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About Waterloo North Hydro

WHO ARE WE?

At Waterloo North Hydro (WNH), we touch the lives of our customers every day, provid-
ing the electricity needed for their homes, schools, and businesses. We deliver electricity 
safely and reliably, at the lowest reasonable cost. Serving more than 58,000 customers, 
we deliver energy across a large urban and rural service area spanning 683 square km. 
We do so with employees focused on quality service and customer satisfaction.

Waterloo North Hydro Inc. is a municipally-owned electricity distribution company 
incorporated under the Business Corporation Act (Ontario) as of May 1, 2000.

Purpose:
Deliver electricity efficiently to our customers.

Mission:
To be of service to our customers by delivering electricity to homes and businesses in 
our community – safely, reliably, 24/7.

Vision:
Be the flexible, sustainable distribution platform for connecting consumers and produc-
ers of electricity, and be the trusted energy advisor of choice for our customers.

Core Values:
Respect, Commitment to Excellence, Service, Teamwork and Collaboration, Responsi-
bility and Accountability, Safety and Environmental Stewardship.

Corporate Ownership
WNH is a wholly-owned subsidiary of Waterloo North Hydro 
Holding Corporation, which is owned by the City of Waterloo, the 
Township of Wellesley, and the Township of Woolwich.
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MESSAGE TO SHAREHOLDERS
The continued impact of COVID-19 and the 
public announcement of the potential merger of 
WNH with Kitchener-Wilmot Hydro distracted 
from a normal business year for Waterloo North 
Hydro in 2021.

WNH continued to address COVID head-on in 
2021, providing personal protective equipment 
and education to employees on health and safety 
measures to keep everyone safe while working. 
Before it became commonplace, WNH, in part-
nership with the Greater Kitchener-Waterloo 
Chamber of Commerce, introduced a two-week 
Rapid Antigen Testing Pilot Program. Employees 
embraced the pilot program, which WNH contin-
ued throughout the year. Later in the year, WNH 
released a Vaccination and Rapid Antigen Testing 
Policy encouraging full vaccination by all employ-
ees to maintain a healthy and safe workplace; 96 
percent of WNH employees were fully vaccinated 
by the end of 2021.

In October, after much work and studies behind 

the scenes, the five shareholder municipalities 
of Kitchener, Waterloo, Wellesley, Wilmot and 
Woolwich, announced the proposed merger 
of Kitchener Power Corp. and Waterloo North 
Hydro Holding Corporation and the respective 
LDCs, Kitchener-Wilmot Hydro and Waterloo 
North Hydro.  Following public engagement and 
finalizing key agreements, approval was received 
in December 2021 from all five municipal Coun-
cils and the respective boards to proceed with 
the proposed merger. The focus now shifts to the 
LDCs seeking approvals to merge, and the work 
to integrate our companies.

Despite the distractions, the unwavering com-
mitment by our talented employees at all levels 
of the company towards serving our custom-
ers, produced exemplary results in 2021, much 
like we have done in prior years. Our Customer 
Service team worked with customers to find 
payment solutions that eased the burden of the 
pandemic impact. Our goal was to keep the pow-
er on to customers and businesses so they can 
continue to do the amazing things we do in the 
Waterloo region.

WNH continues as an industry leader in electrici-
ty reliability, most notably through the award-win-
ning Fault Location Isolation and Service Resto-
ration (FLISR) technology. This software lowers 
both the frequency and severity of unplanned 
outages across WNH’s service territory and led 

to a 33 percent decrease in Customer Minutes of 
Interruption in 2021.

Along with several other awards such as one of 
Canada’s Safest Employers, and one of Canada’s 
Greenest Employers, Waterloo North Hydro re-
ceived recognition as one of Waterloo Area’s Top 
Employers for 2022. This is the sixth consecutive 
year that WNH has earned this distinction. It is a 
direct reflection of the hard work and dedication 
of all employees to consistently be committed to 
serving our customers and looking out for one 
another, exceeding our expectations and ensur-
ing WNH remains a great, award-winning place 
to work.

It is especially rewarding that our employees 
have achieved great results and received 
recognition of several awards through the 
pressures of COVID these past two year. The 
Board of Directors and the Executive Team 
are very proud of the accomplishments of our 
employees and the organization, and extend our 
appreciation to all of the employees.

