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ESTABLISHING THE FOUNDATION

OUR MISSION
Providing safe, reliable and efficient Water, Wastewater,
Stormwater, Solid Waste & Recycle Depot services to
Chestermere residents.

OUR VISION
Chestermere Utilities Incorporated is an innovative and cost
competitive provider of utility solutions and services for Alberta
municipalities.

OUR VALUES
1. Leadership – we act on our principles
2. Staff – we help our employees be the best they can be, together we will
succeed
3. Customers – we are here to provide the best service we can
4. Health and Safety – we provide a safe environment for all people “on
the job”
5. Integrity – we are accountable for everything we do
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MESSAGE FROM THE BOARD CHAIR
On behalf of Chestermere Utilities Incorporated (“CUI”) I am pleased to report that in
2013, our first full year of operation, we delivered real, measureable and sustainable
results to our Shareholder, the Town of Chestermere and its citizens. We are ahead of
our initial projections and have managed to close to break even in our first full year of
operations.
2013 was a pivotal year for CUI - it set the stage for our future success. We completed the tasks required to
establish a solid foundation, upon which we can confidently build the organization and achieve our growth
aspirations. Not only did this work provide a “clean start” but it revealed the many ways CUI can add
incremental value and focus. Just as importantly, great strides were achieved in defining our culture and
governance structure, both of which support transparency and delivering continued value to our Shareholder.
But our work over the past year was far from being limited to defining the organization. In parallel, we began
full operations, building our competencies in the public utility space, particularly during the devastating floods
that impacted Calgary and surrounding areas. We have already demonstrated the types of efficiencies that
can be achieved with a dedicated utility, completing our work on the Great Plains Sanitary Trunk more than six
months ahead of schedule and Cdn$8 million under budget and as well as delivering a major force main
project 30% under budget.
Looking forward, we are updating our Strategic Plan, integrating an aggressive and deliberate growth plan.
This will be achieved by establishing solid partnerships and building our credibility within the community. Our
proactive strategy will challenge us to be creative and find other revenue sources which will help offset
impending third party increases, while allowing us to refine the delivery of our services. We will not achieve
success on the backs of the rate payers, but to be clear, we will need to flow through those costs that are not in
CUI’s direct control and cannot be completely mitigated through our actions.
Lastly, we will be working with our Shareholder to create a Capital Renewal Fund which will allow us to build
and sustain much needed infrastructure while maintaining our debt limits and banking covenants. We will
challenge ourselves through growth, cost savings, efficiencies and “working smart” to achieve some or all of the
funds necessary to form a defined, transparent fund that will be set aside for infrastructure needed for future
generations.
I want to thank all of the CUI customers for your support and suggestions and CUI management for their
commitment to CUI. We are one of the faces of Chestermere and respecting that responsibility is one of the
core values under which we operate. Separating the utilities from the town required progressive and visionary
thinking by our Shareholder. It is the right approach to create value and we will ensure that we honor that trust
and support go forward.
Respectfully Submitted,

