulties, let
us know — we’ll do our best to work out a pay arrangement that's mutually acceptable.

2.5.4.3 Reconnection Charge
Refer to Appendix B for information regarding reconnection charges.

2.5.4.4 Returned Payment
Carma will charge a fee for each payment that cannot be successfully processed. (Non-sufficient
funds (NSF)) Refer to Appendix B.

2.5.4.5 Credit Refunds

Carma will issue a refund where required for final accounts and only when the Customer’s
accounts are in excess of $10.00. Any refund cheques requiring a stop payment will be subject to
a charge, this charge will be deducted from reissued cheque.

2.6 Customer Information

Carma shall not disclose Customer information to a third party without the consent of the Customer
in writing. Carma will only make Customers information available as described in the Agreement
with the Building’s Management.

SECTION 3 - GLOSSARY OF TERMS

Board means the Ontario Energy Board (OEB);

Conditions of Service means the document developed by a Smart Sub-metering Licensee in
accordance with Ontario Energy Board requirements that describes the operating practices and

connection rules for the Licensee;

Connection means the process of installing and activating connection assets in order to distribute
electricity to a Customer;

Consumer means a person who uses or consumes electricity by an outside supplier;
Contract shall mean an agreement between the Smart Sub-metering Licensee and the Customer
for the supply of electricity or any other commaodity or service that the Distributor will provide. The

supply and consumption of electrical energy shall be construed as acceptance of such contract;

Customer means a person that has contracted for or intends to contract for connection of a
building. This includes renters of residential or commercial sub-divisions (owner/developer);

Disconnection means a deactivation of connection assets, which results in cessation of
distribution services to a consumer;

Distributor refers to Carma Billing Services Inc.;




Electricity Act means the Electricity Act, 1998, S.0 1998, ¢.15, Schedule A;

Electrical Safety Authority (ESA) means the person or body designated under the Electricity Act,
1998 regulations as the Electrical Safety Authority;

Ontario Energy Board Act means the Ontario Energy Board Act, 1998, S.0. 1998 c.15, Schedule
B, as amended from time to time;

Owner shall mean the person or company owning the property on which the smart sub-metering
system is operating;

Rate means any financial rate, charge or other consideration, including a penalty for late payment;




APPENDIX A
CARMA BILLING SERVICES INC.
APPLICATION FOR SERVICE
RESIDENTIAL

Please complete and submit this form to:
1. Apply for new service
2. Set up a new account if you are moving
To send by mail: Please fill out and mail the completed form to:
Carma Billing Services Inc.
132 Walsh Road
Lindsay, Ontario
K9V 4R3
Attention: Customer Service

To send by fax: 1-866-577-1224

To send by email: info@carmabillingservices.com

AGREEMENT: In submitting this form, the Applicant (hereinafter called the Customer) acknowledges and

agrees to pay for electrical billing and collection services provided by the Carma Billing Services Inc. to the

Customer at the premises described as;
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e /A “ IVI l'\ ELECTRICITY SERVICES CONTRACT

PLEASE COMPLETE ALL APPLICABLE FIELDS IN ORDER FOR ENROLLMENT TO BE PROCESSED

ACCOUNT GIVEN
NAME SURNAME ek
Street No. UniT No.
ADDRESS STREET o oSl
Name CODE
MAILING
ADDRESS STrReET No. UNIT No.
IF OTHER THAN STREET iy PosTaL
ABOVE NaME Cope
ExT
HoME WoRK
CONTACT INFO
MosiLe E-MaiL

