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Dear Mr. Curry:

M10530 - Nova Scotia Power Inc. re 2021 Annual Performance Standards - (E-R-22)

On March 31,2022, pursuant to the Public Utilities Act, Nova Scotia Power Inc. (NS Power) filed 
its 2021 Performance Standards Annual Report. The Nova Scotia Utility and Review Board 
invited comments from stakeholders and reply comments from NS Power. The Consumer 
Advocate (CA) and its consultant, Resource Insight Inc., and the Small Business Advocate (SBA), 
filed comments on May 5, 2022. Reply comments were filed by NS Power on May 26, 2022.

BACKGROUND

In 2015, the Government of Nova Scotia added ss. 52A to 52F to the Public Utilities Act to include 
certain performance requirements for NS Power. At that time, s. 52A of the Public Utilities Act 
required the Board to establish performance standards for NS Power for reliability and the utility’s 
response to adverse weather conditions, while s. 52B required the Board to establish performance 
standards in respect of “such areas of Nova Scotia Power Incorporated’s customer service as it 
determines appropriate”. Sections 52C to 52E addressed reporting on NS Power’s performance 
compared to the standards, and the Board’s oversight of NS Power’s compliance. This included 
a requirement for NS Power to file annual reports on its performance in respect of the established 
standards.

In accordance with the Act, the Board established performance standards for NS Power for 
reliability, response to adverse weather, and customer service. The Board’s Order dated 
December 20, 2016, identified 13 performance standard metrics, which are listed below, as well 
as targets for those metrics. Some of the targets remain in place for five years, while others are 
adjusted each year based on approved formulas. In its decision in the matter, the Board set a 
five-year period to review the performance standards to ensure that the established standards 
remained relevant and effective. The first five-year interval commenced on January 1, 2017 and 
ended on December 31, 2021.
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Reliability
• System Average Interruption Frequency Index (SAIFI)
• System Average Interruption Duration Index (SAIDI)
• Circuit Average Interruption Frequency Index (CKAIFI)
• Circuit Average Interruption Duration Index (CKAIDI)

Response to Adverse Weather
• Customer notification of an oncoming severe weather event within a specific time frame
• Percentage of calls answered within 45 seconds during a severe outage event
• Polite disconnect rate for all outage calls
• Estimated Time to Restore (ETR) updates communicated to customers during an outage
• Percentage of customers restored within 48 hours of a severe weather event - separately 

for Major Event Days (MEDs) and Extreme Event Days (EEDs)

Customer Service
• Percentage of calls answered within 30 seconds
• Percentage of customer bills that can be estimated
• Customer notification of outages
• New service connection times

• > Service Installation - No Poles
> Service Installation — Pole or Transformer
> Service Installation - Temporary to Permanent
> Service Installation - Line Extension less than 10 Poles
> Service Installation - Line Extension greater than or equal to 10 Poles

The Board has the authority under the Act to take measures to ensure NS Power’s compliance 
with the performance standards, including ordering NS Power to pay an administrative penalty 
(up to one million dollars) or to develop and file a plan for bringing itself into compliance with a 
performance standard, or both. Any administrative penalty that is levied must be determined by 
the Board to be appropriate in order to promote future compliance with the performance standards 
and not for punitive purposes or effects, or for redressing a wrong done to society at large (see 
s.52E).

Although the Province made further amendments to ss. 52A to 52F, which came into force upon 
Royal Assent on April 22, 2022, NS Power’s 2021 Performance Standards Report assesses its 
performance in respect of the established standards for that year, which were set before the 
recent amendments. The Board notes, however, that the recent amendments made no 
substantive change to the Board’s authority to order NS Power to pay an administrative penalty, 
other than to provide that the Governor in Council may prescribe in regulations the amount of the 
penalty and how and to whom penalties are to be paid. At this point, there are no such regulations.

In its decision about NS Power’s 2020 Performance Standards Report (M10055), the Board 
approved 2021 targets for these metrics, as shown in Attachment 1.

The Board’s earlier decision about NS Power’s 2017 Performance Standards Report (MO8574) 
included several directives for NS Power to expand its reporting in subsequent years.

Regarding reliability, NS Power was directed to:

a) Include a year-over-year comparative analysis of planned outages, including a summary 
of steps taken to reduce the number and duration of planned interruptions; and
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b) Include all-inclusive SAIFI and SAIDI indices to provide a broader portrayal of the overall 
service levels being experienced by customers.

Regarding its response to adverse weather, NS Power was directed to:

a) Undertake an analysis comparing the estimated time to restore (ETR) with actual 
restoration times, to determine the level of accuracy, and whether any further refinements 
could be incorporated into the estimates. In addition, the analysis is to illustrate whether 
the ETRs become more accurate as the restoration process progresses; and

b) Undertake an analysis of the wide gap between the targets for restoring customers within 
48 hours of adverse weather and the actual restoration times, to determine if those targets 
should be adjusted.

PERFORMANCE RESULTS for 2021

Based on the results filed in its annual report, NS Power failed to achieve 4 of the 13 performance 
standard targets established for 2021. Those four performance standards are all reliability targets 
and include the following:

• SAIFI - the system average outage frequency result for 2021 was 2.27, which exceeded 
the target value of 22.05

• SAIDI - the system average outage duration result for 2021 was 5.23, which exceeded 
the target value of 4.29

• CKAIFI - the circuit average outage frequency target for 2021 was 5.90, which was 
exceeded for two of the five chronic circuits

❖ Port Hastings circuit 2C-402 had a performance result of 8.19
❖ St. Peter’s circuit 59C-402 had a performance result of 6.35

• CKAIDI - the circuit average outage duration target for 2021 was 217.86, which was 
exceeded for one of the five chronic circuits

❖ Whycocomagh circuit 67C-411 had a performance result of 39.97

(NOTE: the performance result for this circuit in the previous year was 14.90, which 
also exceeded the target of <13.22 for 2020).

All other 2021 annual performance targets were achieved; however, certain results during specific 
months fell short of the corresponding annual targets.

All-Inclusive SAIFI and SAIDI

Although not formally included as performance standards, the Board previously directed NS 
Power to report “all-inclusive” SAIFI and SAIDI indices to provide a broader portrayal of overall 
service levels being experienced by customers. Results for 2021 were 2.56 for SAIFI and 5.603 
for SAIDI, which was an improvement over the 2020 results of 2.71 for SAIFI and 6.57 for SAIDI. 
There were no storm days qualifying as Major Event Days or Extreme Event Days in 2021.
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Planned Outages

As in the previous year, in accordance with the Board’s directive, NS Power included information 
about planned outages. The directive required NS Power to include a year-over-year comparison 
and to provide a summary of steps taken to reduce the number and duration of planned 
interruptions. Targets regarding planned outages have not been established within the 2017 to 
2021 Performance Standards metrics.

