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1.0 INTRODUCTION 

The British Columbia Utilities Commission (Commission or BCUC) has developed performance measures and 
targets to be implemented in the 2016/17 fiscal year (effective April 1, 2016). This report presents the 
culmination of the Commission’s efforts to develop these performance measures and targets. It begins with a 
look at performance measurement at the Commission, and continues with the selected performance measures 
and targets, information regarding routine reporting and the definitions of each performance measure. The 
appendices provide detailed information regarding the development of the performance measures and targets. 
 
In April 2014, an independent task force was appointed by the Minister of Energy and Mines and Minister 
Responsible for Core Review. This task force’s mandate was to review the Commission with the goal of 
identifying ways to increase the Commission’s effectiveness and efficiency. The task force reviewed comparable 
utility regulators in other jurisdictions in addition to internal BCUC processes, structure, resource needs and 
performance. KPMG LLP was also involved in the review process and in September 2014 produced a report titled 
Performance and Operational Review of British Columbia Utilities Commission.1 On November 14, 2014 the task 
force submitted the Final Report of the Independent Review of the British Columbia Utilities Commission2 (Final 
Report) to the Ministry of Energy and Mines.  
 
The Final Report from the task force contained two specific recommendations regarding performance 
measurement: 
 
Application cycle (turnaround) times: 

21. The BCUC should develop performance targets for key application cycle times and report on them 
annually. 

 
Performance measures: 

30. In consultation with government and stakeholders, the BCUC should establish performance indicators 
and targets, including but not limited to application cycle times (recommendation #21), and report 
results on its website and in its Annual Reports. 

 
The Provincial Government subsequently produced a written response which addressed each of the 
recommendations outlined in the Final Report. In the Response to the Final Report,3 the Provincial Government 
requested that the Commission, in consultation with government and stakeholders, develop performance 
measures and targets including key application cycle times and report results on its website and in annual 
reports.  

                                                           
1http://www.empr.gov.bc.ca/EEC/Strategy/EEA/Documents/BCUC%20KPMG%20Operational%20Review%2017Sept2014%2
0FINAL.PDF  
2 http://www.empr.gov.bc.ca/EPD/Electricity/BCUC_Review/Documents/BCUC%20Review%20Final%20Report%20-
%20Nov%2014%20-%20FINAL.PDF 
3http://www.empr.gov.bc.ca/EPD/Electricity/BCUC_Review/Documents/BCUC%20Recommendations%20and%20Governm
ent%20Response.pdf 

http://www.empr.gov.bc.ca/EEC/Strategy/EEA/Documents/BCUC%20KPMG%20Operational%20Review%2017Sept2014%20FINAL.PDF
http://www.empr.gov.bc.ca/EPD/Electricity/BCUC_Review/Documents/BCUC%20Review%20Final%20Report%20-%20Nov%2014%20-%20FINAL.PDF
http://www.empr.gov.bc.ca/EPD/Electricity/BCUC_Review/Documents/BCUC%20Recommendations%20and%20Government%20Response.pdf
http://www.empr.gov.bc.ca/EEC/Strategy/EEA/Documents/BCUC%20KPMG%20Operational%20Review%2017Sept2014%20FINAL.PDF
http://www.empr.gov.bc.ca/EEC/Strategy/EEA/Documents/BCUC%20KPMG%20Operational%20Review%2017Sept2014%20FINAL.PDF
http://www.empr.gov.bc.ca/EPD/Electricity/BCUC_Review/Documents/BCUC%20Review%20Final%20Report%20-%20Nov%2014%20-%20FINAL.PDF
http://www.empr.gov.bc.ca/EPD/Electricity/BCUC_Review/Documents/BCUC%20Review%20Final%20Report%20-%20Nov%2014%20-%20FINAL.PDF
http://www.empr.gov.bc.ca/EPD/Electricity/BCUC_Review/Documents/BCUC%20Recommendations%20and%20Government%20Response.pdf
http://www.empr.gov.bc.ca/EPD/Electricity/BCUC_Review/Documents/BCUC%20Recommendations%20and%20Government%20Response.pdf
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2.0 PERFORMANCE MEASUREMENT AT THE COMMISSION 

Performance measurement and evaluation will provide useful information to aid in process improvement and 
innovation. The Commission aims to improve key aspects of its regulatory efficiency and effectiveness, which 
should result in an improved regulatory experience for stakeholders.  
 
