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FROM THE DESK OF THE CHAIRMAN
Justice Prem Persaud (ret’d) CCH
Once again the public has the opportunity to note the work of the Public Utilities
Commission, and to determine whether it has performed satisfactorily.

The PUC is bound by Statute to perform regulatory, investigatory, enforcement and other
functions conferred on the Commission. It has had a good year having regard to the
service to, and satisfaction received by consumers who it represented against the
regulated utilities.

There is much talk about the proposed legislation to bring to an end the monopoly
enjoyed by one of the telecommunications operator, and amendment of the PUC Act.
Whenever Parliament considers it necessary and important to pass these legislations,
much more work will befall the Commission, and we are prepared for it. The PUC has
qualified and competent employees who are knowledgeable in all aspect of the duties
assigned to them—and it will continue to provide an efficient service to consumers.

We do not have many problems with the telecoms operators. This is due, we presume, to
the competition between the two service providers with respect to the cellular and
associated services.

The electricity sector still experiences grave difficulties as a result of losses—both
technical and commercial, and consumers are called upon to bear these losses. Firstly, by
the high rates paid for the service, and then via grant/subsidies of public funds, to which
consumers contribute in the form of taxation.

The Guyana Water Inc. is trying desperately to supply as many consumers as possible,
but with limited resources and age-old equipment there are inevitable constraints in the
supply of this very essential commodity.
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The staff of the PUC, as I pointed out, are doing a good job and the Berbice Branch
Office is performing satisfactorily. The PUC will continue its service to consumers and
hereby seeks their support and cooperation by the gracious use of water and electricity
and to honour their bills in a timely fashion.
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INTRODUCTION
The Public Utilities Commission is pleased to present its Twenty-third Annual Report, in
accordance with Section 85 of the PUC Act, Act No. 10 of 1999.

This report is intended to inform of the PUC’s activities during the year 2013, and our
resolve is to maintain a fair balance between the consumers and the interests of the
regulated utilities.

The Commission is a body corporate established by the Public Utilities Commission Act
No. 26 of 1990 which came into effect on the 1st October, 1990. This Act was amended
in 1991, 1994, 1999, 2003 and 2010.

The PUC Act allows for a Chairman and four Commissioners. The Commission
presently consists of a Chairman, who is a full time official, and two Commissioners,
who are part-time functionaries. The current members are as follows:
•

Justice Prem Persaud CCH

-

Chairman

•

Mr. Badrie Persaud

-

Member

•

Mr. Maurice Solomon

-

Member

Mission


To ensure that regulated utilities offer an efficient service to consumers at a
reasonable cost.

Vision


To create an environment in which there is universal access to services in the
public sector, as well as a high quality of service which is cost effective and
beneficial to all stakeholders.

Objectives


To establish and enforce rules and procedures for the regulation of public utilities,
commensurate with internationally accepted regulatory standards.
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To promote and regulate the efficient long-term provision of utility services for
national development consistent with Government policies.



To provide a fair environment conducive to business interest, investments in the
public utilities sector, and the interest of consumers.



To investigate and seek to resolve in a timely manner complaints filed with the
Commission against any public utility.



To carry out its functions in a fair, transparent and independent manner.

Functions


The functions of the Commission are regulatory, investigatory, enforcement and
such others as conferred on it by the Act. The Commission also has the power to
initiate and conduct investigations into the operations and standards of service of
any public utility under its purview.



While the Commission is not involved in matters of policy, it may be called upon
to act in an advisory capacity to the Minister responsible for utilities.
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PUBLIC UTILITIES

The Act defines a ‘Public Utility’ as any person who or which owns facilities used to
provide, or provides, the following services:-

(a) The production, generation, storage, transmission, sale, delivery, furnishing or
supplying, directly or indirectly, to or for the public, of electricity.

However, any person not otherwise a public utility, who or which provides a
service only to himself or his employees or tenants, where such service is not
resold to or used by others, shall not be deemed to be a public utility.

(b) The conveyance or transmission of oral, written, digital or any other form of
messages or communications by telephone, wireless telephony, telegraphy; or
wireless telegraphy, satellites, cable television, telecom service providers, pay
telephone service providers, telecom resellers, internet and other telecom network
service providers, radio common carriers or cellular mobile providers or any other
method of transmission, currently offered to the public or offered as common
carriage in the future.

The public utilities currently under the purview of the Commission are:
•

Guyana Telephone & Telegraph Co. Ltd. - From the inception of the PUC Act
1990

•

Guyana Power & Light Inc. - From 1999

•

Guyana Water Inc. - From 2003

•

U-Mobile (Cellular) Inc. (Digicel) – From 2007

Filing a Complaint
If a consumer has a complaint against any of the public utilities, the complaint procedures
of the service provider should first be utilized.