NS Power’s report discussed its internal review and approval process for planned interruptions 
and noted that NS Power explores all options to perform work under live line techniques to avoid 
planned outages. The report stated that a similar volume of reliability and upgrade work was 
undertaken in 2021, in comparison to 2020, and noted the following results:

• Planned outages increased again, this time from 490 in 2020 to 572 in 2021 (i.e., 16.7% 
deterioration). In 115 of those outages, only one customer was affected, while between 2 
and 10 customers were affected during 131 of those outages. Also, about 85 of those 
outages were due to planned transmission-related work.

• Average duration of a planned outage decreased again, this time from 2.76 hours in 2020 
to 2.59 hours in 2021 (i.e., 6.2% improvement).

• Average number of customers experiencing a planned outage remained essentially the 
same at 258 customers in 2021, compared to 257 customers in 2020.

Estimated Time to Restore (ETR)

In its decision about the 2017 performance results, the Board directed NS Power to report on the 
accuracy of its estimated time to restore (ETR) outages, and whether the accuracy improved 
when subsequent ETRs were announced. NS Power stated that ETR strategies are customized 
by region, population density (urban or rural), and the number of customers impacted, which 
improves the accuracy of ETRs. This strategy was further refined in 2021 to provide ETRs at the 
community level.

In 2021, NS Powermanaged 11,995 outage events, compared to 11,517 outage events in 2020. 
Of the 11,995 outage events, 8,824 or 73.6% received only a single ETR, compared to 65% in 
2020. Regarding accuracy of subsequent ETRs, NS Power stated that between 65% and 79% 
of the time, outages were restored before the given ETR (i.e., 1st, 2nd, 3rd, etc.). NS Power also 
stated that 58% of the outages were restored within +/- 2 hours of the first ETR that was provided 
to customers and 78% were restored within +/- four hours of the first ETR.

CA COMMENTS

The CA engaged its consultant, Resource Insight, Inc., to review the technical aspects of NS 
Power’s report and provided the following comments:

• NS Power’s estimated time to restoration (ETR) results are (at times) counter-intuitive and 
subsequent ETRs during an outage do not demonstrate any consistent improvement of 
estimation as additional information becomes available. NS Power should explain why 
subsequent ETRs do not increase in accuracy.

• The Board should work towards eliminating the dependence of the SAIFI and SAIDI 
performance targets on NS Power’s previous performance. This suggestion is based on 
the observation that a large number of customer outages in a storm increases the 
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threshold for exclusion of MED and EED events from the SAIFI and SAIDI computations, 
and thereby increases the resulting indices compared to the previous thresholds.

• Remedial actions are needed to address CKAIFI and CKAIDI performance issues. 
Resource Insight noted that NS Power’s efforts at resolving certain feeder issues appear 
quite modest compared to the extent of the problem and it is not clear how NS Power 
determines the rate at which it could and should correct identified problems.

SBA COMMENTS

Comments by the SBA focused on three main issues, those being: reliability, customer-centric 
metrics, and estimated bills.

• Regarding reliability, the SBA noted that the four key reliability metrics (SAIFI, 
SAIDI, CKAIFI, and CKAIDI) were not satisfied despite NS Power acknowledging 
that it has made significant reliability investments since 2016. The SBA was 
concerned that NS Power identified projects as “planned” but did not explain how 
those projects would address system-wide SAIFI and SAIDI results, nor did it 
commit to achieving reliability improvements by a specific year. When commenting 
on problem circuits, the SBA stated: “NS Power once again shows that it has yet 
to get a handle on why some problem circuits (those among the worst 5% 
performers) keep failing to meet metric thresholds despite having spent significant 
investment dollars on improvements over time.” The SBA also expressed concern 
that NS Power’s approach to reliability action plans is deficient and despite missing 
reliability metrics, NS Power concluded that it should not be subject to a penalty or 
a direction to file a remediation plan.

• Regarding customer-centric metrics, the SBA noted that commercial and industrial 
customers depend on uninterrupted service to their IT infrastructure to run their 
businesses and “may not be in a position to backstop NS Power as it continues to 
address stagnant performance for these key reliability metrics.” Although being 
pleased that NS Power plans to begin reporting on available customer level 
reliability data in the 2022 annual report, concern was expressed that NS Power’s 
Advanced Distribution Management System is not currently configured to analyze 
customer level data and no clarity was provided on what upgrades are needed.

• Regarding estimated bills, the SBA noted that although the annual target of 22% 
was satisfied, the month of May 2021 had an outlier value of 4.4% but no 
explanation was provided for that variance.

NS POWER REPLY SUBMISSION

Regarding the CA’s concern about not observing increased accuracy of subsequent ETRs during 
outage events, NS Power noted that ETR estimates are based on predicted damage, outage size, 
resource availability, and current or anticipated weather conditions. Those estimates are updated 
using field-validated data obtained at an overview level and are based on restoring power to 95% 
of the customers in specific areas. NS Power also noted that in non-storm conditions, with early 
field validation, the ETRs show an improvement in accuracy over time.

In addressing the CA’s comments regarding eliminating the dependence of SAIFI and SAIDI 
performance targets on NS Power’s previous performance, NS Power noted that those 
methodology concerns were raised during the recent 2022-2026 Performance Standards 
proceeding (M10279). However, in that proceeding, the Board accepted that the current 

Document: 297382



-6-

methodology of setting benchmarks based on NS Power’s historical five-year rolling average plus 
one standard deviation would continue until the next five-year review.

In responding to the CA’s concern that it is not clear how NS Power determines the rate at which 
it could and should correct identified circuit problems, NS Power provided an explanation of the 
factors it takes into consideration during its reliability analysis and risk assessment process. NS 
Power emphasized that corrective action must be aligned with the specific risks being addressed. 
As an example, it noted that negative reliability impacts from heavy wet snow and freezing rain 
are different than those due to high winds, so there is no one-size-fits-all approach.

Regarding the SBA’s concern that four key reliability targets were missed and that some problem 
circuits keep failing to meet metric thresholds despite NS Power having spent significant 
investment dollars on improvements, NS Power stated that eight Severe Event Days (SEDs) 
associated with storm events were a major contributor to reliability challenges. However, it noted 
that past investments helped to reduce the overall impact in comparison to a do-nothing approach.