Catherine Connolly
Dr. Catherine Connolly
Chair of the Board
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MESSAGE FROM THE CEO
Chestermere Utilities Incorporated (“CUI”) has successfully concluded our first full two years of
operations. Thank you to all of our customers for entrusting us to responsibly deliver safe water, handle
waste water and storm water and provide solid waste services and for actively supporting the recycling
centre that CUI operates in East Chestermere.
2013 was a year of great progress for CUI. Our independence as an organization became physically
visible in the summer as we moved into stand-alone offices in Chestermere Retail Plaza (#403, 320
West Creek Drive). Following the Grand Opening in October, CUI has enjoyed being a more visible part of the community
and the ease with which customers can stop by to meet the CUI team and ask questions.
The past year also brought increased use of our recycling depot. CUI is exceptionally proud of the Solid Waste and
Stormwater Operations team, led by Donna McCallum, for their operational excellence of the recycling centre. Others were
also taking note of the exceptional work of this team and on September 5, the Chestermere Recycling Center received
Alberta Recycling’s 2013 Collection Site Award of Excellence for a population between 5,000 to 25,000 people.
Congratulations to our staff on this award.
Providing excellent customer services is one of CUI’s most significant organizational goals. In support of this, we conducted a
Customer Survey in November. This survey will be conducted annually so that we can continuously measure customer
satisfaction and seek ways to improve our level of service. CUI was very pleased that the majority of survey respondents
indicated that water service, quality and pressure were all meeting or exceeding their expectations.
In 2014, CUI will embark on a fairly extensive capital program through to 2016. The majority of projects relate to the
delivery of water and wastewater services and focus primarily on proposed new subdivisions in Chestermere. CUI will build
the infrastructure but the cost of the projects will be fully funded by real estate developers through off-site levies.
While reliability of service is critical, CUI remains committed to providing core services to our customers at reasonable prices.
One of the most significant expenses is for water and wastewater services from the City of Calgary and CUI is currently in
discussions with the City to set the rates for 2015 to 2018.
As CUI encourages ongoing engagement with our customers, any updates on rate changes, like the pending agreement with
the City of Calgary, and all other related utility news will continue to be shared through the website (cuinc.ca), Facebook
(facebook.com/CUINCdotca), Twitter (@CUI_Utilities) and, of course, the bi-monthly newsletter CUI Connections. CUI
Connections is included with your utility bill and is used to educate customers, respond to questions and concerns and share CUI
events occurring in the community. Customers will also be encouraged and to share their feedback through the annual
Customer Survey in Fall 2014.
Thanks to the direction and guidance from the Board of Directors, CUI has a strong Strategic Plan for 2014 (included in the
Annual Report) focused on four key priorities: Service Excellence, Leadership in the Community, Growing our Business and
being a Great Place to Work. The advice from the Board is second to none and I would like to express my appreciation to
the Directors for their ongoing support and excitement for the future of CUI. On behalf of CUI, I would also like to thank
former Directors Mr. Fred Clarke, Councilor Patrick Bergen and Mayor Patricia Mathews for their service and welcome Mr.
Gordon Lowe, Councilor Stu Hutchison and Mr. Andy Edeburn to the Board.
Finally, I would like to thank all the CUI employees and contractors for making CUI a great place to work. It is a pleasure to
work with such an outstanding team and I look forward to further success in 2014.

Don Roberts
Chief Executive Officer
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MESSAGE FROM THE PRESIDENT & COO
2013 was a very successful year for CUI. While the inner workings of a utility company may
not seem that glamourous to our customers, the ability to provide water, wastewater, storm,
solid waste and recycling depot services to customers seamlessly, without interruption or
changes, is something I am proud to celebrate.
The success though did not come without some challenges.
2013 started off with Chestermere’s first major water break. The break, located just north of the bridge, was
isolated quickly, repaired efficiently and with a minimal loss of service. While I hope that our CUI team does not
need to test their skills again anytime soon, I was very proud of how well the team handled the incident.
June brought the worst flooding in Southern Alberta’s history. Chestermere was incredibly fortunate to not be
directly affected by flooding, water interruption or water quality issues. To support the efforts of the City of
Calgary, who not only supply our water and wastewater services but were dealing with massive city-wide
flooding, CUI asked residents to reduce their outdoor water use to lower demand on the City’s resources.
Our final challenge for the year is one that is going to follow us into the future as it deals with the rising cost of
supplying services to our customers. This is an issue across North America as replacement costs of infrastructure and
higher regulatory government standards result in increasing expenses year over year. There was an increase in
rates during 2013 to deal with these rising costs but CUI remains operational at a break-even level with no profit
being returned back to the Town of Chestermere.
There was also a lot to celebrate during 2013 as CUI has been very active growing our services, especially the
recycle centre. Behind the scenes, there was a two-year backlog of recycling product that needed to be processed.
During the past year, the team worked exceptionally hard and was able to conquer this mountain of material. On
top of this, our recycle centre was the proud recipient of a provincial award of excellence.
CUI also opened the doors to our own new location in August. Originally, CUI was operating out of the Town
Office which was not only a logistical challenge but the optics of CUI being independent of the Town were also
compromised. It was an important step for us to take as an organization and being part of the local community in
Chestermere Retail Plaza has increased our visibility and relationship with customers.
One of the major employee goals for 2013 was the adoption of a safety policy and completion of all of the
related training. CUI strives to keep our employees and the public safe and I am happy to report that we had no
lost days in 2013 due to worker accidents. This outstanding result has set our standard for 2014.
Overall, our challenges were also our successes. CUI met each of these obstacles and then rose above everyone’s
expectations. We have learned from each experience which has placed us in a better position operationally as
we go forward in 2014. We are a lean organization with the right relationships in place and seasoned personnel
who provide exemplary service to our customers. I’m looking forward to next year and the years to come.

