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V I S I O N  &  M I S S I O N  S TAT E M E N T

VISION

MISSION STATEMENT

To ensure the promotion of the highest quality of util-
ity services at fair and reasonable rates while building 
a credible regulatory regime that responds adequately 
to stakeholders’ concerns and also to ensure fairness, 
transparency and equity in the provision of utility 
services throughout the country.
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This, the eighth report of the RIC, covers the activities of the RIC for the period January 

to December 31, 2009.

The Regulated Industries Commission Act, No. 26 of 1998, established the Regulated Indus-

tries Commission (RIC) as a body corporate.  Under the Act, the RIC is charged with the re-

sponsibility of regulating the following service providers:

	 •	The	Water	and	Sewerage	Authority	(WASA);

	 •	The	Trinidad	and	Tobago	Electricity	Commission	(T&TEC);

	 •	The	Power	Generation	Company	of	Trinidad	and	Tobago	(POWERGEN);	and

	 •	Trinity	Power	Limited	(formerly	InnCogen	Limited).

Functions of the RIC

The specific powers and functions of the RIC are defined in Section 6 of the RIC Act of 1998 

and are summarized below:

•		To	advise	the	Minister	on	matters	relating	to	the	operations	of		the	Act		including	the	grant-					

ing	of	Licences	and	monitoring	the	terms	and	conditions	of	the	Licences;

•		To	carry	out	studies	of	efficiency	and	economy	of	operation	and	of	performance	of	service	

providers, publish results and take action, where necessary, to protect the interests of custom-

ers	and	other	stakeholders;

•	 To	prescribe	standards	for	services,	monitor	compliance	and	impose	sanctions	for	non-com-

pliance;

•		To	establish	economic	principles	and	methodology	for	the	setting	of	rates	for	services	and		to	

perform	periodic	reviews	of	the	rating	regimes;



I N T R O D U C T I O N

						•			To	investigate	consumer	complaints	in	respect	of	rates,	billing	and	unsatisfactory	service	

					•		To	ensure	service	providers	are		able	to	finance	the		delivery	of		services	with	sufficient		

									return	on	investment;	and

					•			To		ensure		openness		and		transparency		by		publishing		information		which		allows				

          stakeholders to  have their say in regulatory decisions.

Furthermore, the RIC Act places direct functional responsibility upon the Commission in Section 

6 (3) to ensure that the public interest is protected particularly:

	 •			By	ensuring		maximum	efficiency		in		the	use		and	allocation	of	resources	and	that	services	

	 					are	reliable	and	provided	at	the	lowest	possible	cost;

	 •			By		ensuring		equal		access		by		consumers		to		service	and	the	fair	treatment	of	consumers	

																	and	service	providers	who	are	similarly	placed;

	 •			By	ensuring	non-discrimination	in	terms	of	service	access,	pricing	and	quality;	and	

	 •			By	ensuring	that	current	national	environmental	policies	are	adhered	to.

W W W. R I C . O R G . T T
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C H A I R M A N ’ S  R E M A R K S

A	number	of	activities	which	were	expected	to	be	completed	in	the	

2009	financial	year	were	protracted	by	bureaucratic	delays.	Most	of	

the work associated with the price review for the Water and Sew-

erage Authority (WASA) was completed in 2008 and thus we had 

expected	 to	 issue	a	Draft	Determination	 in	2009.	However,	by	 the	

end of year we had not received important input and feedback from 

the Share holder, whose input on matters such as subsidies and the 

funding	of	capital	expenditure	is	vital	to	the	completion	of	the	docu-

ment. If all goes well we should be able to complete the review by the 

second quarter of 2010.
Owing to the delays we encountered in 2009 we focused our strategy on meeting our respon-

sibilities	to	existing	and	future	customers	by	ensuring	efficient	services	at	reasonable	prices.	

Our efforts thus far have resulted in an improved level of service from the Electricity Trans-

mission and Distribution utility, T&TEC, as well as an overall improvement in the company’s 

financial position. We have also been able to keep prices fairly low in relation to our Regional 

and Latin American neighbours. While services are generally more efficient we still encounter 

problems in the area of reliability.  More focus will be placed on this issue in 2010. In respect 

of the Water and Wastewater Sector we face significant challenges, challenges that will make 

delivery of these services increasingly difficult and uncertain unless we are able to implement 

a new price regime (with meaningful standards of service delivery) and a heavy injection of 

capital. A new price regime is needed to allow WASA to deliver benefits to customers and to 

invest in urgent upgrade of its aged infrastructure. 

The Commission has continued to be proactive in its outreach and has had a sustained com-

munication and education programme, especially as it relates to consumer protection. The 

importance of consumers understanding their rights and responsibilities is critical for effecting 

change in the service providers’ behaviour.

The Commission hosted the Seventh Annual OOCUR Conference at Grafton Beach Hotel in 

Tobago from November 04 to 06, 2009.

W W W. R I C . O R G . T T
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All professional staff and some Commissioners participated in what turned out to be a highly 

successful event. The RIC staff must be congratulated for the commitment and enterprise they 

showed in ensuring the success of the Conference.

The Board had to treat with a number of staff-related and other resource issues during the 

financial year, 2009. In the case of staff issues, a new organisational structure was approved, 

and a decision taken to implement permanent employment effective from October 01, 2009. 

Documents outlining the rationale behind both decisions were submitted to the Ministry of 

Public Utilities for final approval. In relation to other matters, the parcel of land owned by 

the RIC, at the corner of Sackville and Richmond Streets was formally acquired by the 

Government. 

The Commission also initiated two major capital-intensive projects in 2009, but only one was 

completed.	In	the	first	instance,	the	Board	had	approved	a	complete	overhaul	of	IT	equipment,	

both from the stand point of the platform used, and in respect of the interface equipment used 

by staff. A contract was awarded based on the RIC’s bidding requirements, and all equipment 

was delivered, tested and handed over on May 14, 2009.