Micheal Kelly, 
Board Chair 
Waterloo North Hydro Inc.

Rene W. Gatien, 
President & CEO 
Waterloo North Hydro Inc.
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Promoting safety and providing 
service during a pandemic
2021 was a challenging year for businesses 
across Ontario as the COVID-19 pandemic 
continued to change the way WNH and 
other organizations did business. WNH 
continued to operate with staff working 
both remotely and in the office for portions 
of the year. To help keep employees safe, 
the utility organized staff into cohorts 
for remote and in-office work to avoid 
cross-department interaction and decrease 
opportunities to spread illnesses across 
the organization. Before most employees 
returned to the office full-time, WNH intro-
duced a detailed return to work and reopen-
ing plan that put the physical and mental 
safety of employees, their families, and the 
public at the forefront.

To keep everyone safe while working, WNH 
provided protective equipment and educat-
ed employees on COVID health and safety 
measures (including handwashing, social 
distancing, mask-wearing and vaccines). 
The utility also added awareness signs 
throughout the building and introduced 
capacity limits in meeting rooms and com-
mon spaces.

Education and awareness were key compo-
nents of WNH’s pandemic response. WNH 

educated employees on COVID health and 
safety measures through 16 Employee Ed-
ucation documents, 15 virtual information 
sessions and regular updates to signage, 
information bulletins and department meet-
ings. The employee-led Pandemic Planning 
Committee steered the utility through its 
pandemic response, meeting 78 times 
throughout the year.

In May, WNH, in partnership with the 
Greater Kitchener-Waterloo Chamber of 
Commerce, introduced a two-week Rapid 
Antigen Testing Pilot Program. Employees 
embraced the pilot program, which had a 
47 percent participation rate during the ini-
tial two-week run. WNH chose to continue 
the program throughout the remainder of 
2021 and 678 tests were completed by the 
end of the year.

Later in the year, WNH released a Vacci-
nation and Rapid Antigen Testing Policy 
to maintain a healthy and safe workplace 
through encouraging vaccinations and rap-
id testing. By the end of the year, 96 percent 
of WNH employees were fully vaccinated.

678
Rapid Tests 

Administered

96%
Employee Vaccination 

Rate

78
Meetings of the 

Pandemic Planning 
Committee



Looking Ahead
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On October 1, a proposed merger between WNH and Kitchener-Wilmot Hy-
dro (KWH) was announced at a virtual news conference. The merger would 
create a larger, local and publicly owned power utility.

Following the announcement, the two utilities and their shareholders began 
a public engagement process, which included a Public Information Session 
in mid-October; the launch of a public-facing website with detailed merger 
information, news updates and Frequently Asked Questions.

The four-week public engagement process was completed in the fall of 
2021, and the five municipal councils of Kitchener, Waterloo, Wellesley, 
Wilmot and Woolwich approved the merger of Kitchener Power Corp. and 
Waterloo North Hydro Holding Corporation and their subsidiary companies 
Kitchener-Wilmot Hydro Inc. and Waterloo North Hydro Inc.

The merger still requires approval by the Ontario Energy Board, which will 
review the merger application.

For more information on the proposed merger, please visit connectinglocalpower.ca.

https://connectinglocalpower.ca/
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Customer Solutions
Going above and beyond to help all customers is a hallmark of WNH’s daily 
operations. As many of our customers faced another challenging year, WNH’s 
Customer Solutions team worked to offer the necessary support to custom-
ers to provide peace of mind and keep their accounts in good standing.

By working closely with customers, providing patient and understanding 
assistance, offering flexible payment arrangements, and promoting avail-
able financial assistance programs, WNH decreased the number of past due 
notices sent in 2021 by 37 percent over the previous year. The work done by 
WNH’s Customer Solutions team also resulted in a marked decrease in cus-
tomer disconnections and deposits collected.

As the continuation of the pandemic shifted customer needs and require-
ments, the utility responded by shifting focus to online account management 
tools and service forms.

