Manitoba Hydro Fiscal 2026-2028 General Rate Application
December 12, 2025
Consumers Coalition Undertakings — Dr. Runa Das

Undertaking 44 at Transcript page 2844:

Dr. Das to provide comments on her slide 24 re: enhancing digital tools and online portals.

Response:

During my testimony, | committed to providing further comment on how Manitoba Hydro

could enhance its digital tools and online portals to provide customers with better insight
into household energy use. This undertaking responds to that commitment and builds on
the following:

- Thelnvesting in Energy Literacy and Customer Engagement slide presented in my
evidence.

- A‘quick’ comparative review of customer-facing digital tools offered by 3 utilities:
Manitoba Hydro, BC Hydro, and Toronto Hydro; these utilities were selected given
BC Hydro’s relatively strong customer engagement efforts in recent years, and
Toronto Hydro’s large and diverse customer base.

- A quick and targeted review of the academic literature examining the benefits and
risks of digitalization in household energy systems, with particular attention to
equity and energy justice; a research area which is growing due to digitalization in
energy systems and energy transition, as well as energy poverty.

The intent is not to recommend any single tool or technology or method, but rather to
identify insights that could strengthen Manitoba Hydro’s existing approach while
highlighting relevant cautions.

Manitoba Hydro currently provides customers with a suite of digital services through its
app and online account, including billing information, tracking energy usage, meter
submissions, outage notifications, alerts, and service request management. These tools
primarily support account management and basic consumption awareness.

By comparison:

- BC Hydro appears to offer more granular temporal insights, including hourly usage
data, historical trend analysis, appliance-level cost estimation, and comparison
tools that situate household use relative to similar homes. BC Hydro also provides
optional add-on tools that deliver real-time or near-real-time feedback via
connected devices.

- Toronto Hydro emphasizes customer choice and system interaction, offering plan
comparison tools, peak demand indicators, data-sharing functionality through
third-party platforms, and calculators related to electrification upgrades such as
heat pumps and electric vehicles.
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Taken together, these examples suggest that while Manitoba Hydro’s tools are functional
and accessible, they are less oriented toward interpretive insight, behavioral feedback,
and forward-looking decision support when compared with some peer utilities.

The literature finds that digital energy tools can enhance household agency and system
efficiency, but only under specific conditions.

Potential Benefits

Research highlights several benefits of well-designed digital tools:

- Policy targeting and system learning: Aggregated smart meter data can help utilities
identify households experiencing energy insecurity and improve the targeting of
affordability and support programs.’

- Operational efficiencies: Digital systems can support more responsive grid
management and integration of distributed energy resources.?

Risks and Equity Concerns

At the same time, the literature raises important cautions:

- Unequal benefits: Digital tools often advantage households with higher income,
digital literacy, and flexible consumption patterns, while marginalized households
may remain excluded.?

- Datajustice and privacy risks: Digitalization introduces concerns related to
surveillance, data ownership, and the commodification of personal consumption
data.

" Fawcett, T., Palmer, J., Terry, N., Boardman, B., & Narayan, U. (2024). Using smart energy meter data to
design better policy: Prepayment meter customers, fuel poverty and policy targeting in Great Britain. Energy
Research & Social Science, 116, 103666.

2Van Summeren, L. F., Wieczorek, A. J., & Verbong, G. P. (2021). The merits of becoming smart: How Flemish
and Dutch energy communities mobilise digital technology to enhance their agency in the energy

transition. Energy Research & Social Science, 79, 102160; Sovacool, B. K., Martiskainen, M., Hook, A., &
Baker, L. (2019). Decarbonization and its discontents: a critical energy justice perspective on four low-carbon
transitions. Climatic Change, 155(4), 581-619.

