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OUR 
DIRECTORS 
-GENERAL

Winston Hay 

1995-2002

J. Paul Morgan 

2002-2008

George Wilson 

August 2008-February 2009

Zia Mian 
February 2009 - 2013

Maurice Charvis 

February 2013-November 2013,

October 2016 - January 2017 

Albert Gordon 

November 2013-October 2016
Ansord Hewitt 

2017-Present
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LONG-SERVING STAFF MEMBERS 

Maurice Charvis

Position: Deputy Director-General

Joined: 1997 March 3

Ingrid Brown Cripps 

Position: Manager, Property and Office Service 

Joined: 1997 April 1

Venetia Cooke

Position: Records and Information Management Officer 

Joined: 1997 April 1

Ansord Hewitt

Position: Director-General

Joined: 2000 February 14

Number of years served: 22 

Nova Barnett

Position: Manager, Public Procurement

Joined: 2001 January 8

Number of years served: 21 

Otis Anderson

Position: Manager, Information 

Technology and Risk 

Joined: 2003 April 14

Number of years served: 19

Marsha Minott

Position: Senior Utility Analyst

Joined: 2003 October 6

Number of years served: 19

Wayne McGregor

Position: Senior Legal Counsel

Joined: 2004 May 17

Number of years served: 18

Laverne Small

Position: Accountant

Joined: 2004 August 22

Number of years served: 18

Cedric Wilson

Position: Deputy Director General 

Joined: 2004 October 18

Number of years served: 18

Jodian Coultman

Position: Coordinator, Consumer 

Affairs (Acting)

Joined: 2004 November 11

Number of years served: 18

Shanique Nunes

Position: Manager, Human Resource 

Joined: 2005 January 3

Number of years served: 17

25 YEARS

20-24 YEARS 15-19 YEARS

15-19 YEARS

The OUR salutes our members of staff who have served 15-25 years with the organisation. We look forward to your continued 

contribution to nation-building. 

Lorraine Baker

Position: Receptionist/Telephone Operator

Joined: 2004 July 1

Number of years served: 18

SEE MORE ON PAGE 18
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LONG-SERVING STAFF MEMBERS 

15-19 YEARS

Diana Cummings

Position: Secretary to the Office  

Joined: 2005 April 1

Number of years served: 17

Carlene Dunbar

Position: Licensing Officer

Joined: 2005 July 11

Number of years served: 17

Renae Gayle

Position: Budget Officer (Acting)  

Joined: 2006 September 1

Number of years served: 16

Beverley Green

Position: Consumer Affairs Officer

Joined: 2006 December 4

Number of years served: 16

Courtney Francis

Position: Manager – Engineering & 

Technical Analysis

Joined: 2007 February 26

Number of years served: 15

Sashana Miller

Position: Senior Utility Analyst

Joined: 2007 December 3

Number of years served: 15

Francine Brown-Thomas

Position: Senior Procurement Officer

Joined: 2007 December 3

Number of years served: 15

Collette Goode

Position: Consumer Affairs Specialist

Joined: 2005 January 24

Number of years served: 17



 OFFICE OF UTILITIES REGULATION 25TH ANNIVERSARY FEATURE |  THE GLEANER |  SUNDAY, SEPTEMBER 25, 2022ADVERTISEMENT 19 





 OFFICE OF UTILITIES REGULATION 25TH ANNIVERSARY FEATURE |  THE GLEANER |  SUNDAY, SEPTEMBER 25, 2022ADVERTISEMENT 21 





 OFFICE OF UTILITIES REGULATION 25TH ANNIVERSARY FEATURE |  THE GLEANER |  SUNDAY, SEPTEMBER 25, 2022ADVERTISEMENT 23 







26  NAME OF FEATURE |  THE GLEANER |  SUNDAY, SEPTEMBER 25, 2022OFFICE OF UTILITIES REGULATION 25TH ANNIVERSARY FEATURE

I
N 2015, the Office of Utilities 

Regulation (OUR) became the first 

Jamaican regulator to gain ISO 

9001:2008 certification for its qual-

ity management system (QMS). The 

certification of conformity to the ISO 

9001 standards was presented on 

Tuesday, December 8, 2015.

In 2018, the OUR upgraded its 

QMS certification to ISO 9001:2015. 

The OUR began the process of 

obtaining ISO certification as a val-

idation of its quality management 

system in 2012, through a process 

of rigorous audits, to determine its 

eligibility for certification.