The	second	major	project	 involved	the	refurbishment	of	 the	RIC’s	offices.	Serious	concerns	

had been raised by Staff about the level of discomfort arising from the current layout of the 

offices.	The	Board	approved	the	decision	to	upgrade	the	facilities.	Tenders	were	invited	but	by	

year’s end the project had not commenced.

Finally, I would like to take the opportunity to thank my fellow Commissioners for their dedi-

cation	during	the	year,	and	on	behalf	of	all	commissioners	to	express	our	sincere	appreciation	

to the management and staff of the RIC for their continued support and commitment to im-

proving the quality of utility services to the citizens of Trinidad and Tobago. 

Chairman 

W W W. R I C . O R G . T T
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Much of our technical work in 2009 focused on monitoring the service providers and producing 

analytical reports on their compliance with RIC’s directives. In the case of customer services, we 

witnessed a twelve percent increase in the number of complaints from consumers and we were 

fairly successful as we resolved 83 percent of those complaints. Complaints about the level of 

service from WASA far outstripped that of T&TEC, 92 percent from the former and 8 percent 

from the latter respectively. This is a clear indication that the RIC has to increase its oversight of 

WASA and hence our desire to complete the rate review and initiate corrective measures as soon 

as possible.

The RIC launched the slogan, “Protecting Your Interests” in 2008. To give life to this catch 

phase several important policy documents were approved by the Board and implemented in 

2009:

	 -				Codes	of	Practice	for	the	Trinidad	and	Tobago	Electricity	Commission	(T&TEC);

 -    Policy  for  Compensation  for  Damage due to Fluctuations in Voltage or the Supply of     

										 						Electrical	Energy	from	T&TEC;	and	

 -    Capital Contribution Policy for T&TEC.

All of the above policies should have the effect of improving the levels of service to custom-

ers. In respect of our customer interface, our Customer Service Department dealt with in 

excess	of	four	thousand	complaints.	In	addition	to	the	approval	of	policies	for	T&TEC,	the	

Board also approved T&TEC’s request for its annual adjustment in prices but with certain 

conditions attached. In respect of the change in prices, residential customers, in all categories, 

experienced	a	one	cent	(1¢)	increase	in	energy	charge	per	kwh	with	effect	from	September	01,	

2009. In essence, for 94,243 residential customers consuming 400 kwh or less, the one cent 

per kwh represents a monthly increase in their bills ranging from $0.50 to $2.00. In relation 

to Commercial and Industrial Customers, the increase in energy charge was greater than the 

increase to residential customers but still moderate. 

W W W. R I C . O R G . T T
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In respect of the conditions attached to the implementation of the determined rates, T&TEC 

was required to comply with some specific directives issued in the Final Determination of 

2006.	Some	of	these:	Low	Income	Assistance	Programme;	Estimated	Billing;	Establishment	

of	Call	Centres;	and	Regulatory	Accounts	have	not	been	satisfied,	and	the	Board	had	directed	

that they must be met prior to the implementation of the adjusted prices. Apart from those is-

sues	three	areas	of	T&TEC’s	operations	were	of	serious	concern	to	the	RIC;	the	use	of	tariff	

revenue to fund government projects, the level of government debt and the related implemen-

tation of the late payment charge, and the Utility’s debt to the National Gas Company (NGC). 

One of the RIC’s major responsibilities is to ensure the financial sustainability of the service 

providers. The three areas of concern mentioned above are impacting negatively on the com-

pany’s financial health. In view of the deleterious effect that those matters could have on the 

operations of T&TEC, the Board has directed that urgent attention be given to addressing 

the situation.

W W W. R I C . O R G . T T
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SECTOR REPORTS

Trinidad and Tobago Electricity Commission (T&TEC)

Monitoring of Quality of Service Standards (T&TEC)

The RIC continued its monitoring of the Quality of Service Standards established for T&TEC 

in April 2004. With respect to the Guaranteed Electricity Standards, 15,973 breaches were re-

corded in 2009, a 33% reduction on the number of breaches recorded in 2008 (23,885).  The 

majority of breaches (69% or 10,969 breaches) occurred in Guaranteed Electricity Standard, 

GES	2	(Billing	Punctuality),	while	the	next	highest	number	of	breaches	(4,162	or	26%)	oc-

curred in GES 1 (Response and Restoration Time). Together these two standards accounted 

for 95% of all breaches. On the basis of the number of breaches recorded in 2009, the RIC 

estimates that compensatory payments of at least $479,190.00 would have been due to custom-

ers had claims been made and approved. However, no claims were made during the year (see 

table 1).

Generally, there has been improvement with respect to T&TEC’s performance under three of 

the Guaranteed Electricity Standards (GES1, GES4 and GES6) when compared to the previ-

ous year (2008).  There was no improvement in GES 2 and a moderate decline in the perfor-

mance of GES 3.

With respect to the Overall Electricity Standards, there continued to be full compliance with 

OES 1 (Line Faults Repaired within 48 hours), OES 3 (Frequency of Meter Testing), and 

OES	4	 (Frequency	of	Meter	Reading).	For	 the	 remaining	six	Overall	Electricity	Standards,	

the	performance	was	varied;	two	overall	standards	provide	evidence	of	the	variation.	In	one	

case,	OES	2	showed	significant	decline	in	performance	compared	to	2008,	while	in	the	other,	

OES 8, the performance improved marginally but was still unsatisfactory. Though there were 

breaches in OES9, the overall performance for the year was fair. In table 2, a summary of per-

formance of the Overall Electricity Standards is provided.

W W W. R I C . O R G . T T
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TablE 1 - SuMMaRy OF COMPlIaNCE - GuaRaNTEED ElECTRICITy STaNDaRDS- 2009 

 

 SOURCE: Compiled from data supplied by T&TEC.
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TablE  2 - SuMMaRy OF COMPlIaNCE - OvERall ElECTRICITy STaNDaRDS - 2009 

 SOURCE: Compiled from data supplied by T&TEC.
 *Since compliance was achieved in only two quarters, total compliance is recorded as zero.