PRIVACY STATEMENT: All information submitted through this process will only be used by Carma Billing Services Inc., CARMA, in
suppert of our obligations under the Agreement entered into with the Developer, Condominium Corperation andfor Bullding Owner.
Our billing format and practices follow the guidelines of applicable Ontario Energy Board Codes and Rules, associated policies,
standards and procedures. Carma Billing Services Inc. (“CARMA”) is pleased to be your provider of electricity billing and collection
services. To provide you with a reliable source of billing, CARMA needs to collect and use certain personal information about you, As
of January 1, 2004 the federal legisiation protecting your privacy requires that CARMA obtain your consent to collect, use and disclose
your personal Information for Identified purposes. We Invite you to read the following carefully to understand our policies and
practices with respect to persenal Infermation. The nature of personal infermation we collect may Include: Information we receive
from you such as your name, address, contact information and general financial, credit and reference information; Facts about your
histerical and current consumption of power; Information about your transactions with us, such as meter number, acceunt number,
account balances, payment history, and account activity; Identifying information, such as phone number. CARMA uses the
Information we collect for the following purposes: To provide you with continuous electric service and to bill you for that service; To
assist us in the collection of accounts; To respond to your inquiries about energy use and billing; To prevent fraud with respect to
beth you and our company; To meet legal and regulatory requirements. It may be necessary to share your billing and consumption
Information with third party billing and settlement agencies. Your information may also be disclosed or shared with other agencies or
organizations as required by law, regulation or our Agreement with the Developer, Condeminium Corporation and/or Building Owner.
By signing below, Indicates you have read and understood this statement by CARMA regarding the collection, use and disclosure of
my personal information, and | hereby consent to have CARMA collect and use my personal information for the purposes stated
above.

“We, the undersigned, Customer (being the Owner(s) and/or Resident({s)) of the above noted
Condominium Unit(s) acknowledge and agree: (1) to have read and understood CARMA's

CUSTOMER Conditions of Service, (2) to be fully responsible for the payment and to promptly pay prior to
PoOsSSESSION DATE the due date each month of the full amount due and payable for ufility services and
consumption (including any applicable taxes) supplied to our Unit(s) for such period; (3) upon

MM/DD/YYYY our default or failure to promptly pay, CARMA shall have the right to disconnect the utility

services to our Unit(s); and (4) we will be responsible for and shall indemnify and hold harmless
CARMA, its officers, directors, employees and representatives from and against all and any
OR claims (i) arising as a result of the failure to provide utilities to our Unit(s) occurring for any
reason whatsoever unless attributable to the negligence of CARMA; and (ii) arising as a result
of CARMA's disconnecting or failing to reconnect the utility services, unless attributable to the
CUSTOMER negligence of CARMA."
MovE-IN DATE
| confirm that the information provided above is true.

MM/DD/YYYY
X DATE:

CUSTOMER (OWNER/RESIDENT) SIGNATURE

PLEASE COMPLETE, SIGN, DATE AND FAX TO CARMA BILLING SERVICES INC. AT 1-866-577-1224




CARMA BILLING SERVICES INC. CONDITIONS OF SERVICE

All information submitted through this process will only be used by Carma Billing Services Inc., CARMA, in
support of our obligations under the Agreement entered into with the Developer, Condominium Corporation
and/or Building Owner. Our billing format and practices follow the guidelines of applicable Ontario Energy
Board (O.E.B.) Codes and Rules, associated policies, standards and procedures.

This Contract is effective upon execution by the Customer. Any executed copy of this Contract, (original,
photocopy, facsimile or email) is considered original.

1. In order to set up an account for the provision of Services to the unit, the Customer has entered into this Contract
with CARMA and agrees to be responsible for and to pay all costs and expenses relating to the supply of electricity to
the unit (for example, occupancy charge, security deposit).

2. A Customer may choose to lease their unit. The Customer acknowledges that hefshe will continue to be responsible
for all charges for electricity services to the unit. Therefore, if the Customer's Tenants do not pay, the Customer will
remain responsible for the payment.

3. The Customer will pay all charges for electricity in accordance with CARMA's monthly invoices.
4. The Customer agrees to be subject to CARMA's Security Deposit policy.
5. An interest charge of 1.5% per month shall apply to all accounts not paid in full on or before the due date.

6. The Customer understands that in the event of non-payment, one of the remedies available to CARMA includes, but
is not limited to, the disconnection of service to the subject unit, including all applicable charges related to the
disconnection and reconnection,

7. CARMA reserves the right to discontinue service for non-payment of account In the event of such discontinuance,
CARMA shall not be liable under any circumstances for any loss or damage occasioned thereby, and the Customer
hereby waives all claims in law and in equity for all loss, damage, and inconvenience that may hereafter be caused by
CARMA exercising such right of discontinuance of service.