Regarding poor performing circuits, NS Power stated that it has a strong understanding of the 
main drivers of poor reliability on the feeders in question, but corrective actions cannot be quickly 
implemented and can be complicated by uncontrollable and unpredictable adverse weather 
events. It also noted that implementing a more robust design standard is often done in a phased 
approach since it is not always feasible to fully replace a targeted asset in a single year.

On the issue of customer-centric metrics, NS Power stated that it is evaluating the technical steps 
needed to implement a comprehensive analysis of customer-level data but expects that will be a 
multi-year process. NS Power anticipates providing a detailed preview of metrics such as CELID 
(Customers Experiencing Longest Interruption Durations) or CEM I (Customers Experiencing 
Multiple Interruptions) for sustained outages in its 2022 Annual Performance Standards Report 
but does not anticipate that momentary outage metrics such as CEMM (Customers Experiencing 
Multiple Momentaries) will be available for that report.

NS Power also responded to the SBA’s request for information about the 4.4% estimated meter 
readings during May 2021. The reason it provided for the increased estimated bills was its 
implementation of COVID pandemic lockdown measures as of April 28, 2021, which only 
impacted the May readings.

BOARD REVIEW

i) Reliability Performance

In addition to reviewing NS Power’s performance during 2021, it is important to also view a 
comparison of results for the previous years since the performance standards were established. 
Information extracted from the reports for each of 2017, 2018, 2019, 2020, and 2021 is presented 
in the tables that follow.
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Table 1 - Overall System Reliability Performance

TARGET ACTUAL
SAIFI

2017 2.05 1.73
2018 2.05 2.00
2019 2.05 2.58
2020 2.05 2.05
2021 2.05 2.27

SAIDI

2017 4.29 3.40
2018 4.29 4.43
2019 4.29 5.99
2020 4.29 3.98
2021 4.29 5.23

Table 1 presents NS Power’s annual system-wide SAIFI and SAIDI reliability performance 
indices, excluding MEDs, EEDs, and planned outages. The results show a deteriorating trend in 
the initial years, which improved in 2020 to the point that the established targets were achieved 
but deteriorated again in 2021. However, due to insufficient improvement, the target levels 
remained constant throughout all five years.

In the recent 2022-2026 Performance Standards proceeding (Matter M10279), the Board 
accepted that Hurricane Dorian in 2019 had a significant impact on the MED and EED thresholds 
used to determine NS Power’s SAIFI and SAIDI results. The Board also accepted that, in certain 
cases, the second day of a two-day severe outage event should also be removed from the 
calculation of NS Power’s reliability metrics.

While this change in methodology was not in place for 2021, as a follow-up to NS Power’s filing 
the Board asked NS Power to provide alternative SAIFI and SAIDI calculations as if it was. NS 
Power advised that if SAIFI and SAIDI were calculated as allowed for in the 2022-2026 period, 
there would be no change to the results for 2020, but there would be a change in 2021. The 
SAIFI result would be 2.19 rather than 2.27 and SAIDI would be 4.87 instead of 5.23. Even under 
the changed methodology, NS Power failed to achieve the established 2021 targets.

All-Inclusive SAIFI and SAIDI

Table 2 presents comparative results over the past five years as extracted from Appendix H of 
NS Power’s filings for 2021, 2020, 2019 and 2018.

All-Inclusive SAIFI and SAIDI indices provide a broader perspective of the customer outage 
experiences. From an outage frequency and duration perspective, customer experiences initially 
deteriorated, but then improved in 2020 and 2021. That improvement is likely due to no EED 
events occurring during 2020 or 2021, and no MED events occurring in 2021.
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Table 2 - All-Inclusive SAIFI and SAIDI Results

All-In SAIFI All-In SAIDI

2017 2.81 8.57
2018 4.56 16.26
2019 4.52 43.88
2020 2.71 6.57
2021 2.56 5.603

Planned Outages

Like the All-Inclusive classification, planned outages are not formally included as approved 
performance standard metrics. However, this information provides valuable insight into 
operational activities and potential opportunities to improve overall outage performance. 
Historical results over the past five years are summarized in the following table:

Table 3 - Planned Outages

Number of 
Planned 
Outages

Average 
Customers per 
Planned Outage

Percentage of 
Customers Experiencing 

a Planned Outage

Average 
Duration per 

Outage

2017 429 409 35% 2.3
2018 420 354 29% 1.9
2019 402 356 28% 3.34
2020 490 257 24% 2.76
2021 572 258 28% 2.59

It should be noted that the above durations are averages for planned outage events, regardless 
of the number of customers affected, which is different from the system duration index SAIDI. As 
can be seen from Table 3, the number of planned outages again increased significantly in 2021 
which also increased the percentage of customers experiencing a planned outage, but the 
duration was slightly better. In its report, NS Power noted that 115 of the 572 planned outages 
impacted a single customer and an additional 131 impacted between 2 and 10 customers.

Regarding distribution circuit reliability performance, NS Power failed to achieve the CKAIFI 
performance target for two of the five problem circuits (2C-402 and 59C-402) as well as the 
CKAIDI performance target for one of the five problem circuits (67C-411) identified in that 
category for 2021.

A “problem circuit” is one which has been identified as being among the worst 5% of all NS 
Power’s distribution circuits for two consecutive years, whereas a “chronic circuit” is one which 
has been in that category for three consecutive years.

The following table provides an annual listing of the problem circuits. As can be seen, circuit 2C- 
402 and 67C-411 have previously appeared as problem circuits.
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Table 4-Annual Listings of Problem Circuits