Reacting to the award of the 

certification in 2015, former OUR 

Director General Albert Gordon 

said at the time, “ISO certification 

for the OUR is not mission accom-

plished, but mission beginning. It 

is a continuous process. It is ex-

pected to improve our efficiency 

and effectiveness as an organ-

isation. Establishing and main-

taining a quality management 

system has become a way of life 

for the OUR.”

In its goal to become ISO-

certified, the OUR realigned the 

processes of the organisation 

towards customer satisfaction, 

implemented process standards 

and audits to ensure adherence to 

best practices, used a vigorous pro-

ject management system to meas-

ure performance, and improved 

its document management and 

records control.

It was accredited by the National 

Certification Body of Jamaica 

(NCBJ), the local certification body. 

The NCBJ is accredited by ANSI-ASQ 

National Accreditation Board to 

offer internationally recognised 

certification to QMS standards (ISO 

9001). The certification provided 

by NCBJ is equivalent to all leading 

certification bodies throughout the 

world.

The OUR undergoes regular sur-

veillance audits by the NCBJ to en-

sure continuing conformity to the 

certification. 

The OUR is ISO 9001:2015 certified
IT and Risk Director Leighton Hamilton (right), who was appointed the OUR’s management representative, quality management system, accepts the ISO 9001:2015 certification from former Chairman of the 

Bureau of Standards Jamaica, Matthew Samuda, and Michelle Sturridge of the NCBJ on November 28, 2018.  
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Mark A. Jamison/ Contributor

B
UILDING A prosperous country 

requires the work of great indi-

viduals and great institutions. 

Jamaica has been blessed with both, 

especially in the space of utilities 

regulation.

I met Winston Hay, the Office 

of Utilities Regulation’s (OUR) first 

director general, in January 1997, 

just five months after he started the 

job. He was in the first cohort of the 

University of Florida’s Public Utility 

Research Center (PURC) two-week 

course on utility regulation and 

strategy. This launched a long and 

productive relationship between 

Mr Hay and PURC, and between the 

OUR and PURC. It is a relationship 

that has served both entities well.

Fifty-nine OUR professionals have 

participated in this course, both as 

instructors and attendees. The latest 

OUR official to be part of our fac-

ulty, Deputy Director General Cedric 

Wilson, is carrying on a strong tra-

dition that Mr Hay, J. Paul Morgan, 

and others formed over the years.

Both through this outreach and 

through its examples of well-rea-

soned decision-making, the OUR 

has been a world leader in regula-

tion. My colleagues and I use OUR 

decisions in our teaching, as the 

OUR evaluations of regulatory al-

ternatives are thorough and clear. 

Whether the decisions are as contro-

versial as determining utility profits 

or as esoteric as deciding which is 

more effective – controlling prices 

or controlling revenues – regulatory 

professionals from around the world 

have benefitted from studying the 

OUR and its decisions.

OUR leadership was instrumen-

tal in forming the Organisation of 

Caribbean Utility Regulators, which 

is one of the world’s most successful 

utility regulatory associations, pro-

viding its members with important 

learning opportunities and chal-

lenging them to be world leaders.

The OUR has also been a leader 

in energy reforms, providing model 

decisions for renewable energy and 

incentivising utilities to be efficient 

in how they purchase their fuels.

So congratulations to the OUR, 

and to Jamaica, on the 25th anni-

versary of the OUR’s founding. My 

PURC colleagues and I are proud of 

our connections with you, and of 

the work you have accomplished.

Dr Mark Jamison is the director and 
Gerald Gunter Memorial  professor of 
the Public Utility Research Center at 
the University of Florida, USA.

OUR provides  
25 years of  

world-class service

Mark A. Jamison

OUR provides 25 years of world-class service
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LICENCEES IN THE TELECOMMUNICATIONS 
SECTOR

Advance Cable Systems Company Ltd

Amber Innovations Limited

Apito Limited

Bessnet Company Ltd

Cable & Wireless Jamaica Ltd

Caribbean Landing Co Ltd

Caribbean Voice Limited

Caribe Communication

Columbus Communications Ltd/ trading as Flow

Combined Communications Ltd

C.T.L. Limited

Dekal Wireless Limited

EZMZE Company Limited

Fibralink Jamaica Limited

Giant Networks Limited

Home Time Entertainment Limited

Home Town Telephone Ltd

Hospitality Comms Information System, Now Traille  

    Caribbean Ltd

Innovo Solutions Limited

Introlink Café Communication Ltd

Island Networks Limited

JACS Cable Limited

Jamaica Digiport International Ltd. Has been acquired by  

    Lime

Jamaica Prepaid Limited (formerly Merit Communications  

    Limited), now Columbus Communications Ja Ltd (FLOW)

