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Re-evaluating customer service

Management theorist Peter Drucker believes that 
improvements to the internal mechanisms of a 
business aid with its transformation and lead 

to innovation and improvements and could represent “the 
change that creates a new dimension of performance” for 
organizations.  In the same way, an organisation’s customer 
service offering is not exempt from this transformation and 
innovation and may in fact be the very catalyst needed to 
move it to the next level.  
Businesses should not only aim to 
provide customer service, but “effective 
customer service”, defined by a writer 
as “the support, assistance and advice 
provided by a company to those who 
buy or use its product or services”. 
It is this support and assistance, if 
managed well that can be a great value differentiator between 
competitors.  Even more effective fitting customer service 
objectives would include developing the ability to fulfil a 
select range of customer needs recognizing that these needs 
would ultimately include providing information and problem 
solving with sincerity, respect and efficiency.  
Value also needs to be added to the overall customer 
experience and this value is very often perceived, determined 
and enjoyed by the customer.  Delivering value to the 

customer requires a policy mandate that starts at the top and 
permeates through the different levels of the organisation and 
spreads throughout every department as an organisational 
culture. This in effect makes all employees customer service 
agents and satisfies the theory that customer service is not 
only delivered at the waiting line at the time of bill payment 
and query resolution.  
Value creation is also essential when differentiating 
between competitors in similar fields. Businesses who pride 
themselves in providing value for money products, affordable 
services and building relationships and trust will always 
stand at the top of the ladder of value creation. Customer 
value is also seen in the consistency in the quality of the 
product or service that is offered and delivered. 
The CWSA’s mission addresses each of these valuation 
creation principles where top quality efficient and affordable 
products and services are central planks of our service 
delivery. This means that the clear mandate of the CWSA 
is always to ensure that our customers are at the top of our 
priority list.  
I am reminded of a book written by Pete Bradshaw entitled, 
“Satisfied customers tell three friends, angry customers tell 
3000,” this is also evidence that we are living in a consumer 
driven world, fuelled by instantaneous mass communication 
and this provides even more reason for keeping customers 
and consumers happy. The risk of bad publicity being quickly 
propagated could very easily damage the business’ brand 

an image resulting in a negative effect on 
revenue, profits and relationships. 
Brands and image can also be protected by 
building relationships with customers that 
are founded on trust and care. This means 
that for our customer service offerings to 
stand out, we have to go beyond just listening 
and responding to customer complaints and 

queries and to build relationships based on transparency 
and honesty.  In today’s society with all the advancements in 
social media platforms being lauded because of technological 
advancements; it is imperative that businesses understand the 
“make or break role” customers now carry at their finger-tips, 
word of mouth and face-to-face.  The late Maya Angelou once 
said that “people will forget what you said, what you did, but 
will never forget how you made them feel”.

editor’ S Not e

Symantha George 
Editor

“...people will forget 
what you said, what 
you did, but will 
never forget how you 
made them feel.”
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Minist er’ s Message

This annual report makes for compelling reading. 
It tells a supreme success story of how the Central 
Water and Sewage Authority (CWSA) registered a 

strong corporate performance in the financial year 
2018, and continued with its sterling stewardship 
of our nation’s water, sewerage and solid waste 
resources. Our much beloved CWSA maintains its 
position as leading utility in the Eastern Caribbean. 
It simply excels in the business of water supply 
management in terms of product delivery, financial 
performance and customer services. We are proud 
of the way this statutory corporation is delivering 
on its mandate and adhering to the highest 
standards of excellence. In fact, it can be said that the 
CWSA sets the standards.    
 
The Authority has the benefit of strong leadership and 
management at all levels and a skilful, talented, competent, 
dedicated and hardworking staff. I have profound respect 
for the men and women who serve the CWSA with 
distinction, working within the framework established by 
public policy. They make a positive impact on the entire 
population of St. Vincent and the Grenadines (SVG) by 
helping to deliver maximum benefit for the people of 
this country. This is quite appropriate because the CWSA 
edifice was designed and built to be at the service of 
Vincentians.    

 
Notably, the Central Water and Sewage Authority has 
maintained low and stable water rates over many years, 
despite rising costs, to ensure that essential services 
remain accessible and affordable. We expect the CWSA 
to continue in this vein and also to uphold by strict 
adherence the government’s policy of assisting certain 
elderly and economically disadvantaged groups of 
persons with concessions. Additionally, the Authority is 
charged with the ongoing task of reducing the number 
of standpipes and public baths across the country by 
expanding water connection to private dwelling places. 
 
The government applauds the CWSA on its continued 
thrust at upgrading and improving the resilience of its 
plant and assets in the face of Climate Change, and its 
promotion of recycling and sustainable waste management 
as a response to the environmental stress created by the 
modern consumer.  
 