2017 2018 2019 2020 2021

CKAIFI Weymouth 
16V-314

Pt. Tupper 
1C-411

North Sydney 
3S-301

Trenton
50N-410

Pugwash 
7N-302

Whycocomagh 
67C-411

Wreck Cove 
85S-401

Upper Burlington
18V-413

SW Margaree 
58C-403

Martins Brook 
78W-302

Wreck Cove 
85S-401

Upper 
Musquodoboit 
88H-402

SW Margaree 
58C-403

Wreck Cove
85S-401

Ruth Falls
96H-412

Port Hastings 
2C-402

St Peter’s 
59C-402

Middlefield
91W-411

CKAIDI Weymouth 
16V-314

Wreck Cove 
85S-402

Weymouth 
16V-315

Parrsboro 
37N-312

Wreck Cove 
85S-401

Wreck Cove
85S-402

Port Hastings 
2C-402

Wreck Cove 
85S-401

Wreck Cove 
85S-402

Upper Burlington
18V-413

Wreck Cove 
85S-401

Upper 
Musquodoboit 
88H-402

Aberdeen 
9C-303

Whycocomagh 
67C-411

Parrsboro 
37N-413

Upper 
Musquodoboit 
88H-402

Whycocomagh 
67C-411

Wreck Cove 
85S-401

Ruth Falls 
96H-412

Upper 
Musquodoboit 
88H-401

Port Hastings circuit 2C-402 serves 1574 customers along 212 km of line, 23.5 km of which run 
off road. This feeder runs primarily along the western coast of Cape Breton Island with most of it 
in direct proximity to the ocean and is exposed to strong winds and salt spray, along with severe 
snow and ice accumulation in the winter. During 2021, 2C-402 experienced 134 outage events, 
with 74 (55%) of those impacting only a single customer. Figure 37 in the report shows that NS 
Power has invested over $7 million in reliability-focused projects between 2016 and 2021, with an 
additional $3.1 million planned for 2022 to 2025. The additional funds are intended to address 
vegetation management, line relocation to the roadside, re-insulation, and approximately $1.0 
million investment in a Distribution Automation project which is intended to benefit 2C-402 and 
two other feeders in the reliability action plan. The re-insulation project will replace existing 
porcelain pin insulators and tie wire with silicone line post insulators to provide increased 
protection from salt contamination.

St. Peter’s circuit 59C-402 serves 1,888 customers along 343 km of line and runs along the Bras 
d’Or Lakes, 12 km of which are located off-road. This line crosses the St. Peter’s Canal, 
proceeding along the ocean towards L’Ardoise, then goes inland toward Grand River and along 
the lake to Irish Cove. It is exposed to high winds and salt spray from both the Atlantic Coast and 
the Bras d’Or Lakes. During 2021, 59C-402 experienced 117 outage events, with 59 (50%) of 
those impacting only a single customer. Figure 41 in the report shows that NS Power has invested 
about $950,000 in reliability-focused projects between 2016 and 2021, with an additional 
$634,000 planned for 2022 to 2023. The additional funds are intended to address vegetation 
management, line relocation to the roadside, and targeted equipment replacements.
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The other chronic distribution circuit is Whycocomagh 670-411, which failed to meet the CKAIDI 
performance target in 2021. This circuit serves 1637 customers in the Lake Ainslie and Mabou 
areas and consists of 368 km of line, 39.5 km of which is located off-road. During 2021, 67C-411 
experienced 146 outage events, with 91 (62%) of those impacting only a single customer. In 
comparison, during 2020, this circuit experienced 83 outages, with 61 (73%) impacting only a 
single customer. Figure 32 in the report shows that NS Power has invested over $5.8 million in 
reliability-focused projects between 2015 and 2021, with an additional $3 million planned for 2022 
to 2025. The additional funds are intended to address vegetation management, line relocation to 
the roadside, targeted equipment replacements, and approximately $1.0 million investment in a 
Distribution Automation project which is intended to benefit four feeders in the reliability action 
plan. NS Power stated that it anticipates these investments will result in feeder 67C-411 meeting 
the CKAIDI target in 2022.

Similar to the previous reports, NS Power addressed metric sensitivity regarding the CKAIFI and 
CKAIDI performance indices, providing explanations on how the performance ranking can quickly 
shift from being a top performer to landing on the worst-performing feeder list. As part of its 
analysis, asset management specialists identify feeders which have moved into the top 5% due 
to an issue which has been addressed and is not anticipated to recur. Other top 5% feeders 
which are due to unpredictable extreme weather conditions are considered intermittent by NS 
Power and continue to benefit from routine reliability investment through identified feeder 
inspection findings, but they are not subject to creation of reliability action plans.

ii) Response to Adverse Weather

NS Power’s customer restoration performance results regarding Major Event Day and Extreme 
Event Day storms for 2021 and the four previous years are summarized in the table below:

Table 5-Annual Service Restoration During MEDs and EEDs

TARGET ACTUAL
MED

2017 86.5 % 99.31% (4 event days)
2018 87.44% 99.86% (6 event days)
2019 88.41% 90.93% (6 event days)
2020 88.41% 98.45% (3 event days)
2021 88.41% No events

EED

2017 65.3 % 98.41% (1 event day)
2018 66.28% 99.9% (2 event days)
2019 68.71% 76.06% (2 event days)
2020 68.71% No events
2021 68.71% No events

As can be seen from Table 5, there were no storm days qualifying as Major Event Days or 
Extreme Event Days in 2021. Therefore, the metric for Percentage of Customers Restored within 
48 Hours was not calculated for 2021.

Although storms did occur in 2021, prior adverse weather events increased the threshold for 
classifying storms as MEDs or EEDs, which might have contributed to more events being included 
within the broader system indices of SAIFI and SAIDI. This tends to place greater emphasis on 
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the utility to ensure that sufficient network storm hardening measures are being implemented to 
withstand more intense storm activity.

Another aspect of the adverse weather response standards that was raised by the CA is the lack 
of increased accuracy when subsequent ETRs are issued during outage events. NS Power 
explained the various factors which influence the ETRs and noted that those estimates are 
updated using field-validated data obtained at an overview level. Also, the ETRs are based on 
restoring power to 95% of the customers in specific areas at or before the initial ETR. The 95% 
restoration value for setting initial automatic ETRs for storms was chosen because it minimizes 
the overall number of ETRs that customers will receive. NS Power further refined the ETR 
strategy in 2021 to provide ETRs at the community level to improve accuracy of the estimates.

As previously noted, 58% of the outages were restored within +/- 2 hours of the first ETR that was 
provided to customers and 78% were restored within +/- four hours of the first ETR. NS Power 
stated that during non-storm conditions, with early field validation, the ETRs show an 
improvement in accuracy over time.

The Board recognizes the efforts made to improve the accuracy of ETRs and, considering the 
impact those estimates have on affected customers, encourages NS Power to continue working 
towards achieving further improvement.

iii) Customer Service

There are four primary customer service performance targets established in the customer service 
category. On an annual basis, NS Power was able to achieve all those targets. However, when 
considering the performance during each individual month, several results were below the 
established annual target levels. For example,

• 70% of Calls Answered Within 30 seconds was not achieved during August, and 
September

• 2% of Estimated Customer Bills was not achieved during May
• New Service Connection Time (no poles) was not achieved during August, September, 

November, and December
• New Service Connection Time (pole or transformer) was not achieved in August and 

December
• New Service Connection Time (temporary to permanent) was not achieved in December
• New Service Connection Time (line extension 10 poles) was not achieved in November 

and December

As noted above, these customer service targets are annual targets, but as has been said in the 
past, the Board expects NS Power to work towards achieving the target levels during each month 
of the year, not just on a 12-month basis.

