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WHO IS ENMAX?
THE ENMAX GROUP OF COMPANIES PLAYS A PIVOTAL
ROLE IN POWERING THE SUCCESS OF OUR PROVINCE.

•

•

•

In 2011, over $55 million
was contributed to support
the City of Calgary’s financial
needs ($600 million
has been provided over the
last 11 years).
In 2011, over $550
million was invested back
into Calgary’s electricity
infrastructure to maintain
reliability and support
future growth.
We offer flexible,
competitively priced,

fixed-rate energy
contracts to help Albertans
manage their energy costs.

•

•

We are undertaking
unprecedented capital
projects to address growth,
which will total more than
$3 billion over the
next 10 years, providing
significant benefits to
the economy.
We had industry leading
system reliability providing
local businesses with some
of the most dependable
power in the country.

•

Over 1,700 ENMAX employees, most
of whom work out of our Calgary offices.

•

We also employ many
contractors and consultants
to assist in building our new generation
facilities and upgrading our transmission
and distribution networks.

• Top 50 Alberta employer for the

•

Named one of Corporate Knights’ Best
50 Corporate Citizens of Canada
for the third consecutive year.

•

Provided electricity and natural gas to more
than 800 health care facilities.

•

Broke ground on the Shepard Energy
Centre, which will significantly reduce
stress on the Alberta-wide transmission-line
infrastructure, increasing reliability for all of
our customers.

•

Continuing to build efficient, natural gasfired generation closer to residential areas
providing competitively priced
and reliable energy solutions for Albertans.

•

Installed 171 solar photovoltaic
panel systems in Alberta giving Albertans
the ability to generate renewable energy
for their homes.

•

Calgary’s Bow Valley College and Hillier
Block Building signed on to receive district
energy for their heating needs.

•

Introduced an electric vehicle pilot
program for ENMAX employees to
understand the benefits electric vehicles
can bring to customers.

fifth consecutive year.

•

Invested over $4 million in
sponsorships in the communities we
serve supporting Albertans.

•

Supported many local and
regional charity programs
through donation campaigns that
included the United Way, the victims
of the Slave Lake fire and the
destructive tsunami in Japan.

•

Our call centre earned five customer
satisfaction awards providing awardwinning service to Albertans.

•

In 2011, our EasyMax® program
increased by 60,000 new
customer sites.

•

Over 6,000 Calgary-based grade five
students learned about electricity safety
through our school safety program.

•

ENMAX replaced 30-year-old
transmission cables in the downtown
core of Calgary ahead of schedule and
under budget for continued reliable
power supply to Calgary’s hub.

Because we’re
committed to
Alberta’s way of life.
We’re ENMAX.
And we’re on for you.
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Operations Overview

enmAx: ProviDing for
AlbertA’s wAy of life.
For more than 100 years, ENMAX has provided Albertans with safe and
reliable electricity to power the success of our province. We are warming
homes, supplying worksites, driving businesses and powering communities.
We are committed to being “on” for our customers.
ENMAX provides forward-thinking and customer-centric energy
solutions that not only work for today, but also provide for a better
tomorrow. Our strategy of vertical integration — where we support our
customer commitments with our own generation — allows us to provide
our customers with competitive energy products to help them manage
their energy costs.

coAl:
PurchAseD

Power purchase arrangements (PPAs)
from Keephills and Battle River plants

renewAbles:
enmAx-owneD

McBride Lake (50%),
Taber and Kettles Hill wind farms

nAturAl gAs:
enmAx-owneD

Crossfield Energy Centre
and Calgary Energy Centre

major transmission lines:
ENMAX Power’s transmission and
distribution system covers 1,089
square km, approximately 300 km
of transmission wires and 7,600 km
of distribution lines in Calgary and
surrounding areas
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1

Downtown District
energy centre:
Facility capable of heating up
to 10 million square feet of
residential and commercial
buildings in downtown Calgary

Distinctly AlbertAn

Edmonton
Red Deer

substations:
37 substations power residences and
businesses within Calgary city limits

Calgary

*

ENMAX plays a pivotal role in
powering the success of our
province and sustaining Alberta’s
quality of life. We provide safe,
reliable and competitively priced
electricity and natural gas for over
750,000 residential, commercial
and industrial metered customer
locations in the province.

1 residential customers

Customer-centric energy solutions like our EasyMax®
and Generate Choice™ programs continue to provide
our customers with easy and flexibile energy options

2 commercial customers

We help businesses succeed with flexible agreements,
customized electricity, natural gas and renewable
energy products and high-level customer service

3 institutional customers

We provide electricity to federal, provincial and
municipal government facilities, military bases,
health care facilities and school districts

*In Alberta’s competitive marketplace, ENMAX has residential, commercial and institutional customers in most areas of
the province with the exception of Medicine Hat (which is not part of the Alberta Interconnected Electrical System).
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Leadership

AT ENMAX, EVERY
DECISION WE MAKE
IS INFLUENCED BY
ONE CLEAR PURPOSE:
TO DELIVER LONGTERM VALUE TO OUR
SHAREHOLDER, THE
CITY OF CALGARY,
AND ALL CALGARIANS.
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LEADERSHIP

strength, strategy
and leadership

“WE’RE DRIVEN.
WE’RE FOCUSED.
WE’RE COMMITTED
TO ALBERTA’S WAY OF LIFE.
WE’RE ENMAX.
AND WE’RE ON FOR YOU.”

ONE CLEAR PURPOSE
At ENMAX, every decision we make is influenced by one clear purpose: to deliver long-term value to
our Shareholder, The City of Calgary and to all Calgarians.

In addition to this annual

Our belief is that how we earn profits is equally as important as the level of profits we earn.

review, we produce a

We strive to deliver powerful energy solutions and a reliable energy supply to our customers. Our longterm plan is to develop renewable energy, cogeneration, district energy and the best available technologies
for our customers.

corporate responsibility
report, a corporate
governance report and
a financial report (all

The ingenuity of our people is our strength. Our people deliver value every day by applying fresh
thinking to how we provide energy to support Alberta’s way of life.

reports are available at

Our consultative and customer-centric approach has allowed us to provide unique product choices and
services to Albertans, including home-based renewable electricity generation.

you’ll agree that our

Our vertical integration strategy — in which we supply our customers from our own generation —
paired with our focus on building generation facilities closer to customers, has positioned us to provide
competitively priced and reliable energy solutions for Albertans. We are committed to operating and
maintaining the electrical infrastructure we own to meet our customers’ needs every hour of every day.

enmax.com). We think
story of ingenuity with
purpose is compelling.
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a financial report (all
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thinking to how we provide energy to support Alberta’s way of life.

reports are available at

Our consultative and customer-centric approach has allowed us to provide unique product choices and
services to Albertans, including home-based renewable electricity generation.

you’ll agree that our

Our vertical integration strategy — in which we supply our customers from our own generation —
paired with our focus on building generation facilities closer to customers, has positioned us to provide
competitively priced and reliable energy solutions for Albertans. We are committed to operating and
maintaining the electrical infrastructure we own to meet our customers’ needs every hour of every day.

enmax.com). We think
story of ingenuity with
purpose is compelling.

ENMAX

2011 ANNUAL REVIEW

5

President's Message to Stakeholders

PRESIDENT’S MESSAGE
TO STAKEHOLDERS
Charles Ruigrok,
Interim President and
Chief Executive Officer

In 2011, ENMAX remained committed to its one clear purpose of delivering long-term
value to our Shareholder, The City of Calgary, and to the citizens of Calgary.
At ENMAX, our definition of value goes beyond successful financial performance. As we grow our business,
we believe it is critical to remain mindful of how we do business and the impact our activities have on others.
We believe our strategy of vertical integration — in which we control the generation of power to support
the sales to our customers — and our approach to building generation facilities close to where the power
is needed — allow us to deliver electricity more efficiently and reliably to our customers.

Milestones in 2011
Strategically, one of the proudest moments in our history was the groundbreaking of our Shepard Energy
Centre in southeast Calgary. The Shepard Energy Centre will be Alberta’s largest natural gas-fired power
facility upon completion in 2015. It will add 800 megawatts to the provincial power grid, producing about
half the carbon emissions of a conventional coal plant during generation.
We also received approval in 2011 to move forward with the development of our Bonnybrook Energy
Centre, a 165 megawatt cogeneration facility to be built east of downtown Calgary.
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President's Message to Stakeholders

Our approach to building generation
facilities close to where power is needed
allows us to deliver electricity to our
customers more efficiently and reliably.

We continued to add new customers to the Downtown District Energy Centre, our central heating facility
in Calgary. In March 2011, we signed a long-term contract with Bow Valley College to heat the new
downtown campus. We also signed on the Hillier Block Building in the East Village in the latter half of
the year.
While our energy products are available to customers across Alberta, another key aspect of our business
strategy is maintaining a robust and reliable electrical system in Calgary. Over the past year, we invested
over $550 million to maintain a reliable system, replace aging infrastructure and address increasing
demand and growth. In 2011, we completed the Downtown Cable Replacement Project ahead of
schedule. We have also been working on a number of substation and reinforcement projects. In addition,
we serviced approximately 4,500 new residential lots with distribution and streetlight infrastructure.
We made good progress on our upgrades to the Northeast Light Rail Transit (LRT) extension and the West
LRT expansion in 2011 and expect both projects to be completed in 2012.

