
 

To:  All News Editors                                                                                                          May 5, 2020 

Suspension of OUR Standards will not lead high water bills 

There is an assurance from the NWC to its valued customers that the suspension of four of its 

seventeen guaranteed standards by the Office of Utilities Regulations (OUR) will not 

automatically result in an unjustifiable spike in bills.   

The Office of Utilities Regulation (OUR) had acceded to a request from the NWC to temporarily 

suspend the Guaranteed Standards in light of the impact of the Novel Coronavirus, COVID-19. 

The relaxation of the standards took effect on April 1 and will end on June 30. 

In its application for the suspension, it was noted by the NWC that the COVID-19 pandemic will 

have an impact on operations especially in light of limitations caused by the measures 

implemented by the Government to curtail the spread of the disease. The suspension of the 

standards are also part of precautionary measures that are taken by the NWC due to safety and 

public health concerns. 

The standards that have been suspended for three months are:  

Description Performance 

Connection to Supply Maximum time of ten (10) working 
days to connect supply and install 
meter after establishment of the 
contract. Compensation type: Claim  

Meter Installation Maximum of thirty (30) working days 
to install meter on consumer’s written 
request. Compensation type: Claim 

Repair or replacement of faulty meters Maximum time of twenty (20) working 
days to verify and repair or replace 
meter after defect is identified by or 
reported to the NWC. Compensation 
Type: Automatic 



Meter Reading Should not be more than two (2) 
consecutive estimated bills (where 
company has access to the meter). 
Compensation type: Automatic  

 

However, it should be noted that although the meter reading standard has been suspended, 

estimated bills are not based on arbitrary considerations. An estimate is based on average of the 

last three previous consumptions. Additionally, the NWC is reminding customers that they have 

a right to query their bills and wherever necessary there could be adjustments to reflect 

legitimate usage. There is a dedicated, professional and courteous team that can be reached toll 

free on 888-225-5692 (888-CALL-NWC) that will address billing concerns. Questions can also 

be sent to public.relations@nwc.com.jm or customer.care@nwc.com.jm. Furthermore, although 

there is a suspension of the guaranteed standards, meter reading will still take place wherever 

possible as NWC workers have to adhere to restrictions that have been mandated by the 

Government in light of the COVID-19 pandemic.  

The NWC is committed to the highest standard of service delivery throughout the COVID-19 

period and we are again assuring our valued customers that they will not be denied water because 

of financial constraints. To this end the following measures are now in place: no disconnection 

for customers who are in arrears, no disconnection for late payments and no late payment penalty 

fee.   

-END- 

 

CONTACTS:                           Corporate Public Relations Department 

                                                  876 929-1128, 876 929-5430-5 
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