
 
 
 
 

      

 
 

 PO Box 910  ●  Halifax, Nova Scotia  ●  Canada ●  B3J 2W5 

 

November 18, 2025 
 
PARTIALLY CONFIDENTIAL 
 
Lisa Wallace 
Chief Clerk of the Board 
Nova Scotia Energy Board 
1601 Lower Water Street, 3rd Floor 
Halifax, NS  B3J 3S3 
  
Re: M12544 – DRO Appeal – Leslie Axford 
 
Dear Ms. Wallace: 
 
In the Nova Scotia Energy Board’s (Board, NSEB) letter dated November 3, 2025, the 
Board directed as follows: 
 

By copy of this letter, the Board directs Nova Scotia Power Inc. (NS Power, 
Company) to file a response with the Board to the enclosed DRO Appeal 
on or before 2:00 PM on Tuesday, November 18, 2025. NS Power must 
also provide a copy of their response to the appellant, Ms. Leslie, Axford. 
 

Ms. Axford is appealing a decision by the Dispute Resolution Officer (DRO) dated October 
25, 2025. The complete DRO file as provided by the DRO pertaining to this decision is 
included as Confidential Attachment 1. Attached as Confidential Attachment 2 are the 
relevant customer account and communication notes from NS Power’s CIS database. 
 
Please accept the following summary of activities and communications pertaining to the 
October 25, 2025, DRO decision being appealed by Ms. Axford: 
 

• July 11, 2025 – Ms. Axford called NS Power regarding a high bill and was advised 
that the bill was an estimate. The NS Power representative switched her billing 
from seasonal to standard billing. This is referenced on pages 1 to 2 of 8 in 
Confidential Attachment 2.  
 

• August 15, 2025 – Ms. Axford called NS Power again regarding the estimated bill. 
She explained she had taken possession of the home in October 2024 and did not 
realize the account was on seasonal billing. She was upset that the full balance 
had been withdrawn and questioned why she was not advised to edit payment 
settings. The NS Power representative instructed her to provide a photo of the 
meter so the bill could be adjusted and a credit created. This is referenced on page 
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3 of 8 in Confidential Attachment 2. 
 

• August 26, 2025 – Ms. Axford contacted NS Power requesting a bill adjustment 
after receiving two estimated bills showing a meter read of 32,523.59 kWh. She 
submitted a photo of the meter showing an actual read of 30,960 kWh. NS Power 
confirmed the overcharge of 1,564 kWh and noted the account was being 
adjusted. This is referenced on page 4 of 8 in Confidential Attachment 2. 
 

• September 22, 2025 – Ms. Axford called NS Power stating the billing adjustment 
had not been completed and referenced the July bill for $2,141.86. The 
representative escalated the issue for resolution. Ms. Axford requested a refund 
cheque as soon as the new bill was posted. This is referenced on pages 6 to 7 of 8 
in Confidential Attachment 2. 
 

• September 24, 2025 – NS Power re-billed the account based on the actual meter 
read of 30,960 kWh provided by the customer, which resulted in a credit due to 
the earlier overestimated meter readings. NS Power emailed the details to Ms. 
Axford and explained the credit was less than expected because the $2,141.86 bill 
reflected seasonal billing over seven months, and seasonal status was only 
removed from the account in mid-July. This is referenced on page 8 of 8 in 
Confidential Attachment 2. 

 
• September 25, 2025 – Ms. Axford contacted the DRO to formally dispute her bill. 

This is referenced on page 1 of 18 in the DRO file attached as Confidential 
Attachment 1. 
 

• September 25, 2025 – The DRO responded to the customer and NS Power. He 
summarized his role and asked NS Power to provide its position in the matter as 
well as relevant account documentation. This is referenced on page 2 of 18 in the 
DRO file attached as Confidential Attachment 1. 
 

• September 25, 2025 – NS Power responded to the DRO and customer informing 
the DRO that consent had not been granted on the subject account and asked Ms. 
Axford to provide her consent to release account information to the DRO. This is 
referenced on page 3 of 18 in the DRO file attached as Confidential Attachment 1. 
 

• October 22, 2025 – The DRO advised NS Power and Ms. Axford that, as a result of 
the customer not providing consent to review her account file, he was closing his 
file on the matter. This is referenced on page 4 of 18 in the DRO file attached as 
Confidential Attachment 1. 
 

• October 22, 2025 – Ms. Axford indicated she would resend her consent and asked 
if the file could remain open. The DRO advised that he would reopen the file 
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assuming consent was supplied to NS Power by week’s end. This is referenced on 
page 5 of 18 in the DRO file attached as Confidential Attachment 1. 
 

• October 22, 2025 – Ms. Axford emailed the DRO confirming she had emailed NS 
Power consent and attached supporting documents (meter readings, bills, prior 
communications). She summarized her interactions with NS Power. This is 
referenced on pages 6 to 7 of 18 in the DRO file attached as Confidential 
Attachment 1. 
 

• October 23, 2025 – The DRO restated the purpose of his role and asked NS Power 
to provide its position in the matter as well as relevant account documentation. 
This is referenced on page 8 of 18 in the DRO file attached as Confidential 
Attachment 1. 
 

• October 24, 2025 – NS Power responded to the DRO stating: 
 
[…] The subject account was connected to the premise  Oct 
25th, 2024. The premise was on a seasonal rate at the time and as such 
the customer did not receive their first bill for energy consumption or 
applicable base fees until July 2025. Upon receiving the estimated July bill 
for seven months the customer contacted customer care, and the premise 
was removed from seasonal billing. 
 