If there is dissatisfaction with the

response from the service provider, redress may be sought through the PUC.
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Complaints can be submitteed to:

GEORG
GETOWN OF
FFICE:
POST/V
VISIT - 298 Church Street,
Qu
ueenstown, G
Georgetown
FAX

- 592
2 – 227 – 32
293/
22
26 - 5130

TELEPH
HONE - 592 – 226 – 7
7042
WEBSIT
TE

-

ww
ww.puc.orgg.gy

HELP D
DESK - Monday – Th
hursday:
8:0
00 – 16:30 h
hrs.
Friiday: 8:00 – 15:30 hrs.
BERB
BICE OFFIC
CE:
Publiic Utilities Commission
C
n, Lot AV, Free Yard, Poort Mourantt, Corentyne, Berbice
Tel/F
Fax: 592 – 336 – 6077
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PUC WEBSITE
E
bsite was continuously
c
y updated dduring 20133.
The PUC’s web

The PU
UC’s Complaints

C
Complaintss, Notices and Docum
ments
Proceedure, Rulees for Deteermining Consumers’
pertaining to Pu
ublic Hearin
ngs, Compllaints’ Monnthly Reportts, Annual Reports annd an
inven
ntory of PUC
C’s Orders isssued over th
he years can be accessedd on the webbsite.

w
can also be used
d to file a com
mplaint, andd has contactt details for tthe PUC, linnks to
The website
the uttilities underr its purview
w, as well as links to otheer regulatoryy bodies.

It is desirable
d
thaat complainaants provide all relevant informationn/documents in support oof
their complaintss, including any response from tthe utility ccompany w
when filing a
comp
plaint with th
he PUC.

1
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STAFF DEVELOPMENT
In 2013 staff members were trained in several areas of interest regarding the work of the
Commission. These training sessions give the staff an opportunity for personal and
professional development. The topics included:

STAFF TRAINING
•

An in-house training session on Understanding GPL’s Loss Reduction Test Sheet
conducted by Mr. Nikita Somwaru – PUC Engineer.

•

Presentations on Hydropower Concepts and Biomass as Renewable Energy were
sponsored by the Guyana Energy Agency and attended by PUC’s Engineer, Mr.
Nikita Somwaru.

•

The Guyana Power & Light Inc.’s sponsored public presentation on the various
aspects of the company’s operations was done in September 2013 and attended by
PUC’s Engineer, Mr. Nikita Somwaru.

•

A Technical Committee was set up by the Guyana National Bureau of Standards
to determine Guidelines for cell phone dealers. The PUC was represented by the
Engineer, Mr. Nikita Somwaru.

•

Mr. Mark Gobin of the PUC’s Complaints’ Division attended a Seminar
sponsored by the Consumer Affairs Division of the Ministry of Tourism on
Consumer Justice Now.

•

Staff members of the PUC Complaints’ Division attended a Georgetown Chamber
of Commerce & Industry sponsored seminar on Customer Service.

•

Ms. Destra Bourne, PUC Complaints’ Manager attended a Guyana Energy Forum
sponsored by the Guyana Energy Agency.

•

Ms. Avita Singh, PUC Financial Analyst I attended an ITU training session on
Regulatory Accounting and Cost Modeling in a Broadband Environment for
National Regulatory Authorities and Operators. This training was conducted in
Antigua & Barbuda.
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NEW RECRUITS

During the year Mr. Nikita Paul Somwaru and Ms. Destra Bourne joined the Public
Utilities Commission. Mr. Somwaru as the Commission’s Engineer and Ms. Bourne as
the Complaints’ Manager. We take this opportunity to welcome and wish them all
success in the future.
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COMPLAINTS DEPARTMENT ANNUAL REPORT - Georgetown
Destra Bourne –Complaints Manager

OVERVIEW
The Complaints’ Division continued with its programme in 2013 and sought the timely
resolution of disputes between consumers and the regulated utilities under the purview of
the Public Utilities Commission.

During the year the PUC continued with public relation exercises, taking the Commission
to a wider cross section of consumers. The interaction with consumers on the ground has
been favourable.

COMPLAINTS RECEIVED
307 complaints were received at the Georgetown office for the year 2013. The number of
complaints received against each utility is listed below.

Utility

No. of Complaints

GPL

222

GTT

41

GWI

42

DIGICEL
TOTAL

2
307
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No. of complaints received

Graph
h showing th
he number of
o complaintss received byy utility for tthe year 20113.
250
200
150
100
50
0
GPL

GTTT

GWI

DIGICEL

Service Prroviders

At December 31,, 2013, 169 or 55 percen
nt of the 3077 complaintss received w
were resolvedd.
As a result of th
he interventiion of the Commission
C
n credits for consumers amounted tto
$1,08
80,083.70. The
T credits reeceived are itemised by uutility below
w:
GPL

$920,5007.00

GWI

$75,1554.00

GTT

$92,4336.70

COM
MPLAINTS RESOLVE
ED BY UTIL
LITY
Of th
he 222 comp
plaints receiv
ved against GPL, 112 w
were resolved, 105 are bbeing activelly
pursu
ued and 5 were rejectted as they
y did not fall within the jurisdiiction of thhe
Comm
mission.
27 off the 41 com
mplaints agaiinst GTT weere resolvedd; 2 were rejjected whilee 12 remaineed
unressolved at December 31, 2013.
2
19 off the 42 com
mplaints agaiinst GWI weere resolvedd; 3 were rejected as theey did not faall
withiin the scope of the Comm
mission whille 20 remainned unresolveed at the endd of the yearr.
1 of the
t 2 complaaints receiveed against Digicel was reesolved while 1 remaineed unresolveed
at thee end of December 2013.
1
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The following table shows resolution in favour of consumers/utilities:
GPL