20,414
Pre-Authorized 

Payment Customers
PERCENTAGE OF WNH CUSTOMERS REGISTERED FOR EBILLING (BY YEAR)

45.53

40.55

29.48

21.27

35.7
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94.71%
Calls answered within 

30 seconds (an 8% 
increase over 2020)

99.96%
Billing Accuracy

WNH converted many PDF-only service 
request forms to updated, fillable online ver-
sions, which led to an increase in online form 
usage and lessened the reliance on phone 
calls and in-person meetings to make account 
updates. Customers were also encouraged 
to register for My Account and eBillling, as 
well as sign-up for Pre-Authorized Payment or 
Equal Payment Plans to help take the worry 
out of managing their accounts. WNH ran 
three eBilling campaigns for residential cus-
tomers, as well as a separate campaign for 
small business customers, ultimately leading 
to 3,050 new eBilling subscribers in 2021.

Although the utility encouraged customers 
to use online tools, the Customer Solutions 
Department continued to provide exceptional 
service to customers who contacted WNH. 
Staff fielded more than 25,000 phone calls in 
2021, answering 94.71 percent of those in 30 
seconds or less, an increase of eight percent 
over 2020 and the highest percentage ever 
recorded by the utility. WNH also had a billing 
accuracy of 99.96 percent and surpassed the 
Ontario Energy Board’s Service Quality Indica-
tors for 2021.



Communications
MEETING SHIFTING CUSTOMER EXPECTATIONS

The utility continued to embrace email 
notifications as a way to complement 
traditional hand-delivered notices. Building 
on work begun in 2020, the utility emailed 
impacted customers Pre-Construction 
Notices, Pre-Design Notices and Notices 
of Scheduled Power Interruptions. In 
2021, WNH began sending new customers 
a Welcome Email, which contained 
information on the services and tools 
available to them. Additionally, WNH sent 
targeted emails to all customer groups 
each quarter that contained information 
on account management tools, safety tips, 
and efficiency resources. The customer-
focused email blasts were well-received 
by customers, with an average open rate 
of 59%, well above the industry average of 
26%.

The corporate website, as well as WNH’s 
Twitter, Facebook, and LinkedIn accounts 
continued to be important sources of 
information for customers throughout 
2021. Social media messages surrounding 
rate changes, office closures, and energy 
efficiency tips provided important 
updates for customers during the various 
provincial lockdowns. The website’s 
dedicated COVID-19 information page 
became a one-stop resource for customers 
looking for account management tools, 
payment assistance resources and safety 
information. WNH’s website saw a 14 
percent increase in visitors in 2021 and its 
social media sites each saw an increase in 
followers, as well as customer interactions.

Waterloo North Hydro’s 
customers expect the utility to 
deliver important information 
in a timely and accessible 
way. As more customers 
shifted to working from home 
and managing their accounts 
online, WNH focused its 
communications efforts to meet 
evolving customer expectations.

14%
Increase in website 

users over 2020

79%
Average open rate for 

monthly new customer 
welcome emails
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System Reliability and 
Operations
Delivering electricity safely and reliably to customers is 
WNH’s mission. The utility has been an industry leader in 
electricity reliability, most notably through the implemen-
tation of the Advanced Distribution Management System 
(ADMS) and the award-winning Fault Location Isolation and 
Service Restoration (FLISR) technology. This software, which 
earned WNH the Electricity Distributors Association Perfor-
mance Excellence Award in 2021, improves the lives of our 
customers by playing a key role in continuing to lower both 
the frequency and severity of unplanned outages across 
WNH’s service territory.

FLISR led to a 33 percent decrease in Customer Minutes 
of Interruption in 2021, resulting in more than 1.357 million 
minutes of customer interruption saved. Over the past three 
years, WNH has expanded the use of FLISR and the ADMS 
throughout its service territory, and as of the end of the year, 
95 percent of customers are on FLISR-enabled feeders.

WNH also understands that reliability and customer needs 
are ever-changing, and as the electrical grid continues to 
expand and diversify, the utility wants to continue to position 
itself as an industry leader. In 2021, WNH partnered with 
Survalent and other Ontario LDCs to create a platform that 
will provide electrical utilities with a detailed understanding of 
local energy sources, including wind and solar power, within 
their systems. The platform will provide real-time supply and 
consumption information to help utilities plan for changes 
in the electricity market, ensuring WNH will remain on the 
leading edge of reliability in the years to come.