3Shakeel, S. R., Lacey-Barnacle, M., Juntunen, J. K., & Smith, A. (2026). When bits enter just transitions: data
and energy justice in digitalised energy futures. Applied Energy, 404, 127075.
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- Potential harm to vulnerable households: In some contexts, digital metering and
payment systems have exacerbated energy insecurity, particularly where they are
linked to prepayment or disconnection regimes.*

Digitalization is not inherently progressive. Its impacts depend critically on design,
governance, and the availability of non-digital alternatives.

Several implications emerge for Manitoba Hydro, particularly as the utility plans to investin
energy literacy and energy transition.

First, providing more tools is not sufficient on its own. Research shows that customers
often struggle to interpret energy bills and usage data, even when information is available.

This supports the need for contextualization rather than simply more data. Therefore,
where the utility is able to interact directly with customers and provide opportunities to
explain existing tools, many customers could benefit. For example, “utility energy cafes”
could provide an opportunity for the utility to engage directly with customers on currently
available tools, to take note of what customers find useful or challenging, and to assist
them with energy use management. Such forums could also support basic energy literacy,
including how to read and interpret an energy bill.

Second, energy literacy and digital tools are complementary, not substitutes. Digital tools
are most effective when paired with appropriate contextualization. As with traditional
energy bills, many customers continue to experience difficulty interpreting information
presented to them. Digitalization is therefore not a silver bullet for energy literacy
challenges, but it can be effectively leveraged when implemented alongside customer
engagement initiatives that actively support understanding and informed energy use.

4 O’Sullivan, K. C., Howden-Chapman, P. L., & Fougere, G. (2011). Making the connection: the relationship
between fuel poverty, electricity disconnection, and prepayment metering. Energy policy, 39(2), 733-741;
Riley, B., White, L. V., Wilson, S., Klerck, M., Napaltjari-Davis, V., Quilty, S., ... & Harrington, M. (2023).
Disconnected during disruption: energy insecurity of Indigenous Australian prepay customers during the
COVID-19 pandemic. Energy Research & Social Science, 99, 103049; Wilson, S. (2025). Disrupting household
energy rights: Examining the policy origins of prepayment for electricity services in Australia. Energy Research
& Social Science, 124, 104060.
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Undertaking 45 at Transcript page 2884:

Dr. Das to provide comments on potential organizations that could be partnered with to
assist with uptake on energy literacy efforts.

Response:

A fulsome scan of the available community-based organizations in Manitoba was beyond
the scope of my initial retainer and not possible to undertake within the timeframes
imposed by the hearing schedule.

In general, Manitoba Hydro’s own ratepayers will be best placed to advise as to the
community-based organizations that they are regularly in contact with and which would be
appropriate to engage with ratepayers on energy literacy issues. As | noted in my oral
evidence, trust is a significant issue for ratepayers, particularly vulnerable ratepayers. One
possible way to build trust with the utility is to leverage existing trusting relationships
between ratepayers and the community-based organizations that are most relevant to
them.

| understand that the ratepayer panel facilitated by the Consumers Coalition involved a
discussion of potential community-based organizations that Manitoba Hydro could partner
with, including:

- Manitoba Start;

- Legal Aid Manitoba;

- Manitoba Family Resolution Services;
- Employment and Income Assistance;
- Seed Winnipeg; and

- Harvest Manitoba.®

Given their relevance for ratepayers, these organizations are an appropriate initial list for
Manitoba Hydro to explore energy literacy engagement.

Based on a cursory scan, other potential organizations with which Manitoba Hydro could
partner may include:

- Community Financial Counseling Service;
- Community Unemployed Help Centre;
- Manitoba Non-Profit Housing Association;

® Transcript, Dec 8, 2025, pp 3076, 3084-3085, 3087, 3098-3099, 3108.
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1JustCity;

United Way Winnipeg;

Manitoba Sustainable Energy Association;

Manitoba Eco-Network;

Green Action Centre;

Habitat for Humanity;

Climate Action Team Manitoba;

Immigrant and Refugee Community Organization of Manitoba (IRCOM);
Manitoba Association of Newcomer Serving Organizations (MANSO); and
Ma Mawi Wi Chi Itata Centre.



