
 

 

Customers get over $2m compensation from OUR action 

(KINGSTON, Jamaica; June 8, 2015): The Consumer Affairs Unit (CAU) of the Office of Utilities Regulation 

(OUR) secured over $2.1-million dollars in compensation for utility customers in the January – March 

2015 quarter.  

This was reported in the latest OUR Quarterly Performance Report which also showed a dip in the 

number of contacts made to the Unit during the period. The Quarterly Performance Report informs on 

utilities’ performance where consumer activities are concerned. 

A total amount of $2,147,343.68 was secured for utility customers as a result of the OUR’s investigation 

into their appeals.  Compensation to JPS customers accounted for ninety-eight percent (98%) of the 

amounts paid, while NWC and LIME equally shared the remaining 2% of credits.  

During the first quarter of 2015 there were four hundred and ten (410) contacts coming in to the CAU, 

representing a forty-six percent (46%) decrease over the previous quarter, and a twenty-four percent 

(24%) decline when compared to the first quarter of 2014. 

However, despite the overall decline, Billing-related matters showed an eight percentage point increase 

over the previous period. Billing related matters included high consumption, retroactive billing, disputed 

charges and estimated billing. These complaints represented fifty-one percent (51%) of total contacts. 

Fifty-nine percent (59%) of the complaints received from JPS customers during the period related to 

billing matters, compared to seventy percent (70%) of contacts made by NWC customers.  

For customers of the telecommunications providers, billing related matters represented twenty-one 

percent (21%), nine percent (9%) and twenty percent (20%) for Digicel, LIME and FLOW respectively.  

Interruption of Service, Guaranteed Standards breaches, and Equipment and Property Damage were 

also among the issues most complained about by utility customers who contacted the OUR.  

Between January and March 2015, the NWC’s report regarding its performance under the Guaranteed 

Standards scheme showed that it committed 849 breaches, which had a potential pay-out of 

approximately $2.7 million. However, actual payments in relation to these breaches amounted to 

$827,228.22, representing 31% of total potential payments. Of the total pay-outs, 96% was by way of 

automatic compensation. JPS’ ability to track and report on its compliance with the standards continues 

to be hampered by the process to upgrade its Customer Information System. 

Visit the OUR’s website (www.our.org.jm) for the full OUR Quarterly Performance Report.  
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Contact: Elizabeth Bennett Marsh – 968-6053  

http://www.our.org.jm/

