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Lisa Wallace

Chief Clerk of the Board

Nova Scotia Energy Board

1601 Lower Water Street, 3rd Floor
Halifax, NS B3J 3S3

Re: M12846 - DRO Appeal - Lora Trachsel
Dear Ms. Wallace:

In the Nova Scotia Energy Board’s (Board, NSEB) letter dated May 6, 2026, the Board
directed as follows:

By copy of this letter, the Board directs Nova Scotia Power Inc. (NS
Power, the Company) to file a response with the Board to the enclosed
appeal on or before 2:00 PM on Wednesday, May 20, 2026, and to
provide a copy of the complete file reviewed by the DRO in reaching its
decision, including any supporting information and comments NS Power
wishes the Board to consider. NS Power must also provide a copy of
their response to Ms. Lora Trachsel.

Ms. Trachsel is appealing a decision by the Dispute Resolution Officer (DRO) dated
May 5, 2026. 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 DRO decision being appealed by Ms. Trachsel:

° June 9, 2025 - The customer contacted NS Power regarding their account
balance and advised that they had made a payment of $1,500 on May 20, 2025.
NS Power explained that the posting of this payment had been delayed due to
the cyber incident. This is referenced on page 1 of 10 in Confidential
Attachment 2.
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November 3, 2025 -The customer contacted the DRO regarding their billing and
subsequently provided consent for the DRO to review the matter. NS Power
suspended further collection activity pending the DRQO’s decision. This is
referenced on page 3 of 10 in Confidential Attachment 2.

November 24, 2025 - The DRO issued a Final Written Decision finding that NS
Power had appropriately billed the customer in accordance with Board-
approved regulations. This is referenced on page 3 of 10 in Confidential
Attachment 2.

March 16, 2026 — The customer requested removal from paperless billing. The
customer also requested that copies of their October, December, and February
bills be mailed, and this request was fulfilled on April 17, 2026. This is
referenced on pages 5 to 6 of 10 in Confidential Attachment 2.

April 20, 2026 — The customer contacted NS Power regarding their bill and was
advised that the current bill was based on an estimated read and would be
adjusted once an actual meter read was obtained. The customer disputed the
accuracy of the estimate and stated that they submitted a photograph of the
meter. The customer requested escalation, and the matter was referred for
supervisor follow-up. This is referenced on page 7 of 10 in Confidential
Attachment 2.

April 21, 2026 — NS Power received a photograph of the meter from the
customer; however, the image did notinclude the full meter number. NS Power
requested that the customer resubmit a complete image. The visible reading in
the submitted photo was approximately 14,980 kWh. This is referenced on page
8 of 10 in Confidential Attachment 2.

April 21, 2026 — The customer submitted a second formal complaint to the DRO
alleging ongoing billing discrepancies, including a significant difference
between an estimated reading of 21,843 kWh and an actual reading of
approximately 14,560 kWh. The customer requested a full account audit and
escalation of the matter. This is referenced on page 2 of 40 in the DRO file
attached as Confidential Attachment 1.

April 21, 2026 — The DRO acknowledged the complaint, 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 1 of 40 in the DRO file
attached as Confidential Attachment 1.

April 21, 2026 — The customer provided documentation to the DRO, including
billing records, previous complaint correspondence, and a current meter
reading, and reiterated concerns regarding discrepancies of more than 7,000
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kWh between estimated and actual usage. This is referenced on pages 4 to 6 of
40 in the DRO file attached as Confidential Attachment 1.

° April 22, 2026 — NS Power confirmed that access to the account had been
granted to the DRO and stated the following:

[...] Meter connections to our billing system have been restored and
customer billing is returning to normal. Once the meter is read,
either remotely or in-person, the bill is reconciled automatically to
reflect actual usage.

The customer previously went to the DRO regarding billing concerns
and the meter that previously serviced the subject premises, meter
#2283287 was tested for accuracy. The results indicated the meter
was operating within prescribed accuracy limits.

When the new meter #2561954 was added to the account, an error
occurred and the customer did not bill until April 2026. The meter
read for Aprilwas estimated. NS Power has requested to have a field
representative visit the property and obtain a meter read. This is
currently scheduled for Friday, April 24. Once complete, the read
will be compared to the estimated read and the billing will be
adjusted if required.

NS Power will provide our position once a new meter read is
obtained.

NS Power attached the account ledger and meter reads for the subject account
. This is referenced on pages 7 to 12 of 40 in the DRO file attached
as Confidential Attachment 1.