Jamaica Public Service Co. Ltd

Kayla Internet Service Provider Ltd

Kubi Wireless Jamaica Ltd

Linscom Network Ltd

McKoy Cable Television Company Ltd

Digicel (Jamica) Limited

NAV Sat Supplies Ltd

Neptune Communications (Jamaica) Limited

Network Cable Services Ltd

Noble Wi-Fi Ltd

NYCMAR Communications Limited

One Force Communications.

Orbit Links IP Services Co Ltd

Phoenix Tower Jamaica Ltd

PIXCOM Communication Ltd

Porting Access

QES-46 Limited

Radio Jamaica

ReadyNET Limited

Rock Mobile Limited

Rural Net Solutions Company Ltd

S & B Communications Limited

Solar Internet Repairs S.I.R. Tech Jamaica Ltd

Stars Cable Company Ltd

Surge Telecom

Telecomb Networks Ltd

Telecommunicaciones Grand Caribe S.A.

Tendo Telecom Limited

Trans Caribbean Cable Ltd

Ubitelecom Ltd

Xtrinet Ltd

Verge Communication

Vionet Enterprise Limited

Woke Communications Inc Limited

LICENCEES IN THE ELECTRICITY SECTOR

Blue Mountain Renewables (BMR)

Content Solar Ltd/WRB Enterprises

Eight Rivers Energy Company

Jamalco – Ropecon

Jamaica Energy Partners

Jamaica Private Power Company

Jamaica Broilers

Jamaica Public Service Company Limited

Munro  College Windfarms Limited

Wigton Windfarms Limited 

NFE South Power Holdings Limited

South Jamaica Power Company Limited

LICENCEES IN THE WATER & SEWERAGE 
SECTORS

Can-Cara Development Limited

Central Waste Water Company Limited

Dairy Spring Limited

Dynamic Environmental Management Limited 

Four Rivers Development  Company Limited

Hampstead Citizens Association Benevolent Society

Rose Hall Development limited

Runaway Bay Water Company

Landmark Development Limited

Waterwheel Estates Ltd

Drax Hall Utilities Limited

St Jago Hills Development Co Ltd

Ironshore Utilities limited

Everoy H. Chin Co Ltd

Richmond Environmental Services Ltd

Tallawah Investment Ltd.

Tryall Golf and Beach Club Ltd

Kemtek Development & Construction Ltd

LIST OF ENTITIES REGULATED BY THE OUR
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I 
AM pleased to extend hearty 

congratulations to the Office of 

Utilities Regulations (OUR) on its 

25th anniversary. It is very satisfy-

ing to know that the OUR has per-

formed creditably and with integrity 

since its inauguration in 1997.  

Prior to its formal commence-

ment, it was a privilege to have been 

appointed by the Ministry of Public 

Utilities and Transport (with the ap-

proval of Cabinet) as programme 

manager – consultant for the es-

tablishment and management of 

the OUR Preparation Unit. That as-

signment commenced in early 1995 

and ended after the appointment 

of Mr Winston Hay, by the governor 

general, as the first director general 

in late 1996. The Preparatory Unit 

successfully completed its assign-

ments and handed the baton over 

to the OUR.  

The establishment of the OUR 

became necessary because of the 

intention of the Government, with 

the support of the World Bank and 

the Inter-American Bank, to permit 

private investments in Jamaica’s 

public utilities sector for the very 

first time. Being chairman of the 

Jamaica Public Service Company 

Ltd (JPS) at the time, and having 

participated in negotiations with 

the then prospective investors in the 

first such power plants eventually 

built in Jamaica – Jamaica Private 

Power Company (JPPC) and Jamaica 

Energy Partners (JEP) – presented 

me with the  opportunity to visit 

electricity generation plants along 

with several public utilities regu-

lators in the United Kingdom. This 

experience undoubtedly proved 

very useful for my OUR assignment. 

As expected, my relationship with 

the JPS was relinquished prior to 

assuming the role as consultant at 

the OUR Preparation Unit.