B. The Customer agrees to abide by CARMA's Conditions of Service, as amended from time to time, a copy of which
can be found at www.carmabillingservices.com.

9. The Customer acknowledges that he/she has made CARMA aware in writing if there is any person, at the subject
unit, that has any medical, life saving, life preserving equipment that requires electricity.

10. CARMA may revise the authorized rates from time to time, subject to the approval of the O.E.B.

11. CARMA will use all reasonable diligence to provide a continuous supply of power, but will not be responsible for
failure to do so by reason of damage to the Local Distribution Company's (LDC) lines or other works, breakdown
thereof, act of God, or any other cause beyond CARMA's control. Nor does CARMA guarantee the maintenance of
unvaried frequency or voltage, and will not be liable to the Customer for any loss, damage or injury resulting from power
interruption or voltage or frequency variations due to the aforementioned reasons.

12. It is agreed that the signature of the parties hereto shall be binding upon their successors or assigns and that the
vacating of the premises herein named shall not release the Customer from this contract except at the option and by
written consent of CARMA.

13. If a meter in any month ceases to register or has registered incorrectly, the Customer shall pay for the energy
supplied during such month, an estimated sum based on the reading of any meter formerly or subsequently installed on
the premises, due regard being given to any change in character of the installation and/or the demand.

14. This Contract shall not be binding upon CARMA until accepted by it through its proper officer, and shall not be
varied or affected by any Contract or representation of any agent or employee of CARMA unless in writing. This
Contract will continue in force until terminated by the Customer with at least one month's notice in advance of vacating
the unit{s). A Moving Out form, complete with forwarding address, must be submitted.

15. Nothing contained in this contract shall prejudice or affect any right, privileges, or powers vested in CARMA by law
or by any regulations made under any Act of Parliament.

16. This contract is subject to the terms of CARMA's License and all associated rules and regulations of the Ontario
Energy Board.

The information collected will be used by CARMA to establish and maintain a service connection, and for billing and collections
activities. Your name and address will be used to provide notice in the event that your service is disconnected. Your

Developer/Condominium Corporation and/or Building Owner may also be notifled of your final billing date/disconnection date.
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Attention: Customer Service Billing Department
132 Walsh Road, Lindsay, ON K8V 4R3
Phone: 888-298-3336 — Fax: 866-577-1224 - Email: info@carmabillingsenvices.com

Pre-Authorized Debits — Payor PAD Agreement

| (we ) hereby authonze Camma Billing Services Inc., and the financial institution designated (or any other financial insttution | {we)
may authonze at any time) to begin deductions as per my {our) instructions for monthly regular recuring payments and/or one-time
payments from time to time, for payment of all charges arising under my (our) Carma Billing Services Inc. account(s). Regular
monthly payments for the full services delivered will be debited to my {our) specified account on the due date, as specified on each
manthly billing. Camma Billing Services Inc. will obtain my (our) authorization for any other onetime or sporadic debits.

This authonty is to remain in effect until Carma Billing Services Inc. has received written notification from me (us) of its change or
termination. This notification must be received at least thirty (30} business days before the next debit is scheduled at the address
provided above. | (we) may obtain a sample cancellation form, or more information on my (our) right to cancel a PAD Agreement at
my (our) financial institution or by visiting www.cdnpay .ca.

Carma Eilling Services Inc. may not assign this authonzation, whether directly orindirectly, by operation of law, change of control or
otherwise, without providing at least ten (10} business days prior written notices to me (us).

| {we) have certain recourse rights if any debit does not comply with this Agreement. For example, | (we) have the dght to receive
reimbursement for any PAD that 15 not authorzed or is not consistent with this PAD Agresment. To obtain a form for
Reimbursement Claim, or for mare information on my {our) recourse rights, | {we) may contact our financial institution or visit
wwy cdnpay.ca

Carma Billing Services Inc. Account Number

Service Address

Contact Information: Phone, Fax or Email

My Financial Institution Name Branch Number (five digits)

Financial Institution Account Number Financial Institution Transit Number (three digits)

Address
Type of Account
O Savings (SAV) O Chequing (PCA)

Date (yyy/mm/dd) All Account Holder Signature(s)

NOTE: To ensure accuracy, please attach a copy of your cheque marked “YOID”
to this form and return to Carma Billing Services Inc.