On August 26th the customer contacted customer care again after 
receiving another estimated bill with an estimated read of 32,523.59 kWh 
and submitted a photo of their meter showing it to be reading at 30,960 
kWh. The customer was then issued a new bill for September crediting 
back the most recent estimate and billing back the correct usage based on 
the read submitted by the customer, a difference of 1,563.59 kWh. This 
reduced the customer’s account balance by $302.17, however as seen on 
the attached ledger, at no point in time was there a credit balance on the 
account that could have been refunded to the customer. 
 
Due to the confusion and inconvenience created by the customer not 
initially being informed that this premise was on a seasonal rate, NS Power 
will be applying a $100 Goodwill credit to the customer’s account. 
 
It is NS Power’s position that the subject account has been billed 
appropriately. 

 
NS Power attached the account ledger and meter reads for the subject account 
(# ). This is referenced on pages 12, 15, and 16 of 18 in the DRO file 
attached as Confidential Attachment 1. 
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• October 24, 2025 – Ms. Axford responded to NS Power’s reply, disputing its 

proposal and reiterating that she had requested bi-monthly billing and not 
seasonal billing. She raised concerns about the accuracy of the meter reads and 
questioned whether the amount was estimated from the previous owner. This is 
referenced on page 11 of 18 in the DRO file attached as Confidential Attachment 
1. 
 

• October 25, 2025 – The DRO issued a Final Written Decision to Ms. Axford 
pertaining to this appeal, finding as follows: 

 
In the context of Board approved Regulations, after adjustments N.S. 
Power has appropriately billed the Customer for service to  

 
 

This is referenced on pages 17 to 18 of 18 in the DRO file attached as Confidential 
Attachment 1. 
 

• October 31, 2025 – Ms. Axford appealed the DRO’s decision with the NSEB. 
 
NS Power agrees with the DRO’s decision that NS Power has appropriately billed Ms. 
Axford. 
 
Ms. Axford connected service at  on October 25, 2024. At that time, the 
property was already set up on seasonal billing, which is permitted under Regulation 3.3 
of the NS Power Regulations. Seasonal billing is intended for properties where electricity 
usage is concentrated in certain periods and allows charges to be grouped and billed in 
designated intervals. In this case, the customer received her first usage bill for the period 
October 25 to November 4, 2024, representing the fall billing cycle under the seasonal 
plan and including the streetlight rental charge. Following this bill, Ms. Axford received 
three subsequent invoices for streetlight rental only, with no usage billed until July 2025. 
Copies of Ms. Axford’s bills from October 25, 2024, to the present have been included as 
Confidential Attachment 3 for reference. 
 
In July 2025, Ms. Axford received an estimated bill of $2,141.86 for usage from November 
to June, covering 218 days and an estimated 10,834 kWh. This estimate was based on 
historical consumption for the property during similar periods. When Ms. Axford 
contacted NS Power on July 11, she was advised that the bill was estimated and her 
account was switched from seasonal to standard bi-monthly billing. On August 14, Ms. 
Axford received a subsequent estimated bill of $508.62 for service from June 10 to August 
14, 2025, based on an estimated read of 32,523.59 kWh. 
 
Ms. Axford called again on August 15, expressing concern that the full balance from the 
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July bill had been withdrawn. The representative requested a photo of the meter reading 
so the bill could be adjusted. On August 26, Ms. Axford submitted the photo, and NS 
Power confirmed the actual read of 30,960 kWh. This confirmed that Ms. Axford used a 
total of 11,534 kWh1 over the period of November 4, 2024, to August 26, 2025. Based on 
this reconciliation, NS Power determined that the earlier estimates exceeded actual 
usage by approximately 1,564 kWh2. This variance was corrected on the September 2025 
bill, which included an adjustment of 1,564 kWh3 to accurately reflect the customer’s true 
consumption. 
 
NS Power sincerely apologizes for any confusion arising from prior communications and 
for the inconvenience caused by the seasonal billing arrangement. The customer is now 
enrolled in standard bi-monthly billing, and NS Power’s CIS records and billing 
documentation confirm that all estimated charges have been replaced with actual usage 
data. The account has been fully reconciled in accordance with Board-approved billing 
practices. 
 
The Company’s role is to deliver electricity to the metering point and does not extend to 
how energy is consumed on the customer’s premises. A customer’s usage is a function of 
lifestyle, heating systems, appliances and other equipment used, as well as a range of 
other factors beyond NS Power’s control (for example, outside temperatures, including 
extreme temperatures and fluctuating temperatures, faulty wiring, ground faults, or theft 
of power).   
 
Please consider the enclosed information confidential due to the personal nature of the 
information that has been provided. NS Power has forwarded a copy of this 
correspondence to Ms. Axford by e-mail. 
 
Yours truly, 
 
 
 
Kathleen Murray 
Regulatory Counsel 
 
Encl. 
Ms. Leslie Axford 
 

 
1 30,960 kWh (true read from August 26, 2025) – 19,425.59 kWh (previous true read from November 4, 
2024) = 11,534 kWh 
2 13,098 kWh (estimated consumption from November 4, 2024, to August 14, 2025) – 11,534 kWh (actual 
consumption for the period) = 1,564 kWh 
3 See Energy Charges on September Bill (700 kWh – 2,264 kWh = -1,564 kWh). 
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