There is a natural and inevitable 

tension built into the role of an or-

ganisation designed to administer 

agreements, mediate protocols 

and make financial determinations 

among competing interests. This is 

particularly true when the parties in-

volved are the public (Government 

and people) on one hand, and pri-

vate sector (profit-focused) cap-

ital on the other. This persistent, 

precarious, problematic balance 

defines the OUR’s role.

It is even more testing, when 

the organisation (the OUR, in 

this instance) is a creature of the 

Government, and yet it is expected 

to exercise a high degree of inde-

pendence in its adjudications. In 

this regard, for the past 25 years, 

the OUR has achieved − by public 

account − remarkable success and 

respect. I applaud the successive 

directors general and senior lead-

ership of the OUR for this achieve-

ment. I also congratulate successive 

governments for standing with the 

OUR, even in trying circumstances.

Jamaica has seen a significant and 

ongoing expansion in private capi-

tal investments in the public utilities 

sector over the 25 years of the OUR’s 

existence. Much credit is due to the 

precise, delicate equilibrium in the 

OUR’s decisions and performance, 

critical factors in the confidence 

needed by private capital to invest 

while balancing the collective inter-

ests of the public. 

The OUR has also been success-

ful in communicating effectively 

to the public and facilitating open 

discourse on its deliberations. This 

effort has enhanced the organisa-

tion’s public profile and deserves 

commendation.  

May God’s continued blessings 

attend the OUR team as it works 

and pursues excellence.

– Earl Richards    

Starting operations 
at the OUR – some 
brief recollections

Earl Richards



 NAME OF FEATURE |  THE GLEANER |  SUNDAY, SEPTEMBER 25, 2022 33 OFFICE OF UTILITIES REGULATION 25TH ANNIVERSARY FEATURE

Some OUR staff members pose for a photo after the OUR’s 25th anniversary church service at the Faith Cathedral Deliverance Centre on January 9, 2022.

The major utility companies show their commitment to and support for the OUR’s Parish Connections outreach series at the launch on March 9, 2015. The series saw the staging of several outreach activities 

in each parish including community meetings and utility expos over a three year period. From left to right are: Andrew Lee (FLOW), Charles Douglas (LIME), Patrick Young (Digicel), Winsome Callum (JPS), 

Albert Gordon (OUR) and Charles Buchanan (NWC).
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Elizabeth Bennett Marsh
Public Education Specialist, Office of 
Utilities Regulation 

W
HOSE SIDE are you on, 

OUR? 

This refrain comes in 

various forms from utility customers 

and is often echoed in mainstream 

and social media. 

Public comments on the per-

ceived role of the OUR, especially 

following an announcement of a 

utility tariff decision, have not es-

caped the regulator’s scrutiny, even 

while it has, on many occasions, 

sought to remind the public of its 

powers and obligations under the 

OUR Act and other sector-specific 

legislation. 

There is, seemingly, a mispercep-

tion held by utility consumers that 

the OUR was set up solely to secure 

only their rights and interests. From 

this perspective, it is sometimes as-

sumed that the OUR should only 

make decisions that cater to the 

consumers’ most pressing expec-

tations, notwithstanding the pre-

vailing circumstances. 

Some utility consumers are of the 

view that in these harsh economic 

times, the OUR must ‘read the room’ 

when making decisions, and act ac-

cordingly. Meaning that the OUR 

should only take into consideration 

the difficulties being experienced 

by customers arising from loss of 

wages, increases in the cost of liv-

ing, downturn in business, volatile 

global prices, etc. 

Is the OUR obliged to do so? Is it 

a consumer advocacy body?  These 

questions bring into sharp focus the 

role and mandate of the OUR. 

Consumer advocacy is the pro-

tection and promotion of the 

welfare and rights of consumers. 

A consumer advocacy body – usu-

ally a lobby group – is the voice of 

consumers on policy matters and 

other decisions that impact them 

and their well-being.  

The OUR began operations in 

1997 with a mandate to provide ef-

fective regulation of utility services. 

This kind of regulation is fundamen-

tal to the well-being of people in 

modern society and entails ensuring 

that consumers have access to mod-

ern, safe, reliable, affordable, and 

quality utility services, while pro-

viding the opportunity for utilities 

or service providers to make a rea-

sonable return on their investment. 