The key aspects of regulatory efficiency and effectiveness that the Commission will focus on measuring at this 
point are timeliness, responsiveness and transparency. There are other facets of regulatory performance that 
are equally important but difficult to measure. One such example is integrity, which includes the issuance of an 
objective, well-reasoned decision with adequate justification based on the evidence presented during the 
proceeding. Given the above, the Commission has developed performance measures and targets that will 
measure its regulatory efficiency and effectiveness without negatively impacting other important aspects of 
regulatory performance.  
 
In developing performance measures the Commission utilized a balanced approach to ensure that attention to 
performance is balanced across key categories which reflect the current strategic direction of the Commission. 
These key categories are: 

A. Cycle time 
B. Customer and stakeholder experience 
C. Organizational and financial performance 

 
Within the identified categories the Commission focused on performance measurement in operational areas 
that would have the most immediate and beneficial impact on Commission performance while taking into 
consideration budgetary and resource constraints. 
 
Performance measurement and improvement is a continuous process. The Commission intends to periodically 
assess performance measures and targets to ensure their continual alignment with the organization’s strategic 
direction. This could lead to the addition, replacement or removal of performance measures or the adjustment 
of targets.  
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3.0 PERFORMANCE MEASURES AND TARGETS  

Table 1 below summarizes the performance measures and targets selected by the Commission to be 
implemented in the 2016/17 fiscal year (effective April 1, 2016). The Commission identified two types of 
performance measures:  

i. Performance measures with targets 
ii. Indicative performance measures (without targets) 

 
Indicative performance measures do not have targets due to the potential for erratic trends caused by external 
factors outside of Commission control. Targets may be developed for these indicative performance measures 
once more data is obtained. 
 

Table 1: BCUC Performance Measures and Targets to be implemented effective April 1, 2016 

No. Performance Measure Target 
 

A. Cycle time 

1. Decision Cycle Time 
90% issued in 90 calendar 

days or less 

2. Other Proceedings Total Cycle Time 
Maximum annual average 

of 40 calendar days 

B. Customer and stakeholder experience 

3. Complaint and Enquiry Response Time 85% in 5 business days or less 

4. Participant Assistance/Cost Award  Cycle Time 
100% issued in 60 calendar 

days or less 

C. Organizational and financial performance 

5. Employee Engagement Baseline (73) / Benchmark4 

6. Total Expenditure per Capita  
None 

(Indicative Measure) 

7. Energy Regulation Expenditure per Gigajoule 
None 

(Indicative Measure) 
 
Section 4.0 outlines the Commission’s plans for reporting on performance and also presents additional 
information the Commission will report. Section 5.0 provides the definitions for each of the performance 
measures. Details of the development of the performance measures and targets are found in the appendices. 

                                                           
4 The Commission’s 2015 baseline score was 73 and the benchmark is set to the most recent BC Public Service WES 
Engagement score that is available. 
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4.0 REPORTING ON PERFORMANCE 

As requested by the Provincial Government in the Response to the Final Report, the Commission will report 
performance results in its annual report and on its website. The Commission will post performance results on a 
quarterly basis on its website and has already posted the Decision Cycle Time results for the first and second 
quarters of the 2015/16 fiscal year.5 
 
In its annual report, the Commission will report results for performance measures with targets and indicative 
performance measures. Other metrics will also be reported to provide context and transparency. The other 
metrics that will be reported annually are shown below. 
 

Annual Average Decision Cycle Time 

The Annual Average Decision Cycle Time is a metric that provides the average deliberation time for hearing 
proceedings during a given fiscal year. This is reported in the quarterly results on the Commission’s website.6 
 

Total Cycle Time for each hearing proceeding 

This metric will provide the total cycle time, from the date of the application to the earlier date of decision or 
order, for each proceeding included in the Decision Cycle Time performance measure. 
 

Business Plan project updates 

The Commission will report on all projects completed within the fiscal year. These projects would have 
previously been introduced in the Commission’s business plan. 
 

Mandatory Reliability Standards metrics 

The Commission will report on key Mandatory Reliability Standards (MRS) program metrics for the fiscal year. 
This includes the number of confirmed violations, the number of MRS registrants/de-registrants as well as other 
relevant details. 