T H E  Y E A R  I N  R E V I E W
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Revision of Quality of Service Standards (T&TEC)
The RIC commenced revision of Standards for T&TEC in 2007 in keeping with its decision to 

conduct	same	three	years	after	its	first	implementation.

Owing to issues with quality of supply, and poor responses from T&TEC to customers’ que-
ries, two Overall Electricity Standards have been converted into Guaranteed Electricity Stan-
dards.	OES	9	–	Correction	of	low/high	voltage	complaints	–	has	been	modified	and	converted	
into a new Guaranteed Electricity Standard, GES 5, while part of the previous OES 6 – Re-
sponse to Customers Queries / Request (written), particularly billing and payment queries, is 
now a revised GES 6.

The revised standards also include more stringent metrics (such as GES 1, where the time for 
response and restoration of supply by T&TEC, after an unplanned outage has been reduced 
from 12 to 10 hours), and introduced new areas in which the performance of the service pro-
vider	will	be	monitored,	for	example,	Street	Lighting	Maintenance.	It	is	hoped	that	the	revised	
standards will provide greater incentives for the service provider to improve its performance.

One of the more important differences between the previous version of the standards and 
the revised version is that compensatory payments are now automatic for breaches under all 
Guaranteed	Electricity	Standards	except	GES	1,	where	the	customer	must	submit	a	claim.	In	
all other cases payments will be credited to customer accounts automatically. In addition, the 
quantum of compensation or penalty payment has been increased from $30.00 to $50.00 per 
breach	(residential	customers)	in	most	instances	except	for	GES	1,	where	the	compensatory	
payment has been increased to $60.00 for residential customers and to $600.00 for non-resi-

dential customers.

Monitoring of T&TEC’s Capital Expenditure 
In	 the	 2008	Annual	Report	 it	was	 reported	 that	 close	monitoring	 of	T&TEC’s	Capex	 pro-
gramme commenced in 2008, with site visits to all the major projects in Trinidad and Tobago. 
Sixty-six	capital	projects	approved	by	the	RIC	in	June	2006	were	scheduled	to	be	completed	
by February 2009. Of these projects, seven have been completed, nine were under construc-
tion	and	fifty	had	not	been	started.	

T H E  Y E A R  I N  R E V I E W

W W W. R I C . O R G . T T

11



However, over the same period, thirty-two government mandated projects were initiated, 
nine of which have been completed, with the remainder (23) at varying stages of completion. 

Overall,	 the	 sixteen	 completed	 projects	 approved	 by	 the	RIC	 facilitated	 increased	 supply	
capacity	and	improved	reliability	to	the	following	areas;	Chaguaramas,	Diego	Martin,	Port	
of	Spain,	Barataria,	Santa	Cruz,	Mt.	Hope,	St.	Joseph,	Five	Rivers,	Malabar,	Longdenville,	
Cap-de-Ville, Brechin Castle, Corinth, Reform and Milford.  The budget for the completed 
projects amounted to $130.3 million but the actual spend was $183.9 million. Eight of the 
projects were within budget, with over-runs occurring in the remainder.

New Capital Contribution Policy 
The RIC approved a New Capital Contribution Policy for electricity supply which came into 
effect on August 01, 2009. 

A Capital Contribution is a cost that is paid by customers to T&TEC to facilitate infrastruc-
ture works for connecting to the network in order to obtain a supply of electricity. Essentially, 
the payment by customers allows T&TEC to recover the specific costs their connection im-
poses on the network, costs such as those associated with:
•			Erecting	an	additional	pole(s)	if	none	is	present	nearby	and	connecting	it	to	the	existing				
suptply	network;
•			Upgrading	the	local	network	to	accommodate	the	new	connection;	or	
•	 	Making	additions	or	upgrades	to	the	transmission	network	to	accommodate	the	new	con									

nection.

benefits under the new Capital Contribution Policy:
•			The	policy	provides	for	relatively	lower	capital	contribution	payments	as	costs	are	now		
spread	over	ten	years	rather	than	three	years,	as	was	the	case;
•			Customers	will	be	able	to	choose	either	T&TEC	labour	or	pre-qualified	contractors;	and	
•			Customers	will	benefit	from	the	introduction	of	a	reimbursement	policy,	whereby	any	new		
				customer	being	added	to	the	system	within	six	years	will	cause	a	rebate	to	be	paid	to	the	

    initial customer.  

T H E  Y E A R  I N  R E V I E W
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annual Tariff adjustment for 2008-2009

In its Final Determination (Rates and Miscellaneous charges) for the regulation of prices for the 
period	June	01,	2006	to	May	31,	2011,	the	RIC	outlined	the	process	and	conditions	for	the	ap-
proval of Annual Tariff Adjustments for T&TEC.  As it was required to do, T&TEC submitted 
its	proposed	tariffs	for	the	period	June	01,	2009	to	May	31,	2010,	to	the	RIC	for	verification,	two	
months prior to the commencement of the new regulatory year. The RIC conducted its evalua-
tion of the proposals as well a review of a number of directives and performance targets that the 
Service Provider was required to satisfy as a prerequisite for approval.

The Service Provider did not satisfy all the directives and performance targets during the last 
regulatory	year	thus	the	RIC	approved	new	tariffs,	subject	to	specific	conditions,	“Requirements 
for Implementation”, detailed in the subsequent section. The RIC approved the following:
  

       •				The	third	year	annual	adjustment	be	implemented	from	September	01,	2009;

       •				In	order	to	achieve	the	allowed	revenue,	the	following	would	apply	with		respect	to	the				

             individual tariffs:

             Residential Customers – 

	 	 					a)	 no	increase	in	the	customer	charge	of	$6.00;

	 	 					b)	 Customers	consuming	between	0	–	400	kWh	should	experience	an	in-	

				 	 	 crease	in	the	energy	charge,	from	$0.25	to	$0.26	per	kWh;

	 	 					c)	 Customers	consuming	between	401	–	1000	kWh	should	experience	an		

	 	 	 increase	in	energy	charge	from	$0.31	to	$0.32	per	kWh;	and,

	 			 					d)	 Customers	using	more	than	1000	kWh	should	experience	an	increase	

   in energy charge from $0.36 to $0.37 per kWh.