The OUR’s mandate includes es-

tablishing and maintaining trans-

parent and objective rules for the 

regulation of utility services, ad-

vising the government on utility 

matters as required, making rec-

ommendations on service supply 

licence applications, and ensuring 

that utility consumers enjoy an 

acceptable quality of service at a 

reasonable cost. 

The OUR, being an independent 

and impartial economic regulator, 

operates under the constraints of 

various legislation and licences 

which detail clear objectives, pow-

ers and procedural obligations, as 

well as define the scope and scale 

of what it is empowered to do. For 

example, the Electricity Act, 2015, 

sets out clear guidelines on when 

the Jamaica Public Service Company 

Limited (JPS) can submit tariff re-

view applications to the OUR, and 

the parameters within which such 

applications should be assessed by 

the OUR. The OUR, as a quasi-judicial 

body, is obliged to make objective 

decisions based on technical, eco-

nomic and legally sound reasoning. 

Therefore, it does not have the lati-

tude to make decisions that are po-

litically or emotionally motivated. Its 

firm adherence to making decisions 

guided by relevant legislative provi-

sions, has resulted in decisions that 

have proven, largely, to withstand 

scrutiny whether through public 

discourse or before a tribunal or a 

court of law.  

Arguably, it is out of a collective 

sense of confidence in the OUR and 

its decisions that creates situations 

where matters that do not fall within 

its regulatory remit are sometimes 

The OUR is not a 
consumer advocacy 

body: It provides 
regulatory balance

PLEASE SEE BALANCE, 39
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Yvonne Grinam-Nicholson, Director, 
Consumer and Public Affairs, Office of 
Utilities Regulation

F
OR BUSINESSES, delivering 

quality customer service is a 

sine qua non for success. As 

long as the price is affordable and 

the quality of customer care as well 

as the goods and services are con-

sistently pleasing to the consumer, 

they will continue to beat a path 

to that door or, if they are dissatis-

fied, they will look for other suitable 

options. 

But what happens to the utility 

consumer whose choice is limited 

(or non-existent) and who contin-

ually experiences poor customer 

service? Some consider it a waste 

of time to complain when they 

encounter poor customer service, 

whilst many, even though they 

might protest, often fail to register 

it in a manner where a correction 

can be made. Instead, they succumb 

to the ‘me cyan bother’ syndrome. 

Naturally, the next question from 

the lips of any disaffected Jamaican 

utility customer would be: so what 

is the Office of Utilities Regulation 

(OUR) doing?  

As a regulator, the OUR’s role 

includes determining the regula-

tory framework within which the 

regulated entities operate, as well 

as setting the utility service rates 

and standards, including the stand-

ard of customer service, for some 

of them. In doing so, we must en-

sure that we take into account the 

needs of stakeholders, including the 

GOJ, utility service providers and 

the largest group – the consumers. 

To honour this role, we embarked 

on a Mystery Shopping (MS) pro-

gramme designed to monitor the 

providers’ service level. Since 2017, 

we have implemented our MS re-

search to monitor the major utility 

providers:  Digicel, FLOW, Cable 

and Wireless Jamaica, National 

Water Commission (NWC), and the 

Jamaica Public Service Company 

Ltd (JPS). 

The question may quite rightly 

be asked about the value of MS, 

and here some background and 

information is necessary.  ‘Mystery 

Shopping’, also called ‘secret shop-

per’ or ‘secret caller’, was coined 

in the 1940s by a research com-

pany, WilMark, which used the 

technique of hiring private inves-

tigators to pose as employees as 

part of an undercover operation to 

stop workplace theft/ fraud.  The 

research has evolved to include 

data collection for, among other 

things, customer service. There 

How the OUR 
helps to improve 
utility customer 

service standards
The OUR’s MS objectives 

are in keeping with the 

organisation’s efforts to 

continually implement 

policies to improve the 

well-being of utility 

consumers. Annual 

surveys measure 

the current level of 

customer service 

in-store, in the call 

centres, online and on 

social media, such as 

chatrooms/helpdesks, 

Facebook, Twitter 

and blogs; customer 

satisfaction in relation 

to service quality, 

specifically, customer 

experience; the level 

of improvement; and 

the overall customer 

satisfaction rating for 

each provider. 
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is now even a trade association, 

Mystery Shopping Providers 

Association (https://www.mspa-
global.org/industry).