GTT

GWI

DIGICEL

Total

In favour of consumer

45

22

11

1

79

In favour of utility

67

5

8

0

80

Complaints rejected

5

2

3

0

10

Complaints withdrawn

0

0

0

0

0

105

12

20

1

138

222

41

42

2

307

Unresolved at Dec 31, 2013
Total

GUYANA POWER AND LIGHT INC
222 complaints were lodged against GPL. The table below shows the breakdown and the
number of complaints received in each category:

Complaints Categories

2013

Allegations of Tampering

71

Applications for New Service

16

Billing Queries

75

Applications for change of Tenancy

07

Claims for Compensation

08

Claims for Wrongful Disconnection

22

Tariff issues

01

Technical Issues

22
TOTAL

222
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GUYANA TELEPHONE & TELEGRAPH COMPANY CO. LTD.
41 complaints were lodged against the Guyana Telephone & Telegraph Co. Ltd. at the
Georgetown office for the year 2013. The table below shows the breakdown according to
categories of complaints received:
Complaints Categories

2013

Applications for New Service

2

Billing Queries

12

Technical Issues

24

Transfer of Service

3

TOTAL

41

GUYANA WATER INC
A total of 42 complaints were received against the Guyana Water Inc. The table below
shows the breakdown according to categories of complaints received.
Complaints Categories

2013

Applications for New Service

04

Billing Queries

24

Claims of Wrongful Disconnection

06

Tariff issues

00

Technical Issues

08
TOTAL

42
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U-MOBILE (CELLULAR) INC
2 complaints were lodged against this company as shown in the table below:
Complaints Categories

2013

02

Billing issues
TOTAL

2

Issues for which complaints received were as follows:

Issues

GPL

GTT

GWI

DIGICEL

Total

16

2

4

0

22

Billing Issues

75

12

24

2

113

Change of Tenancy

07

0

0

0

7

Claims for Compensation

08

0

0

0

8

22

0

6

0

28

Allegations of Tampering

71

0

0

0

71

Tariff Issues

1

0

0

0

1

Technical Issue

22

24

8

0

54

Transfer of Service

0

3

0

0

3

222

41

42

2

307

Applications for New
Service

Claims for Wrongful
Disconnection

Total

17

Complaints by Region
Complaints were received from six of the ten administrative regions as follows:
Issues

Reg 2

Reg 3

Reg 4

Reg 5

Reg 6

Reg 10

Total

Applications for New Service

0

0

21

0

1

0

22

Billing Issues

1

9

100

1

2

0

113

Change of Tenancy

0

1

6

0

0

0

7

Claims for Compensation

0

0

7

0

0

1

8

2

4

22

0

0

0

28

Allegations of Tampering

0

9

60

1

1

0

71

Tariff Issues

0

0

1

0

0

0

1

Technical Issue

0

5

46

1

2

0

54

Transfer of Service

0

1

2

0

0

0

3

Total

3

29

265

3

6

1

307

Claims of Wrongful
Disconnection

Means of filing complaints
Utility

Visit

Telephone

Email

Fax

Letter

Total

GPL

192

7

5

0

18

222

GTT

18

13

6

0

4

41

GWI

29

4

2

0

7

42

DIGICEL

2

0

0

0

0

2

241

24

13

0

29

307

Total
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PUBL
LIC AWAR
RENESS EX
XERCISES
The Commissio
on conducted several public aw
wareness
activiities - via Radio
R
and Television
T
prrogrammes, schools’
educaation activitties and visiits to variou
us communiities - in
Regions

3

and

4.

The

objectivees of these aactivities
were to sensitize thhe public
of the roles and functions oof the PUC
C; to advisse
consumeers on ongoiing matters
they haave with thhe service
providerrs

and

tto

obtain

feedback
k from them
m regarding
the isssues they arre facing witth the servicees provided.
Broch
hures were distributed during visits to comm
munities, in
orderr to sensitizee the public on the funcctions and sservices offeered by the Commissionn.
These weere GPL’s Schedule of Custom
mer Servicce
Standards, tips on fi
fire safety and prevenntion, helpfuul
information
n on the

use of Electricity, water annd

telecommu
unications

services

and

R
Rights

annd

Responsibiilities of Elecctricity Consumers.

CON
NCLUSION
This year was reelatively goo
od for the Geeorgetown C
Complaints D
Division witth 55% of aall
comp
plaints receiv
ved against the utilitiess resolved annd 44% unrresolved. T
The resolutioon
rate was
w hamperred by the in
nordinate tim
me that the GPL took tto respond tto complaintts
filed. In 2014 th
he Commission will acttively pursu e unresolved and curreent matters tto
achieeve a higher resolution raate.

1
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The Division will also continue its public awareness activities in 2014 to ensure that
consumers

obtain

redress

and

have

the

opportunity

to

voice

their

dissatisfaction/satisfaction with the services provided by the regulated utilities.
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COMP
PLAINTS’ DEPARTM
MENT ANN
NUAL REPO
ORT - Berbice
Monique Welch
W
– Suppervisor
OVE
ERVIEW
The Complaints’ Departmen
nt – Berbicce Branch oof the Publlic Utilities Commissioon
contin
nued with its
i program in 2013, to
t assist in the resolutiion of dispuutes betweeen
consu
umers and the utility companiess under thee purview of the Pubblic Utilitiees
Comm
mission.