Ray MacIntosh
President & Chief Operating Officer
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BOARD OF DIRECTORS

CUI MANAGEMENT

December 31, 2013

Dr. Catherine Connolly
Chair

Kelsey Johnson
Vice-Chair

Don Roberts
CEO

Ray MacIntosh
COO & President

Andy Edeburn
Director

Gord Lowe
Director

Donna McCallum
Operations Manager

Milton Ferretti
Senior Project Manager

Chris Steeves
Director

Stu Hutchison
Director

Tammy Botsford
Executive Assistant &
Office Manager

How to reach us:
For more information about Chestermere Utilities Incorporated and its services, visit our website at www.cuinc.ca,
contact Customer Service at 403-207-7CUI(7284), email us at utilities@cuinc.ca, fax us at 587-349-3415, or write
us at #403, 320 West Creek Drive, Chestermere, Alberta T1X 0P7. You can also reach us via Twitter at
@CUI_Utilities or Facebook at facebook.com/CUINCdotca.
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Our Governance

CUI Board of Directors as of December 31, 2013
Front row L-R: Director Stu Hutchison, Board Chair Dr. Catherine Connolly, Director Gord Lowe
Back row L-R: Director Chris Steeves, Director Andy Edeburn. Missing from photo, Vice-Chair Kelsey Johnson

Our Board of Directors includes members from the public who are elected unanimously by our shareholder. In 2013, our
Board composition transitioned to a majority of independent Directors.
As of December 31, 2013, our Board of Directors included:
Catherine Connolly, Chair
Kelsey Johnson, Vice-Chair
Andy Edeburn

Stu Hutchison
Gord Lowe
Christopher Steeves

Board Committees and their members (as of December 31, 2013):
Board Committee

Board members

Audit and Finance Committee

Catherine Connolly (Chair), Gord Lowe, Stu Hutchison

Human Resource and Compensation Committee

Kelsey Johnson (Chair), Andy Edeburn, Chris Steeves

Governance Committee

Catherine Connolly (Chair), Kelsey Johnson, Andy Edeburn, Gord
Lowe, Stu Hutchison, Chris Steeves
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Register of Board Meeting Attendance: January 2013 – December 2013
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Report of the Governance Committee
The Governance Committee, which is currently comprised of the full Board, is satisfied that it has fulfilled all of its
responsibilities under the organization’s Corporate Governance Principles and Guidelines.
MANDATE

Responsible for monitoring and assessing the functioning of the Board and Committees,
and for developing and implementing good corporate governance practices. Identifies
individuals qualified to become Board Members and recommends to the Board the
director nominees for the annual meetings of shareholders.

HIGHLIGHTS

The Governance Committee, in accordance with its Principles and Guidelines,
accomplished the following:


Board Composition, Director Qualifications and Director Nominations
 Reviewed the competencies and skills that the Board as a whole should possess
 Reviewed the competencies, skills and other diverse qualities that the existing directors
possess
 Recruited 3 new directors in 2013



Effectiveness of Board, Committees and Directors
 Reviewed and evaluated the performance and effectiveness of the Board, its Committees
 Assessed the effectiveness of the working relationship and communications between the
Board and management
 Assessed the availability, relevance and timeliness of information required by the Board
 Reviewed and revised the terms of reference of the Board and each Committee
 Reviewed position descriptions for Board Chair, CEO and Committee Chairs



Corporate Governance
 Reviewed and amended the corporate governance principles and guidelines for the
Corporation
 Reviewed corporate governance disclosures and monitored legal and regulatory
requirements, as well as best practices



Directors Orientation and Education
 Reviewed orientation and continuing education programs for directors



Directors’ Compensation
 Reviewed directors’ compensation and implemented flat fee retainers