The main feature of MS is that 

it is a covert activity and persons 

undertaking the task do not de-

clare that they are conducting it. 

MS tests the operation of staff to 

confirm training standards and 

service delivery at the face-to-

face point, with the main objec-

tive being to increase the customer 

service levels. 

The OUR’s MS objectives are in 

keeping with the organisation’s 

efforts to continually implement 

policies to improve the well-be-

ing of utility consumers. Annual 

surveys measure the current level 

of customer service in-store, in 

the call centres, online and on 

social media, such as chatrooms/

helpdesks, Facebook, Twitter and 

blogs; customer satisfaction in re-

lation to service quality, specifically, 

customer experience; the level of 

improvement; and the overall cus-

tomer satisfaction rating for each 

provider. 

What’s the value of this tech-

nique? The MS research, in and of 

itself, does not change behaviour. 

However, the results are in how 

the findings are utilised to make 

changes to the OUR’s Guaranteed 

and Overall Standards (where appli-

cable) to benefit consumers.

The notable actions emanat-

ing from OUR’s MS research are: a 

new overall standard in customer 

service for JPS and the develop-

ment of a Code of Practice for 

Complaints Handling (COP) for 

all providers. 

Among the consumer service-re-

lated aspects of the OUR’s Decision 

on JPS’s 2019-2024

Tariff Application, was – EOS13 

(Effectiveness of Customer Service) 

to monitor and measure the level of 

customer service delivered by JPS. 

This standard is to, inter alia: allow 

the regulator to verify performance 

claims made by JPS, and establish 

minimum customer service quality 

levels to meet consumer needs and 

expectations.

Following on its MS findings, 

the OUR convened annual sympo-

sia on Utilities Customer Service 

and Quality of Service (QoS) 

Improvement, from which the COP 

was collaboratively developed.

So what are some of the ‘secrets’ 

of the OUR’s MS? Personnel hired 

and trained by a research com-

pany goes to the utility provider 

and anonymously undertakes a 

transaction. Each ‘shopper’ is given 

a specific scenario, for example, 

enquiring about how to obtain a 

new meter, a bill query or payment 

plans. 

The OUR provides the research 

company with the contact details 

of the utility’s outlets. ‘Shoppers’ 

remain anonymous and are both 

males and females across various 

ages. No single ‘shopper’ shops 

more than one location for the 

same provider (an important 

quality control measure), to en-

sure that their previous experi-

ence with another location does 

not influence their thoughts for 

the other. Visits and calls are done 

during both the typical peak 

(busy) and off-peak (less busy) 

periods, determined by dates, to 

assess the provider’s performance 

when there is heavy traffic (peak) 

versus when there is a slow trickle 

of customers. 

The in-store ‘shopper’ engages the 

utility personnel to get a first-hand 

experience of customer service. 

Some of the metrics include: the 

quality of the interaction; whether 

the customer service representative 

was professional, knowledgeable, 

courteous, and was able to appro-

priately respond to the concerns/

complaint.

Online, chatroom and social 

media ‘shoppers’ evaluate, for ex-

ample, ease of bill payment (and 

instructions), access, knowledge 

of customer service personnel, 

and timeliness/usefulness of 

responses. 

The telephone ‘shoppers’ check 

the wait time before the call is 

answered (number of rings); eval-

uate customer service experience 

(quality of the responses, knowl-

edge of the agent, clarity of the 

resolution/information); indicate 

their perception of the interac-

tion with the representative; and 

evaluate whether the agent was 

professional, knowledgeable, 

courteous, and able to appropri-

ately respond to the concerns/

complaints.

The data-collection tool is elec-

tronic and in the final analysis, the 

sum-of-scores method is used to 

determine the location’s customer 

service performance.

The Mystery Shopping sur-

vey is another tool in the OUR’s 

monitoring arsenal to continu-

ally improve the quality of cus-

tomer care that utility customers 

receive. 
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Director-General Winston Hay (left), confers with 

Deputy Director-General. J. Paul Morgan ahead of an 

event in 1999

OUR SNAPSHOTS
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referred to it for advice and 

resolution. 

So to answer the question 

posed as to whether the OUR is 

a consumer advocacy body, it is 

not. However, the OUR is required 

to keep regulatory issues in bal-

ance. Consequently, it is obliged 

to consider, among other factors, 

consumer interest in keeping with 

the provisions for the protection 

of consumers set out in the OUR 

Act, the Telecommunications Act, 

the National Water Commission 

Act, the Electricity Act,2015 and 

the Electricity Licence, 2016.  