COM
MPLAINT
TS RECEIIVED
The Berbice
B
Bran
nch Office reeceived a tottal of one huundred and eeighteen (1188) complaintts
for th
he year 2013 against the regulated uttilities. Thesse complaintts were as foollows:

GTT
G
GPL
G
GWI
G
Digicel

73
31
14
0

80
60
40
20
0
GTTT

GPL

GWI

Digicel

C
n secured a total of one million andd eighty-six thousand, eeight hundreed
The Commission
and fifty
f
nine dolllars ($1,086
6,859.00) in credits/rebattes as at Deccember 20133 on behalf oof
custo
omers from th
he regulated
d utilities. A break downn per utility iis shown bellow:
GPL
GWI
GTT

-

$968,85
51.00
$ 74,14
41.00
$ 43,86
67.05
2
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The Commission has resolved 71 complaints and 47 are at various stages of investigation.
48 complaints were resolved in favour of consumers, while 13 were denied after
investigations proved that the utilities were not in breach.

The table below illustrates the resolution rate of the complaints received for specific
utility companies within the stipulated time frames. It also illustrates the number of
complaints pending outside of given time frames.

Utility
GTT
GPL
GWI
Total

Files
Resolved
Within
21 Days
23
3
0
26

Files
Files
Files
Resolved Resolved Resolved
Within
Within
After
50 Days 120 Days 120 days
15
9
6
5
3
2
1
3
1
21
15
9

Total
Resolved
53
13
5
71

Files
Pending
over
120
Days
0
10
3
13

GUYANA TELEPHONE & TELEGRAPH CO. LTD
The majority of complaints received for 2013 related to this utility company. 73 were
filed with

the Guyana Telephone & Telegraph Company of which 20 remained

unresolved. The table below categorises the complaints received.

Complaint Category
Technical Issue
Application of Service
Transfer of Service
Disconnection
Total

No.
64
5
3
1
73
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GUYANA POWER & LIGHT INC
There was a slight decline in the number of complaints received when compared to the
previous year for this sector. The Commission secured nearly $1,000,000 in credits for
consumers.

There were 31 complaints received against GPL.

18 of these remain

unresolved. The following table categorises the complaints received.
Complaint Category
Billing
Tampering
Technical Issues
Disconnection
Compensation
Applications for Service
Transfer of Service
Total

No.
10
9
5
3
2
1
1
31

GUYANA WATER INC
14 complaints were received against the Guyana Water Inc. as at December 2013. 8 of
these complaints remained unresolved.

Complaint Category
Billing
Disconnection
Application of Service
Technical Issue
Total

No.
9
2
2
1
14
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COMPLAINTS BY REGIONS
Complaints received from Regions’ Nos. 5 & 6 are listed below:
Regions

GPL

GT&T

GWI

Total

No. 5

1

4

1

6

No. 6

30

69

13

112

The PUC Berbice Branch Office will continue to monitor the utilities’ performance in
Region 5 area in the new year.

In 2013, 72 complaints were received by visits to the Berbice office and 58 were received
via the telephone.

PUC’S PUBLIC AWARENESS CAMPAIGN
The Berbice Office continued to fulfil its mandate to make the public aware of the role
and functions of the Commission by conducting awareness campaigns in Berbice.
Through these interactions the Commission was able to obtain feedback from consumers
with respect to problems being experienced with the regulated utilities. Listed below are
the areas visited by the staff in 2013.
Consumer Awareness Programs – 2013
1. Glasgow Village East Berbice

-

February

2. Skeldon Market Corrivertion

-

March

3. Cotton Tree Village West Coast

-

April

4. Cumberland Village East Canje

-

May

5. Stanleytown New Amsterdam

-

June

6. Blairmount Village West Bank

-

July

7. Black Bush Polder Corentyne

-

August

8. Port Mourant Market

-

September
24

9. New Amsterdam Mark
ket

-

October

T
Coren
ntyne
10. Rose Hall Town

-

Novembber

The following
f
piictures show
w Ms. Moniq
que Welch aand Ms. Sindamanie Veeerasammy oof
the Berbice
B
Officce sensitizing
g citizens ab
bout the role of the PUC..

FF DEVEL
LOPMENT
STAF
Stafff members of the Berrbice Officee were trainned in undderstanding GPL’s Losss
Redu
uction Test Sheet. This training waas conducte d by Mr. N
Nikita Somaawaru, PUC’s
Engin
neer.

2
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FINANCE DIVISION ANNUAL REPORT
Moorsalene Sankar – Financial Analyst

GUYANA WATER INCORPORATED
By indices that measure performance efficiencies, GWI’s operations continue to be
substandard. High non revenue water, inability to improve on debtors’ collections, heavy
financial losses, a suspect transmission system and the failure of the company to
implement the new PUC approved tariffs, are at the heart of the problem.

Non-Revenue Water
Non revenue water is water produced by the company for which no revenue is obtained.
It is difficult to accurately measure GWI’s non-revenue water but varying estimates by
the company suggest that the loss may be between 45-50%. This has been the company’s
recurring problem and the company’s efforts to reduce these losses have met with little
success. In its current five years plan GWI has committed to reducing non revenue losses
from its current level to 35% at the end of the plan

To achieve this objective GWI has embarked:
•

On a program to meter all or substantially all of its customers by 2017. It is
generally thought that unmetered consumers use significantly more water than
they actually pay for and when this class of consumers are metered it is the
consensus that they will begin to exercise prudence over their usage. GWI’s 5
year plan envisages that substantially all of its consumers would be metered at the
end of the program. For the year 2013, GWI had metered 8,266 un-metered
consumers. These numbers are on the low side and GWI would need to do
significantly better in 2014 if it is to achieve its planned target.