Offering choice to Albertans
ENMAX Energy is proud of its ability to offer Alberta customers choice in energy solutions. In 2011, we
took a big step forward with the launch of our Generate Choice™ program, which offers Albertans homebased renewable energy choices such as solar power and wind generation.
We’ve also continued to achieve tremendous success with our EasyMax® program, which offers fixed
electricity rates to Albertans through flexible long-term agreements. EasyMax sign-ups were up by 25
per cent in 2011 from last year, due to a combination of volatile regulated electricity rates and the
popularity of our EasyMax product. We’re also pleased to see that a significant amount of this growth
came from customer sign-ups outside of Calgary. At the end of 2011, we provided electricity, natural
gas and value-added services to over 750,000 residential, commercial and industrial metered customer
locations in Alberta.
ENMAX
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President's Message to Stakeholders

Much of our success is because of our dedicated employees, who use their ingenuity to apply fresh thinking to how we provide
energy for Alberta’s way of life. Our customer-centric and solutions-focused approach has put us in a strong competitive and
financial position.

2011 financial performance
In 2011, ENMAX generated net earnings of $184.6 million, up from $177.8 million in 2010.
Electricity sales totaled 21,315 gigawatt hours (GWh) compared with 19,467 GWh in 2010. Natural gas sales were 44,518 terajoules
(TJ) compared with 38,549 TJ in 2010.
We are pleased that we will be able to share the results of our success with our Shareholder — in the form of a dividend of
$56 million — to be paid in 2012.

Our challenges
We are undertaking unprecedented capital projects required for reliability and to address growth, which, when combined with
spending on our transmission and distribution network, will total more than $3 billion over the next 10 years. We’ve honed
our focus on efficiency from an operational, cost and customer service perspective. And we are doing even more to create
opportunities for our employees to develop, grow and advance their careers within ENMAX.

Focus on safety
We had an extremely disappointing year in terms of safety in 2011. We were deeply saddened by the tragic loss of Nathan Haase,
one of our apprentice power linemen who died as a result of a work-related incident. Nathan’s loss was felt by his family and friends
and throughout our organization, in particular by those who worked closely with him.
Safety will be our single most important area of focus in the coming year. We are expanding the resources committed to safety
and placing additional focus on safety leadership and accountability. Our objective continues to be one of an injury free workplace
where everyone goes home free of harm every day.

The Board
I would like to take this opportunity to welcome the new Chair of our Board, Mr. Gregory Melchin, former Alberta Minister of Energy,
and to thank Greg for his leadership and support in his new role.

Thank you
It has been an incredible experience leading this organization as Interim President and CEO, and I especially want to thank all ENMAX
employees for their hard work this year. I continue to be impressed by your skill, resilience and enthusiasm. You apply ingenuity with
purpose in all that you do. With your dedication, I believe ENMAX is well positioned to accomplish great things in 2012 and beyond.
Sincerely,

Charles Ruigrok,
Interim President and Chief Executive Officer
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Chair's Message to Stakeholders

CHAIR’S MESSAGE
TO STAKEHOLDERS
At ENMAX, no business objective is more important than our ongoing commitment
to integrity. Our leadership approach is grounded in the principles of transparency,

Greg Melchin,
Chair, ENMAX Board of Directors

accountability, prudence and corporate social responsibility.
In 2011, we continued to deliver on our commitment to timely and effective information about our
governance practices and business performance with our Shareholder, the City of Calgary, and with all
Calgarians. This was a focal point for the Board and senior management team, and our work continues. As
we look ahead, we remain steadfast in our desire to achieve or exceed corporate governance standards.

Working together to share our story
Although our mandate hasn’t changed, how we communicate is continuously evolving to meet the
needs of our Shareholder and our stakeholders. We meet regularly with City Council to provide updates
on major initiatives and continue to disclose information publicly, including details about our Board and
senior executive compensation. We want to ensure that we are providing City Council, Calgarians and our
various stakeholders with the information about our business that is most important to them.
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Chair's Message to Stakeholders

It is the strength of
our relationship with
our Shareholder and
the dedication of our
employees that ensure
we maintain a strong
culture of accountability.

It is the strength of our relationship with our Shareholder and the dedication of our employees that
ensure we maintain a strong culture of accountability. We continue to produce a number of awardwinning corporate reports that provide a look inside our business operations and strategy, financial
results, compensation practices, and our approach to corporate responsibility and corporate governance.

Demonstrating leadership
I would like to extend my appreciation to all ENMAX employees whose dedication to integrity, innovation
and quality customer service has led us through a challenging and rewarding year. It has been the efforts
of our talented employees that have enabled us to achieve strong performance. I’d also like to thank
our senior executive team for their unwavering commitment to delivering reliable, affordable service to
our customers.
In 2011, Charles Ruigrok stepped in as our Interim President and CEO. Throughout his tenure, Charles
has provided outstanding leadership and we are appreciative of the many contributions he has made
to ENMAX.
Going forward, we remain committed to maximizing long-term value for our Shareholder and all the
citizens of Calgary.
Let’s continue to build the ENMAX legacy together and make the next year a safe and successful one
for everyone.

Greg Melchin
Chair, ENMAX Board of Directors
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“BECAUSE WE’RE GETTING
BETTER EVERY DAY.”
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Key Financial Achievements

CLEAR ACCOUNTABILITY:
KEY FINANCIAL ACHIEVEMENTS

21,315

Gigawatt hours of electricity sold to customers

9.7

%

56
million

$

Return on equity

Dividend declared to
The City of Calgary
for 2011 earnings

•	19,086 Gigawatt hours sold through
competitive offers

•	2,229 Gigawatt hours sold through
the regulated rate option

247.3

$

Earnings before interest and income taxes
(in millions)

•	$174.3 million from ENMAX Energy
•	$69.6 million from ENMAX Power
•	$3.4 million from ENMAX Corporate

606.3

$

Gross capital investment (in millions)

•	$427.8 million-investment in Calgary
area generation projects

•	$156.3 million-investment in Calgary’s
transmission and distribution network

•	$22.2 million-investment in
environmental and information
technology and other projects
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184.6

$

Net earnings (in millions)

Key Financial Achievements

NET EARNINGS
(millions of dollars)
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OPERATING MARGIN MIX

Financial Highlights

(millions of dollars)

800

Year ended December 31

2011

2010

3,109.1
637.4
247.3
184.6
7.5%
9.7%

2,404.2
644.3
261.6
177.8
7.9%
9.9%

(millions of dollars except where otherwise stated)

Total revenue
Operating margin
Earnings before interest and income taxes
Net earnings
Return on assets
Return on equity
(1)

(2)

(3)

11

(1)

700
600
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400
300
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1 Non-GAAP financial measure. See discussion in the Management’s Discussion and Analysis.
2	Return on assets is equal to net earnings before after-tax interest charges divided by average total assets (adjusted for capital assets under construction and current
liabilities) for the period.
3 Return on equity is equal to net earnings divided by average shareholder’s equity for the period.

0

07 08 09 10

11

YEAR

Contractual Services Margin
and other revenue
Natural Gas Margins
Electricity Margins
Transmission &
Distribution Margins
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Governance

CLEAR COMMITMENT:
GOVERNANCE APPROACH
OUR APPROACH
ENMAX’s Board of Directors and senior management are committed to providing leadership in the
corporate governance practices that guide our organization. Our governance practices are underscored
by the understanding that how we earn profits is equally as important as the level of profits we earn.
Our approach to corporate governance is to create an organizational culture based on the principles of
transparency, prudence, accountability and corporate responsibility.
Our Board oversees the development of strategies and policies to optimize value for our stakeholders,
including customers, employees, the Shareholder and the citizens of Calgary. We follow a sound corporate
governance system and are committed to adherence to the regulatory framework as set out in National
Instrument 58‐101 “Disclosure of Corporate Governance Practices”. Our corporate structure, business
and disclosure practices are aligned to our corporate governance philosophy and culture.
We continue to encourage employees to anonymously contact our Safety and Ethics HelpLine to report
any concerns related to noncompliance with our corporate governance principles and practices.

Our Shareholder
We are accountable to our Shareholder, The City of Calgary — and by extension, all Calgarians — to ensure
that our organization is operated in a prudent and transparent manner. Ongoing communication with
our Shareholder and stakeholders is an integral part of our adherence to these principles.
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Governance

“BECAUSE WE
BELIEVE IN
ACCOUNTABILITY.”

EXCELLENCE IN
CORPORATE REPORTING
For the third consecutive year, ENMAX was honoured
for excellence in corporate reporting at the Oilweek/
ATB Financial Annual Report Awards, which recognize
Western Canada’s leading energy–related corporate
reports. Our 2010 Annual Review received the top
award in the Power & Transmission category for
editorial and graphic design, as well as for financial
statements and analysis.

In 2011, this ongoing communication included sharing ENMAX’s approach to corporate governance,
Board and executive compensation and a comprehensive review of ENMAX’s business strategy.
Our Shareholder has confirmed its support of ENMAX’s business strategy, which includes:

• Technological and environmental leadership;
•	ENMAX’s continued competition in the deregulated retail, wholesale and generation marketplace for
electricity; and

•	ENMAX’s vertical integration strategy, in which, we support our sales commitments through the
development of our own generation to help mitigate risk and facilitate future profitability and fair
prices for our customers.