376
Low-Voltage Service 

Connections completed 
in 2021

AVERAGE OUTAGE DURATION FOR EACH WNH CUSTOMER (HRS)

0.77
0.99

2.09

0.86

1.13



8
Consecutive years with 
zero loss time injuries
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14,366
Locates completed in 

2021

The physical and mental health and well-being of 
WNH’s staff is the utility’s top priority and at the 
heart of everything it does.

Employee education and safety training is a key 
pillar of WNH’s commitment to safety. With em-
ployees continuing to work remotely, as well as 
in the office throughout 2021, the utility offered a 
range of in-person and virtual training sessions to 
both trades and non-trades staff covering a variety 
of subjects, including Emergency First Aid, Rescue 
Training, and quarterly health and safety update 
meetings. Continuous training and employee 
education are some of the reasons that WNH has 
recorded eight consecutive years with zero loss 
time injuries.

Safety and Wellness
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WNH’s commitment to health and safety encompasses mental health aware-
ness. WNH was the only Local Distribution Company among 10 Ontario 
workplaces selected to participate in the Roadmap to Psychological Safety in 
the Workplace program by Howatt HR, Workplace Safety and Prevention Ser-
vices, and St Mary’s University. In August, WNH employees participated in the 
voluntary Mental Fitness Index Survey. The purpose was to help WNH under-
stand the factors that affect employees’ experiences at work. The results can 
help WNH take actions to create a safer, healthier, more supportive, and more 
productive workplace. Employee participation eclipsed the 30 percent target by 
reaching 44 percent.

The utility’s mental and physical health and safety efforts earned national 
recognition, as WNH was awarded the 2021 Excellence Awards in Psycholog-
ical Safety and Wellness and Safest Electrical Utility from Canada’s Safest 
Employer.

Training offered to staff includes:
• Transportation of Dangerous Goods
• Working at Heights
• Workplace Mental Health: How Managers Should Respond
• Workplace Mental Health: Raising Awareness
• Joint Health and Safety Certification
• Mental Health Awareness Training
• Emergency First Aid
• Lift Truck training
• Utility Work Protection Code Recertification
• Basics of Supervising
• Collaborative Performance Management
• Traffic Control Temporary Work Zones
• Mobile Crane 0-8 Tonne
• Rubber Glove Use
• Confined Spaces Training
• Rescue Practice training

1,951
Safety training hours



Public Awareness Safety Survey
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Public safety education and awareness are an 
important part of WNH’s community outreach. The 
utility provides important electrical safety education, 
information, and resources to promote public safety. 

To help guide the utility’s future safety outreach 
programs, and to measure the effectiveness of 
recent safety campaigns, WNH completed a Public 
Awareness of Electrical Safety Survey in late 2021. 
The survey, which is completed every two years, asks 
area residents important questions around six key 
electrical safety themes.

The 2021 survey showed that respondents are more 
aware of electrical safety hazards and important 
safety messages than ever before. Safety aware-
ness is increasing in the Waterloo region and WNH’s 
efforts to educate the public are helping to keep area 
residents safe.
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Elementary School 
Electrical Safety 
Poster Contest
The WNH Elementary School Electrical Safety Poster Contest 
is a highlight on the calendar for many local children, parents, 
and educators. In 2021, students from 20 different schools in 
Waterloo Region submitted hand-drawn artwork for their chance 
to win a great prize.

The theme of the fourth annual contest was “Stay Safe and Avoid 
Overhead Powerlines.” Students in Grades 1-8 at Public and 
Catholic Schools in WNH’s service territory designed a poster 
explaining how to stay safe around overhead powerlines. WNH 
provided the students with important safety tips and videos 
featuring Lucky the Squirrel to help guide their creations.

More than 40 entries were received in three age groups (Grade 
1-3, 4-6, and 7-8). WNH held a vote amongst employees to 
determine finalists in each age group. The public then selected 
the winners through an online vote.