   Commercial Customers – 

  					a)	 There	should	be	no	increase	in	the	customer	charge	of	$25.00;	and,

       b) Energy charge should not be greater than $0.4150 per kWh for B cus- 

      tomers and $0.6100 per kWh for B1 customers.

W W W. R I C . O R G . T T
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      Industrial Customers –

There will be an increase in the energy charge but no change in the demand charges. 

The revised charges are as follows:

       TablE 3 - Revised Charges - Industrial Customers

      Street-lighting 

The current street-lighting charges should increase by no more than 2%.Based on the adjust-

ments approved by the RIC the impact on customers’ bills will be marginal.

Requirements for Implementation

(a)  Specific Directives: 

         Compliance with the Specific Directives outlined in the Final Determination is critical 

to the improvements in service and performance anticipated by the RIC in the current 

control period.The RIC is of the view that sufficient time had elapsed to allow T&TEC 

to put the requisite systems in place to facilitate conformity with these directives. Con-

sequently, the implementation of determined rates is dependent on compliance 

with the deadlines agreed to at the meeting held between the RIC and T&TEC on 

July 10, 2009.  

W W W. R I C . O R G . T T
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These are as follows:
 

       

 

 

(b) Other Matters of Concern
 

   

   

W W W. R I C . O R G . T T

Regulatory accounts –  that all outstanding templates for the Regulatory Accounts, 
with	 the	exception	of	Fixed	Assets,	would	be	completed	and	sent	 to	 the	RIC	by	 the	
end of August 2009.

Establishment of Call Centres to monitor response times of incoming calls – that 
two toll free numbers for trouble calls should be made operational by the end of 
July	 2009	 and	 that	 the	monitoring	 of	 	 incoming	 calls,	 	 as	 specified	 in	 the	 Final	
Determination will commence by mid-September 2009.

The impact of three critical areas of T&TEC’s operations continues to be of serious con-
cern	to	the	RIC:	the	use	of	tariff	revenue	to	fund	government	projects;	the	level	of	gov-
ernment	debt	and	related	implementation	of	the	late	payment	charge;	and,	the	utility’s	
debt to the National Gas Company (NGC). Although the RIC did not withhold approval 
of the new rates based on these three areas of concern, it insisted on the following:

T&TEC must desist from the utilization of tariff revenue to fund government “ring-
fenced”	projects	in	the	future.	The	RIC	would	expect	written	correspondence	from	
T&TEC that the issue was officially discussed with the Government/Shareholder 
and that appropriate measures have been taken to ensure that tariff revenues are not 
utilized to fund Government projects.
All efforts should be made to reduce government debt to T&TEC, which at March 
2009	amounted	to	approximately	$110.5	million.	In	this	regard,	the	RIC	recom-
mended the reintroduction of the Reserve Vote System. Where funds would be 
‘reserved’ under a separate line item in each Ministry’s Vote and be dedicated 

low Income assistance Programme (LIAP) – that registration of customers for 
the LIAP will commence by August 17, 2009, and that advertisements in the local 
newspapers will appear two weeks prior to the commencement. Additionally, inserts 
in the customers’ bills will commence from September 2009.
Estimated billing – the RIC anticipates that as agreed, 95 percent of the bills is-
sued after September 2009 will be based on actual readings.  In cases where bills 
are estimated these will be based on the average of the last four actual readings.
Estimated bi-monthly bills should  not be consecutively issued.

15



T H E  Y E A R  I N  R E V I E W

 
 
(i) 

(ii) 

(iii) 

(iv) 

 
(v) 

specifically to the payment of bills. Additionally, T&TEC should also apply the 1.5% 
per month late payment charge to this debt, as outlined in the Final Determination.
Payment to NGC should be kept current from September 2009 onwards, with T&TEC 
providing clear evidence of a devised strategy to reduce its current outstanding debt 
of $2.2 billion (as at May 2009) to this company.

The need to, “routinely patrol major roads to inspect, replace or repair lu-
minaries at least twice per year”. T&TEC must comply with this directive 
and undertake it on an ongoing basis. In the future, the RIC would require 
evidence	that	this	measure	is	being	implemented;

Metering/monitoring equipment should be installed at strategic locations to 
measure	system	losses	before	the	end	of	the	first	regulatory	period;

Equipment should be installed at the far end of distribution feeders to monitor 
voltage		problems;

Guaranteed and Overall Standards are to be displayed in all Customer Service 
Centres, and information provided in at least one daily newspaper no less 
than once per quarter. Forms for processing claims should also be readily 
available	in	all	Customer	Service	Centres;	and,
Information on Damaged Appliance Claims Procedures should be readily 
available in all Customer Service Centres.  

Apart from the issues already discussed, T&TEC was asked to be mindful of the following:

W W W. R I C . O R G . T T

16



The Water and Sewerage authority (WaSa)

The Quality of Service Standards for the Water and Wastewater Sectors were included in the 

Draft	Determination	 for	WASA.	 It	was	 felt	 that	once	 that	document	was	finalised,	 the	QSS	

would	 be	 expeditiously	 implemented.	However,	 at	 the	 end	 of	 2009	 the	 RIC	 had	 not	 com-

menced the consultative phase of its Rate Review for WASA and thus activity in relation to the 

Standards cannot commence before 2010.

The bulk of activity in respect of the Rate Review has been completed but important meetings 

with the Shareholder, which were requested in 2009, did not materialised. It is important to get 

the	Shareholders	view	on	certain	aspects	of	capital	expenditure	and	on	subsidies	before	com-

pleting	the	Draft	Determination.	We	remain	hopeful,	that	the	final	phases	of	the	review	can	be	

completed in early 2010.