How we govern
In 2011, we released our second annual “How We Govern” document, which details the activities and
responsibilities of the Board and its Committees. Included in this document is information on compensation
for Board members who provide oversight and stewardship for our organization, and for the senior executives
who have the responsibility to manage the business of the organization.
The level of disclosure in the “How We Govern” document meets Canada’s national standard for corporate
governance disclosure practices as established by the Canadian Securities Administrators.
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Corporate responsibility

OUR CORPORATE RESPONSIBILITY VISION
ENMAX believes Corporate Responsibility (CR) is a journey that
progresses as our enterprise evolves and grows. As CR becomes
more fully embedded in our organization and our collective
learning and experience increases, we will see even greater
alignment between our CR vision and our business mission and
operations. We believe these efforts will return long-term value
and benefits to our organization, our shareholder, our customers
and ultimately, to all Albertans.

CLEAR
DIRECTION
We are in the final third of the “strategic approach” phase of our CR roadmap,
and believe our progress is well on track. One of the challenges in CR reporting

ENMAX’s corporate
responsibility vision:
•
•
•
•
•
•

Strong advocacy for fair and efficient markets
Leading safety and reliability performance
Cleaner energy choices for consumers
Best place to work
Respect for stakeholder interests
Value for our Shareholder

is to ensure clearly defined objectives and robust mechanisms are in place to
evaluate corporate performance year over year. In 2011, ENMAX identified a
number of key areas for action.

Opportunities and Areas for Action
An extensive review is underway and we are continuing to work on developing
a full suite of measureable objectives. The process involves an analysis of
appropriate metrics and targets to support each objective, in addition to an
assessment of our current measurement under each metric. Our philosophy
is to deliberately set “stretch” targets in key areas, reflecting our commitment
to taking visible, meaningful action and continually doing better for ourselves,
our customers and all Albertans. In other areas, we seek to sustain our high
level of achievement over the long-term.
To date, objectives for five of the eight areas have been reviewed and accepted
by the Executive CR Committee:

• Ethics and compliance
• Customers
• Emissions

• Safety
• Stakeholders

We will develop objectives for the remaining areas throughout 2012. More
detailed information about our CR objectives is available in our 2011
CR Report.
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Corporate responsibility

ENMAX NAMED AMONG
THE BEST 50 CORPORATE
CITIZENS FOR THIRD YEAR
For the third consecutive year,
ENMAX has been named one
of Corporate Knights’ Best 50
Corporate Citizens of Canada.
ENMAX ranked eighth on the
prestigious list achieving our highest ever score of
78.89 per cent, which was measured by a number of
environmental, social, governance and transparency
metrics. We see this as a strong validation of our work
and commitment to corporate responsibility.

“BECAUSE WE HONOUR OUR COMMITMENTS.”
Area for action

Objective

Metric

Target

Emissions

Significant reduction
of our generation
portfolio’s carbon
dioxide (CO2) intensity

Percentage reduction in CO2
emissions per unit of electricity
produced by the ENMAX
generation portfolio

10 per cent below 2005
levels by 2020

Safety

MissionZero: An injury
free ENMAX

Total Recordable Injury
Frequency (TRIF)

Less than one on a
sustained basis

Customers

 elivering an exemplary
D
customer experience

Annual weighted average of
“very satisfied” customers
from monthly customer
satisfaction score

T op quartile of similar/
comparable North American
energy providers annually

Leading reliability
performance

System Average Interruption
Duration Index and System
Average Interruption Frequency
Index as determined by Canadian
Electrical Association statistics

Top quartile of similar/
comparable Canadian
utilities annually

Ethics and Compliance

A culture of compliance

Number of noncompliance
findings and investigations
started

Zero annually

Stakeholders

Meet or exceed
AUC consultation
requirements

Number of compliance
issues under Alberta Utilities
Commission (AUC) Rule 007

Zero annually

Talent Management

Objectives for this area are in development

Supply Chain

Objectives for this area are in development

Sustainable Value Creation

Objectives for this area are in development

ENMAX
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Operations

OUR APPROACH
THROUGHOUT OUR
OPERATIONS IS
FORWARD THINKING
AND CUSTOMER-CENTRIC.
WE APPLY INGENUITY IN
DEVELOPING SOLUTIONS
THAT KEEP YOUR HOMES
WARM, YOUR LIGHTS ON
AND YOUR BUSINESSES
RUNNING.
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OPERATIONS

a strong base
of operations

“BECAUSE GROWING
RESPONSIBLY MEANS
A BETTER TOMORROW.”

OUR FOUNDATION
ENMAX is a vertically integrated organization, which

Generation

means we generate the electricity that we sell to our

On the generation front, we are applying new approaches

customers. In the city of Calgary, we also have the

to producing energy by locating our natural gas-fired power

responsibility to ensure that electricity is delivered reliably

generation facilities close to where electricity is required.

to all Calgarians. Our organization is structured to manage

We are in the initial building phase of the Shepard Energy

the key functions of generating, transporting and selling

Centre, an 800 megawatt (MW) combined-cycle facility,

electricity and other energy products. In every part of our

and we have regulatory approval for the Bonnybrook

organization, our people are continually looking for ways

Energy Centre, a 165 MW cogeneration facility.

to enhance Alberta’s way of life.

Our current operating facilities, including the Crossfield

Our approach throughout our operations is forward

Energy Centre, Calgary Energy Centre, Downtown District

thinking and customer-centric. We apply ingenuity in

Energy Centre, and our Taber, Kettles Hill and McBride

developing solutions that keep your homes warm, your

Lake wind farms continued to produce safe, reliable and

lights on and your businesses running.

efficient power for Alberta’s grid. We get significant supply
from our power purchase arrangements (PPAs) through
the Keephills and Battle River coal-fired plants.
ENMAX
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esab gnorts a
fo
OUR APPROACH
THROUGHOUT OUR
OPERATIONS IS
FORWARD THINKING
AND CUSTOMER-CENTRIC.
WE APPLY INGENUITY IN
DEVELOPING SOLUTIONS
THAT KEEP YOUR HOMES
WARM, YOUR LIGHTS ON
AND YOUR BUSINESSES
RUNNING.
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operations

“BECAUSE GROWING
RESPONSIBLY MEANS
A BETTER TOMORROW.”

OUR FOUNDATION
ENMAX is a vertically integrated organization, which

Generation

means we generate the electricity that we sell to our

On the generation front, we are applying new approaches

customers. In the city of Calgary, we also have the

to producing energy by locating our natural gas-fired power

responsibility to ensure that electricity is delivered reliably

generation facilities close to where electricity is required.

to all Calgarians. Our organization is structured to manage

We are in the initial building phase of the Shepard Energy

the key functions of generating, transporting and selling

Centre, an 800 megawatt (MW) combined-cycle facility,

electricity and other energy products. In every part of our

and we have regulatory approval for the Bonnybrook

organization, our people are continually looking for ways

Energy Centre, a 165 MW cogeneration facility.

to enhance Alberta’s way of life.

Our current operating facilities, including the Crossfield

Our approach throughout our operations is forward

Energy Centre, Calgary Energy Centre, Downtown District

thinking and customer-centric. We apply ingenuity in

Energy Centre, and our Taber, Kettles Hill and McBride

developing solutions that keep your homes warm, your

Lake wind farms continued to produce safe, reliable and

lights on and your businesses running.

efficient power for Alberta’s grid. We also get significant
supply from our power purchase arrangements (PPAs)
through the Keephills and Battle River coal-fired plants.
ENMAX
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POWERING LIGHT RAIL
TRANSIT IN CALGARY

ENMAX Power Services is working with Calgary Transit
to upgrade several existing Light Rail Transit (LRT)

“BECAUSE WE ARE SOLUTIONS FOCUSED.”

stations and construct new expansion lines.
The introduction of new four-car trains to the LRT
system, in addition to a planned increase in frequency
for rush-hour trains, requires the addition of seven
new substations and two mobile substations, the

ENMAX Power is responsible for the operation and maintenance of the City
of Calgary’s distribution system and a portion of the transmission network,
ensuring ongoing reliability of the electricity supply to Calgarians.

upgrade of five existing substations and upgrades to

In 2011, we focused on optimizing the efficiency and reliability of Calgary’s

the overhead wires system. This project is scheduled

network by enhancing infrastructure. This included replacing aging

for completion in 2014.

infrastructure through projects such as the Downtown Cable Replacement

The West LRT expansion is a long-awaited project

Project and advancing projects to support growth, such as two new substations

that was required to serve a large number of the

in Calgary’s south.

city’s commuters. We are making good progress on
the overhead wires system and signals room with
construction expected to be finished in late 2012.
The extension of the northeast McKnight – Westwinds
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Transmission and distribution

Electricity products and services
Another element of our operation is providing customers with electricity
products and services.

line will bring LRT service through to Saddleridge in

In 2011, we introduced Generate Choice™, a program for Albertans seeking

northeast Calgary. Our crews have installed 90 per

a competitively priced solution for incorporating renewable energy into

cent of the signaling and communication cables, 55

their homes. We also continued to inform and empower Albertans to explore

per cent of the traction power poles and sections of

competitive rate options through our EasyMax® offer and helped businesses

the system rooms. The project is on schedule for the

manage their power needs by providing competitive and customized

June 2012 completion date.

energy products.
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GENERATING
A BRIGHTER FUTURE
BUILDING BIG TO PROVIDE POWER FOR A BETTER TOMORROW
The Shepard Energy Centre comes at a crucial time — when Albertans are looking for
efficient energy solutions to maintain their way of life without sacrificing the reliability
they have come to depend on.
From ENMAX’s perspective, the solution is to build efficient natural gas-fired generation facilities that
are closer to where the population lives.
Shepard is a cornerstone of our long-term plan to deliver value to our Shareholder, The City of Calgary,
and its citizens.
By using the most advanced technology and innovative new approaches, the Shepard Energy Centre
provides the following:

Lower-emitting generation
Natural gas is considered a clean-burning fossil fuel. Shepard will produce less than half the carbon
dioxide (CO2) per MW than a conventional coal plant. It will also emit less other emissions such as carbon
monoxide (CO), sulphur dioxide (SO2) and nitrogen dioxide (NO2).