° April 22, 2026 — The customer provided additional submissions to the DRO,
including a meter reading of approximately 15,118 kWh, and requested
confirmation that a full review of all billing periods would be conducted. This is
referenced on pages 14 to 18 of 40 in the DRO file attached as Confidential
Attachment 1.

° April 22, 2026 — The customer requested confirmation that the review would
include all potentially affected billing periods, including those prior to the
November 2025 meter replacement, and expressed concern that earlier
discrepancies had not been fully investigated or resolved. This is referenced on
page 19 of 40 in the DRO file attached as Confidential Attachment 1.
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April 23, 2026 — After receiving a meter read of the customer’s meter, NS Power
provided its position to DRO, stating the following:

[...] NS Power has cancelled the field representative to visit the
property to obtain a meter read as the customer has provided a
picture read of her meterread. When meter #2561954 was installed,
the reading was 0 and the picture provided shows the reading as
15118. An adjustment of 6725 kWh’s (estimated 21843 kWh’s —true
read 15118 kWh’s) has been applied on the subject account. The
credit of $1,310.64 has been applied and is now reflected on the
updated ledger.

Regarding the customer’s previous dispute, NS Power advised the
next bill that will be printed approximately December 16th, the
usage will be reconciled to the meter read of 207878 to reflect the
actual usage. Attached is the December bill showing the reconciled
bill to the meter read of 207878. This was for the removed meter
#2283287.

It is NS Power’s position that the customer has now been billed
appropriately.

The Company attached the updated account ledger and relevant bills for the
subject account. This is referenced on pages 20 to 22 of 40 in the DRO file
attached as Confidential Attachment 1.

April 23, 2026 — The customer advised that they were not satisfied with the
adjustment and expressed concern that only partial corrections had been
made without a full review of historical billing. This is referenced on page 23 of
40 in the DRO file attached as Confidential Attachment 1.

April 23, 2026 — The DRO advised that the matter appeared to be resolved and
sought confirmation from the customer as to whether the file could be closed;
otherwise, a Final Written Decision would be issued which could be appealed
with the NSEB. This is referenced on page 25 of 40 in the DRO file attached as
Confidential Attachment 1.

May 1, 2026 — The customer confirmed that they were not satisfied with the
resolution. This is referenced on page 26 of 40 in the DRO file attached as
Confidential Attachment 1.

May 2, 2026 — The customer raised their complaint to the NSEB. The DRO
advised the NSEB that a Final Written Decision had not yet been issued on the
matter and sought further input from NS Power prior to issuing a Final Written
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Decision. Thisis referenced on pages 28 to 31 of 40 in the DRO file attached as
Confidential Attachment 1.

° May 2, 2026 — The customer responded to the DRO stating that NS Power had
not rectified their bills and had not sent someone to check that their power was
being accurately monitored. This is referenced on page 34 of 40 in the DRO file
attached as Confidential Attachment 1.

° May 4, 2026 — The NSEB advised the customer that it could not proceed with an
appeal until a Final Written Decision had been issued by the DRO. This is
referenced on page 32 of 40 in the DRO file attached as Confidential
Attachment 1.

° May 4, 2026 — NS Power reiterated its position to the DRO that the customer had
been appropriately billed, noting that the previous meter had tested within
accuracy limits and that the recent adjustment had corrected the estimated
billing. This is referenced on page 35 of 40 in the DRO file attached as
Confidential Attachment 1.

° May 5, 2026 — The DRO issued his Final Written Decision pertaining to this
appeal, finding as follows:

In the context of Board approved Regulation 5.1, and after
application of a credit of $1310.64 to the subject Account, N.S.

Power has aiiroiriateli billed the Customer for service to-

This is referenced on pages 37 to 39 of 40 in the DRO file attached as
Confidential Attachment 1.

° May 5, 2026 — The customer advised that they intended to appeal the DRO’s
Final Written Decision to the NSEB, citing ongoing concerns with billing
accuracy and historicalreconciliation. This is referenced on page 40 of 40 in the
DRO file attached as Confidential Attachment 1.

° May 6, 2026 — Ms. Trachsel appealed the DRO’s decision with the NSEB.

NS Power agrees with the DRO’s decision that NS Power has appropriately billed the
customer.

Following the cyber incident, NS Power was temporarily unable to access meter data,
resulting in certain customer bills being based on estimated consumption. To ensure
customers were billed based on actual energy usage as soon as practicable, NS Power
implemented manual meter reading beginningin July 2025. Once actual readings were
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obtained, any discrepancies between estimated and actual usage were reconciled
through adjustments on subsequent bills. As of March 31, 2026, meter connections to
NS Power’s billing system have been restored to normal operation, and customer
billing is returning to normal.

