NATIONAL UTILITIES REGULATORY COMMISSION
P.O.Box CP6307, Sans Souci, Castries, Saint Lucia, LC04 301
Tel: (758) 456 0790 Fax: (758) 452 4862 Email: info@nurc.org.lc

FACT SHEET
WATER AND SEWERAGE TRIENNIAL TARIFF REVIEW

This fact sheet is intended to provide a breakdown of key points essential for engagement
during public consultations, internal communication, knowledge-sharing and for use by
media partners in their coverage of the tariff review process.

1. Whatis the Triennial Tariff Review?
The Triennial Tariff Review (TTR) is a regulatory process that allows utility
companies, in this case the Water and Sewerage Company (WASCO), to propose
adjustments to utility rates.

2. Why did WASCO apply for a tariff review?
Through an application made on April 30t%, 2024, WASCO indicated a need for
financial sustainability to assist in the provision of reliable and high-quality services
while addressing critical infrastructure and operational challenges.

3. Why are tariff adjustments necessary, and, if deemed reasonable and subsequently
granted, how would WASCO use the increased revenue?
In their application to the National Utilities Regulatory Commission, WASCO alluded
to the following:
a) Rising demand - Saint Lucia’s growing tourism industry and population has
placed greater pressure on the system.

b) Operational Efficiency and Improved Service Reliability - Rising energy costs
and ongoing maintenance, such as, infrastructure upgrades and reduction of

leaks and disruptions, require sustainable funding.

c) Reduction of Non-Revenue Water (NRW) - WASCO experiences high levels of
treated water loss of up to 58% due to leaks, theft and old pipelines.
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d) Improvementsto Customer Service - To improve overall operational efficiency,
responsiveness and enhance customer service delivery WASCO will modernise
their systems by implementing system upgrades and new technologies like
smart metering and pressure management systems.

e) Water Quality Enhancement - Improvements to water treatment plants will be
undertaken to aid in meeting the World Health Organisation’s (WHO)
drinking/ potable water standards through water quality testing and
monitoring.

f) Climate Resilience Projects - infrastructure readiness and fortification is
essential to withstand negative impacts of climate change and extreme
weather events like frequent hurricanes, drought and flooding, which disrupt
the water supply and damage infrastructure.

4. Rights of the Consumer under the Water and Sewerage Act 2005
In addition to any other right contained in the contract between customer and the
customer’s service licensee, the customer shall have the right to:-
(a) be informed by the service licensee of the rights and obligations of the service
licensee under the service licence;

(b) receive a service which complies with the minimum standards of quality of water,
provision of service and environmental performance, provided for under this Act;

(c) access the contents of a service licence and receive a copy of a service licence or
part of a service licence on payment of the prescribed fee to the Commission;

(d) make a claim to the Commission against his or her service licensee in accordance
with the terms of the service licence in the event that the customer and the service
licensee are not able to resolve the claim.
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5. Obligations of the Consumer under the Water and Sewerage Act 2005
In addition to any other obligation contained in the contract between the customer
and the customer’s service licensee, the customer shall:-
(a) pay for the services provided or made available in accordance with the applicable
tariff;

(b) pay the levy;

(c) comply with the technical regulations issued by the service licensee related to
service connections and the maintenance of internal facilities;

(d) allow the service licensee to install a meter on the property where service is to be
made available to the customer in a location fixed by the service licensee;

(e) shall keep the meter located on his or her property in the same condition as
existed when installed, fair wear and tear excepted;

(f) report a damaged meter to the service licensee as soon as the damage occurs or
becomes known to the customer;

(g) permit the service licensee or its agents and employees to read the meter in

accordance with the terms established in the service licence.

Where a customer fails, after giving the prescribed notice, to comply with subsection (1), the
service licensee may suspend the service to that customer except where the customer is an
essential service within the meaning of the Essential Services Act.
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FREQUENTLY ASKED QUESTIONS
(FAQ)

Q1. What is the difference between NURC and WASCO?
A. The NURC maintains a separation as it ensures that the review process is transparent,
unbiased and aligned with national development and industry standards.

» The NURGC, as a utility regulator, operates independently of the utility company
to provide objective oversight. As part of their mandate the NURC regulates
tariffs, monitors service quality, and protects consumer interests.

» WASCO, as the service provider, focuses on operational functions, such as
delivering water services, maintaining infrastructure, and implementing
approved tariffs.

Q2. Why did WASCO apply for a Triennial Tariff Review of its water and sewerage rates?
A. To address infrastructure challenges, reduce losses, fund capital investments, and
improve service quality while maintaining long-term utility and financial
sustainability.

Q3. Are the Cabinet of Ministers involved in the establishment and approval of tariff schemes?

A. No, the Cabinet plays no role in establishing and approving tariff schemes. The

National Utilities Regulatory Commission has the sole responsibility for establishing

and approving tariff schemes pursuant to section 6(1)(g) of the National Utilities
Regulatory Commission Act No. 3 of 2016.

Q4. How does a tariff review benefit consumers?
A.
> Consumers gain greater clarity on how water tariffs are determined and how funds
are allocated.
> Improved service quality, driven by investments in infrastructure and operations
funded through fair tariffs.
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> Mechanisms to protect vulnerable groups and ensure water remains accessible to all
segments of the population.

Q5. How can customers participate in the review process?
A. Attend public consultations and submit feedback through dedicated portals provided
by the NURC.

Q6. What is the purpose of public consultations, and can I participate?
A. Yes, consultations are open to the public, and are an essential tool in remaining
transparent, addressing concerns in real-time, gathering feedback, fostering
engagement and allowing the public to be part of the decision-making process.

Q7. What is non-revenue water (NRW), and why is its reduction a priority?
A. NRW refers to treated water lost through leaks or theft and accounts for 47% - 58%
of WASCO's production. Reducing NRW will improve efficiency and save costs to both
the consumer and WASCO.

Q8. What happens after the consultation process?
A. Feedback will be incorporated and considered in the National Utilities Regulatory
Commission’s final decision. The decision will then be communicated to the public.

Q9. How will this affect my monthly bill?
A. Utility bills remain unaffected until a final decision is made by the NURC. The public
will be advised of the decision, and, if needed, rates will then be adjusted accordingly
and implemented over a phased three-year period.

Q10. What improvements will citizens benefit from should the tariff increase?
A. Enhanced water quality, fewer disruptions, modernised infrastructure and Customer
Information Systems (CIS), improved customer service, more accurate billing and
long-term cost savings.
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Q11. Are there assistance programs for customers struggling to pay?
A. Yes, payment plans and amnesty programs will be made available to help customers
manage arrears and regularise connections.
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