NS Power’s performance results for 2021 and the four previous years in each of the five 
categories for New Service Connection Times are shown in the following table:
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Table 6 - New Service Connection Performance (Days)

TARGET ACTUAL
2017

No Poles 2.8 2.2
Pole or Transformer 5.9 4.2
Temporary to Permanent 2.9 2.3
Line Extension <10 Poles 8.8 5.2
Line Extension >10 Poles 31.7 12.1
2018

No Poles 2.4 2.0
Pole or Transformer 5.2 4.0
Temporary to Permanent 2.8 2.1
Line Extension <10 Poles 7.4 5.1
Line Extension >10 Poles 26.9 12.2

2019

No Poles 2.4 2.3
Pole or Transformer 5.2 4.6
Temporary to Permanent 2.8 2.5
Line Extension <10 Poles 7.4 6.3
Line Extension >10 Poles 26.9 21.5

2020

No Poles 2.2 2.1
Pole or Transformer 4.4 4.3
Temporary to Permanent 2.8 2.6
Line Extension <10 Poles 5.8 5.6
Line Extension >10 Poles 25.8 14.6

2021

No Poles 2.2 2.18
Pole or Transformer 4.4 4.39
Temporary to Permanent 2.5 2.41
Line Extension <10 Poles 5.8 5.45
Line Extension >10 Poles 25.8 9.70

FINDINGS

This past year is the fifth consecutive year that NS Power has failed to meet certain of its 
performance targets.

• In 2017, one of the targets, CKAIDI, was not achieved.
• In 2018, two of the performance targets, SAIDI and CKAIDI, were not achieved.
• In 2019, performance further deteriorated to the point that six targets were not achieved. 

Those metrics were SAIFI, SAIDI, CKAIFI, CKAIDI, Percentage of (regular business) calls 
answered within 30 seconds, and Percentage of customer bills that can be estimated.

• In 2020, NS Power failed to achieve two of its performance standards, CKAIDI and the 
Percentage of customer bills that can be estimated.

• In 2021, the four reliability targets, SAIFI, SAIDI, CKAIFI, and CKAIDI were not achieved.
Document: 297382
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The Board notes NS Power’s contention that the frequency and intensity of storms appears to be 
increasing. However, it is also notable that no MEDs or EEDs were experienced in 2021 and no 
EEDs were experienced in 2020. As noted above, in the recent proceeding to establish 
performance standards and targets for the 2022 to 2026 period, the Board permitted a 
modification to omit Hurricane Dorian’s impact in establishing MED and EED thresholds, which 
addressed a concern raised by NS Power. Using this modification, one day would have been 
classified as an MED in 2021 and excluded from the normal SAIFI and SAIDI results. However, 
NS Power’s results would still not have met the targets.

Regarding circuit performance, although NS Power appears to be taking steps to address poor 
performing circuits, a review of Table 4 clearly indicates that several circuits are repetitive worst 
performers. In its report, NS Power again addressed metric sensitivity regarding the CKAIFI and 
CKAIDI performance standards and stated that a small number of outages could cause a feeder 
to swing from a top performer to a poor performer. However, these metrics are not focused on a 
unique circuit appearing in the 5% worst performers list in a single year. These metrics are 
focused on circuits which have under-performed in consecutive years. In addition, these metrics 
are based on two standard deviations, which takes metric sensitivity into account. It is the Board’s 
view that appropriate allowances have been factored into the development of the CKAIFI and 
CKAIDI metrics, which were established under a comprehensive public process.

As noted earlier, the Board has the authority under the Act to take measures to ensure NS Power’s 
compliance with the performance standards, including ordering NS Power to pay an 
administrative penalty or to develop and file a plan for bringing itself into compliance with a 
performance standard, or both. However, any administrative penalty that is levied must be 
appropriate in order to promote future compliance with the performance standards and not for 
punitive purposes or effects or for redressing a wrong done to society at large.

On page 10 of its report, NS Power stated:

The Company strives to deliver continuous improvement in the fields of reliability, customer 
service and storm response. In order to provide the best value for customers, NS Power is 
committed to meeting the expectations of customers while balancing the investment 
decisions the Company needed to address the challenges with which the Company is 
confronted. Emerging innovative technologies and integrated asset management 
methodologies will provide new solutions to these real time operational challenges in the 
years ahead.

The Board understands that NS Power has taken certain measures to improve its performance in 
meeting established standards and targets. However, a fundamental outcome anticipated from 
establishing those performance standards was to produce continuous improvements in reliability, 
response to adverse weather, and customer service. Although some progress has been made, 
the anticipated improvements have not been achieved. Customers are entitled to receive an 
appropriate level of service for the rates and fees they are charged by the utility. It is not 
acceptable that non-compliance of the performance standards has become a normal occurrence.

In the circumstances, the Board considers it appropriate to levy an administrative penalty of 
$375,000 in order to promote future compliance. In establishing this amount, the Board 
considered several factors.

While NS Power did not achieve all its performance targets in any year in the initial five-year cycle, 
it was previously assessed an administrative penalty of $250,000 following the Board’s review of 
its 2019 Performance Standards Report. The Board observed some improvement in NS Power’s 
performance results in 2020, particularly in its SAIFI and SAIDI results, which achieved their 
targets in that year. This year’s reversal is a disappointing result, although the Board recognizes 
it is still an improvement over the 2019 results.
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Upon review of NS Power’s 2020 Report, the Board directed the utility to undertake a 
comprehensive analysis of the ongoing poor performance of some problem and chronic circuits 
which identified measures, as well as the associated timing and costs to bring these problem and 
chronic circuits into alignment with the reliability performance in the rest of the province. NS 
Power followed this direction and filed a Problem Circuit Reliability Study with the Board on 
December 10, 2021. The study was considered by the Board in NS Power’s 2022 Annual Capital 
Expenditure proceeding (Matter M10366) where the Board noted:

The Board finds that presently there is no need to direct an investigation into reliability 
investments made by NS Power as part of this proceeding. No party objected to the 
approval of any of the projects identified to improve reliability in the 2022 ACE Plan 
application. The Board considers that the appropriate venue in which to explore whether 
improved performance has been achieved is in its annual Performance Standards Review. 
The Board understands that the results of T&D capital spending will not necessarily be 
seen immediately, however, and expects NS Power to be diligent in continuing regular 
monitoring of the circuits/feeders in the interim.

[Re Nova Scotia Power Incorporated, 2022 NSUARB 93 (para. 123)]

Overall, given the failure once again to achieve several performance targets, the need to address 
the reversal of performance on the SAIFI and SAIDI results going forward, and the need to ensure 
that NS Power remains focused on achieving improved performance on its poorly performing 
circuits, the Board considers the administrative penalty is appropriate in order to promote future 
compliance with the performance standards.