•

There is evidence to suggest that GWI’s database may not accurately reflect all of
the consumers who should legitimately be on the base. There are also consumers
who have surrendered their services, still remaining on the database and receiving
bills. The company has embarked on a data verification exercise in an attempt to
26

sanitize its database. This programme entails checking each customer with a
service connection and comparing it to the database. At the end of the exercise
GWI should, in theory, have a clean database. The Commission believes that this
exercise is long overdue. The immediate benefits associated with this exercise
are accurate billing of consumers, the removal from the database of those
consumers who should not be on it and an improvement in cash collections. This
exercise would assist in reducing non-revenue water.

At the end of 2013,

106,679 customers were interviewed and checked against the database. The
GWI’s database consists of approximately 170,000 consumers. The programme is
expected to be completed in 2014.
•

The GWI suffers significant losses as a result of an aging transmission system.
There are ongoing works to improve the system and to reduce real losses, which
is a component of non revenue water. At the end of the 5-year plan real losses are
anticipated to be reduced to under 30%.

GWI’s Debtors
The GWI’s collection rate over the years has been at unacceptable levels resulting in the
exponential growth of its consumer debtors that at the end of 2013 is estimated to be over
seven billion dollars. The company’s provision for bad and doubtful debts approximate to
four billion dollars, a staggering figure, leaving net collectables at three billion dollars.
The GWI net debtors represent a credit period of almost 12 months. In the recent past
GWI has had several collection outreaches but without any significant success. This, in
the Commission’s opinion, has created doubts that all of the debtors classified as good,
are indeed collectible.

GWI’s Operating Results
From its inception, GWI’s operations are characterized by significant financial losses that
force the company to rely on the Government for significant cash inflows to maintain its
operations. But for Government’s subventions of approximately six billion dollars over
the past three years that were used to pay, mainly, for energy, GWI’s losses would have
27

been much higher. The intent by the PUC in approving GWI’s tariff application was in
the first instance to ameliorate the losses sustained by the company and to provide a
measure of respite to the company with respect to its non revenue water program which
had been its nemesis over the years.

Increase in Tariff Rates
In October 2012, The GWI applied to the Commission for a harmonization of tariffs,
which would have significantly increased the revenue flows to the company. Following a
public hearing and an extensive review by the Commission thereafter, GWI’s application
was approved with minor changes. The approved rates are contained in Order No. 2 of
2013 and may be viewed on the PUC’s website at www. puc.org.gy. The effective date of
the Order was July 1, 2013.

The GWI has failed to implement the increases. During the review, the Commission
sought and received an assurance in writing from GWI that systems were in place to
make the transition from the current to the new billing regime within the stipulated time
frame set by the Commission. It was on this assurance that approval was granted.

The Commission does not wish to speculate on the reasons for GWI’s failure to
implement the new rates except to express disappointment on the company’s non
compliance.

In response to our query, the Chief Executive advised that the non

implementation was due to the unavailability of the Hi–Affinity Billing System providers
based in the United Kingdom.

GWI Capital Expansion Program 2013
The GWI’s approved capital expenditure for 2013 was $ 2.779 billion. During the year
the company completed capital works to the value of $ 2.526 billion or 91 % of the
approved value of its capital program. The GWI’s capital works are not only limited to
the coastal belt, but include several projects in the hinterland and Linden areas. In 2013
GWI did not sink any new wells, but there are currently five wells being sunk that are at
various stages of completion. There are also other ongoing capital works that include the
28

expansion of the distribution system and transmission mains in several locations along
the coastal belt. The capital works result in continuous improvements in the quality of
service to consumers. At the end of 2013 GWI estimated that approximately 67,058
consumers are metered and that 50% of its service connections received treated water.

General
Since 2003, GWI, in addition to subventions received from the Government for
operational activities has also been the recipient of funding from the Government of
Guyana and other international external agencies for its capital expansion programs. The
sum of these fundings during this period is approximately twenty-two billion dollars. To
the company’s credit there have been improvements in the expansion of services and the
company’s quality of service is improving. However, with an asset base of $25 billion,
GWI needs to begin to earn a return on its investment so as to maintain the integrity of its
capital infrastructure going forward.

The GWI current annual production is

approximately 130 million cubic meters of water and at the end of its non revenue water
program the company is hoping to reduce this production to 100 million cubic meters
while still satisfying the demand of its consumer base. At this production level and with
a reduction of non revenue water consistent with its program, GWI has the potential of
earning a fair return on its investment. However, a concerted effort is required by the
stakeholders to introduce the PUC approved rates in the shortest possible time and to
achieve the targets set out in the company’s development plan.

GUYANA POWER AND LIGHT INC
Guyana Power and Light continues to operate with monotony, that is to say, high system
losses, significant operating deficits, an unmanageable non-current liability and a suspect
quality of service that have characterized the company’s operations over time. During the
year the company suffered a major setback when negotiations for the construction of a
hydro IPP collapsed. In successive Development and Expansion Plans since 2007, GPL
had been anticipating a hydro IPP and had planned its operations to coincide with the
coming on stream of the hydro. Nevertheless, this disappointment offers GPL a window
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of opportunity.