APPENDIX B — RATES AND CHARGES
CARMA BILLING SERVICES INC.

B-1) Bill Format And Charge Definitions
B-2) Specific Service Charges
B-3) Carma Deposit Policies

Bill Format

The Ontario government issued a Regulation that requires all electricity distributors to simplify and
standardize the bills they send to their low-volume consumers, such as residential consumers and
small businesses. The Regulation, which is called “Information on Invoices to Low-Volume
consumers of Electricity”, tgok effect on Seps’gember 1, 2004. Customers began receiving simplified

bills between September 1 and October 31 . The electricity bill for these Customers now contains
fewer lines, and incorporates the new format that is required across the province. It also shows a
glossary of terms, conservation messages and historical consumption data so Customers can track
electricity use. While the bill format has been simplified, the Ontario Energy Board (OEB) continues
to approve several of the rates that were broken down previously on the unbundled electricity bill.

Terms and Definitions
The detailed charges shown on your bill are: Electricity Charge, Delivery Charge, Regulatory
Charge and Debt Retirement Charge.

ELECTRICITY
This is the charge for the electricity you use, which you buy either from your local utility or through
a licensed electricity retailer.

Regulated Price Plan (RPP) consumers pay for electricity based on prices determined by the OEB.
To view current rates visit www.oeb.gov.on.ca. For residential Customers, the threshold is 600
kWh (May — Oct) and 1,000 kWh (Nov — Apr). The threshold for non-residential Customers is 750
kWh all year round.

DELIVERY
This charge is made up of the following components, which are approved by the OEB for each
utility:

Distribution Costs: The costs your utility incurs delivering electricity to your home or business.
This includes:

[1 Customer Service Charge — This charge covers the utility’s administrative costs, such as
meter reading, billing, Customer service and maintenance of accounts. It is a fixed cost
and does not change with the amount of electricity used.

[1 Distribution Charge — This charge reflects the costs involved in delivering the electricity from
the local utility to your home or business. It includes the cost of building and maintaining
infrastructure, such as wires and hydro poles. The distribution charge varies with the
amount of electricity used.

Transmission Costs: The costs of delivering electricity from generating stations to your utility
along the high-voltage transmission system (also called transmission grid). Transmission costs
vary with the amount of electricity used, and include:

[0 Network Service Charge — This charge covers the cost of delivering electricity from the
generating stations to your utility through the transmission system.




O Line and Transformation Connection Service Charge — This charge covers the costs your
utility incurs in connecting to the transmission lines, as well as the cost of transforming
electricity from the high voltages used in the bulk transmission system to the lower
“distribution voltages” used by your local utility.

REGULATORY CHARGES
This charge is made up of the following components, which are approved by the OEB:

Wholesale Market Service Charge: This charge covers the cost of services provided by the
Independent Electricity System Operator (IESO). The IESO operates Ontario’s competitive
electricity market, where electricity is bought and sold. This charge also includes a 0.1 cent per
kWh charge for Rural and Remote Rate Protection, which all Customers pay to offset the higher
cost of distributing electricity to consumers in rural and remote areas of Ontario.

Standard Supply Service: This charge of 25 cents per month covers administrative costs incurred
by your utility in providing electricity to Standard Supply Service Customers — consumers who
purchase electricity from a utility instead of from a licensed electricity retailer. This is primarily
consumers (e.g. residential) on the Regulated Price Plan.

DEBT-RETIREMENT CHARGE
This charge has been set by the Ontario Ministry of Finance to pay down the residual stranded
debt of the former Ontario Hydro.