PERFORMANCE TARGETS for 2022

As 2021 was the last year of the initial five-year period for the performance standards, a recent 
proceeding (M10279) was held to establish new standards and targets for 2022 to 2026. The 
Board notes that its decision establishing these new standards was issued before the recent 
amendments to the Public Utilities Act were introduced in the Legislature. A copy of the Board 
Order dated April 7, 2022, approving those standards and targets is attached.

Swen IM Murphy, MBA, P.Eng 
Member y

S. Bruce Outhouse, Q.C., Board Counsel 
Participants M09472

Attachments
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Attachment 1 - 2021 Performance Standards

Metrics Targets

Reliability

System Average Interruption Frequency Index (SAIFI) 2.05

System Average Interruption Duration Index (SAIDI) 4.29

Circuit Average Interruption Frequency Index (CKAIFI) Port Hastings 2C-402
St. Peters 59C-402
Wreck Cove 85S-401
Middlefield 91W-411
Ruth Falls 96H-412

Circuit Average Interruption Duration Index (CKAIDI) Whycocomagh 67C-411
Wreck Cove 85S-401
Upper Musquodoboit 88H-401
Upper Musquodoboit 88H-402
Ruth Falls 96H-412

Response to Adverse Weather

Customer notification of an oncoming severe weather 
event within a specific time frame

Within 4 hours of opening Emergency 
Operations Centre (EOC) 
(fixed for 2017 to 2021)

Percentage of calls answered within 45 seconds during a 
severe outage event

85%
(fixed for 2017-2021)

Polite disconnect rate for all outage calls 10% or less 
(fixed for 2017-2021)

Estimated Time to Restore (ETR) updates communicated 
to customers during an outage

Provided without delay 
(fixed for 2017 to 2021)

Percentage of customers restored within 48 hours of a 
severe weather event
> Major Event Days (MEDs)
> Extreme Event Days (EEDs)

88.41%
68.71%

Customer Service

Percentage of calls answered within 30 seconds 70%
(fixed for 2017 to 2021)

Percentage of customer bills that can be estimated No more than 2% 
(fixed for 2017 to 2021)

Customer notification of outages As soon as known by NSPI 
(fixed for 2017 to 2021)

New service connection times
> Service Installation - No Poles
> Service Installation - Pole or Transformer
> Service Installation - Temporary to Permanent
> Service Installation -- Line Extension less than 10

Poles
> Service Installation -- Line Extension greater than or 

equal to 10 Poles

2.2 days
4.4 days
2.5 days

5.8 days

25.8 days
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Attachment 2 - Board Order - M10279

ORDER M10279

NOVA SCOTIA UTILITY AND REVIEW BOARD

IN THE MATTER OF THE PUBLIC UTILITIES ACT

- and -

IN THE MATTER OF AN APPLICATION by NOVA SCOTIA POWER INCORPORATED 
for approval of revisions to its Performance Standards

BEFORE: / j Roland A. Deveau, Q.C., Vice Chair 
y Steven M. Murphy, MBA, P.Eng., Member

Y

ORDER

In a Decision dated November 28,2016 [2016 NSUARB 193] (Matter M07387), the Board 
approved 13 Performance Standards and targets for Nova Scotia Power Incorporated, as 
set out in the Board's Order issued on December 20, 2016. The Board directed that the 
methodology for calculating performance targets would be reviewed following the initial 
5-year period from 2017 to 2021 so that any amendments can be applied in 2022.

In its Decision dated June 23, 2021, regarding NS Power's 2020 Annual Performance 
Standards Report, the Board stated its intention to proceed with the 5-year review 
process. It directed NS Power to engage with interested parties, with the objective of 
reviewing the current performance standards for the Board's consideration in a formal 
proceeding. On October 4, 2021, NS Power filed its application proposing amendments 
to 9 of the 13 performance standards for implementation in 2022 and adding a new 
standard respecting weather related outage reports.

The Board determined that the matter would be considered by way of a paper process. 
Evidence/comments were filed by Board Counsel consultants London Economics 
International LLC and the Consumer Advocate, and comments by the Small Business 
Advocate, with Rebuttal Evidence filed by NS Power on January 12, 2022. The Board 
issued its Decision in this matter on February 22, 2022, revising six of the Performance 
Standards and adding a new standard.

NS Power filed its Compliance Filing on March 1, 2022, and following comments from 
London Economics dated March 11, 2022, NS Power filed a revised Compliance Filing 
on March 31,2022.
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The Board orders as follows:

1. The Performance Standards and targets for NS Power are approved as set out 
in the attached Appendix A.

2. The Performance Standards and targets set out in Appendix A are effective 
January 1, 2022.

3. NS Power is directed to continue to provide an annual report in respect of the 
Performance Standards established in the Board’s Decision, within 90 days of 
December 31st each year, as outlined in its 2016 Order, together with reporting 
on the two additional matters outlined in Section 7.0 of the current Decision:

a) To report on the progress of the development of customer-level reliability 
data through the ADMS system in the 2022 Performance Standards Report, 
including any other available information from other CEA utilities on this 
topic; and

b) To monitor related emerging technologies and to report on updates to the 
ETR processes in its future annual reports.

4. The methodology for calculating performance targets will be reviewed following 
the 5-year period from 2022 to 2026 so that any amendments can be applied in 
2027.

DATED at Halifax, Nova Scotia, this 7th day of April 2022.

CapeAGI

Clerk-of the Board
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V APPENDIX A

( Attachment 2

Performance Standards 2022-2026 - Clean

1 .0 RELIABILITY STANDARDS

In its Decision - ‘2016 NSUARB 193 M07387’ - dated November 28, 2016, the Board approved 
the following metrics associated with reliability standards:

(i) System Average Interruption Frequency Index (“SAIFI”)

(ii) System Average Interruption Duration Index (“SAIDI”)

(iii) Circuit Average Interruption Frequency Index (“CKAIFI”)

(iv) Circuit Average Interruption Duration Index (“CKAIDI”)

Exclusions: These reliability performance metrics are to be estimated for normal conditions, i.e., 
excluding: (i) major event days (MEDs) and above, as defined by the established MED and 
extreme event day (EED) thresholds* utilizing the IEEE 1366-2012 Standard 2.5 Beta 
methodology; and (ii) planned outages; and (iii) adverse weather-associated outages occurring in 
the second 24-hour period after a MED or EED.

Only those outages occurring in the second 24-hour period after a MED or EED which can be 
attributed to the same storm system as precipitated the original MED or EED and meet Significant 
Event Day (SED**) thresholds are to be excluded from the metric calculation. The second 24-hour 
event, if excluded, will be considered a severe weather event, and be subject to adverse weather 
response standards.