The company can use this interim period to become better hydro

compliant so that at the time of transition there will be fewer problems to address.

System Losses
System losses have become an ingrained culture of GPL and look set to continue at
unacceptable levels into the foreseeable future. The reason for this perennial problem has
been an inadequate tariff base over the years that have starved the company of investing
funds and a lack of direct cash inflows from the stakeholders specific to this problem.
System losses over the last ten years is estimated to cost over $50 billion and over the
next five years is likely to cost another $25 billion subject to oil prices remaining at its
present level. The cost of these losses is borne collectively by the consumers and the
Government. There is a contradiction in the approach in ameliorating system losses.
Funds are woefully inadequate to reduce losses; but funds are available to cushion the
cost of the losses.

The Government’s preferred choice for the generation of energy going forward is from a
renewable source, preferably hydro and the Government has committed to making hydro
a reality sometime in the future. There needs to a concerted effort by the stakeholders to
address the problem of system losses during this interim period so that when hydro is
realized there can be a significant reduction in tariffs that will offer a measure of respite
to both the domestic and commercial consumers.

GPL’s Trading Results
Preliminary results indicate that GPL will sustain a significant loss on its 2013
operations. Reluctance by the company to trigger the fuel surcharge in accordance with
its license is at the heart of the losses. The approved tariff base in January 2008 was
adequate to allow GPL to earn a reasonable return on its investment subject to the proviso
that the fuel surcharge would have been applied in accordance with its license. The GPL
needs to reconsider its policy towards the fuel surcharge mechanism and if in the opinion
of the company the full impact of this surcharge is deemed not in the national interest, it
may wish to consider a reduced surcharge to partially reduce the significant losses it
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presently sustains. The company may in time be seeking a strategic investor to partner in
a hydro IPP but the incentive to invest in a company that is sustaining significant
operation deficits coupled with high system losses would be a deterrent to any strategic
investor wanting to invest.

Interest on Consumers’ Deposit
As is the practice, utilities generally require from a potential customer a security deposit
before the issuance of a service. It is also a standard practice that the utilities pay interest
on the customers’ deposit accounts. Prior to the 1st October, 2011 the rate of interest paid
on consumers’ deposit was 7% per annum.

On August 19, 2011 GPL applied to the Commission for a reduction in interest rates from
7% to 1.6 % per annum. Having deliberated on the presentations made by both GPL and
the Consumers Associations, at that hearing the Commission reduced interest rates to
2.4% per annum effective from the 1st October, 2011. The Commission determined that
the approved rate would remain in force for two years when it would again be reviewed
by the Commission. On the 15th November, 2013 the GPL wrote to the Commission
suggesting that interest rates on consumer deposits be further reduced to 1% which would
be consistent with the prevailing rates at the commercial banks. A hearing to determine
this matter is scheduled to be held by the Commission in 2014.

Operating Standards and Performance Targets (OSPT)
On the 4th October, 2010 GPL’s license was expanded to include Operating Standards
and Performance Targets. There are eight service standards with predetermined targets
that GPL is expected to achieve. If the Commission finds that the company has failed to
meet its operating standards and performance targets as provided for in its Development
and Expansion Plan, it may impose monetary penalties upon the company in an amount
not to exceed 25% of the total value of the dividends payable to the company’s
shareholder(s) for such calendar year in accordance with the license and applicable law.
The Commission is mandated to publicly report on GPL’s performance not later than
April 30th in each calendar year on the previous year’s performance. In April 2013 the
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Commission, via a public hearing reported on GPL’s performance for 2012. Based on the
findings of the Commission the PUC issued Order 1 of 2013. The order is posted on the
PUC’s website and may be accessed at www. puc.org.gy

The Commission concluded that GPL‘s execution of the operating standards were at an
acceptable level except for the standard that measures system losses. This standard was
not met in 2012. The Commission remains concerned that system losses currently at 32%
drains the financial viability of the company and is the main contributor to its high
operating losses. Preliminary results of GPL’s 2013 operations, suggest that system
losses may be at the same level as it was in 2012.

GPL’s Non Current Liabilities
At the end of September 2013 GPL’s non-current liabilities were recorded at
approximately thirty-six billion dollars. (This figure does not include the cost of the
recent acquired Wartsilla stations that in all probability will be added to the debt portfolio
in 2014). Of this amount approximately twenty-five billion is non-current related party;
that is a debt owed by GPL to the Government and to Government related agencies.
Given the financial constraints that characterized GPL’s operations, it is unlikely that
GPL would be able to service this debt. From an investor’s perspective the debt creates
a doubt on whether the company is in fact a going concern.

It is the Commission’s opinion that the shareholders review this debt and make a decision
going forward. A restructuring of GPL’s balance sheet is worth considering but this
would only be meaningful if the company is restored to profitability.