Separation of Water from Waste Water at WaSa

The Government of Trinidad and Tobago took a decision to separate the water and waste wa-

ter functions of WASA, and this was announced in a Statement to Parliament by the Minister 

of Public Utilities in April 2009. The Minister averred that the Government’s priority was to 

improve the regularity of supply to the majority of the population, particularly those citizens 

who received potable water less than three days per week.  Interestingly, the RIC, in its Draft 

Determination, which was being prepared for public comment, had suggested several proposals 

to achieve similar objectives. To accomplish its goals, the Government proposed a major infra-

structure	development	programme	that	would	result	 in	 the	expansion	of	 the	 transmission	and	

distribution	system,	including	rehabilitation	of	existing	pipelines.

To support its decision to separate water from waste water, the Minister’s statement pointed 

to	the	imbalance	in	the	budgetary	allocation	to	waste	water,	noting	that	currently	approxi-

mately	six	percent	of	WASA’s	operating	budget	goes	to	that	area,	and	that	the	same	applies	

to capital projects. Further, he asserted that only thirty percent of the population was served 

by a central sewage system, fifty percent and more of which plant was either not in good 

mechanical or structural condition. He described the situation as unacceptable. According 

to the Minister, to achieve the desired results that would enhance overall service levels to 

the public … “the most prudent and viable course of action is to separate the two services 

T H E  Y E A R  I N  R E V I E W
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under the aegis of two different entities … one authority to manage the water sector and a 

separate and distinct authority to manage the waste water sector”.

The Minister advised that a ministerial task force had been set up to oversee the transition of 

waste water services from WASA, and that a consulting firm, DFA Infrastructure Internation-

al Inc., was selected to assist the task force. Further, that the Government had accepted the 

consultant’s advice to undertake the realignment of the waste water sector in three phases.

By	the	end	of	2009,	Phase	One	was	already	in	train.	A	waste	water	office	had	been	set	up	in	

Chaguanas, and staffed by persons transferred from within WASA. In Phase Two, which had 

not started, there was a proposal to discuss the issue of rates to be levied for waste water ser-

vices with the RIC.
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The Customer Services Department (CSD) continued to maintain its good performance in 

2009 in the discharge of its statutory obligation in facilitating relief where necessary, to those 

customers who have failed to obtain redress to their complaints from either the Water and 

Sewerage Authority or the Trinidad and Tobago Electricity Commission.   

The CSD recorded 4,354 complaints in the year ended December 2009. Overall, these com-

plaints were reported by 1,699 customers of which 62% or 1,055 accessed the service of the 

RIC	for	the	first	time.	There	were	a	number	of	repeat	customers	as	860	or	51%	reported	two	

or more complaints.  The department continued to maintain a relatively high resolution rate, 

recording 83% in 2009, as shown in table 4 below.  There was a 12% increase in the number 

of complaints received and an 11% increase in the number of complaints resolved when com-

pared to 2008. Overwhelmingly, 3,461 or 98% of all complaints reported were resolved in 

favour of the customer as indicated in figure 1.

  

         TablE 4 - Status of Complaints Received for 2007-2009  
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W W W. R I C . O R G . T T

19



C O N S U M E R  S E RV I C E S

Most of our customers utilized RIC’s Toll-Free service (800-4RIC) which is aimed at mini-

mizing the cost of making a complaint.  This appeared to be an effective strategy to lodge 

complaints as through this medium, 3,974 or 91.3% of the complaints were received in 2009, 

compared to 92.4 % and 91.9 % in 2008 and 2007 respectively.  Moreover, an increase of 10.5% 

was recorded  for  2009 when compared to 2008, as shown in table 5.  Complaints received 

through our  Consumer  Outreach  Programme  accounted  for 3.4%,  those  received  by  letter 
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accounted for 3.1%, complaints made in person (walk-ins) accounted for 1.4% and those sub-

mitted by email accounted for 0.8% as depicted in (figure 3).  It must be noted that the CSD 

conducted	six	outreach	programmes	in	2009,	five	of	which	were	held	in	Trinidad	and	one	in	

Tobago.

  Table 5 - Number of Complaints shown by Receiving Medium for 2007-2009

As shown in figure 4, Inadequate Supply was the most common problem reported by custom-

ers as 3,545 or 81.4% of complaints received in 2009 were related to this particular complaint 

category.  This continued the trend of previous years as Inadequate Supply accounted for 78.4% 

and 76.7% of complaints in 2008 and 2007 respectively. 
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This was followed by the categories Billing Query, Leaks, Other and Street/ Lights/Poles 

which represented 5.7%, 4.7%, 2.5 and 2.2% respectively.

           

When the complaints were disaggregated by Service Providers, we observed that Street 

Lights/poles, and Billing Queries and the category Other were the most reported complaints 

against T&TEC for 2009, as shown in table 6. Those categories accounted for 27.9%, 27.6% 

and 14.4% of the complaints respectively for this service provider.  Similarly for WASA, In-

adequate Supply, Leaks and Billing Queries were the most reported complaints, accounting 

for 88.5%, 5.1% and 3.7% of the complaints respectively.

When the number of complaints were sorted by geographic location as shown in figure 5 it 

was revealed that the largest number of complaints reported came from the Southern region 

which accounted for 62.2% of complaints in 2009.  This pattern appears to be relatively con-

sistent as 55.9% and 59.8% of complaints came from the said region in 2008 and 2007 respec-

tively. Tobago recorded the least number of complaints for 2009.  
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TablE 6 -Distribution of Complaints Received by Category and Service Provider, 2007 -2009  
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Table 7 shows the number of complaints from the various Regional /City Corporations 

throughout Trinidad as well as those that came from the Tobago. The data highlight that in 

2009, 1,313 or (30.0%) of the complaints reported came from the Penal/Debe Regional Corpo-

ration, 602 or (13.8%) came from the Couva/Tabaquite/Talparo Regional Corporation, 463 or 

(10.6%) from the Princes Town Regional Corporation, and 457 (10.5%) came from the Siparia 

Regional Corporation.

             TablE 7 - Number of Complaints by Regional Corporations, 2007 -2009
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Inadequate Water Supply was the most reported complaint in 2009 as with the previous years. 

