
AAs this summer’s severe weather
patterns continue, we often see in
the media stories about downed
power lines or power outages. How
does your LDC respond to customer
inquiries or claims after these out-
ages? How can you defend against
these claims to the CGL policy?

The Distribution System Code
requires every LDC produce a
Conditions of Service document for
use in communications with 
customers. Conditions of Service do
not guarantee an uninterrupted 
supply of power. Section 2.3
Conveyance of Electricity - the
Limitation on Guarantee of Supply
is often used as a “defence” or

“denial” for potential claims related
to unscheduled power interruption
[including Force Majeure] events
where you as an LDC have no liabil-
ity. To rely on this defence you need
to be able to demonstrate your
customers have been made aware
of your Conditions of Service.

How do you inform customers of
your Conditions of Service? Do you
provide a copy when a new account
is set up? Do you post your
Conditions of Service on your web-
site? You cannot rely on a defence if
you do not make your customers
aware of your Conditions of Service.

TThhee  MMEEAARRIIEE  GGrroouupp’’ss  
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A publication designed for the 
benefit of Ontario’s Electricity
Industry.

HHaavvee  FFeeeeddbbaacckk??  
Please let us know what you
think about this publication.
Email us with your comments at
gdurie@mearie.ca
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PPoowweerr  IInntteerrrruuppttiioonn  aanndd  CCoonnddiittiioonnss  ooff  SSeerrvviiccee (Continued from page 1]

The following are some suggestions as to how you can enhance your customers awareness of
your Conditions of Service.

--  AAtt  tthhee  ttiimmee  ooff  aa  nneeww  CCoonnnneeccttiioonn  AAggrreeeemmeenntt,,  pprroovviiddee  tthhee  ccuussttoommeerr  aa  ccooppyy  ooff
CCoonnddiittiioonnss  ooff  SSeerrvviiccee  oorr  iinnssttrruuccttiioonnss  oonn  wwhheerree  ttoo  ffiinndd  iitt  oonn  yyoouurr  wweebbssiittee

--  IInncclluuddee  iinn  tthhee  ssiiggnneedd  aaggrreeeemmeenntt,,  ccuussttoommeerr  ccoonnffiirrmmaattiioonn  tthheeyy  aacckknnoowwlleeddggee
rreecceeiivviinngg//rreevviieewwiinngg  CCoonnddiittiioonnss  ooff  SSeerrvviiccee

--  RReegguullaarr  ccoommmmuunniiccaattiioonnss  oorr  bbiillll  iinnsseerrttss  pprroovviiddiinngg  rreeffeerreenncceess  aanndd  hhiigghhlliigghhttss
ooff  CCoonnddiittiioonnss  ooff  SSeerrvviiccee,,  eennccoouurraaggiinngg  ccuussttoommeerrss  ttoo  rreevviieeww  tthhee  ssaammee

--  MMaakkee  aa  ccooppyy  ooff  CCoonnddiittiioonnss  ooff  SSeerrvviiccee  aavvaaiillaabbllee  wwhheerree  ccuussttoommeerrss  vviissiitt  yyoouurr  ccaasshhiieerr

--  PPoosstt  CCoonnddiittiioonnss  ooff  SSeerrvviiccee  oonn  yyoouurr  ccoommppaannyy  wweebbssiittee  oonn  tthhee  HHoommee  PPaaggee  oorr  wwiitthh
aa  lliinnkk  tthhaatt  iiss  oobbvviioouuss  aanndd  eeaassyy  ttoo  ffiinndd//ffoollllooww,,  ddoonn’’tt  mmaakkee  ccuussttoommeerrss  sseeaarrcchh  ffoorr  iitt

--  OOnn  ccuussttoommeerr’’ss  bbiillllss  mmaakkee  rreeffeerreennccee  ttoo  SSeeccttiioonn  22..33..  LLiimmiittaattiioonn  ttoo  tthhee  GGuuaarraanntteeee
ooff  SSuuppppllyy  aanndd  SSeeccttiioonn  22..33..  NNoottiiffiiccaattiioonn  ttoo  CCuussttoommeerrss  UUssiinngg  LLiiffee  SSuuppppoorrtt  iinn  yyoouurr
CCoonnddiittiioonnss  ooff  SSeerrvviiccee  aanndd  iinnvviittee  tthheeiirr  rreevviieeww..

As with any risk management activity, documentation of your activities is very important. Make customer 
notification and awareness regarding your Conditions of Services part of your Corporate Policies & Procedures.
Maintaining records of how/when you communicate this information is vital.

If you would like to discuss how to make your customers more aware of your Conditions of Service, or other
risk management issues please contact Gary Durie, Risk Analyst electronically at gdurie@mearie.ca or 
telephone at (905) 265-5355.
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