Metering
GPL has signalled its intention to introduce smart meters that contain a number of
innovative features that may act as a check against commercial theft. A pilot project
funded by the IDB is in progress. However, because of the cost associated with smart
meters, the program may take some years before it is completed. In the interim GPL will
continue the use of prepaid meters. Initially when prepaid meters were introduced it was
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the opinion of GPL that it would have reduced commercial theft. This seems not to be the
case. An analysis done by the Commission suggests that the average monthly
consumption of prepaid consumers is significantly lower than that of the monthly average
for the post paid consumers. The Commission has communicated its findings to the
company and a response is awaited.

In the interim and until the smart meter program is finalised, GPL will continue to use
prepaid meters. The Commission notes the inordinate times GPL have been without
prepaid meters during 2013 and wishes to impress on the company that better planning is
needed for the procurement of these meters so as to ensure that meters are available when
a consumer requests a service connection.

TELECOMMUNICATIONS
The Telecommunication sector remains dynamic during the year under review as the two
major companies demonstrate a positive outlook and confidence in the future. This was
evident in the rush to expand networks and to employ a wide variety of innovative
marketing strategies. Combined services from both fixed and mobile at December 31,
2013 suggest that Guyana is moving closer to 100% teledensity.

Telecoms Reform Sector Bill
At the time of preparing this report the Telecoms Reform Sector Bill is being reviewed
by a special select committee of Parliament. The length of time it is taking to have this
bill tabled is leaving the principal players in the telecoms sector in a state of uncertainty
on the planning of their operations going forward. The Commission urges that a
concerted effort be made to have this matter concluded in the shortest possible time.

Government Land Line Cable
In our previous report the Commission reported that the Government’s landline cable
would be launched sometime in 2013. This did not happen and the launch may be
sometime in 2014. The Commission does not have a business plan for the Government’s
landline cable. Our information is that it will be used in the first instance to supply
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services to the Government and Government related agencies. The Commission notes the
number of failures by the contractors to meet stipulated time frames and the constant
revision of completion dates, which are generally not met. The Commission urges a
concerted effort be made to have the project brought to fruition so that the benefits
associated with the cable may be realized that would be in the interest of the nation.

Investments in the Telecoms Sector
Investments in the Telecoms industry continue to be strong. In 2013 GT&T invested
USD13M in the sector. Included in their capital program was the setting up of five new
mobile cell sites that further increased the reach and quality of service to consumers. This
brings the number of cell cites operated by GT&T to 117 at the end of 2013. The GT&T
estimates that its combined fixed and mobile networks, reach approximately 90% of the
population.

In 2013 Digicel had invested USD9.5M in the sector. Digicel has posited that currently
96 % of the population can access their network in the areas where they live and work. In
2013 Digicel commissioned six new mobile cell sites to their operations bringing the total
number to 130 at the end of 2013. All of the new cell sites are located in the interior of
the country. The telecommunication sector is moving closer to universal coverage. This is
a positive, especially at a time when the interior of the country is being opened up for the
exploitation of its mineral resources. Communication is a prerequisite in promoting this
development.

Services
Mobile Services
At the end of 2013 the numbers of active mobile services were 555,035, a decrease of just
over 2,000 services over the previous year. The penetration rate based on a population of
775,000 is approximately 72%. The combined paid mobile minutes of use made in 2013
from both networks totalled approximately 877 million.
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Based on data analyzed by the Commission, mobile users seem to be switching to feature
phones, meaning that the handsets have General Packet Radio Services (GPRS) capacity.
This service enables the mobile holders to access a number of services that includes the
internet. In 2013 Digicel reported that 49% of its consumers had handsets with GPRS
capabilities.

Landline Services
At the end of 2013 the number of active landline services was 156,805. (154,039 in 2012)
This gives a penetration rate of 20% based on a population of 775,000. Minutes of use in
2013 were 944.4 million compared to 1.145 billion in 2012. The average annual minutes
of use per line in 2013 were 6,023 and in 2012, was 7,862.

The fall in landline minutes, even though the number of service lines have increased year
by year, tends to be attributable to consumers’ preferred choice of the use of SMS
(texting) and the fact that some consumers use the mobile phone, albeit for short periods,
even though they may have access to a landline service that is significantly cheaper than
a mobile service.

The GT&T has reported that although it continues to invest in the landline segment of its
business there has not been commensurate growth in minutes to justify future investments
in this sector. Other concerns of GT&T are the vandalizing of its landline infrastructure
by person(s) unknown and the significant financial losses associated with its operations.

Cost Allocation Methodology
The GT&T has submitted to the Commission a cost allocation methodology (CAM) that
details the profit/loss of each of its operating segments. CAM is not an exact science. The
model includes estimates and best practices where there are apparent difficulties in
separating joint cost and central services. The Commission will make a determination on
how it will be guided by the CAM going forward.
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Inbound Calls
Inbound international traffic that is calls originating from foreign countries to Guyana fell
in 2013 by 9% when compared to the previous year. In 2013 inbound minutes were
approximately 72 million and in 2012 approximately 79 million.

The reduction in

minutes does not appear to be indicative of a decline in international traffic; rather it may
be due in part to new technologies that allow for the by-pass of GT&T’s international
gateway. The reduction in international traffic continues to impact negatively on GT&T’s
profit and by extension results in a loss of taxes to the Guyana Revenue Authority.