Table 8 indicates	the	five	top	areas	(City/Town/Village)	where	these	complaints	originated,	

for each region.  As noted, the Southern region continued to be the worst served, especially in 

the areas of Penal, Barrackpore, Princes Town, Siparia and Gasparillo.  This is based on the 

number of complaints reported relative to other areas as indicated in the said table.

                        TablE 8 - Complaints Related to an Inadequate Water Supply:
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One	of	the	most	significant	indicators	that	the	CSD	uses	to	demonstrate	its	added	value	to	the	

regulatory process is the quantum of credit/rebate that it has been able to secure for customers 

who have lodged their complaints with the RIC.  Over the last three years the CSD has been 

able to recover $1.87 million dollars in rebates as depicted in table 9.  For 2009, it recovered 

$966,287.00 in credit/rebates, of which 50.9% were paid by WASA.

    TablE 9 - Credit/Rebates optained for customers by  Complaint Type and Service Providers, 2007-2009
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Another important performance indicator the CSD uses to measure the quality of its service 

delivery is its response time to complaints based on its internal performance standards.  Table 

10 highlights the Department’s performance during 2009 against the four established stan-

dards. 
   

 TablE 10 - Consumer Services Department’s Performance, 2007-2009

t

* There were twenty-six customers who were seen after ten minute.  However, they did not have 

an appointment and 77% of them were seen within 17 minutes.  Those who were waited longer 

requested the services of a specific CSR. 
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The reputation of a regulator is enhanced through its corporate activities which target custom-
ers and the general public. The RIC’s image and corporate identity are built on the twin  plat-
forms of transparency and public consultation. In the past year the RIC engaged in several ac-
tivities which increased its visibility and should further  enhance  its corporate  image and iden-

tity.

Public awareness and Stakeholder Engagement – Consultancy Services 

Hitherto, all public consultations undertaken by the RIC were conducted using in-house 

resources,	including	staff.	Those	events	enjoyed	mixed	success	and	thus	a	decision	was	

taken	to	adopt	a	different	approach.	In	June	2009,	contact	was	made	with	six	Public	Re-

lations/Corporate Communications Consultants, through a selective tendering process, 

who were invited to submit proposals to support the RIC’s public awareness and stake-

holder engagement initiatives connected to its review of rates and charges for the Water 

and Sewerage Authority (WASA). Specifically, the firms were asked to consider the best 

way to convey the right message (educate, inform and sensitise) about the proposed rate 

increase, and to ensure that stakeholders understand the implications of the rate review 

and what actions were required to improve the level and quality of service they received. 

Essentially, the chosen consultant would play a vital role in ensuring understanding and 

acceptance of the strategies proposed by the RIC. Though a preferred consultant was 

selected in August 2009, no formal agreement had been completed by year’s end.

visit of Delegation from Tanzania
In 2008, a delegation from Ghana visited the RIC as part
of the Economic Community of West African States
(ECOWAS) initiative between the Government of 
Trinidad and Tobago and West African States. As a 
second instalment of that initiative the RIC hosted a team
of ministerial delegates from Tanzania on 
January	19,	2009.	The	RIC	welcomed	the	opportunity
to share  insights about best practices and also to make a short presentation about its regula-
tory process to the delegation.
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Public Education

The Customer Service Department was featured on the morning talk show of Radio Tambrin 

in Tobago in March, 2009. The Customers Services Manager and one Customer Service Rep-

resentative were in Tobago to conduct a Customer Outreach Programme at the THA Lecture 

Hall, in Scarborough, and agreed to be interviewed so that a wider audience could dialogue 

with members of the RIC about their concerns, and problems.

The staff also accepted an invitation to appear on Radio 106.1 FM in August, 2009 to discuss 

the RIC’s role and functions and specifically to discuss the new Capital Contribution Policy 

for Electricity Supply, which was approved by the RIC Board in the second quarter of 2009.

The RIC issued 21 informative press advertisements on utility- related complaints that could 

be resolved by our Customer Services Department. The advertisements focussed on the elec-

tricity	and	water	sectors	and	appeared	in	all	three	daily	newspapers	between	March	and	June,	

2009.	In	each	instance	it	was	pointed	out	that	complaints	must	first	be	lodged	with	the	service	

provider, who should have the opportunity to resolve the issue. The RIC should be contacted, 

only	if	the	customer	is	dissatisfied	with	the	outcome.	In	this	sense,	the	RIC	is	the	institution	

of last resort. However, it should be noted that persons who report complaints directly to the 

RIC will be provided with assistance. 

Freedom of Information Public Statement 2007

In compliance with Sections 7, 8, and 9 of the Freedom of Information Act (FOIA) 1999, an 

updated Public Statement of the Regulated Industries Commission (2007) appeared as a centre 

spread	of	the	Express	Newspapers	on	August	05,	2009	and	August	07,	2009.

New Property Taxes and Water Rates

In its Budget Statement (2009-2010) the Government of Trinidad and Tobago indicated that 

property	taxes	were	reviewed	and	that	a	decision	had	been	taken	to	increase	them.	Since	the	

current	water	tariffs	are	linked	to	property	taxes	there	was	increasing	speculation	by	members	

of	 the	public	 that	as	 the	new	taxes	were	implemented	there	would	be	a	concomitant	rise	 in	

water tariffs.  
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The	RIC	sought	to	allay	the	fears	and	anxieties	of	consumers	by	issuing	a	Press	Release	on	

October 09, 2009, indicating that it and it alone had the legal authority and responsibility to 

determine rates and tariffs for the Water and Sewerage Authority (WASA), and that while it 

had commenced a review of such rates it was still involved in the process. The RIC assured 

the	public	that	there	would	be	no	increase	to	rates	based	on	new	property	taxes.

Seventh annual Conference of OOCuR   

The RIC acted as host for the Organisation of Caribbean Utilities Regulators (OOCUR) Sev-

enth Annual Conference, which was held in Tobago, at the Grafton Beach Resort, from No-

vember 4-6, 2009.