The winning artists each received a special gift from WNH 
and the title of Safety Ambassador. The artwork was used 
in bill inserts, print advertising, social media, and web safety 
campaigns, allowing children to educate WNH’s customers on 
the importance of looking up, looking out, and staying clear of 
overhead powerlines.

https://www.youtube.com/watch?v=6gA80bSBToc
https://www.youtube.com/watch?v=6gA80bSBToc


Life at WNH
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Promoting employee wellness and building 
a sense of community among staff is part of 
WNH’s daily operations and a big reason why the 
utility is an award-winning place to work. With 
employees working both in the office and re-
motely throughout  2021, staying connected was 
a main theme for the year.

The utility’s wellness program was adapted to 
encourage participation both in the office and at 
home. There were monthly wellness newsletters 
provided to all employees, which included healthy 
recipes, health and diet tips, mindset challenges, 
and expert advice. The utility also encouraged 
employees to get outside, stay active, and eat 
healthy during the cold winter months with a 14-
Day Self Care Challenge in January.

As staff returned to the office and COVID-19 
restrictions changed, more on-site events were 
held, including an Employee Appreciation Lunch 
in September and a drive-through Kids Christmas 
Event in November.

WNH also supported several important mental 
health initiatives throughout 2021, including Bell 
Let’s Talk Day and the Movember movement.
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Energy Management 
and Efficiency
Supporting residential, small business, and medium 
and large commercial customers in their efforts to 
save money by better managing their energy costs 
has long been a focus of WNH.  

These efforts continued in 2021, as the utility 
helped customers reach their energy-saving targets, 
access incentives through local programs, and 
helped with Save on Energy program applications.

WNH assisted 19 commercial and industrial cus-
tomers through Save on Energy programs, including 
Retrofit and the Process & Systems Upgrade Pro-
gram, securing almost $700,000 in incentives and 
helping to reduce their total energy consumption by 
more than 4,000 MWh. 

WNH provided energy management assistance 
through several local programs. The Strategic En-
ergy Management Program produced 229 MWh of 
energy savings for large customers. The Refriger-
ation Efficiency Program led to 28 installations, to-
taling more than $42,000 in incentives and 150,752 
kWh in energy savings.

The utility also assisted homeowners and residen-
tial customers in finding ways to save through quar-
terly eBlasts, and by sharing regular efficiency tips 
on social media and the corporate website.

REFRIGERATION  
EFFICIENCY PROGRAM

$42K in incentives

150,752 kWh
in energy savings

STRATEGIC ENERGY 
MANAGEMENT PROGRAM

229 MWh
of energy savings

RETROFIT AND THE PROCESS 
& SYSTEMS UPGRADE 

PROGRAM
$700,000 in incentives, and 

more than

4,000 MWh
in energy savings, which is enough 
to provide electricity to 400 homes 

for a year.
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Innovation

Waterloo North Hydro continues to invest in research 
and new programs designed to advance technology 
and provide value to customers through innovation. In 
2021, WNH worked with various institutions, groups, 
and organizations to unveil a pair of sustainability 
projects.

ELOCITY PILOT PROGRAM
The organization introduced a pilot program to help 
Electric Vehicle drivers manage their charging demand 
and better control their electricity costs. The Elocity 
Pilot Program provides EV drivers with real-time infor-
mation on their electricity consumption and charging 
patterns. This information will assist utilities in better 
understanding both EV residential charging patterns 
and demand, and provide opportunities to test demand 
response with EV owners, leading to greater grid reli-
ability.

Visit elocitytech.com to learn more.

INNOVIA GEO-PILE PROJECT
WNH partnered with Innovia GEO Corp., Grand 
River Energy, Pileworks, WalterFedy, Ryerson 
University, and HMC to complete the GEO-Pile 
Demonstration project at its Eby Rush Trans-
former Station. The demonstration site is the 
first of its kind to test Innovia’s novel geo-piles 
and cements WNH as an industry leader in 
utilizing green technologies. Geo-piles are a 
new type of in-ground heat exchanger. They 
utilize existing structural equipment to replace 
conventional geothermal equipment – yield-
ing two building functions from the same 
installation cost. 

The project at the Eby Rush Transformer 
station features a geo-pile array that has been 
installed to provide heating and cooling to our 
station building. The station will also act as a 
research centre, as data collected at the site 
will be used to compare the performance of 
the array against traditional vertical geother-
mal systems while continuing to improve the 
system for future uses.