                                                           
5 Cycle Time Quarterly Update – Q2 FY 2015/16, http://www.bcuc.com/AnnualReport.aspx. 
6 Ibid. 

http://www.bcuc.com/AnnualReport.aspx
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5.0 PERFORMANCE MEASURE DEFINITIONS 

This section provides the definition for each performance measure. Appendix E explains how the target for each 
performance measure was selected and responds to the feedback received through the stakeholder 
consultation process. 

 Decision Cycle Time  5.1

Decision Cycle Time measures the duration in calendar days from the date of a final event signalling the 
beginning of Commission deliberation (typically the date of the reply argument in a hearing proceeding) to the 
earlier date of the decision or final order. This performance measure includes any proceeding with arguments or 
that allows for arguments, which results in a final order, decision or report. 

 Other Proceedings Total Cycle Time 5.2

Other Proceedings Total Cycle Time measures the duration in calendar days for processing orders or letters 
issued for applications/filings/items not handled through a proceeding with arguments. This typically covers the 
duration from the date of application receipt to the date the final order or decision is issued.  
 
This measure excludes: proceedings with arguments; all procedural orders and letters; participant 
assistance/cost award items; Commission-initiated items without applications; and Mandatory Reliability 
Standards items. All of these exclusions, except for procedural orders and letters, are either captured in another 
performance measure or will be reported as metrics in the Commission’s annual report.  

 Complaint and Enquiry Response Time 5.3

Complaint and Enquiry Response Time measures the duration in business days between receipt of a complaint; 
an enquiry; or a Freedom of Information request by the Commission and the date of the Commission’s first 
substantive response. This measure includes complaints and enquiries from regulated company customers as 
well as complaints regarding the Customer Choice program and associated gas marketers. This performance 
measure does not include correspondence where the Commission has been copied on a complaint or enquiry 
addressed to another party.  
 
A substantive response is defined as a response which includes acknowledgement of the specific complaint or 
enquiry, outlines next steps and provides follow-up contact information if a specific Commission staff member is 
assigned to the correspondence. In cases where the complaint or enquiry can be immediately addressed, the 
single and final response would constitute a substantive response. Automated responses are not characterized 
as substantive.  

 Participant Assistance/Cost Awards Cycle Time 5.4

Participant Assistance/Cost Awards (PACA) Cycle Time measures the duration in calendar days from the later 
date of the decision/order for the proceeding in which the PACA application was submitted or the receipt of the 
final intervener PACA application to the date of the PACA order.  
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 Employee Engagement 5.5

Employee Engagement is determined by the Commission’s overall Work Engagement score from the Work 
Environment Survey (WES), an employee engagement survey designed by the central statistical agency of the 
province of British Columbia (BC Stats).7 The WES is a biennial online survey that seeks to determine an overall 
Work Engagement score which represents the health of the work environment by taking into consideration key 
areas including, but not limited to: satisfaction, workplace tools, professional development and management. 
The Work Engagement score ranges from 0 to 100 with 100 being the optimal score. More information on the 
WES can be found on the BC Stats website.8  

 Total Expenditure per Capita  5.6

Total Expenditure per Capita ($/capita) is the Commission’s total expenditure in a given fiscal year divided by the 
population of British Columbia at the end of that fiscal year. Nominal expenditure figures are used. The 
population is obtained from the Population Estimates webpage on the BC Stats website.9 

 Energy Regulation Expenditure per Gigajoule  5.7

Energy Regulation Expenditure per Gigajoule ($/GJ) is a calculation of the Commission’s total expenditure, 
excluding expenditure related to the Insurance Corporation of British Columbia, for a given fiscal year, divided 
by the amount of domestic energy delivered by regulated utilities in that year. Nominal expenditure figures are 
used. 
 

                                                           
7 Commission employees took the WES for the first time in October 2015, as part of a pilot program administered by the 
Ministry of Justice.  
8 Work Environment Survey: http://www.bcstats.gov.bc.ca/StatisticsBySubject/EmployeeResearch/WES.aspx 
9 BC Stats Population Estimates: http://www.bcstats.gov.bc.ca/StatisticsBySubject/Demography/PopulationEstimates.aspx   

http://www.bcstats.gov.bc.ca/StatisticsBySubject/EmployeeResearch/WES.aspx
http://www.bcstats.gov.bc.ca/StatisticsBySubject/Demography/PopulationEstimates.aspx
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