MEMBERSHIP
Full Board



INDEPENDENCE

Risk Oversight
 Reviewed and reported to the Board on a process to determine in light of the risks
and opportunities facing the Corporation what skills and personal qualities are
required for new directors
Four members of the Committee (Catherine Connolly, Gordon Lowe, Kelsey Johnson and Andy
Edeburn) met independence requirements.
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Report of the Audit and Finance Committee
The Board of Directors is responsible for overseeing Management’s performance of its responsibilities for financial reporting
and internal control. The Board exercises this responsibility with the assistance of the Audit and Finance Committee of the
Board. The Audit and Finance Committee is currently comprised of Chair Dr. Catherine Connolly, Director Gord Lowe and
Director Stu Hutchison.
The Committee reviews the annual financial statements, considers the appropriateness of accounting policies and assesses the
overall quality of the financial reporting. The Committee also reviews and makes recommendations to the Board regarding
financial matters and oversees the process that Management has in place to identify reporting risks.
The Committee recommends to the Board the auditors to be appointed by the shareholders and approves in advance fees for
the auditor’s services. PricewaterhouseCoopers LLP was appointed by the shareholders as the independent auditor in 2013 to
conduct an examination and express their opinion on the financial statements. The Auditor’s Report outlines the auditor’s
opinion and the scope of their examination. The services provided by the independent auditor are restricted to the audit of
the consolidated financial statements, and audit-related and financial risk services.
The Committee reviews and approves the terms of engagement of the independent auditor, the scope and plan for the
external audit and reviews with the auditor the results of the audit and the Auditor’s Report. The auditor reports to the
Committee. The Committee also discusses with the auditor their independence from Management and Chestermere Utilities
Incorporated and receives written confirmation of their independence.
Management and the auditor attend Committee meetings and each is provided with the opportunity to meet privately with the
Committee. The Committee met 12 times in 2013.
Dr. Catherine Connolly
Chairman of the Audit and Finance Committee
April 1, 2014

Report of the Human Resource and Compensation Committee
On the behalf of the Board of directors, the role of the Human Resource and Compensation Committee (HRCC) is to provide
oversight and guidance to management on the effective administration of human resources. In 2013, the Committee consisted
of Past Chair Fred Clarke, Director Patricia Matthews and Director Chris Steeves, and they met as a Committee three times.
The current Human Resource and Compensation Committee is comprised of Committee Chair Kelsey Johnson, Director Andy
Edeburn and Director Chris Steeves.
The Committee reviews and recommends to the Board the approval of the remuneration for the CEO and remuneration
recommendation by the CEO for management positions; reviews and approves compensation ranges for all staff as
recommended by the CEO; receives an annual report of actual salaries and benefits from the CEO; evaluates and
recommends to the Board for approval, the CEO’s annual performance plan; reviews and approves the design of the CEO
incentive compensation plan as well as any other incentives suggested by the CEO, or the Board; provides oversight and
guidance to the Board on compensation levels for staff; reviews the succession plan for the CEO and senior staff; and
undertakes such other duties as may be assigned by the Board of Directors.
Kelsey Johnson
Chairman of the Human Resource and Compensation Committee
April 1, 2014
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Principles
1) We will be the best employer we can be.
2) We will provide the best customer services possible.
3) We will be environmentally responsible and a leader in environmental standards.
4) We will identify and implement best practices which are cost effective in all that we do.
5) We will be effective communicators.
6) We will be fiscally responsible and transparent to our customers and our shareholders.
7) We will expand our business by applying good business practices.
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Customer Service
In November 2013, we conducted a Customer Survey to gauge customer satisfaction and
raise CUI brand awareness, which yielded strong, favorable results. The study was
designed to provide insight on our customer’s perception of CUI’s current service offering,
identify potential services CUI could add to its offering, and measure the overall customer
interest level in receiving the various utility services.

“The large majority
of survey
respondents
indicated that they
enjoy reliable water
service, excellent or
very good water
quality and water
pressure that is just
right.”

As an added incentive, CUI offered all Chestermere
residents who participated in the survey a chance to
win a full-year’s credit for their 2014 Fixed Utility
Fees (Winners pictured left). The large majority of
survey respondents indicated that they enjoy
reliable water service, excellent or very good water
quality and water pressure that is just right. The
feedback regarding wastewater was primarily
positive. In regards to solid waste issues, 40% of respondents indicated that
the current four bag limit is reasonable, while many said they could use fewer
bags if a curbside recycling service were available.

Over three quarters of respondents would be very likely to use a curbside recycling service
if there was no increase in their utility costs. That number dropped to 20% for those who would use the
service if there was a monthly fee.
In March of 2013, a new, independent office space was secured. The new office space was built to finish with staff
being moved in and our doors opening to the public by late August. All of this was completed under budget.
Moving to our own location has allowed us to expand and improve upon our customer service program.

Exemplary Employer




Major company policies and procedures were created and adopted in 2013, including the Employee
Policy Manual, Safety Manual and the Employee Incentive Program.
Workplace safety is paramount for our Management and staff, in 2013 there were no “Loss Days”
reported.
Flexible working schedules, educational support, a health and wellness staff incentive program, special
staff recognition events and great employee benefits make CUI a positive work environment for our
people.
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Solid Waste & Recycling
 Each Chestermere resident threw out an average of 207 kilograms of
solid waste last year. This is a slight decrease from 209 kilograms,
the amount we sent to Calgary landfills in 2012.
 The amount of materials taken to our recycle depot skyrocketed in
2013! Chestermere residents really stepped up their recycling
habits from recycling only approximately 3 kilograms per person
in 2012, to bringing over 30 kilograms per resident to the Recycle Depot in 2013 – a whopping 1000%
increase, diverting recyclable materials from the solid waste stream and keeping it out of the landfills.
 The paint recycled in Chestermere in 2013 was enough to paint one bedroom in over three-quarters of
every home in town.