The theme of the Conference was “Emerging Regulatory Issues in the Caribbean”, and sev-

eral high profile speakers, both local and international, were invited to share their thoughts 

with attendees. The Conference was formally opened by the Minister of Public Utilities, the 

Honourable Mustapha Abdul-Hamid.

The Conference attracted over 80 regional and local participants, including representatives 

from all of OOCUR’s member organizations as well as persons from the local Utilities 

and other local organisations. Because the RIC hosted the event all of its professional staff 

had the opportunity to participate over the three-day period. A wide range of issues, under 

the topic areas of Electricity, Water and Waste Water, Telecommunications and ICT, and 

consumer-related matters were addressed by the various speakers. Participants also had the 

opportunity to enjoy Tobago’s inimitable culture, and 

many of them joined the performers on stage, especi-

ally to try to do the Limbo dance. It is fair to say that 

the Conference provided value for money, both from 

the point of view of the high quality of speakers and 

presentations, and for the quality of entertainment.
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The Human Resources Department undertook a number of tasks during the year ending De-

cember, 2009. One of its major achievements was the successful submission to the Board and 

thereafter to the Minster of Public Utilities of a proposal for the creation of a permanent staff 

establishment. The submission to the line Ministry included a new compensation schedule, 

based on a job evaluation and compensation survey completed in 2008, as well as a pension 

plan	for	staff	of	the	RIC.	The	existing	salary	arrangements	expired	in	September,	2009.

Another important initiative was the refurbishment and rebranding of the library. A consultant 

was	contracted	to	conduct	a	review	of	the	existing	facility	and	to	make	recommendations	for	

its	improvement	and	effectiveness.	The	project	took	six	weeks	to	completion	and	the	facility	

is now more comfortable and user-friendly. Three recommendations made by the consultant 

have been implemented, they are:

 -		 Change	name	of	facility	to	Information/Document	Centre;

 - Change position title and job description to facilitate the employment of a 

	 	 Research/Information	Officer;	and

 - Employ a low level assistant, in the interim, until a permanent staff is assigned.

Staff attachments 

As a committed member of the Organisation of Caribbean Utility Regulators (OOCUR) the 

RIC fully subscribes to initiatives that would lead to higher quality regulation throughout the 

region. To this end, the RIC acceded to a request from the Independent Regulatory Commis-

sion	(IRC)	of	Dominica	for	its	Administrative	Officer,	Ms.	Florestine	Felix-Laurent,	to	under-

take a one month attachment at our office in Trinidad and Tobago. As the IRC was at a nascent 

stage	in	its	existence,	it	was	felt	that	an	attachment	to	a	more	established	regulatory	body	in	

the region would greatly benefit its Administrative Manager. During the period November 04 

to December 04, 2009 the officer was assigned to various departments for a minimum of three 

days	in	each	case.	In	a	 letter	expressing	her	appreciation	to	the	Staff	at	 the	RIC	Ms.	Felix-

Laurent	indicated	that	the	experience	was	very	informative	and	expressed	appreciation	for	the	

many things learnt. These newly acquired skills would be utilized upon returning to the IRC.
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The	RIC	also	holds	 the	view	 that	 its	 staff	 could	benefit	 from	exposure	 at	more	 established	

regulators.	In	this	context	our	Human	Resources	Manager,	undertook	a	one-week	attachment	

at the Public Utilities Commission in Ohio (PUCO), United States of America. The Board had 

approved this initiative since 2007 but arranging the attachment proved a challenge. Fortu-

nately, with the assistance of Erin Skootsky of NAURC, PUCO accepted a request for the HR 

Manager to observe their operations for one week. The visit occurred during the week May 

11-15, 2009, and as part of the visit, a tour of a “Smart House” displayed by Duke Energy was 

made. According to the HR Manager, the visit was “awe-inspiring”.

Training 

The RIC continued its commitment to staff training and development in 2009. Staff members 

participated in various training programmes, locally and abroad, and benefited from on-line 

training programmes hosted by international regulatory training institutions. In the area of 

technical training the following programmes were utilised.

 Technical Training - five members of staff participated in the following programmes:

	 -Advanced	course	in	Utility	Regulation;	May	11-15,	2009,	Miami,	Florida.

	 -Taxation	Workshop;	March	5-6,	2009,	Crowne	Plaza,	Trinidad.

	 -Audit	Compliance	Workshop;		June	22-23,	2009	Trinidad	

	 -Introduction	to	Fraud	and	Forensic	Auditing;	August	08,	15,	22	&	29,	2009	Trinidad

	 -VM-Ware	Training	Programme	–	Installation	and	Configuration;		May	4-8,	2009		

   New York, USA 

 Technical Training (On-line) - Eight members of staff participated in the following  

 programmes:

 -Fundamentals of Regulation, February 03 to March 19, 2009 – IP3 (6 weeks).

	 -Monitoring	the	activities	of	Energy	Regulatory	Commissions;	Nov	30,	2009	–	Jan		

      22, 2010 ERRA, (8 weeks). 

 -Fundamentals of Utility Regulation – Determining Revenue needs and Structuring  

	 	Rates;	April	01,	to	May	15,	2009;	IP3	(6	weeks)

W W W. R I C . O R G . T T

32



HUMAN RESOURCES / ADMINISTRATION

	 -	 Advanced	Project	Finance	and	Financial	Modelling		–		Techniques;		September		02	to		

  October 16, 2009 – IP3 (6 weeks).

	 -	 Stakeholder	Consultation,	Public	Awareness	and	Media		Relations;		September		02	to	

  October 16, 2009 – IP3 (6 weeks).