In its 25-year history, the OUR has 

made major, impactful decisions in 

the interest of consumers. These are 

just a few: 

- Developed guaranteed 

standards for the National Water 

Commission (NWC), JPS and pri-

vate water providers, which hold 

these utility providers to basic ser-

vice standards, and, if breached, 

attracts compensation to affected 

customers; 

- Reduced mobile termination 

rates in 2012. These are fees mobile 

telephone companies charge other 

carriers to terminate calls on their 

networks. OUR’s decision resulted 

in a significant reduction of overall 

rates charged by the major telecoms 

companies, whether for calls to their 

network or to another; 

- Introduced number portability 

in the telecommunications sector 

in 2015. This places more power in 

the hands of telecoms customers 

by allowing them to change their 

mobile or landline service provider 

and keep their existing phone num-

bers. The guidelines are now being 

reviewed to ensure, among other 

things, that the interests of custom-

ers continue to be protected;  

- Approved measures in the elec-

tricity sector that provide cost-ef-

fective options to customers. These 

include transitioning from a two-pe-

riod to a three-period time of use 

(TOU) rate regime, and the exten-

sion of TOU rates to more customer 

categories,  as well as the introduc-

tion of prepaid (pay as you go) rates;

- Spearheaded international 

procurement processes to identify 

over 115MW of renewable energy 

capacity pursuant to a directive 

in 2015. The country now has a 

renewable energy mix of mainly 

wind and solar plants provided by 

Wigton Windfarms, Blue Mountain 

Renewables, WRB Enterprises 

Content Solar, and Eight Rivers 

Energy Company.

- Played a pivotal role in the mod-

ernisation of the electricity sector 

with the introduction of cheaper 

and environmentally friendlier 

natural gas and the replacement 

of old inefficient, oil-fired generat-

ing plants with modern, gas-fired 

plants.

- Approved a special K-Factor 

Fund for the NWC. This OUR-

monitored facility allows the NWC 

to use a pre-determined percentage 

on customers’ bills to implement 

non-revenue water (NRW) reduc-

tion, sewerage and other specifically 

approved operational efficiency 

projects. This Fund has assisted the 

NWC to deal with the shortage of 

capital that restricted its ability, in 

the past, to take on critical projects. 

A sufficient reduction of the NRW 

should realise more consistency in 

the water supply, including during 

periods of drought. 

Despite the OUR not being a con-

sumer advocacy body, it continues 

to ensure that utility consumers’ 

interests are always taken into con-

sideration in the decision-making 

process, and that decisions are 

made in the best interest of all the 

stakeholders it serves, as it has been 

doing for the last 25 years. 

BALANCE
CONTINUED FROM 35

The OUR is required 

to keep regulatory 

issues in balance. 

Consequently, it is 

obliged to consider, 

among other factors, 

consumer interest 

in keeping with 

the provisions for 

the protection of 

consumers set out 

in the OUR Act, the 

Telecommunications 

Act, the National Water 

Commission Act, the 

Electricity Act,2015 and 

the Electricity Licence, 

2016.  
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Bogue Gas Project launch 
OUR’s then Director-General, Albert Gordon (centre) and former Deputy Director-

General. Hopeton Heron (left) toured the Bogue power plant following the  

launch of the Bogue Gas Project which saw the plant being converted to also use 

Liquefied Natural Gas (LNG). The launch took place in Montego Bay, St. James 

on October 13, 2015.

Courtney Jackson 
Deputy Director-General, Courtney Jackson addresses a media conference in 

2002.
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Long service 

Two of the OUR’s longest serving members – Ingrid Brown Cripps (second left) 

and Venetia Cooke (second right), who each served 25 years at the OUR, pose 

with OUR’s executives on January 9, 2022, following a service to mark the OUR’s 

25th Anniversary. The members of the executives pictured are: Deputy Director-

General, Cheryl Lewis (left), Director-General, Ansord Hewitt and Deputy 

Director-General, Cedric Wilson.

OUR Launch 

The official launch of the OUR took place September 4, 1997 on the roof of the 

PCJ Resource Centre in New Kingston. From left: Deputy Directors-General 

Delreo Newman (at lectern) and J. Paul Morgan (sitting), guest speaker, Prime 

Minister, Percival J. Patterson, Deputy Director-General, Winston Hay, Minister of 

Public Utilities & Transport, Robert Pickersgill and Rev. Ernest H. DeSouza, 

Spiritual Leader, Jewish Community who blessed the OUR.