ENMAX

2011 ANNUAL REVIEW

21

Operations

“BECAUSE WE
ARE FORWARD
THINKING.”

More efficient generation
The use of combined-cycle technology increases the input energy efficiency by approximately 30 per
cent over a state-of-the-art (supercritical) coal plant.
In addition, natural gas-fired generation can be built closer to where demand for electricity occurs,
reducing the amount of electricity lost when it travels across long distances.

Responsible water use
The Shepard facility will use reclaimed water piped from the City of Calgary’s Bonnybrook Wastewater
Treatment Plant. Prior to use, this water will be cleaned, treated and filtered again by an on-site water
treatment facility.
In addition to the environmental considerations, we are developing the Shepard facility with a focus on
our Alberta customers’ desire for reliable and competitively priced power.

A more reliable option for Alberta’s electrical grid
As an 800 MW facility, Shepard will provide substantial input into Alberta’s power grid. With increased
supply comes increased reliability, and less vulnerability associated with outages and facility shutdowns.
Shepard will significantly reduce stress on the Alberta-wide transmission infrastructure because it is
located closer to the population it serves.
For all of the above reasons, ENMAX Energy believes the Shepard Energy Centre will become the template
for future generation facilities in Alberta. It is simply a better and more responsible way of doing things.
When the facility becomes operational in 2015, it will be the largest facility of its kind in Alberta and one
of the most modern and efficient facilities in the province.
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“This is the right thing to do for Calgary,
for our electricity and energy needs...
The endeavour is one of the largest
projects ever undertaken by the City
of Calgary or a related group.”
~ Calgary Mayor Naheed Nenshi, at the Shepard Energy
Centre groundbreaking ceremony, October, 2011

The Shepard Energy Centre will use the most advanced combined-cycle

COUNTING
DOWN TO SHEPARD

technology available, including two 240 MW natural gas-fired turbines and

Building the largest natural gas-fired generation

one 320 MW steam turbine. The two Japanese built natural gas-fired turbines

facility in Alberta is truly a massive undertaking,

weigh 734,000 pounds each — the equivalent of more than 28 school buses

from planning and logistics to construction. The

each. Due to their enormity, the turbines must take a long, three-month

following are highlights of the project:

Three-month voyage of the turbines

journey to get to the site.
In late February 2012, they were loaded onto a large ship in Japan to head

•	Enough earth will be moved to fill eight
football fields to a depth of 10 metres

toward Africa, travel through the Suez Canal, across the Atlantic Ocean to the

•	More than one million kilograms of rebar

St. Lawrence Seaway and through to Lake Superior. From there, these massive

will be used — equal to the weight of 650

turbines will be loaded onto rail cars and transported across the prairies to

midsize cars

Calgary. Once they arrive in Calgary, a specialized 96-wheel trailer will bring
them safely to the construction site.

Crossfield Energy Centre,
Meeting the need — off peak and on
Steady, safe and reliable. Crossfield Energy Centre, ENMAX Energy’s natural
gas-fired facility is located on the outskirts of Calgary.
Crossfield Energy Centre is a peaking facility designed to produce electricity for
Alberta’s grid during high power-consumption periods, such as during the day
or during cold winter weather. By locating this facility close to where power is

•	Approximately 56 kilometres (km) of large
and small-bore pipe, 47 km of conduit and
more than 450 km of wire and cable
will be used

•	The equivalent of 64 residential homes in
pre-fabricated metal buildings will be used

•	Almost 2,500 tonnes of structural steel will
be used — equal to the weight of
235 tractor trailer rigs

most needed, it helps make Alberta’s system more efficient.
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MODEL OF EFFICIENCY

Bonnybrook receives approval
In August 2011, ENMAX Energy’s Bonnybrook
Energy Centre, a natural gas-fired cogeneration
facility to be built in Calgary’s southeast industrial
zone, received approval from the Alberta Utilities
Commission. Once built, Bonnybrook will generate
165 MW of electricity — enough power to meet
approximately half of downtown Calgary’s
energy requirements.
Bonnybrook is being designed and located
to ensure ultra efficiency. As a cogeneration
facility, Bonnybrook will generate electricity
and capture waste heat that can then be used
by area businesses. The facility will keep its use of
fresh water to a minimum by reusing industrial
wastewater from the nearby Canada Malting site.
As an added element of efficiency, ENMAX Energy
will take hot water from Bonnybrook and send it
to our Downtown District Energy Centre, where it
will be used to heat office buildings.
Bonnybrook will be a valuable addition to our
natural gas portfolio, emitting less than half of the
carbon dioxide associated with conventional coalfired facilities and enhancing the reliability of the
region’s power supply.

“BECAUSE WE LIGHT UP THE DARKEST NIGHTS.”
Due to higher consumption rates, these facilities ran more often in 2011 than
in previous years.
The year 2011 was a testament to how ENMAX Energy’s natural gas-fired
facilities can provide Albertans with the electricity they need when they need
it most, safely and reliably.

Driving progress with district energy
ENMAX’s Downtown District Energy Centre in Calgary began its operations
in 2010; 2011 was a year to focus on building our customer base. In March,
ENMAX signed a long-term agreement with Bow Valley College to heat the
new South Campus building expansion. It will be the first building in Calgary
without a conventional boiler system, instead using district energy for its
heating requirements. ENMAX also welcomed a new customer with the
Hillier Block Building — proving everything old can be new again. This heritage
building was retrofitted with piping and an energy transfer station to prepare
it for district heating.
ENMAX continues to build awareness and educate downtown building owners
and developers about adopting district energy for their heating needs.
Downtown District Energy Centre is an innovative example of a more
responsible approach to thermal heat generation. A number of municipalities
in Alberta and Saskatchewan have approached ENMAX to learn more about
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CR Area for Action: Emissions
ENMAX Energy acknowledges the role of greenhouse gas (GHG) emissions in
climate change, and as one of our Areas for Action we have made a commitment
to significantly reduce of our generation portfolio’s carbon dioxide (CO2)
intensity. Our target is to reduce CO2 emissions per unit of electricity produced

ENMAX AND THE ROLE
OF GHG FEDERAL REGULATION

by the ENMAX Energy generation portfolio from 10 per cent below 2005 levels

Regulation plays an important role in how an

by 2020. We will do this by increasing lower-emitting generation sources,

industry and market evolve. It influences how

including natural gas facilities and renewable energy options.

companies and governments choose to act —
whether they invest in technology, new programs
and capital projects, or stay within the status quo.
This is as much the case in Alberta’s electricity
sector as anywhere else.
ENMAX’s view is that Alberta is moving towards
a better energy future and to do so, our provincial

the application of district energy in their cities. In 2012, we will focus on

electricity infrastructure needs significant investment

growing Calgary’s customer base, while exploring other Alberta communities

and innovation. The newly proposed Federal

where ENMAX can apply this fresh thinking.

Greenhouse Gas (GHG) Policy will influence what
investments and innovations are made.

Wholesale energy — meeting Alberta’s energy needs
More commercial, industrial, institutional, small business and residential
customers are selecting ENMAX Energy as their energy provider of choice —
ENMAX is well equipped to meet the province’s growing energy needs.

ENMAX believes that with minor enhancements,
the draft federal regulation as it pertains to coal-fired
generation will take Canada where it needs to go. The
federal regulation will encourage Alberta companies

Our long-term strategy is to match customer demand with output from our

to retire old, less reliable and higher-emitting coal

generation facilities to continue to provide flexible and competitively priced

plants as these plants reach end-of-life and replace

energy products.

them with new, more efficient and lower-emitting

It is the responsibility of ENMAX Energy’s Wholesale Energy team to meet our
customers’ needs through our fleet of generation options, and through market
purchases where necessary.

generation technology.
Our hope is a final GHG regulation that supports
investment and innovation providing a better energy
future for both Alberta and Canada.

ENMAX Energy has consistently been an industry leader in meeting the
complex compliance requirements of the Alberta wholesale energy market.

“BECAUSE WE ARE INVESTED
IN SMART THINKING.”
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OUR INFRASTRUCTURE —
GETTING BETTER EVERY DAY
ENMAX Power owns, operates and maintains the electricity distribution and a portion of
the transmission network in Calgary, providing service to customers through a sophisticated
system of high-voltage transmission cables, substations and distribution lines.
ENMAX Power worked on several projects in 2011, to meet the increasing need for electricity spurred by
Calgary’s rapid growth, while maintaining consistent, reliable service.

Downtown Cable Replacement Project
In the downtown core, ENMAX Power completed work on the two-year Downtown Cable Replacement
Project. This initiative required replacing four 30-year-old transmission cables to ensure consistent power
supply for Calgary’s hub of corporate skyscrapers and Light Rail Transit (LRT) stations.
Phase one of this project was completed on time and on budget in December 2010. Phase two began
in February 2011. Despite many challenges related to minimizing the project’s impact on residents,
commuters and businesses, and the complexity of underground utility work, crews replaced the
138 kilovolt (kV) underground transmission cables two months ahead of schedule and $1.0 million below
the projected cost of $62.4 million.