 Non-Technical Training – Eight members of staff participated in the following training  

 courses:  

	 -	 Mastering		Supervisory		Skills;		February		2-5,	2009	;		Arthur		Lok		Jack		Graduate	

	 	 School	of	Business,	Trinidad	and	Tobago;	 	

	 -	 Emergency		Response		Management;		March		25,		2009,		Safety		Council		of			Trinidad	

	 	 and	Tobago;

	 -	 Human		Resources		Labour		Law		Workshop;			August		4		-	12,		2009;		Arthur		Lok		Jack

		 	 Graduate	School	of	Business,	Trinidad	and	Tobago;

 - International   Financial   Reporting   Standards   for  SMEs – A  New  Paradigm  in  the 

	 	 Public	Interest,	November	29,	2009;	ICATT,	Trinidad	and	Tobago;	

 - Dealing with Telephone Aggression, December 03, 2009 – The Dispute Resolution 

	 	 Centre,	Trinidad	and	Tobago;	and

	 -	 Mastering	Supervisory	Skills,		February		2-5,		2009,	Arthur		Lok		Jack		School		of		

  Business, Trinidad and Tobago. 

In-house Training  

One of the recommendations made by the consultant who conducted the Staff Morale Survey 

(2008) was that the RIC should engage a management consultant to conduct a workshop on 

management and leadership training for the Commission’s Management and Senior Staff.  The 

Board	accepted	 the	recommendation	and	the	Arthur	Lok	Jack	Graduate	School	of	Business	

was selected to facilitate a three-day “Results focused Leadership Workshop”, over the period 

November 26-27, and December 01, 2009. All managers and several senior staff participated 

and were presented with certificates at the conclusion.
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Staff Movements

Four persons joined the RIC in 2009, two at the professional level and two others at the 

administrative level. Two persons left the employ of the RIC. The RIC also agreed to the 

temporary	appointment	of	two	former	“On	the	Job	Trainees”	in	administrative	positions	to	

provide cover for the persons who resigned, until other arrangements have been made.

Internships  

As has been our custom in previous years, the RIC agreed to the temporary employment of two 

students during their summer vacation. The Students were assigned to various departments 

within the Commission to get a feel for the world of work.
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At	the	end	of	the	2008	financial	year	the	Board	had	approved	a	complete	overhaul	of	the	RIC’s	

IT	equipment	and	it	was	expected	that	the	new	system	would	be	fully	functional	by	the	first	

quarter of 2009. The equipment in use comprised ten data centre servers running on Windows 

2000 and thirty personal computers, all purchased in 2000. Given the age of the equipment and 

the	high	level	of	output	of	the	RIC	staff,	by	2008	there	was	insufficient	memory	for	applica-

tions, and storage space was becoming a critical issue. In addition, the operating system was 

no	longer	supported	by	Microsoft,	as	its	useful	life	had	expired.	All	personal	computers	began	

to	experience	failures	with	circuit	boards	and	hard	drives,	and	it	became	increasingly	costly	to	

maintain the equipment. It was those circumstances that prompted the decision to replace all 

equipment.

By	the	end	of	the	first	quarter	of	2009	all	new	computing	equipment	was	delivered.	Installation,	
verification	and	testing	were	undertaken	by	the	provider	and	the	handing	over	was	completed	
on May 14, 2009. Even though all staff were provided with new personal computers, these com-
puters continued to be operated on the previous application software. It was hoped that there 
would be a migration from Microsoft 2003 to Microsoft 2007 soon after transition to the new 
equipment but that action was delayed because licences were not received from IGov.TT until 
November 2009. Since all staff would be required to undergo training to familiarise themselves 
with	the	new	operating	system,	some	of	the	benefits	of	the	new	facilities	would	not	be	available	
until early 2010.

As we had installed a totally new system, twelve virtual servers running on Windows 2008 

operating system, some transitional problems occurred which required support from the sup-

plier. Those problems proved somewhat intractable but with the cooperation of the vendor they 

were sorted out by the third quarter. An important component of the contract to supply the new 

equipment was the facilitation of a one-week training programme for both the Manager and IT 

Specialist. Both individuals undertook training at Hewlett-Packard’s Training Centre in New 

York	in	May	2009.	The	training,	“VMware	Training,	Installation	and	Configuration”	was	critical	

for the IT personnel to ensure that they could resolve problems that might arise.
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Following the successful change out of the old equipment the Board agreed that staff who were 

desirous of acquiring the personal computer which had been assigned to them would be granted 

the	items	at	no	cost	since	they	were	no	longer	efficient	for	internal	use	and	had	no	realisable	sale	

value. 

In the new year the IT Department would focus on structuring training for all staff to ensure that 

they	could	enjoy	the	full	benefit	of	the	new	system.	In	addition,	new	policies	and	procedures	will	

be	developed	to	improve	the	efficiency	of	the	department,	and	to	ensure	the	safety	and	security	

of IT services.

INFORMATION TECHNOLOGY AND ANCILLARY SERVICES
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FINANCES OF THE RIC

A	Budget	of	$16,036,071	was	approved	for	the	RIC	by	the	Cabinet	for	the	financial	year,	2009.	

It was the second year in succession that the RIC’s budget was approved early and thus, at least 

from	a	viewpoint	of	financial	impediments,	its	work	programme	could	proceed	without	hin-

drance. The Cess Factor was 0.42% of the cumulative revenue of the service providers under 

its purview.

The	pattern	of	expenditure	continued	to	mirror	that	of	previous	years,	with	the	largest	items	

of	expenditure	being	Personnel	Expenditure,	 and	Accommodation,	 representing	59.0%	and	

14.0% respectively.  A proposal for increased salaries, based on 2008 compensation survey, 

was submitted to the Ministry of Public Utilities, to take effect from October 2009, Provisions 

for those increases were allocated in the 2009 budget. However, at the end of 2009 no approv-

al	has	been	received	from	our	line	Ministry.	A	breakdown	of	the	Main	items	of	expenditure	is	

presented in the table below.

              Table 11- budget and actual Expenditure for fiscal 2009

The RIC is fully committed to ensuring that its costs are carefully controlled, resources man-

aged	efficiently,	and	to	transparency	in	its	operations.	In	keeping	with	these	values,	persons	who	

wish	to	access	any	information	on	the	RIC’s	financial	operations	can	do	so	through	the	normal	

channels.
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MANAGEMENT TEAM
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