 CUI was awarded the Alberta Recycling 2013 Collection Site Award of Excellence for communities
between 5,000 and 25,000 residents and is in recognition of CUI having established a site that met the
following criteria:








Collects waste material from all three recycling programs (electronics, paint and tires)
Meets applicable program, environmental, health, fire and safety regulations
Has installed the signage provided by Alberta Recycling to identify recycling program
materials
Is easily accessible to the public
Site personnel ensure secure, safe handling of materials
Secondary containment is applied as appropriate
Eligible and ineligible materials are stored separately.
We are delighted that CUI’s recycling depot staff, led by Donna
McCallum, our Operations Manager and supported by Dan
Morefield, Alan Clarke and Charles Scott, were the benefactors of
this award. We think this speaks highly of CUI’s dedication to
operating well run facilities and programs.
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Water
Customer accounts increased by approximately 400 (8%)
Utility rates increased approximately 10%, in line with the City of Calgary’s
cost increases for water, sewer and landfill charges
Customer’s water consumption levels kept steady with 2012 levels
Our safe water quality levels remained consistently high, including during
the June flooding events that occurred in Calgary.

Wastewater (Sewer)
Great Plains Sanitary Trunk line project – completed $8 million under
forecast and six (6) months ahead of schedule
Lift Station #10 upgrade completed and operational by August 2013
Acquired land for Lift Station #13 – initially through the expropriation
process but through agreement part way into the process

Stormwater
We became a lead partner in the Cooperative Storm Management Initiative
CUI began working with the Town of Chestermere’s Development Services department on the development
of a new Master Stormwater Plan.
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Looking Ahead
CUI’s strategies for 2014, and subsequent years, are to: i) position itself as a responsible employer with a positive
work culture ii) deliver excellent service in its core business areas iii) act as a leader in the community, and iv)
pursue growth in both regulated and non-regulated business.
Key Performance Indicators (“KPI”)
CUI has established key performance indicators to measure results. Specific measures aligned with the driving
strategy will be established in 2014 for each of the areas below:







Service Excellence – monitoring customer satisfaction, reliability of service and environmental stewardship;
Community Leadership – filling a leadership role and fostering excellent relationships with all
stakeholders;
Growth – growing business in core areas as well as pursuing other synergistic business opportunities;
Financial – financial performance based on operating results, key ratios and compliance with the
Company’s banking covenants;
Operational – focusing on ability to manage infrastructure projects as well as other key operational
targets; and
Employees – ensuring CUI has a well-trained, satisfied work force, and creating a great work environment.
Safety is a priority.

CUI’s longer term strategy is to grow its customer base by signing service agreements with additional
municipalities, and identifying operational efficiencies where possible. In addition, CUI is seeking non-regulated
business investment opportunities that align with its core business. These opportunities will be limited to low risk
investments that offer a favorable return.
2014 will mark the beginning of a five year period of significant infrastructure spending. Three major projects will
be paid for by developers through off-site levies.
The projects include:




New wastewater pumping station and force main
to return waste to Calgary
New wastewater line from existing pumping station
to the new pumping station
New water reservoir in the northwest area

$18.5 million
$ 4.7 million
$14.0 million
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Audited Financial Statements
Management’s Responsibility for Financial Reporting
The preparation and presentation of the consolidated financial statements and the overall quality of financial reporting
are the responsibility of Management of Chestermere Utilities Incorporated. The financial statements have been
prepared in accordance with International Financial Reporting Standards (“IFRS”) and include estimates that are based
on Management’s best judgments. Information contained elsewhere in the Annual Report is consistent, where applicable,
with that contained in the financial statements.
Management is responsible for installing and maintaining a system of internal controls to provide reasonable assurance
that assets are safeguarded and that reliable financial information is produced for preparation of consolidated
financial statements. Management believes that the system of internal controls operated effectively in 2013.

Don Roberts
Chief Executive Officer

Ray MacIntosh
President and Chief Operating Officer

April 24, 2014
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