With respect to the subject account, the customer’s bills issued on June 13, 2025
(5,777 kWh), August 15, 2025 (6,290 kWh), and October 16, 2025 (5,267 kWh) were
based on estimated meter readings, due to the impacts of the cyber incident. The
December 12, 2025 bill, for the service period of April 9 to November 7, 2025, was
based on an actual meter read of 207,878, which reconciled prior estimated
consumption and adjusted the account accordingly. Ms. Trachsel’s invoices for the
relevant period have been attached as Confidential Attachment 3.

As part of this reconciliation, NS Power calculated the total actual consumption
between the prior actual meter reading of 191,186.68 obtained on April 9, 2025 and the
subsequent actual reading of 207,878.00 obtained on November 7, 2025, representing
total usage of 16,691 kWh' over the 212-day service period. NS Power compared this
with the estimated consumption previously billed over the same period, which totaled
17,334 kWh, resulting in an overestimation of 643 kWh?. This difference was corrected
on the December 12, 2025 bill by reversing the previously billed estimated energy and
base charges totaling $3,332.39°% and replacing them with charges of $3,098.02 based
on actual consumption for the full period. The resulting bill reflects a full reconciliation
of prior estimated billing and ensures that the customer was billed only for actual
electricity usage.

On November 7, 2025, the customer’s meter was removed for accuracy testing.
Following the installation of a new meter, an administrative error resulted in the
customer not being billed until April 2026. NS Power sincerely apologizes for this error.

The customer’s April 17, 2026 billwas based on an estimated meter reading of 21,843.
On April 22, 2026, the customer provided a photograph of their meter reading
confirming a read of 15,118 kWh. Upon receipt of this actual read, NS Power adjusted
the account by 6,725 kWh and applied a credit of $1,310.64 to reflect the customer’s
actual usage (shown on page 22 of Confidential Attachment 3).

With respect to Ms. Trachsel’s concerns regarding billing periods based on actual
readings, there is no evidence that the reads relied upon for billing were inaccurate.
On November 20, 2025, NS Power’s Measurement Canada accredited testing facility
confirmed that meter #2283287 was operating within prescribed accuracy limits. The

116,691 kWh = 207,878.00 - 191,186.68

2643 kWh =17,334 kWh - 16,691 kWh

3 $3,332.39 = $1,110.61 (June total energy charges) + $1,205.85 (August total energy charges) +
$1,015.92 (October Energy Charges)
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test results and supporting documentation are included as Attachment 4. As noted
therein, the customer may request independent testing by Measurement Canada
within six months, subject to a $46.00 fee (if the testing confirms the meter is
accurate).

NS Power’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).

The Company sincerely apologizes for any inconvenience or confusion caused by the
estimated billing process resulting from the cyber incident.

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. Trachsel by e-mail.

Yours truly,
Kothlom ooooad

Kathleen Murray
Regulatory Counsel

Encl.

c. Ms. Lora Trachsel
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AR, 0\ Scotia

November 20, 2025

Loralinde Trachsel

Dear Loralinde Trachsel,

Re: Account No._

Meter No. 2283287

We are writing to confirm the results of your recent meter test. This test was conducted following your
inquiry about electrical usage at your premises. Per our meter test process, NS Power requested your
meter (noted above) be tested in NS Power’s accredited (approved by Measurement Canada) testing
facility.

Your meter has now been tested and the results indicate this meter is operating within prescribed
accuracy limits.

Should you wish to further pursue this matter, you have the option to request a meter test by
Measurement Canada within 6 months of the date of this letter. Please note, the current fee is $46.00
for this additional testing.

The local office for Measurement Canada can be reached at 902-426-2525. Upon receipt of your
request, they will formalize a written process of notification to both you and NS Power to obtain this
meter for an official test. If the meter is found to be outside the allowable limits, Measurement Canada
will provide details as to the level of inaccuracy for an account adjustment. Should this occur, the $46.00
fee would be credited to your electrical account (noted above).

Should you wish to discuss this matter further, please do not hesitate to contact one of our Customer
Care representatives by calling 1-800-428-6230. Our representatives can also suggest tips to help reduce
your energy usage or offer programs such as our Equal Billing program that make it easier to budget for
your electricity bill throughout the year through equal monthly payments.

Yours truly,

Teri
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