26

ENMAX

2011 ANNUAL REVIEW

Operations

SYSTEM AVERAGE
INTERRUPTION
DURATION INDEX

SYSTEM AVERAGE
INTERRUPTION
FREQUENCY INDEX

(SAIDI)
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CR Area for Action: Customers

(SAIFI)

5.02 4.61 4.20 5.00
0.54 0.80 0.41 0.87 0.36

3

2.27 2.18 2.01 2.50
0.86 1.31 0.69 1.37 0.66

5
2

The two primary indicators of a distribution utility’s reliability performance are
SAIFI (System Average Interruption Frequency Index) and SAIDI (System Average
Interruption Duration Index). SAIFI is the average number of power service
interruptions greater than or equal to one minute that a customer experiences
over the course of a year. SAIDI is the average duration of a power service
interruption that a customer experiences throughout a year.

FREQUENCY

FREQUENCY

4
3
2

1

1
0
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0

■ CEA*

Reliability is critical to keeping Alberta businesses running and maintaining
Albertans’ quality of life. ENMAX Power takes reliability very seriously and makes
continuous efforts to ensure the necessary infrastructure, systems and people are
in place to provide the best service possible to our customers.

07 08 09 10
■ ENMAX

YEAR

11

■ CEA*

One of our Areas for Action for customers is to sustain our leadership in SAIDI
and SAIFI performance by being in the top quartile of comparable Canadian
utility companies on an annual basis.

*Excluding major events as defined by the Canadian Electricity Association

“BECAUSE WE’RE UNLEASHING
ALBERTA’S BOUNDLESS POTENTIAL .”
The cables were energized in October 2011, strengthening the system
between our downtown substations at 738 9 Avenue SW and 903
4 Avenue SW.

North Calgary Area Transmission Project
In north Calgary, ENMAX Power and the Alberta Electric System Operator
(AESO) are planning the North Calgary Area Transmission Project, a largescale development that will service the growing number of residences and
businesses in the area by upgrading aging infrastructure and adding new
transmission infrastructure.
The multi-phase plan calls for the reinforcement of the 138 kV transmission
supply in north Calgary and to the downtown load centre. New 138 kV
circuits may be required, and conversion of existing 69 kV circuits to
higher voltages is also being considered. In addition to completing steps
to upgrade the system, ENMAX Power and the AESO are investigating
different technologies to control the flow of power and system voltages.
ENMAX anticipates that the AESO will file a needs identification
application with the Alberta Utilities Commission (AUC) in July 2012, and
expects to file facility applications beginning in 2013. Construction for this
project is targeted for 2014 – 2019.

SOUTH CALGARY
REINFORCEMENT
In the southeast quadrant of Calgary, two new
substations are being built to provide power to the
city’s fastest growing population area.
The construction of a new substation at the northeast
intersection of Marquis of Lorne Trail (Highway 22X)
and 88 Street SE, was approved by the AUC in
November 2011.
This new substation will connect the 240 kV
AltaLink lines to the ENMAX 138 kV system in the
south. It will also allow connection to power generated
north of the city and from wind farms in southern
Alberta. This substation is scheduled to be completed
and operational by July 2013.
An additional substation is required to maintain
reliability and support higher electrical load
requirements in south Calgary, and to provide critical
back-up supply to the new South Health Campus at
Deerfoot Trail and 196 Avenue SE. ENMAX Power filed
a facility application with the AUC in June 2011, and is
currently awaiting approval. This substation is slated to
be operational by February 2013.
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WE ARE
CUSTOMER-CENTRIC
More and more Albertans are choosing ENMAX Energy as their energy provider to power
the way they live and work. Whether we are lighting up homes in Lethbridge and Fort
McMurray, or powering businesses — large and small — ENMAX Energy is committed to
being “on” for our customers across the province.
Commercial, industrial and institutional customers
ENMAX Energy, as the largest retailer in the province, provides electricity to federal and provincial

“BECAUSE
WE’RE
STRIVING
TO PROVIDE
THE HIGHEST
QUALITY
SERVICE AT
COMPETITIVE
PRICES.”

government facilities, jails, military bases and more than 800 health care facilities. We also supply
electricity to over 40 school districts across the province and we are the largest electricity retailer for oil
and gas companies. In addition to electricity, we also provide natural gas to many of these organizations.
Many industrial, commercial, and institutional customers continue to select energy solutions from
ENMAX Energy because we offer stability and competitive pricing. Sales for fixed power price products
increased in 2011 by 23 per cent over 2010. Our flexible agreements, customized energy products and
high-level customer service also extended to small business customers with the creation of a newly
formed dedicated account team.

Customer satisfaction key to EasyMax® success
Albertans are also turning to ENMAX Energy in record numbers to energize their homes. In 2011, our
EasyMax® program, which offers residential customers various competitive rate options for both
electricity and natural gas increased by 60,000 new customer sites. The program provides $100 EasyMax
Rewards® dollars that customers can apply to their bill if they combine their energy services. It also allows
customers to cancel without penalty with one month’s notice.
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DRIVING INTO THE FUTURE
ENMAX Energy is preparing for the transportation

for our corporate EV fleet — three Nissan LEAFs and

future through the development of our electric

two Mitsubishi i-MiEVs.

vehicle (EV) pilot program.

In 2011, we introduced an incentive program for

Through this pilot, ENMAX Energy will evaluate the

employees interested in leasing or purchasing an

impact these vehicles have on the distribution grid,

electric vehicle. Nissan Canada set aside 20

understand the benefits electric vehicles can bring

Nissan LEAFs specifically for our employees

to customers and plan for products and services to

who wanted to participate in the

support the expansion of EVs as more of these cars

program. ENMAX Energy

plug into our electric systems.

anticipates the employee

Our venture into the future of electric vehicles begins

program will grow as more

with evaluating the use and impact of five vehicles

EVs become available.

In addition, the EasyMax Homeservices® division continued to expand
its customer base in the Calgary area with its heating, ventilation and air
conditioning products and services.
More than 70 per cent of Albertans are paying the monthly fluctuating
Regulated Rate Option (RRO) and have yet to sign a retail energy contract
for their homes. ENMAX Energy is prioritizing: informing and empowering
customers about their options for energy services.
A focus on sharing the EasyMax® program benefits across the province
resulted in a significant increase in sign-ups in areas outside of Calgary.
Driven by consistent marketing efforts, high energy prices and increased
media attention about electricity rates, customers from across the
province looked to ENMAX Energy to sign up for a secure fixed rate.
In December, more than 10,000 new customer sites joined the EasyMax®
program — one of the best months ever for EasyMax® sign-ups — bringing
the total number of EasyMax® customer sites to more than 200,000.
A factor in the success of EasyMax® sign-ups over the year was the
impressive customer care support provided by our call centre. Toward the
end of 2011, EasyMax®-related calls increased by 174 per cent over the
first-quarter average. ENMAX Energy has not encountered call volumes of
this magnitude since the launch of EasyMax® program in 2005.
Customers are also consistently choosing to stay with ENMAX Energy
when their contracts expire. More than 90 per cent of our commercial and
residential customers renewed their energy plans with ENMAX Energy.

GENERATING SMARTER
ENERGY CHOICES FOR ALBERTANS
Tomorrow’s biggest and brightest ideas grow out of the
imagination and innovative thinking ENMAX employees
dedicate to their work today.
In 2010, we introduced the Generate Choice™ program
to Albertans who were looking for easy, accessible and
affordable solutions for generating renewable energy
for their homes. The response to our program was
outstanding. Since August 2011, 171 solar photovoltaic
panel systems were installed.
With the home solar program in place, we turned our
attention to developing the home wind program, targeting
the windiest areas of the province — like Pincher Creek —
to test our offering and pilot our micro-wind turbines. We
installed nine home wind turbines during the year, with
more installs scheduled for 2012. We have committed to
install 9,000 micro-generation systems by 2015, which
represents an installed capacity base of 12.5 megawatts.
Our efforts are supported by the Climate Change and
Emissions Management Corporation (CCEMC), which
awarded ENMAX funding of $14.5 million for the five year
program from its CCEMC Technology Fund to provide a
portion of the program costs.
ENMAX is focused on making Alberta a better place to
live and providing alternative choices.
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People

AT ENMAX, WE
KNOW THAT
PEOPLE POWER OUR
BUSINESS. WE RELY
ON THE HARD WORK,
DEDICATION AND
INGENUITY OF EACH
OF OUR EMPLOYEES
TO DRIVE OUR
BUSINESS FORWARD.
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people power
our business

“BECAUSE OF YOU,
ENMAX HAS THE
POWER TO DO
AMAZING THINGS.”

In 2011, feedback from our employees inspired us to put

were pleased to receive positive results from surveys about

renewed efforts into learning and development, cross-

our call centre and other front-line workers. Our customers

promotion and continuing health and wellness programs for

showed us they value our efforts by rewarding us with high

our employees.

renewal rates across our business.