These exclusions will apply to outage data effective January 1,2022.

Compliance: NS Power’s compliance across all reliability metrics will be assessed on an annual 
basis.

* The MED and EED thresholds will be calculated utilizing the IEEE 1366-2012 Standard 
methodology, with the outage data associated with Hurricane Dorian (September 7, 8 and 9,2019) 
excluded. Specifically, the events associated with the EEDs on September 7 and 8, 2019 and the 
MED on September 9, 2019 will be excluded.

* * The SED threshold for the second 24-hour period after a severe outage event will be calculated 
utilizing the IEEE 1366-2012 Standard 2.0 Beta methodology.

Standards 1 & 2 - SAIFI and SAIDI

SAIFI and SAIDI are system-wide reliability metrics, commonly used by electric power utilities.

Metrics:
• SAIFI measures the average number of times that a system customer experiences an outage 
during the specific time period of a study. SAIFI is estimated using the following formula:
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SAIFI = Total Number of Customers Interruptions 
Total Number of Customers Served

• SAIDI measures the total duration of an interruption for the average customer, during a 
given time period. SAIDI is estimated using the following formula:

SAIDI = Sum of All Customer Interruption Durations
Total Number of Customers Served

Benchmarks:
The SAIFI and SAIDI benchmarks/targets for NS Power will be set based on a 5-year rolling 
average plus 1 standard deviation (“SD”) approach and reset each year. However, within a 5-year 
review period (i.e., 2022-2026), targets for any subsequent year (e.g. 2023 target) must be equal 
to or better than the prior year’s target (e.g. 2022 target).

The figure below identifies the SAIFI and SAIDI targets applicable for 2022, based on NS Power’s 
historical data for the period 2017 to 2021.

Figure 1 - 2022 SAIFI and SAIDI Targets for NS Power

SAIFI <2.05
SAIDI 54.29

Standards 3 & 4 - CKAIFI and CKAIDI

CKAIDI and CKAIFI are linked to circuit level reliability. The goal for the use of these metrics 
is to mitigate problem circuits that would not normally be captured by system level performance 
metrics (i.e., SAIDI and SAIFI).

Metrics:
* CKAIFI is related to the frequency of interruptions experienced, which may be tied to a 
given circuit. CKAIFI is estimated using the following formula:

CKAIFI = Total Number of Customers Interruptions by Circuit 
Total Number of Customers Served by Circuit

• CKAIDI is related to the duration of interruptions experienced, which may be tied to a 
given circuit. CKAIDI is estimated using the following formula:

CKAIDI = Sum of All Customer Durations of Interruption by Circuit 
Total Number of Customers Served by Circuit

Benchmarks:
The benchmarking methodology for CKAIFI and CKAIDI is as follows:

Any circuit or feeder that is among the worst 5 percent of all NS Power’s circuits or feeders for 
two consecutive years shall be labeled a problem circuit. Any problem circuit that is among the
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worst 5 percent of all NS Power’s circuits or feeders for the third consecutive reporting year shall 
be labeled a chronic circuit. If the CKAIFI or CKAIDI values of the chronic circuits in a given 
year is greater than the average CKAIDI or CKAIFI values plus two standard deviations across all 
NS Power circuits in the same year, NS Power would have not met the benchmark, and shall be 
subject to a penalty.

The figure below identifies NS Power’s circuits that appear among the worst 5 percent of all NS 
Power’s circuits in both 2020 and 2021.

Figure 2 - Circuits that appear among the worst five percent of all NS Power’s circuits in 
both 2020 and 2021.

CKAIFI 2C-402 24C-442 59C-402
CKAIDI 2C-402 24C-442 77V-401 11S-411 67C-411 100C-421

If any of the problem circuits identified above are among the worst 5 percent of the Company’s 
circuits for the third consecutive reporting year (i.e., 2022) for CKAIFI and CKAIDI respectively, 
those will be labelled the “chronic circuits” in 2022.

At the end of 2022, NS Power will file and compare:

(i) The CKAIFI and CKAIDI of the chronic circuits in 2022, and
(ii) The average CKAIFI and CKAIDI plus 2 SDs of all circuits in 2022.

The comparison of (i) and (ii) will assist the Board in assessing compliance for the year 2022. A 
similar process will be followed annually for the remaining term, 2023 through 2026.

2 .0 ADVERSE WEATHER RESPONSE STANDARDS

The Board has approved the following metrics associated with adverse weather response 
standards:

(i) Customer notification of an oncoming severe weather event within a specific time frame

(ii) Percentage of calls answered within 45 seconds during a severe outage event

(iii) Polite disconnect rate for all outage calls

(iv) Estimated Time to Restore (“ETR”) updates communicated to customers during an outage

(v) Percentage of customers restored within the first 48 hours of a severe weather event - 
separately for Major Event Days (“MEDs”) and Extreme Event Days (“EEDs”)  and Significant1

1 MEDs and EEDs are defined using the IEEE 1366-2012 Standard 2.5 and 3.5 Beta methodology, respectively with 
the outage data associated with Hurricane Dorian (September 7, 8 and 9,2019) excluded in accordance with the 
NSU ARB’s Decision dated February 22, 2022 (Ml 0279).
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Event Days (SEDs)2 if the SEDs were excluded from normal conditions as the second 24-hour 
event, as discussed in Exclusions associated with reliability performance standards.

2 SEDs are defined using the IEEE 1366-2012 Standard 2 Beta methodology, with the outage data associated with 
Hurricane Dorian (September 7,8 and 9,2019) excluded in accordance with the NSUARB’s Decision dated February 
22, 2022 (M10279).

(vi) Outage Report for adverse weather events impacting >30,000 customers.

Compliance: NS Power’s compliance across all adverse weather response metrics will be assessed 
on an annual basis.

Standard 5 - Customer notification of an oncoming severe weather event

Metric: All NS Power customers shall be notified of an oncoming severe weather event within a 
specified number of hours of NS Power having knowledge of the oncoming inclement weather. 
The notifications shall be provided to all customers using multiple channels, such as the NS Power 
website, social media and automated messaging.

Benchmark: NS Power shall notify all its customers within 4 hours of NS Power’s decision to 
open the NS Power Emergency Operations Centre. This benchmark shall be fixed for the 2022 to 
2026 period.

Standard 6 - Percentage of calls answered within 45 seconds

Metric: Calls answered refers to telephone calls that are answered by a customer service 
representative after a caller asks to speak to a representative. The wait time associated with the 
“calls answered” metric is from the time the customer asks to speak to a representative to the time 
that the call is answered by a representative.