In October 2018, 
I attended the 
Caribbean Water 
& Waste Water 
Association High 
Level Conference in 
Jamaica. It proved 
to be an important 
and insightful forum 
with presentations 

on topics such as “Climate-Resilient Infrastructure” and 
“Waste Management and Security.” Ideas from that forum 
would no doubt find expression in public policy and 
practice in due course. Actually, this is already the case 
in several areas. In that same October, CWSA General 
Manager Mr. Garth Saunders was elevated to the much 
vaunted post of General Secretary of the Caribbean Water 
and Sewerage Association (CAWASA). We knew from the 
inception that he was equal to the task. Congrats to Mr. 
Saunders!  
 
There were a number of other positive developments at 
the CWSA in the period under review (2018): extension 
of customer service opening hours; heavy investment 

Hon. Robert Browne 
Minister Of Health, Wellness & the 

Environment

“It simply excels in the 
business of water supply 

management in terms 
of product delivery, 

financial performance 
and customer service.”
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in staff training both here and overseas; significant improvement in electronic capabilities; public awareness exercises 
on subjects of water, wastewater and solid waste management; free water connections to new government housing 
projects; plant renewal and upgrade to increase island wide storage capacity and build resilience; and formulation of 
plans for the expansion of the water supply in the Grenadines starting with Bequia. The CWSA collaborates very closely 
with government ministries to attain national objectives and I must say that it amply and abundantly shoulders its 
responsibility for national development. 

This report is a tour de force depicting the activities and trajectory of the CWSA. The strong impression of a well-oiled 
machine fit for purpose would leap at you from its pages, and may even hit you smack in the face! We have every reason 
to remain confident and optimistic about the future of the CWSA. Accordingly, I take this opportunity as Minister of 
Health, Wellness and the Environment in whom is vested responsibility for the CWSA to compliment it on a job well 
done. It has produced another comprehensive annual report of the highest quality as a seal to a productive year. Press on 
to higher heights.  
 
Cheers.

Hon. Robert Browne
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a tree is only as healthy as its roots, so too is a company 
only as good as its employees”. Challenges today are 
greater than years before as industry and population grow. 
Staff participation was great and CWSA enjoys excellent 
rewards in its work. 

In St. Vincent and the Grenadines our challenges in 
the water sector are many, especially dealing with our 
topography; but I am happy to report that, through the 
media, customers reports are glowing on good quality 
water and expediency in handling complaints. We have 
recently implemented “Helpdesk” software which aids in 
logging and resolving complaints which are monitored by 
all Supervisors.

We have been responding to the reality of Water Adequacy 
by systemically increasing our island-wide storage capacity 
from 3.2 million gallons to 5.4 million gallons at present. 
Recent additions to the network include Sandy Bay which 
is already commissioned, and two (2) other tanks are 
earmarked for construction in 2020 at Kelbourney and 

Peter’s Hope. 
Additionally, 
two possible new 
sources would be 
at Francois in the 
Vermont Valley 
and at Fenton. 
We continue to 
exhort fellow 
Vincentians to 
store adequate 
quantities of 
water and this is 

done in line with our thrust to improve storage capacity at 
many strategic locations; our average daily consumption 
being approximately 4 million gallons per day. 

Training of employees is high on our Agenda; scholarships 
are also offered to children of our staff and we insist on 
excellence. Our focus is not only on gadgets, but we think 
of continuity which cannot be enhanced without training. 

We are happy to report that 554 scrapped vehicles have 

f rom t he chair

Girlyn Miguel 
Chair 

Board Of Directors

new storage tank at Belle isle

Another year has rolled around for the Central 
Water and Sewerage Authority; not only to 
recap on its workings for the year but this is a 

very significant period for CWSA and the country. This 
preamble leads me to express to our nation 
congratulations on our fortieth (40th) 
Anniversary of Independence from Great 
Britain this year of our Lord 2019. Much 
has been achieved in every aspect of our 
civilization. 

In the year 2020 CWSA will be celebrating 
fifty (50) years serving our nation and this 
speaks of our focused and strategic service 
before we became an independent nation. 
Thanks to our trail blazers.

It is general knowledge that water is the most common 
element on earth, and without water, there can be no life. 
Water has been mans’ slave and his master. Our demand 
for water is constantly increasing, but water is used and 
reused repeatedly; hence our Authority’s focus is, how to 
manage our water supply efficiently for the good of every 
citizen.

Two years ago, CWSA paused to strategically plan to meet 
the challenges of the present time under the caption “As 
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been removed under the derelict vehicle program. We enjoy a hand of co-operation from the Public Health Department 
and the St Vincent and the Grenadines Police Force in the execution of this initiative. The benefits from this service 
cannot be over emphasized as we see the reduction in old discarded vehicles blocking our roadways, looking unsightly 
and being possible health risk.

Because of CWSA’s mandate we work inter-minister-ially for the success of the projects that relate to our work.