We are proud to once again be named among Alberta’s Top

ENMAX in the community

50 Employers.

Award-winning customer service
Our employees know that our success hinges on the
relationships we build with our customers and other
stakeholders. We are customer-centric, working to understand
our customers’ needs, and taking the time to deliver expertise
and products that empower them.
In 2011, our call centre received a number of international
awards for its excellence in customer care. In addition, we

ENMAX strives to be: consultative, straight-forward, and
looks for open, two-way dialogue with our stakeholders.
With many projects underway, our Stakeholder and Aboriginal
Relations team has been busy ensuring our stakeholders have
the information they need and that we are being flexible
and responsive.
ENMAX believes in helping our communities thrive. We do
this by supporting youth, the environment and safety. In
2011, ENMAX invested over $4 million in sponsorships
throughout Alberta.
ENMAX
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were pleased to receive positive results from surveys about

renewed efforts into learning and development, cross-

our call centre and other front-line workers. Our customers

promotion and continuing health and wellness programs for

showed us they value our efforts by rewarding us with high

our employees.

renewal rates across our business.

We are proud to once again be named among Alberta’s Top

ENMAX in the community

50 Employers.

Award-winning customer service
Our employees know that our success hinges on the
relationships we build with our customers and other
stakeholders. We are customer-centric, working to understand
our customers’ needs, and taking the time to deliver expertise
and products that empower them.
In 2011, our call centre received a number of international
awards for its excellence in customer care. In addition, we

ENMAX strives to be: consultative, straight-forward, and
looks for open, two-way dialogue with our stakeholders.
With many projects underway, our Stakeholder and Aboriginal
Relations team has been busy ensuring our stakeholders have
the information they need and that we are being flexible
and responsive.
ENMAX believes in helping our communities thrive. We do
this by supporting youth, the environment and safety. In
2011, ENMAX invested over $4 million in sponsorships
throughout Alberta.
ENMAX
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QUALITY SERVICE TO ENHANCE
ALBERTA’S WAY OF LIFE
At ENMAX, we strive to satisfy our customers with safe and reliable electricity service
while maintaining open, responsive and respectful customer relationships.
Keeping the lights on for Calgarians is a priority. Our field crews are on call 24 hours a day to make sure
we’re ready for any circumstance, whether it is a windstorm or a downed power line. ENMAX Power’s
commitment to consistently maintain and upgrade the electricity infrastructure in Calgary resulted in
significantly lower number and duration of power service interruptions in 2011 compared to most other
Canadian utilities.

Call centre excellence garners accolades
ENMAX Encompass’s call centre team has been recognized internationally for its excellence in customer
service. By focusing on providing the highest quality of customer service and improving performance
and efficiencies, in 2011, our call centre team received five international awards from Service Quality
Management (SQM), a leading North American call centre industry research firm that benchmarks more
than 450 contact centres across many industries.
Out of a field of 26 companies, our call centre won the energy industry’s Highest Customer Satisfaction
Award. As well, we were recognized with the 2011 First Call Resolution Improvement Award for the second
consecutive year. First call resolution is the ability to resolve a customer issue with a single phone call.
These awards are a result of excellent performance and achievements from the entire customer care team.
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Surveys provide positive feedback
Our customers are also telling us they value our dedication to reliability and
customer service. Each year, two surveys are conducted by a third-party firm
and reported to the Alberta Utilities Commission (AUC) to assess customer
satisfaction with ENMAX Power. One survey is based on a random sample of

CR Area for Action: Customers

Calgary residents and the other survey polls a random sample of customers who

We know that without the support of our

have called ENMAX Power to report a power outage or power quality issue.

customers, our business could not be successful.

In 2011, 90 per cent of Calgary residents surveyed said that ENMAX Power
provided good service and that the organization had a good reputation in the
community; more than 97 per cent said that ENMAX Power provides reliable
electricity. Of those who called to report a power issue in 2011, 87 per cent were
satisfied with the overall service of ENMAX Power and 94 per cent were satisfied
with the response times of the repair crews, significantly exceeding the AUC’s
minimum performance standard of 75 per cent customer satisfaction.

Sustaining top quartile customer satisfaction
while maintaining a competitive cost structure
is one of our customer Areas for Action. In 2011,
we achieved 76 per cent on “very satisfied”
customers in 2011, which places ENMAX as
the top company ranked against similar
energy providers in North America.

ENMAX Envision, our subsidiary that provides commercial high-speed data and
internet services in Calgary, continues to meet its customers’ expectations. In
2011, ENMAX Envision grew its customer base by 23 per cent and its revenue by
12 per cent.
It also continued to receive high marks for customer satisfaction. In its 2011
annual survey, 88 per cent of customers said they were likely to keep their data
services with Envision in the next 12 months.
ENMAX
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Customers contribute to ENMAX success story

Energy solutions to drive Alberta businesses

After five years on the EasyMax® program, Shafana Jaffer has

Business customers across the province trust ENMAX Energy

just renewed her agreement — and she’s not shy to tell the

to provide solutions so they can focus on what they do best.

people around her about it. The mother of three and manager

For Wally Ichtay, owner of Santos Restaurant and Lounge, that

of our Data onsite mailroom at ENMAX Place shares the

means serving authentic Italian comfort food to Edmontonians.

benefits of our EasyMax® program with her colleagues, friends

The restaurant has been a fixture of Edmonton’s Little Italy for

and family members every chance she gets. Shafana finds that

more than 25 years. While Wally is busy serving up pasta and

a lot of people don’t pay attention to their energy bills, but

pizza, he relies on ENMAX Energy for the restaurant’s electricity

with unpredictable prices for electricity and increased media

and natural gas.

attention on this issue, more and more are taking a closer
look. She encourages people to consider signing up for our
EasyMax® program because of the stability it provides and the
100 EasyMax Reward® dollars that customers can put toward
their bill if they bundle their natural gas and electricity. So far,
her word-of-mouth campaign is working — many of her friends
have signed up.
“The EasyMax® program gives me peace of mind so I don’t
have to worry about fluctuating rates.”
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The busy restaurateur’s decision to sign up with ENMAX Energy
for Santos’ energy requirements was an easy one. It boiled
down to one thing: price. ENMAX Energy’s competitive fixed
small-commercial electricity rate won him over; the high quality
customer service was a bonus.
 	 “Absolutely, I’d recommend ENMAX Energy to others. I
know ENMAX Energy will take care of my energy needs
so I don’t have to think about it.”

People

Connecting Alberta’s businesses
AltaPACS trusts ENMAX Envision with its high-speed data and internet

CUSTOMER SERVICE AWARDS

communications needs. Each year we help the company manage over

ENMAX Encompass earned five SQM Customer

600,000 pieces of diagnostic imaging data — such as ultrasounds and x-rays

Satisfaction Awards for 2011: Highest Customer

— for EFW Radiology and Radiology Consultants Associated, two of the largest

Satisfaction in the Energy Industry, First Call

radiology partnerships in Canada serving over a million patients. For the past

Resolution Improvement, Call Centre Leadership,

seven years, ENMAX Envision has delivered reliable, flexible and secure service

World Class Performing Supervisor and SQM World

through its robust and powerful fibre-optic network so AltaPACS can focus

Class Performance Awards for 13 ENMAX Encompass

on providing physicians with the timely, high-quality information they need.

customer service representatives.

For Joe Moreau, AltaPACS CEO, ENMAX Envision’s legacy and reputation as
a reliable utility was a major factor in the company’s decision to work with
us. Our flexible terms and conditions met Joe’s requirements to ensure the
security of the network for dealing with privacy concerns. Joe also values the

Although some individuals received specific
recognition, these awards are a culmination of
the excellent customer-centric performance and
achievements of the entire customer care team.

leadership at ENMAX Envision and the excellent customer service.
“I appreciate the strong business relationships I have with ENMAX Envision.
I know I am partnering with the right people to give me the right pricing.”

“BECAUSE WE ARE
CUSTOMER-CENTRIC.”

ENMAX
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OUR CONTINUED
COMMITMENT TO SAFETY
At ENMAX, we believe in a MissionZero safety vision for an injury free workplace. Our
vision is supported by an Occupational Health and Safety Management System that
follows the OHSAS 18001:2007 Standard.
We acknowledge that in order to achieve MissionZero, we require a strong safety culture. While
we have made significant progress in strengthening our management system and culture toward
safety over the past five years, 2011 was a disappointing year.
Unfortunately, in August ENMAX experienced a tragic electrical incident that claimed the life of Nathan
Haase, an apprentice power lineman. This was a difficult and emotional time for our organization and our
employees, and has made us even more resolved in our goal to eliminate workplace incidents.

“BECAUSE
SAFETY IS
WHAT
MATTERS
MOST.”

Monitoring safety
To track our safety performance, ENMAX uses common industry metrics and collects hazard and near
miss reports.
Our Total Recordable Injury Frequency (TRIF) almost doubled in 2011 over the prior year to 2.85. TRIF is
the total number of recordable injuries that occur during a calendar year for every 200,000 hours worked.
Our Lost Time Injury Frequency Rate (LTIFR ) also grew to 0.41. LTIFR is the number of lost time injuries
or illnesses that occur during a calendar year for every 200,000 hours worked.
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TOTAL RECORDABLE
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Common preventable injuries
As in previous years, slips and falls continue to be one of the most common incidents for ENMAX
employees. Our operational and health and safety groups continue to roll out safety campaigns to bring
awareness about how employees can take precautions every day to avoid slips and falls and become
more aware of workplace hazards.
We also saw an increasing number of strains and sprains in the workplace. To address this issue ENMAX
hired a third-party expert to conduct a pilot ergonomic program for our field workers. This pilot identified
sources of injury and high-risk practices; it trained employees on how to minimize strain through
good ergonomics and implemented a stretching program. This program was well received and will be
implemented across all of our field operations in 2012.