Visit innoviageo.com to learn more about the 
project.

https://elocitytech.com/
https://www.innoviageo.com/


1,225 km
sustainably travelled 

during the Eco-Challenge
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19,511 lbs
of copper diverted from 

landfills

1,757 lbs
of eWaste recycled

As one of Canada’s Greenest Employers, WNH is a national 
leader in sustainability both within the organization and in the 
communities it serves. The utility’s Administration Building and 
Service Centre has a LEED silver certification, and WNH is com-
mitted to a 20 percent Greenhouse Gas reduction, as well as a 
target of 80 percent waste diversion and an 80 percent water 
footprint reduction by 2025 through its partnership with Sustain-
able Waterloo Region.

To further support its sustainability goals, WNH has implement-
ed robust recycling and waste diversion programs that includes 
the recycling of industrial waste, old poles, wires, metal materi-
als, and electronics, as well as pens, printer cartridges, various 
types of lightbulbs, coffee bags and depleted batteries.

The employee-led Green Team promotes environmental 
awareness and sustainability amongst WNH employees using 
education bulletins and the annual Eco-Challenge. This year’s 
challenge saw 40 percent of employees participate in events 
that included a bike tune-up, neighbourhood cleanup, a clothing 
drive, and a green thumb challenge for the WNH gardeners. 
WNH employees were also encouraged to reduce their use of 
plastics and support the United Nations Sustainable Develop-
ment Goals.

Beyond employee-led initiatives, WNH further enhanced its 
sustainable output with the installation of a ground mount solar 
photovoltaic system. The project will generate about 244,500 
kWh a year and allow WNH to offset approximately 27 percent 
of its electricity needs from the grid, while also helping the utility 
to provide guidance and support to its customers seeking infor-
mation on similar systems.

Sustainability
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AWARDS WNH continues to stand out amongst other Ontario LDCs and build on its high-quality reputation. The utility’s 
achievements are reflected in the numerous awards and recognitions received in 2021.

Canada’s Greenest Employers
The utility’s commitment to environmental 
stewardship, sustainability and environmental 
awareness earned it national recognition as 
one of Canada’s Greenest Employers. WNH 
is a national leader in sustainability, working 
with Sustainable Waterloo Region to lower its 
greenhouse gas emissions by 20 percent over 
10 years. The utility also has limited the use 
of disposable water bottles within its facility, 
supplying all employees with reusable water 
bottles and placing filling stations throughout 
its Administrative Building and Service Centre.

Click here to learn more. 

Waterloo Area’s Top Employers
WNH was named one of Waterloo Area’s Top 
Employers for the sixth consecutive year. 
The award’s judging panel highlighted WNH’s 
commitment to employee education through 
ongoing training and development, as well as 
our efforts to continue providing exception-
al service to our customers throughout the 
COVID-19 pandemic.

Click here to learn more

EDA Excellence Award
WNH received the prestigious Innovation 
Excellence Award from the Electricity Distribu-
tor’s Association for its ongoing Fault Location, 
Isolation & Service Restoration project. The 
project has helped to decrease the length and 
impact of customer power outages.

The EDA Excellence Awards annually highlight 
excellence across Ontario LDCs. The EDA’s In-
novation Excellence Award recognizes an LDC 
that has introduced unique business models 
focused on new or better ways of creating 
value while having a meaningful impact on 
customers.

Click here to learn more.

Canada’s Safest Employers
WNH also received Excellence Awards in the 
categories of Best Wellness and Psychological 
Safety Program, and Canada’s Safest Utilities 
and Electrical Employers. This is the third 
consecutive year WNH has received recogni-
tion from Canada’s Safest Employers in these 
categories. 

https://reviews.canadastop100.com/top-employer-waterloo-north-hydro
http://canadastop100.com/waterloo/
http://www.wnhydro.com/innovation


COMMUNITY INVOLVEMENT

2021 United Way Campaign

The utility’s long-standing support of the United Way continued with an 
employee-led campaign in 2021. The campaign included turkey raffles, 
a pancake breakfast, samosa sales, a 50/50 draw and a silent auction, 
among other crowd-pleasing events. More than $9,500 was raised for 
the United Way through the month-long campaign. As part of this year’s 
campaign, WNH employees also held an inter-departmental Food Drive to 
support the Food Bank of Waterloo Region. A total of 661 pounds of food 
were donated, which is enough for 846 healthy meals.