TIME OF USE

If you have a smart submeters installed in your building, your billing will not change until the
Government implements Time-of-Use (TOU) pricing. We’'ll notify you well in advance of the
introduction of Time of Use pricing.

For more information, please contact:
Carma Billing Services Inc. at 888-298-3336 for specific billing inquiries or the OEB Customer
Service Centre at 1-877-632-2727 (toll free) or 416-314-2455 for general inquiries.




APPENDIX B
CARMA BILLING SERVICES INC.
OTHER RATES
SPECIFIC SERVICE CHARGES

SPECIFIC RATES AND CHARGES - effective May 1, 2008

Customer Administration

Arrears certificate $ 15.00

Statement of Account $ 15.00

Pulling post dated cheques $ 15.00

Account history $ 15.00

Bill Reprint $ 15.00

Credit Reference Letter $ 15.00

Account set up/Change of occupancy charge $ 30.00

Returned cheque charge (+ bank charges) $ 35.00 for the first occurrence and $50.00 for each
additional occurrence.

Meter dispute charge (+ Measurement Canada fees if meter found correct) $ 30.00

Service call — $ 95.00 per hour

Non-Payment of Account

Late Payment — per month % 1.50

Dated Demand Letter - $15.00

Hand Delivery of Disconnection Notice — no disconnection $ 30.00
Collection of account charge — no disconnection $ 30.00
Disconnect/Reconnect Charge at meter — During Regular Hours $ 65.00

Disconnect/Reconnect Charge at meter — After Regular Hours $ 185.00

Charges are subject to change. Carma may require payment in advance to complete
Customer requests.




APPENDIX B
CARMA BILLING SERVICES INC.
DEPOSIT POLICY

INTRODUCTION
Security deposits are collected to secure payment of future charges. Security deposits may be
collected when a Customer initially applies for service or fails to maintain a good payment history.

Customers are considered to have good payment history if all the following conditions are met:
e No more than one disconnection notice has been issued;
e No more than one bad cheque or pre-authorized payment has been returned for non-
sufficient funds (NSF); and
¢ No collection or disconnection trip has occurred

Customers must show good payment history for the following periods of time:
e One year for residential Customers;
o Five years for non-residential Customers with less than 50 kW demand; and
e Seven years for non-residential Customers with 50 kW demand or greater.

We encourage Customers to maintain a good payment history to avoid having to pay a security
deposit. If a Customer fails to maintain a good payment history, a security deposit will be required
and calculated at a rate of 2.5 times the Customers’ average monthly bill. For bi-monthly
Customers, the average bill is multiplied by 1.75.

Security deposits will be reviewed annually to determine whether the deposit should be adjusted
(increased or partially returned) based on a change in consumption. Once a Customer has
established good payment history, all or part of the security deposit will be refunded with interest
upon Customer request.

Security deposits may be paid to Carma by way of any available payment options.
RESIDENTIAL CUSTOMERS
Residential Customers are required to provide a service deposit of 2.5 times the estimated monthly

bill based on the Customer’s average monthly load with the distributor during the most recent
twelve (12) consecutive months.

Exemptions
The requirements for a deposit will be waived:

* Provided that the Customer is able to provide a letter of reference confirming one year good
payment history from another major Canadian gas or electric distributor.

+ With the provision of an established acceptable credit check from one of the following
companies: Equifax, Transunion, Dunn & Bradstreet.

Any Customer who is granted an exemption under the criteria outlined above will have this
exemption retracted in the event of:

* The provision of more than one (1) pre-authorized payments being returned for non-
sufficient funds.

* The provision of more than one (1) NSF cheque payments in a two year period, or;
* The delivery of more than one notice of disconnection of service for non- payment;

* The service is disconnected for non-payment.




When an exemption is retracted, the Customer’s next billing will include a security deposit
requirement. If accounts are not paid then the Disconnection Policy will take effect.

Refunds and Interest
Security Deposit money will be applied to an account at the time of final billing. All interest will be

calculated up to the date of final billing. Refunds will be issued within six (6) weeks of the final
billing date.