CR Area for Action:
Safety
Safety is a priority for
ENMAX and is one of
ENMAX’s CR Areas for
Action. We will use the most
common safety indicator,
Total Recordable Injury

In 2011, we created the Safety Advisory Council within ENMAX Power. This group comprises management

Frequency Rate (TRIF), to

and union members who work together to examine new safety initiatives, promote safety culture and

measure our performance.

celebrate safety achievements, in particular from the standpoint of field employees.

Our target is to have an
annual TRIF less than one on

Office safety

a sustained basis.

Safety awareness is important in all work environments. With almost 80 per cent of employees working in
offices, ENMAX recognized the need for a greater focus on office safety. In 2011, the Office Safety Council
was formed to provide leadership and direction on office safety issues and to create greater awareness
and engagement of MissionZero into the office environment.

Safety is our focus
Safety will be our single most important focus in 2012. The Board of Directors and executive team have
committed to increase the resources dedicated to safety, and we have a series of initiatives planned in
2012, to engage employees and improve our programs.
Since its inception, MissionZero has been about a vision for ‘an injury free ENMAX’. While 2011 was
extremely disappointing from a safety perspective, our commitment to this vision is as strong as ever.
We are committed to making every effort to ensure every employee goes home safe each and every day.
ENMAX
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BECAUSE OF OUR EMPLOYEES,
THE FUTURE LOOKS BRIGHT
ENMAX continues to focus on our strongest asset — people. Attracting and retaining
a highly skilled and engaged workforce remains a priority for us as we move our
business forward.
In 2011, we had over 1,700 employees at ENMAX. Of those employees, more than 60 per cent were
members of the International Brotherhood of Electrical Workers (IBEW) or the Canadian Union of Public
Employees (CUPE).

Our approach to attracting and retaining employees
At ENMAX, we strive to create a unique culture that drives employee engagement and contributes to
employee attraction and retention. Promoting and enabling internal employee development, timely and
high-quality recruitment and ongoing workforce planning efforts are a constant focus.
We offer employees a total compensation package that provides them with benefits beyond competitive
salaries. In 2011, we developed the ENMAX Learning Centre as part of our talent management services
to help employees reach their career development goals. Our aim is to have employees who are proud
to work for ENMAX and who support the direction of the organization. Through the Learning Centre
and technical training, we’re equipping our employees with the skills required for our business, ranging
from training our field operations crews to work in our generation division, which was formed in 2007 to
manage our current and emerging generation projects.
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ALBERTA’S TOP 50
EMPLOYERS 2011
ENMAX was named as one of Alberta’s Top 50
Employers in 2011, for the fifth consecutive year.
Our community support, employee development
programs and consideration of needs, whether it’s
support for employees on maternity leave or for
those preparing for retirement, helped contribute
to this distinction.

Our approach to a healthy workforce
In addition to MissionZero, ENMAX’s overarching safety strategy, we value the health and well being
of our employees. Increasing the health and well being of employees helps create a higher quality work
environment, with outcomes that can also positively affect other areas of employees’ lives.

health and wellness resources. For example, the Know Your Numbers clinics are held annually for

CR Area for
Action: Ethics and
Compliance

employees to learn more about their individual health status through biometric readings on blood

This CR Area for Action is

The ENMAX Health and Wellness Program offer fitness programs for employees, in addition to online

pressure, blood glucose and cholesterol. Employees who participate in these clinics receive coaching
based on their individual results. In addition, each fall we offer flu shots to employees as a proactive way
to fight the flu.

about creating a culture of
compliance and beyond
at ENMAX. Our target
is to have zero findings

ENMAX Women’s Initiative Network
The ENMAX Women’s Initiative Network (E-WIN) is a grassroots, volunteer-led network of employees
whose vision is “Women achieving their limitless possibilities as an integral part of ENMAX’s success.” In
2011, E-WIN launched a pilot email-based mentorship program and its second annual coaching sessions

of noncompliance and
investigations commenced
against ENMAX.

for members. The mentorship program is open to all employees across the organization, both female
and male. The coaching sessions focused on enhancing leadership skills for E-WIN members wanting to
advance their careers. The sessions help women identify the challenges they face in their careers, share
ideas and seek feedback with a group of their peers.

ENMAX’s Take our Kids to Work Day
Educating the workforce of the future is part of the objective of ENMAX’s Take Our Kids to Work Day, a
program designed for Grade 9 students related to ENMAX employees. The program provides the students
with a first-hand look at the variety of careers at ENMAX. In 2011, our program received a Top 10 national
award for its innovative and creative program from The Learning Partnership, the organization that
established Take Our Kids to Work Day. ENMAX was selected from over 75,000 participating companies.
ENMAX
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Employee tackles new challenges
through internal training
Amyn Sumar wasn’t expecting to launch a long-term
career at ENMAX when he started as a customer service
representative at the call centre seven years ago. But
today he wants to expand his skill set into management
territory so he can focus on his passion of streamlining
processes at ENMAX.

POWERING THE SUCCESS
OF OUR EMPLOYEES
“I love what ENMAX stands for and I love the business, so I want to stay. But I’m also ready for a new
challenge,” says Amyn.
Amyn is currently enrolled in ENMAX Encompass’ 18-month Leadership Enrichment Accreditation
Program (LEAP). The program provides formal and informal training to customer service employees who
want to move into management, including courses through the ENMAX Learning Centre, networking
opportunities, knowledge about other company areas and exposure to different methods of leadership.
“I now have a clear sense of direction in my career path and the means to get there. I’m glad ENMAX is
empowering employees to get the skills to be promoted from within.”

Developing skills invaluable in employee satisfaction
An interest in ENMAX’s financial modeling landed Project Engineer, Aliya Jaafar, an opportunity to work
a rotation with Commercial Valuations for the last several months.
“I joined the organization in 2008 and have been fortunate to work in a number of areas, including ENMAX
Power and ENMAX Energy in Generation and Wholesale Energy,” says Aliya, who’s been involved with the
development of projects such as the Downtown District Energy Centre and the Bonnybrook Energy Centre.
In 2011, Generation employees in Engineering and Construction were introduced to job rotations in
areas such as Supply Chain Management, Operations and Business Development. Aliya was seconded to
Commercial Valuations and has honed his knowledge on how projects are chosen and the role they play
in the ENMAX’s long-term profitability.
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“It’s been a fantastic opportunity to build relationships and discover the different

DEVELOPING OUR EMPLOYEES

areas of the organization. Being able to define a role within the organization that
best suits your interest and skill set is invaluable. It’s great that ENMAX strives
to develop and strengthen the skill set of their internal workforce.”

Supporting employees provides positive career experiences
If experience is the best teacher, then Occupational Health & Safety Manager,
Pat Archer, has spent the last 31 years preparing for his current role.
“I started with ENMAX 31 years ago as a journeyman lineman and through
the years have been able to climb the ranks,” says Pat. His transition from the

Investing in development opportunities is key to

field to the office began 15 years ago when he made it known that he was

retaining employees to meet our needs today and in

interested in moving up.

the future. In 2011, the ENMAX Learning Centre was

“I had a vision of the skills I needed to get what I was after. And I had support
from senior management who guided me into the education I required to
manage people,” he says.

launched as a direct result of employee feedback. The
centre provides business, professional and leadership
training opportunities that can assist with internal
job enhancement or advancement, and can improve

Today, Pat is supporting ENMAX’s safety program, MissionZero. His previous

performance, innovation, commitment and job

field experience is invaluable to understanding safety issues on the front

satisfaction. Several core business and professional

lines. “It’s a challenge and it’s great. My career at ENMAX has been a very

courses were launched in 2011, facilitated by

positive experience.”

experienced professionals. There are plans to expand

E-WIN creates opportunities, better workplace for women
Audra Kwasnitza, Team Lead, Information Technology Service Desk, will be the
first to tell you that career advancement wasn’t always something she was
comfortable with. That’s all changed with ENMAX Women’s Initiative Network
(E-WIN)’s coaching program.

the catalogue of courses to suit employees’ emerging
needs and interests.
In addition to the ENMAX Learning Centre, a new
employee performance management system was
launched in 2011, also in response to employee
feedback. The employee Performance and

“I’ve been at ENMAX for 10 years working within the Service Desk area. My

Development Tool (PDT) replaces the previous

responsibilities increased over the years to managing IT tickets in the most

performance management system. It places more

efficient way possible,” says Audra. “Last year, a Team Lead role was posted.

emphasis on ensuring all employees are working

Before the E-WIN coaching program, I would have been reluctant to apply for

toward the same business objectives and that they

it, but with the support of the group I increased my confidence to pursue the

are establishing their own individual career and

role, which I’ve been in now since December 2011,” says Audra.

development goals. The PDT was rolled out in

She says the E-WIN group is proof that ENMAX is a forward-thinking
organization providing women with the tools to succeed.

early 2012.
We know that investing in our employees is one
of the most important things we can do as an

“The group has helped me become a better communicator,” remarks Audra.

organization. We want to create a knowledgeable and

“It’s great to have a fantastic group of women that you are comfortable

talented workforce that can work together to provide

discussing career issues with. It makes for a better workplace.”

solutions that will work today and tomorrow.
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COMMUNITY ENGAGEMENT —
TOGETHER WE HAVE THE POWER TO
MAKE ALBERTA A BETTER PLACE TO LIVE
STAKEHOLDER AND ABORIGINAL RELATIONS
CR Area for Action:
Stakeholders
Because being an excellent
neighbour in the communities
we serve is important to
our stakeholders and our
business, ENMAX aims to

An open and genuine approach to consultation
Because ENMAX strives to be an excellent neighbour in the communities we serve, we are committed
to keeping stakeholders informed about the development of our proposed facilities and the operation
of our existing facilities. Our list of stakeholders includes Aboriginal communities, customers, titled
landowners, residents, community associations, special interest groups and businesses adjacent to
projects, in addition to other interested parties.

have an admirable stakeholder

Busy year for public consultation

consultation process. While the

With many projects underway in 2011, ENMAX’s Stakeholder and Aboriginal Relations team

Alberta Utilities Commission

had a busy year of consultation. With each new project, our solutions-focused team develops a

(AUC) mandates stakeholder

comprehensive consultation plan that identifies appropriate stakeholders with whom to consult and

engagement for transmission

outlines the steps required to provide these parties with adequate information about the project,

and generation projects, it is

based on requirements established by the Alberta Utilities Commission (AUC). This plan is carried out

ENMAX’s goal to exceed these

through mail outs, community open houses and personal consultations over the phone or in person.

requirements by having zero
compliance issues annually.