Support The Food Bank Through eBilling

With the help of our customers, WNH donated a total of 4,500 meals 
to The Food Bank in 2021. In the fall, the utility donated six meals to 
The Food Bank for each customer that registered for eBilling during its 
campaign. The utility also ran a special Week of Giving eBilling campaign 
and donated 12 meals for each customer that signed up from November 
29 until December 6.

Christmas Family Program

WNH employees have also supported local families through the 
Christmas Family program. In 2021, we raised $1,000 to brighten the 
holiday season for two families.

Educational Support

WNH also supports local universities and colleges. In 2021, WNH donated 
$5,000 to Conestoga College’s Powerline Technician Program. This 
donation provides four students with scholarships of $1,250 each. In 
addition to providing financial support, WNH also donates equipment, 
including trucks and trailers that are scheduled to be replaced by newer 
models. Former WNH employees are also program coordinators, and 
current employees act as program advisors. WNH also supports the 
two universities in its service territory. WNH supports several programs 
at Wilfrid Laurier University, including its Business Program. The utility 
also provides assistance and guidance to the University of Waterloo’s 
Engineering Program, and sponsors the school’s Midnight Sun Solar Car 
Team. 

WNH is an active contributor to organizations and charitable groups across our service territory.

Waterloo North Hydro  2021 Report  |  20



$128,000
raised for the United Way 

Waterloo Region Communities 
in the past decade.
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22,000
meals donated to The Food Bank 
on behalf of our customers over 

the past four years.

$20,000
in scholarships have been 

provided to Powerline Technician 
Students at Conestoga College 

since 2018.

OTHER ORGANIZATIONS 
SUPPORTED BY WNH

• The Movember Movement

• Bell Let’s Talk Day

• MySafeWork

• Pink Shirt Anti-Bullying Day

• Children’s Safety Village

• REEP Green Solutions

• Waterloo Regional Electrical 
Association

• Association of Electrical Utility Safety 
Professionals

• THEMUSEUM Kids program
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Sharing expertise, resources and ideas helps WNH remain a top-performing LDC and ensures our customers receive the best service possible. The 
utility is pleased to be an active member in many community and industry organizations committed to improving the Waterloo region and the elec-
tricity distribution sector as a whole.

Sustainable Waterloo Region
Sustainable Waterloo Region (SWR) is a social enterprise non-profit organization that helps 
the local business community, and Waterloo region as a whole, become more environ-
mentally and economically sustainable. As a founding member of SWR, WNH continues 
to support SWR programs and has a senior executive on the SWR Board of Directors. As a 
Gold Pledging member, WNH is committed to reducing Greenhouse Gas emissions by 20% 
from 2010 levels (intensity/customer count), as well as 80% waste diversion, and an 80% 
water footprint reduction from 2015 levels by 2025. Learn More

GridSmartCity
WNH is one of 15 member LDCs of the GridSmartCity Cooperative. The Cooperative bridg-
es the need for innovation and infrastructure renewal, with the benefits of collaboration 
and cost-efficiency. Operating within a formalized structure, and as a legal cooperative 
entity, our LDC members share resources, insights and systems that help run smarter 
companies, while advancing innovation, reliability and efficiency across Ontario’s electrici-
ty grid. Learn More

WR Community Energy
WNH is a founding member and continued supporter of WR Community Energy, a partner-
ship of the cities of Cambridge, Kitchener and Waterloo, the regional municipality, Kitchen-
er-Wilmot Hydro, Energy + and Waterloo North Hydro, as well as the two gas companies in 
the Region of Waterloo. The goal of the partners is to show leadership to take advantage 
of energy opportunities to benefit the local economy and improve quality of life, and the 
environment. WNH’s CEO is the current Chair of the Governance Committee of WR Com-
munity Energy and several employees serve on working groups and committees within the 
organization. Learn More