Outbound Calls
Outbound international traffic that is calls originating from Guyana to overseas
destinations, have decreased by approximately 1.4 million minutes over 2012 to 36.8
million or by 3.6 % over the previous period. This segment of GT&T’s business has
been severely challenged by the internet service providers that provide international
outbound services at a fraction of GT&T’s approved PUC rates. The GT&T has
responded to this challenge by significantly reducing the PUC approved international
rates in a promotion that ran for the entire 2012 and 2013. In the latter quarter of 2013
GT&T had applied to the Commission for permission to further reduce rates of outbound
traffic to the North American market for a specific period. This market accounts for
approximately 80% of all outbound traffic. The Commission had reviewed and granted
GT&T’s request. These promotions are GT&T’s response to the unfair competition they
face and the promotions are GT&T’s way of maintaining their market share.

The GT&T is obliged to route outbound calls originating from its network to overseas
destination through its contracted carriers. The carriers charge a fee for this service
varying from US19 cents to US23 cents per minute. Conversely, GT&T receives from
these carriers a like amount for inbound calls that is terminated on its network. It is for
this reason that the cost for outbound calls made through GT&T remains high. Unless
GT&T competes successfully against the internet service providers this segment of their
business remains financially threatened.
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Short Messaging Service (SMS)/Text Message
Text messaging is becoming a culture in the way people communicate. For 2013 the
combined number of paid text messages that originated from the two service providers
was approximately 717 million.

Internet Service
In 2011 and in 2012 the Commission reported on the anticipated launch of the
Government landline cable which did not come to fruition and the ongoing distribution of
the 90,000 laptops countrywide. When the laptops are fully distributed the potential is
there for the continued growth of the internet market. The advent of smart phones and its
myriad applications that include internet service have expanded the reach of internet
services to a wider cross section of citizens across the country. Cellular internet services
are significantly cheaper than DSL and this offers a window of opportunity to consumers
that cannot afford the relatively high cost of a DSL service. At the end of 2013 GT&T
has reported that the number of DSL services totalled 36,877 and LAN cards 3,622. The
Commission is unable to report how many mobile subscribers have access to an internet
service and the number of internet services provided from other internet service
providers; but it is conclusive that the service is expanding year on year.

General
The Commission’s analysis of the telecoms market is that it is nearing saturation point.
The launch of the Government’s cable together with the free distribution of laptops may
change the dynamics of the internet market. The cable, we understand, will provide
services to all Government institutions and particularly to the institutions of learning that
in time will have significant benefits for the entire country.

Conclusion
Over the years there have been significant capital expenditures with respect to each of the
utilities, resulting in each utility moving closer to universal service and an improved
quality of service to consumers. With respect to GPL and GWI their services are
provided at significant financial losses to the service providers and each is heavily
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subsidized by the Government of Guyana. The reasons for the losses are the high system
losses of GPL and the high non revenue water of GWI. The cost of these subsidies
impacts negatively on the national economy and to the extent that it remains extant will
continue to burden the treasury. The time is now for strategic plans to be developed to
come to terms with this malignancy. Its success will, however, be dependent on a
collective political will and efficient management teams to bring these losses to
acceptable levels.
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The year 2013 was a successful one for the Public Utilities Commission. Prudent reviews
of the Commission’s operations resulted in a reduction of expenses by 14% in each year
and an unaudited surplus of approximately $12 million. This will be added to the
accumulated fund that in time will be used for the development and expansion of the
Commission.

The Commission receives its funding from the utilities and the amounts to be paid to the
Commission are delineated in the Public Utilities Commission (PUC) Act of 1999 that
was subsequently amended. Based on the Act the current position is as follows:
•

Guyana Power and Light Inc. (GPL) assessment is set at one percent of gross
revenue derived from services or fifty million dollars, whichever is less.

•

The Telecommunications sector’s assessment is one percent of gross revenues
derived from services.

•

Water and Sewerage Services’ assessment is based on such amount as the
Minister may order, which shall be subject to negative resolution of the National
Assembly, prescribe.

In 2002 Guyana Telephone and Telegraph Company (GT&T) moved to the Courts
claiming that the rates fixed were discriminatory, basing their claim on the fact that the
Act provides that the GPL Inc. pays $25 million annually as assessment fees, while
GT&T pays significantly more than this. The court ruled against GT&T and the company
has since appealed the decision of the trial judge. GT&T in the interim and without
prejudice to the court matter has been paying to the Commission, the same amount that
GPL pays pending decision of the Court of Appeal. When the matter was fixed for
hearing at the Court of Appeal it was found that records were incomplete and that the
judge had not submitted his reasons for his decision and was no longer on the bench. The
matter was remitted to the High Court to be heard de novo.
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Digicel which started operations in Guyana in 2007 was assessed at 1% of turnover that
is in conformity with the PUC Act. They made annual payments but by letter dated
February 16, 2012, they informed the Commission that they intended to limit its
assessment fees to reflect parity with the other two service providers (GT&T and GPL)
and, without prejudice, the revised amounts would be retroactive from the time of its
incorporation. Effectively, this meant that Digicel would be paying $25 million to 2010;
and $50 million from 2011 onwards.

The inordinate time it is taking to have this matter heard by the court is a source of
concern to the Commission. The Commission would like to have the matter resolved, so
that it can better plan its operations going forward. The impact of this state of affairs has
limited the Commission’s ability to expand its operations in a manner consistent with its
mandate.

The Commission’s unaudited financial statements for 2013 follow:
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