In 2011, the Stakeholder and Aboriginal Relations team conducted seven public consultations and 16
different open houses with stakeholders to provide information for projects ranging from substation
upgrades to the new Shepard Energy Centre site and the East Calgary Transmission project. An additional
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OSPREY/AVIAN NEST
MANAGEMENT PROGRAM

five follow-up consultations were completed for substation and 69
kV upgrades and the Bonnybrook Energy Centre site. The construction
of the Downtown Cable Replacement project also required weekly —
and in many cases — day-to-day communication with stakeholders
in the area.

Public consultation helps stakeholders
understand project
The planning of No. 54 Substation in the southeast communities
of Cranston and Auburn Bay stirred interest among area residents,
developers, community associations, Alberta Health Services
and other interested parties during our stakeholder consultation.
This project comprises three components: construction of a
new substation, installation of a new transmission line and reconductoring work on existing transmission lines. A requirement
to provide back-up power to the new South Health Campus and
increased demand for electricity in southeast Calgary drove these
additions and upgrades to the electric transmission system.
Following submission of our application to the AUC, four parties
registered their interest in, or concerns with, the application to
the AUC. Our Stakeholder and Aboriginal Relations and project
team consulted with these parties to discuss and attempt to
mitigate their concerns, which resulted in the withdrawal of their
objection to the project.

Because safety and environment are priorities at ENMAX, we
developed the Osprey/Avian Nest Management Procedure. Bird
nesting on power poles, substations or other electrical facilities
can present fire and power outage hazards and poses a risk of
electrocution to the birds. To minimize these risks, the Osprey/
Avian Nest Management Procedure assists field staff with
safeguarding nesting birds that are protected under provincial and
federal regulations, while safely ensuring the reliability of our lines.
In consultation with ENMAX’s Environmental Affairs department,
field crews are able to assess each situation where birds may be
compromising public safety and power reliability. We prevent nest
building by inspecting poles early on in the migration season and
installing mitigation devices. When a nest has been established
on ENMAX property, ENMAX crews attempt to prevent any fire
hazards by trimming the nest .
In cases where the risks to the birds or infrastructure are significant,
the nest must be removed. In cases where the nest is active with
eggs or young birds, the proper regulatory authorities are involved.
In some areas where osprey come back to nest year after year,
ENMAX will erect osprey platforms on existing poles that
are nearby.
There are currently seven osprey platforms near our power lines
in the City of Calgary. ENMAX has also erected platforms for bird
watching at the Calgary Zoo and the Weaselhead area. In 2011,
ENMAX worked with personnel at Fish Creek Provincial Park to
select a new osprey nest site and obtain the required approvals to
install osprey platforms. Installation is expected in spring 2012.
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LINEMAN’S
RODEO
An ENMAX Power
team participated
in the Saskatoon
Lineman’s Rodeo and the
International Lineman’s
Rodeo Finals. The team
included employees
Mike Craaybeek, Nick
Boskers, Reed MacLaren
and apprentice Brennan
Marshall. Brennan
placed fourth out of
38 apprentices in the
Municipal category and
was 58 out of 210 overall.

COMMUNITY INVESTMENT AND SPONSORSHIP
Our goal for a thriving community
ENMAX strives to enrich the communities where we do business. The Community Investment and
Sponsorship team reaches out to the community with programs and initiatives that align with our
focus areas of youth, the environment and safety.

Power Up!
For the past three years, ENMAX Energy has sponsored the Northern Alberta International Children’s
Festival. Because we believe in the importance of teaching children about renewable sources of
energy, for three consecutive years ENMAX Energy has presented Power Up! The Alternative Energy
Show. This original 45-minute play provides information about wind and solar power and invites
participants to take part in a hands-on activity to learn more about energy options for the future.

Rinklighter and Pond Hockey
Rinklighter provides energy rebates for communities who operate an outdoor ice rink. Each year we
reach an average of 80 communities throughout Alberta and have contributed over $210,000 to
these communities since 2002. In 2011, ENMAX Energy and corporate partners worked with the
Calgary Flames Foundation to refurbish Calgary’s Whitehorn Community rink. A related program,
“Pond Hockey by ENMAX Energy,” brings minor hockey atom players out to local Alberta community
rinks. Over 800 kids across Alberta met with their local NHL or WHL heroes for a game of shinny and
learned skills from the pros.

ENMAX Ice Show at the Calgary Stampede
ENMAX sponsored this event, entertaining thousands of visitors and signing up new customers for
ENMAX Energy’s EasyMax® program.
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“BECAUSE OF YOU, THE FUTURE LOOKS BRIGHT.”

BECAUSE YOU
MATTER TO US

Gen E®
ENMAX Energy’s Gen E® program continues to generate wide interest from teachers and schools across
Alberta. This program aims to give students exposure to energy conservation and alternative energy
technologies, like solar panels and micro-wind turbines — right in their own classrooms. In 2011, we held
a workshop for 80 teachers, hosting them in the ENMAX Conservatory at the Calgary Zoo. Many teachers
are on a waiting list for the next session in 2012.
This year the Gen E program had one solar photovoltaic installation at Wildwood School and expects to
install four more technologies in other schools in 2012.

The Community
Investment and
Sponsorship team
strongly believes that
we have a responsibility
to contribute to our
community through
philanthropy and we have

ENMAX Gallery School at the Art Gallery of Calgary

many projects that we do

Through this program, ENMAX supports creative, inspiring art education programming for young people
from kindergarten to Grade 12. In 2012, we will broaden our focus to encourage youth art with an
environmental theme.

the right thing to do.

simply because they are

Employee-led initiatives
Some of our best community investment stories are the employee-led initiatives. Grassroots employee
movements within ENMAX brought impressive results in 2011:

• More than $31,000 was
donated to victims of the
destructive tsunami in Japan
and the devastating fire in

• $280,000 was raised in

• $30,000 was raised

the annual ENMAX United

to support scholarships

Way Campaign.

in honour of our fallen
co-worker, Nathan Haase.

Slave Lake.
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ENMAX IN THE COMMUNITY
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“BECAUSE WE’RE HELPING
COMMUNITIES THRIVE.”
ENMAX Ice Show and Community Day
Westerner Days
Heritage Park
ENMAX/Schulich Chair (U of C)
St. Albert Children’s festival
Gen E® workshop
Aboriginal sponsorships
United Way
Hockey sponsorships
School safety program
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CORPORATE INFORMATION
Our corporate headquarters are located at:
141 - 50 Avenue SE
Calgary, Alberta T2G 4S7
Contact our reception at:
Phone: (403) 514-3000
Fax: (403) 514-3365
We have a retail storefront in Calgary located at:
City of Calgary Municipal Building
3rd Floor, 800 Macleod Trail SE
Calgary, Alberta T2P 2M5
We have a retail storefront in Red Deer located at:
100 Red Deer Professional Building
4808 Ross Street
Red Deer, Alberta T4N 1X5
Our Edmonton Office is located at:
Kingsway Mall
Suite 290
109 Street & Princess Elizabeth Avenue
Edmonton, Alberta T5G 3A6
Please direct financial inquiries to:
Charles Ruigrok
Interim President and Chief Executive Officer
(403) 514-3000
David Halford, CA
Executive Vice President, Finance
and Chief Financial Officer
(403) 514-3000

You can choose any retailer listed at www.ucahelps.gov.ab.ca
or at (403) 310-4822. Electricity delivery to your home or
business is not affected by your choice of retailer.
Interested in employment at ENMAX?
Visit our website at enmax.com/careers
Find out more about corporate responsibility at ENMAX:
Visit our website at enmax.com/cr
or email us at cr@enmax.com
Learn more about smarter energy options:
Smart choices start here. Visit generatechoice.ca
Join our Facebook group at
facebook.com/generatechoice
facebook.com/enmaxenergy
Follow us on Twitter at
twitter.com/generatechoice
twitter.com/enmax
twitter.com/enmaxenergy

Find additional information relating
to ENMAX at enmax.com
Thank you
ENMAX extends a sincere thank you to the customers and
employees who participated in this year’s annual report.

FSC logo

Designed by bmir Bryan Mills Iradesso www.bmir.com

Please direct media inquiries to:
Ian Todd,
Vice President, Government
and Media Relations
(403) 514-2196

Shopping for retail energy offers?
The latest prices and packages are listed on our website at
enmax.com or by calling toll- free across Alberta at
(403) 310-2010.
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In memory of Nathan Haase

141 – 50 Avenue SE
Calgary, Alberta T2G 4S7
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