Calls answered using an automated system are not included in the estimation of the metric if a 
customer chooses to speak to a customer representative. Alternatively, if a customer chooses an 
automated system, those calls are included in the calculation of this metric.

Benchmark: A minimum 85 percent of telephone calls answered within 45 seconds at NS Power’s 
Customer Care Centre during each severe outage event (i.e., MEDs and above, as defined by the 
IEEE 1366-2012 Standard). This benchmark shall be fixed for the 2022 to 2026 period.

Standard 7 - Polite disconnect rate for all outage calls

Metric: A polite disconnect results when a customer on hold waiting for a customer service agent 
is disconnected after receiving a brief disconnect message. A polite disconnect can result when 
call lines are very busy, and call volumes may be too high to keep customers on hold.
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Benchmark: A 10 percent or less polite disconnect rate will be targeted annually for all outage 
calls. This benchmark shall be fixed for the 2022 to 2026 period.

Standard 8 - Estimated Time to Restore (ETR) updates

Metric: The performance standard around estimated restoration times shall aim to promptly 
provide customers with accurate information based on information available with NS Power.

Benchmark: NS Power shall provide ETR updates to all customers with no delay, once new 
restoration time estimates are known? This benchmark shall be fixed for the 2022 to 2026 period.

Standard 9 - Percentage of customers restored within the first 48 hours of a severe weather 
event

Metric: This metric has been approved to reasonably quantify the promptness of restoration 
following a severe weather event and will be estimated separately for: (i) MEDs, (ii) EEDs and 
(iii) SEDs, if the SEDs were excluded from normal conditions as the second 24-hour event, as 
discussed in Exclusions associated with Reliability Performance Standards.

Benchmark: The targets for this metric shall be based on NS Power’s respective historical 
averages (since 2017) minus one standard deviation. The benchmarks will be updated annually by 
including the most recent data available at the time of benchmark updating.

With the data provided from 2017 to 2021, there are 5 data points for SEDs, 19 data points for 
MEDs, and 5 data points for EEDs. The figure below shows benchmarks to be set for the 
percentage of customers restored within the first 48 hours for SEDs, MEDs and EEDs in 2022.

Figure 3-2022 benchmarks for percentage of customers restored within first 48 hours for 
SEDs, MEDs and EEDs

Note: Targets are rounded to two decimal places.

SEDs MEDs EEDs
Percentage 95.05 91.98 78.38

Standard 9A- Outage Report for events impacting >30,000 customers

Metric/Benchmark: NS Power shall submit a report for weather-related outages impacting 30,000 
or greater customers. The outage report shall be in the form approved by the NSUARB (Matter 
M09524). NS Power shall file the outage report within 45 days of the event, or within 75 days in 
the case of a MED or EED with those impacts.

3 For the Board to assess whether ETR updates were provided to customers without delay, as part of its annual reports, 
NS Power shall submit a compliance statement stating this was achieved, and note any exceptions with reasons.
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3 .0 CUSTOMER SERVICE STANDARDS

The Board has approved the following metrics associated with customer service standards:

(i) Percentage of calls answered within 30 seconds

(ii) Percentage of customer bills that can be estimated

(iii) Customer notification of outages

(iv) New service connection times

Compliance: NS Power’s compliance across all customer service metrics will be assessed on an 
annual basis.

Standard 10 - Percentage of calls answered within 30 seconds

Metric: Calls answered refers to telephone calls that are answered by a customer service 
representative after a caller asks to speak to a representative. The wait time associated with the 
“calls answered” metric is from the time the customer asks to speak to a representative to the time 
that the call is answered by a representative. Calls answered using an automated system are not 
included in the estimation of the metric if a customer chooses to speak to a customer representative. 
Alternatively, if a customer chooses an automated system, those calls are included in the 
calculation of this metric.

Benchmark: A minimum of 70 percent of telephone calls shall be answered within 30 seconds at 
NS Power’s Customer Care Centre (under normal conditions - i.e., excluding severe weather 
conditions, where the adverse weather response benchmark will apply). This benchmark shall be 
fixed for the 2022 to 2026 period.

Standard 11 - Customer bills estimated

Metric: NS Power may on occasion need to estimate a customer’s bill if the customer’s meter 
cannot be accessed and accurately read. For example, during winter months, snowfall and icy 
conditions create difficulties getting access to meters. This causes NS Power to estimate the bill 
for the customer or facility whose meter they could not access. When NS Power crews can access 
the meters, the customer’s bill is then adjusted retrospectively to reflect the actual meter reading.

Benchmark: As a percentage of total bills, no more than 2 percent of customer bills shall be 
estimated annually. This benchmark shall be fixed for the 2022 to 2026 period.

Standard 12 - Customer notifications of outages

Metric/Benchmark: NS Power shall notify all customers of an outage event as soon as NS Power 
has knowledge of the outage event. This notification shall be followed up with prompt updates on
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restoration status of the outages. Channels used to communicate this information shall include NS 
Power’s live outage map, social media and automated messaging.

Standard 13 - New service connection times

Metric: The amount of time taken to establish a new service connection provides a valuable gauge 
of NS Power’s customer service and its ability to provide/establish electrical service within a 
reasonable time frame. There are 5 different types of service level metrics that are measured, and 
each of these has a specific target for NS Power to meet.

Benchmark: The targets for this metric will be set based on a 5-year rolling average plus 1 SD 
approach, and reset each year. This metric includes a two-day service delivery floor (i.e., no service 
delivery time will be due less than 48 hours from the time of the request). However, within a 5- 
year review period (i.e., 2022-2026), targets for any subsequent year (e.g. 2023 target) must be 
equal to or better than the prior year’s target (e.g. 2022 target).

Similar to reliability metrics such as SAIDI and SAIFI, benchmarks for new service connections 
will also be set for normal conditions, i.e., excluding data for MEDs and EEDs.

The figure below identifies the targets for new service connection times (under normal conditions) 
applicable for 2022, based on NS Power’s historical data for the period 2017 to 2021.

Figure 4 - New service connection targets for 2022 (Days)

Service Installation Connection Target
No Pole <3.0 days
Pole or Transformer < 4.9 days
Temporary to Permanent <3.2 days
< 10 Poles < 6.2 days
> 10 Poles <18.1 days

Exclusion: When NS Power experiences MEDs and EEDs (as defined using the established MED 
and EED thresholds via the IEEE 1366-2012 Standard 2.5 and 3.5 Beta methodology, 
respectively), in assessing new service connection times, NS Power shall be allowed to exclude: 
(i) MEDs and 7 days following MEDs; and (ii) EEDs and 14 days following EEDs, to allow for 
time needed to return to normal conditions.