WNH IS ALSO A MEMBER 
OF THE FOLLOWING 
ORGANIZATIONS:

• Electricity Distributors 
Association

• Grand River Energy

• Utilities Standards Forum

• Smart Energy Consumer 
Collaborative

• Greater Kitchener-Waterloo 
Chamber of Commerce

• ClimateActionWR

• Canadian Electrical 
Association

• Survalent SmartVU OMS 
Users Group

• Smart Energy Consumer 
Collaborative

• Association of Energy 
Service Professionals

• ClimateActionWR

Partnerships

https://www.sustainablewaterlooregion.ca/
https://www.gridsmartcity.com/ 
https://wrcommunityenergy.ca/
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FUTURE GROWTH
Waterloo North Hydro’s connections to all aspects of its service territory continue to strengthen. 
Ensuring its infrastructure can adequately prepare for future growth while continuing to serve existing 
customers is an important part of the organization’s overall corporate vision.

In 2021, WNH invested more than $21.6 million in new and upgraded infrastructure to ensure an ade-
quate and reliable supply of power is available to meet customer needs and enable economic growth 
in the region. Capital investments are used to replace aging poles, overhead lines, and underground 
distribution systems in residential subdivisions, as well as transformers, and substation equipment.

WNH completed several internal projects, including the expansion of its MetsCo asset management 
software to improved the quality of analytics, streamlined the user interface, and simplify study pro-
cesses. The updates allowed WNH to use the software to prioritize its 2022 overhead and underground 
capital rebuild programs, targeting the highest risk assets and optimizing budget dollars.

VALUE TO 
SHAREHOLDERS
Waterloo North Hydro continues to achieve 
strong financial performance by balancing 
system reliability and service while minimizing 
controllable costs associated with operating, 
maintenance, and administration. For the year 
ending December 31, 2021, net income from 
operations amounted to $7,940,000 for a return 
on equity of 7.82 per cent.

RETURN ON EQUITY

CUSTOMER BASE GROWTH CAPITAL ASSETS ($000’S)
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FINANCIAL REPORTING
Waterloo North Hydro delivered  1,459 giga-
watt-hours (GWh) of energy to 58,766 custom-
ers in 2021, a 1.5 per cent increase from 2020. 
WNH’s customer base has seen steady growth 
over the past five years. While the customer 
base has continued to grow, the prevalence of 
energy-efficient products for the home has led 
to a slow decrease in customer consumption. 
The population within WNH’s service territory is 
expected to continue to grow steadily, allowing 
for sustainable revenue generation. 

ELECTRICITY SALES (GWH)

ENERGY SALES

NET INCOME FROM OPERATIONS

LONG-TERM DEBT 

DISTRIBUTION REVENUES

CAPITAL ASSETS

VALUE CREATED SINCE INCORPORATION
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The Board of Directors of Waterloo North Hydro Inc. are appointed by the WNH Holding Corporation and are responsible for the overall direction of 
the company. Day-to-day leadership and management of the corporation are delegated to the Chief Executive Officer and the Leadership Team.

Corporate Structure

BOARD OF DIRECTORS:

• Micheal Kelly, Chair
• Arnold Drung, Vice-Chair
• Mayor Dave Jaworsky (Waterloo)
• Mayor Sandy Shantz (Woolwich)
• Mayor Joe Nowak (Wellesley)
• Councillor Jeff Henry (Waterloo)
• Carol Leaman
• Tim Martin

Bank: Canadian Imperial Bank of Commerce.
1 King St. E, Kitchener

Counsel: Miller Thompson LLP.
295 Hagey Blvd #300, Waterloo

Auditor: KPMG
115 King St. S, Waterloo

Rene W. Gatien
President and Chief 

Executive Officer

Dorothy Moryc
Vice-President, Engineering 

and Stations

Albert P. Singh
Vice-President, Finance, 

and Chief Financial Officer

John Stephens
Vice-President, Operations

Mark Dillon
Vice-President, Information 

Technology Services

Will Stratford
Director, Corporate 

Services
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526 Country Squire Rd,
Waterloo ON,

N2J 4G8

www.wnhydro.com

Phone: 519-886-5090
Fax: 519-746-0133

http://www.wnhydro.com