In 2000, the OUR recognised the need to effectively manage the documents and 

books that had accumulated. This resulted in the establishment of the OUR’s 

library. This was officially opened in October 2003. From left: Japanese 

Ambassador, His Excellency Hiroshi Sakurai, Director-General, J. Paul Morgan 

and Deputy Resident Representative, UNDP, Bartholomew Mensah.
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Praise and Thanksgiving 

OUR executives and well-wishers gather for the OUR’s Praise 

and Thanksgiving service in December 2012. From left to 

right: Dr Wayne Henry (now Director-General, PIOJ); Earl 

Richards, former Programme Manager, OUR Preparatory 

Unit; Former Directors-General, J. Paul Morgan and Winston 

Hay and then Director-General, Zian Mian.  In the 

background is then Deputy Director-General, Hopeton 

Henry.
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THE OUR is fortunate to have been graced with very qualified and dedicated 

members who contribute greatly to the development of the organisation 

and the utility sectors during their tenure. Some died while at the OUR, 

while others passed after demitting the organisation. We would like to 

recognise them.

They left a mark

Carolyn Young – Up to the time she retired in December 31, 2017, Carolyn 

Young was the longest serving member of the OUR, having started on January 

20, 1997. While at the OUR, Carolyn served in various capacities, culminating 

with her appointment as Director of Human Resources and Administration, a 

post in which she served until her retirement. Carolyn died on April 10, 2021.

Lorna Ferguson Townsend started with the OUR on January 3, 2002 and was 

the Coordinator for the OUR’s Consumer Affairs Unit. Her passion of customer 

service was trumped only by her undying love for the Lord. As a faithful Christian, 

she sought to uphold her strong Christian ideals and was a mentor and confidant 

to many of her colleagues. Lorna initiated the OUR’s annual Christmas Praise 

and Thanksgiving Service, a yearly fixture on the holiday calendar. She passed 

away on August 19, 2015 while at the OUR.
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Bid Opening

OUR team members verified documents at a public bid opening on 

August 8, 2013. From left to right, General Counsel Chenee Riley, 

Chief Internal Auditor, Hope James and  Budget Officer Deslyn 

Nwude.
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THE OUR is fortunate to have been graced with very qualified and dedicated 

members who contribute greatly to the development of the organisation 

and the utility sectors during their tenure. Some died while at the OUR, 

while others passed after demitting the organisation. We would like to 

recognise them.

They left a mark

Camile Rowe joined the OUR on February 1, 2018 as a Consultant Regulatory 

Economist. Though her stint was short, her contribution was vast and wide-

reaching. She died on December 22, 2020 while still in the employ of the OUR.

J. Paul Morgan – Prior to his appointment as Director-General of the OUR from 

2002 to 2008, he was one of two Deputy Director-General and a member of the 

Office from 1997 to 2002. Long after he demitted office, J. Paul remained a 

valuable resource, who made himself available to assist in whatever way he 

could. J. Paul died on January 19, 2020. 
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Wheeling Workshop 

Deputy Director-General Cedric Wilson (centre) addresses a question from a stakeholder at a Wheeling workshop on May 2, 2013.

Talking Telecoms at UTech

Maurice Charvis, who was acting Director-General, makes a presentation at  a conference at the University of Technology in March 2013.
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THE OUR is fortunate to have been graced with very qualified and dedicated 

members who contribute greatly to the development of the organisation 

and the utility sectors during their tenure. Some died while at the OUR, 

while others passed after demitting the organisation. We would like to 

recognise them.

They left a mark

Courtney Jackson – Courtney accepted the position of Deputy Director General 

at the Office of Utilities Regulation (OUR), with responsibility for 

Telecommunications in 2000. He served seven years in this capacity under two 

Director Generals, Mr. Winston Hay and Mr. J. Paul Morgan. Courtney 

transitioned on March 2, 2017. 

Patrick  Williams served as an Economist at the OUR between 2000 and 2004 

and later as a Senior Economist from 2005 to 2007. He died in December 5, 2008.

Janet Stewart started with the OUR as an Administrative Assistant on January 

3, 2000. She died January 20, 2002.
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