
BRITISH COLUMBIA UTILITIES COMMISSION 
 

FortisBC Energy Inc. (FEI) and FortisBC Inc. (FBC) (collectively FortisBC) - COVID-19 Customer 
Recovery Fund Deferral Account Application 

 
INFORMATION REQUEST NO. 1 TO FortisBC FROM MoveUP 

 
 
TOPIC: BILL PAYMENT DEFERRAL FOR RESIDENTIAL AND SMALL COMMERCIAL CUSTOMERS 
 
1.0 Repayment arrangements on and after July 1, 2020 
 

Reference:  Exhibit B-1, Application, page 2-3: 
 

Residential and small commercial customers who apply and qualify for the three-
month bill deferral will also enter into repayment arrangements for their 
deferred balance to be paid over the twelve months following the deferral 
period, commencing July 1, 2020. 

 

And Reference: Exhibit B-2, FortisBC Response to BCUC IR No. 1, page 4 
 

Depending on the state of the economic recovery post COVID-19 pandemic, 
FortisBC would work with customers on a case-by-case basis given their 
individual circumstances and enter into different payment arrangements or, if 
appropriate, FortisBC would institute its regular collections process. 

 
 

1.1 In light of the development of the pandemic, the economic fallout of the pandemic, and 
the evolving public health orders and guidelines from the date of this application to the 
present, has FortisBC reconsidered the prudence of July 1, 2020 as the proposed end-date of 
the bill deferral program and commencement of repayment? 
 
1.2 Does FortisBC have any data to date indicating how many of its customers it expects to 
take advantage of the bill deferral program? 
 
1.3 Has FortisBC completed any modelling or forecasting anticipating the number of 
customers who will not be in a position to both recommence paying their regular bills as well 
as commence paying off the deferred balance as of July 1, 2020? 
 
1.4 Has FortisBC developed a forecast of the workload it anticipates will be generated for its 
customer service employees on and after July 1, 2020 to work with customers on a case-by-
case basis to enter into different payment arrangements if they are not yet in a position to 
commence repayment? 
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1.5 Has FortisBC developed a forecast of the workload it anticipates will be generated for its 
customer service employees on and after July 1, 2020 to institute regular collections processes 
for outstanding deferred amounts? 
 
1.6 What protocols and plans has FortisBC developed for directing and supporting customer 
service employees to meet any increased customer service demands on and after July 1, 2020, 
related to the end of the bill deferral program and transition to repayment of deferred 
balances? 

 
 
TOPIC: COVID-19 CUSTOMER RECOVERY FUND DEFERRAL ACCOUNTS 
 
2.0 Unrecovered Revenue Deferral Account 
 
Reference:  Exhibit B-1, Application, page 3: 
 

(1) Unrecovered revenue due to COVID-19: The deferral account will capture any 
unrecovered revenue resulting from customers in any rate class being unable to pay 
their bills due to the COVID-19 pandemic. 

 
And Reference: Exhibit B-2, FortisBC Response to BCUC IR No. 1, page 11 
 

Fortis BC will seek to determine the cause of unrecoverable amounts based on the 
communications record with the customer and the circumstances on a case-by-case 
basis. FortisBC will only record amounts in the deferral account if the customer indicates 
that the payments are unrecoverable due to COVID-19 related causes.  

 
2.1 What is a “COVID-19 related cause”? Does this include business failure as a result of the 
economic impact of the COVID-19 pandemic, or does it only include more direct cause-and-
effect relationships such as a business closure pursuant to an Order of the Provincial Health 
Officer? 
 
2.2 What protocols has FortisBC developed for customer service employees to determine, in 
their communications with customers, whether an amount is unrecoverable due to COVID-19 
related causes? 
 
2.3 What additional resources, including training, published guidelines, and additional time, 
does FortisBC anticipate its customer service employees will require in order to carry out the 
task of determining whether a payment is unrecoverable due to COVID-19 related causes? 
 
 