The Board acknowledges that it takes a combination of persons working together to achieve national goals; and we 
are happy to identify with aspirations and goals of our nation. We accept that each worker must be treated with love, 
respect, dignity and fairness irrespective of status: while we focus on excellence and financial viability for continued 
success. We face our fiftieth (50th) year with a great level of confidence and enthusiasm despite the challenges of climate 
change.  We vow therefore, to make the good better and the better best for a renewed St. Vincent and the Grenadines. 

derelict Removal Programme under way
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The mission of the CWSA is to provide top 
quality water supply, sewerage and solid waste 
management services in an efficient and affordable 

manner. In 2018 the CWSA continued on its quest to 
fulfill this mandate by once again turning in a more than 
satisfactory financial and operational performance. This 
result was achieved through the combined effort of a 
very committed and motivated staff at all levels, closely 
guided by a team of competent managers along with the 
unwavering support, guidance and oversight of our Board 
of Directors. 

The CWSA’s 2018 financial performance shows a 
significant improvement over 2017 in all the important 
categories.  Firstly, there was a reversal of the decline in 
revenue experienced between 2016 and 2017, where for 
2018 there was a 2% increase in water income and a 19% 
increase in solid waste management income. 

Net profit, after adjustments for foreign exchange 
fluctuations increased from 1.13 million in 2017 to $2.5 
million in 2018 in spite of a 5% increase in production 

From the Chief 
Executive Of f icer

Garth Saunders 
General Manager

the sandy Bay storage tank

the Majorca inlet Pipeline improvement Project

the dalaway transmission Main Relocation and upgrade 
Project

the Belair storeroom improvement Project 
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and maintenance costs. This overall improvement 
was attributed to a slight gain on foreign exchange 
valuations when compared to a $523,000 loss for 2017 
and the significant improvement in total revenue.  The 
overall receivables position also improved by 3% with 
improvements noted in customer compliance in the 
Grenadines with payments for solid waste management 
services provided. 

Very satisfactory improvements were seen in the 
performance of the Solid Waste Management Unit which 
recorded a 226% increase in revenue from $8 million 
to $9.6 million; this was attributed to a 100% increase 
in disposal fees, occasioned by the addition of new 
customers and significant increases in the environmental 
stayover and cruise ship levy payments arising from 
increased visitor arrivals. In spite of a significant increase 
in general and administrative costs, due to the write-off 
of a significant portion of the Grenadines receivables, 
production and maintenance costs were still kept to only 
a 7% increase and staffing costs were held at 2017 levels, 
resulting in the overall positive position.

The departmental reports contained in this publication 
give an adequate account of the successes and constraints 
in each area. However, in engineering, we were fortunate 
to be able to self-finance and complete several capital 
improvement projects and this trend is expected to 
continue in 2019 and 2020. Engineering operations and 
maintenance was also streamlined further to improve 
efficiencies in responding to emergencies and to customer 
complaints.  We also continue to consolidate our water 
resources and GIS mapping activities to better serve future 
engineering and planning.

During 2018 the CWSA increased its total number 
of connections to 42,000 and will continue to reduce 
the number of communal facilities and standpipes by 
providing free water connections. Significant strides 
were also made in establishing greater collaboration 
between the information technology, public relations & 
marketing and the customer care departments to facilitate 

more efficient and effective complaints management and 
responses to customer queries. Still more work is needed 
to be done in this area as we seek to leverage the available 
technology and the software and internet based solutions.

The satisfaction that comes with these recent 
accomplishments will however continue to be tempered 
by prudence and vigilance as we consider the effects of 
climate change and the need to build both capacity and 
resilience in all operational areas.  From a human resource 
standpoint, occupational health and safety will continue to 
be given priority along with continued staff training as we 
seek to plan for the retirement and replacement of long-
serving senior employees. 

In 2019, the CWSA will continue to embark on further 
important expansion and improvement projects and 
significant capital expenditure in both the water and solid 
waste sectors; the significant projects include: 

 The replacement of vehicles, plant and equipment

 The replacement of aging water meters.

 The rehabilitation of the major segments of the 
distribution network 

 Further expansion of the existing SCADA system.

 Investments in technology and software solutions to aid 
both engineering and customer service departments. 

 Engineering planning and design of water supply 
solutions to cater for the imminent increase in tourism 
related demand on mainland and in the Grenadines.

The CWSA will also continue to work with the various 
Government Ministries and Agencies in ensuring that 
capital projects are well served by the CWSA and that ALL 
citizens in every community have their own private access 
to a pipe-borne water supply.
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accoUNt iNg & 

f iNaNce report

A very important aspect of any organisations 
good health is the sound management of its 
finances. For the Central Water and Sewerage 

Authority (CWSA) the organisation’s good financial 
health is governed by strict policy guidelines and internal 
controld along with a management influence that ensures 
accountability and the application of checks and balances 
from our internal auditing processes. 

Throughout the year in review, departments initiate 
programs and projects derived from a budgetary allocation 
process. Monthly Management and Board of Directors 
meetings monitor these reports, ensuring that targets 
are achieved. The following presentation of the audited  
financial statements gives an in-depth look the Authority’s 
financial health.

Monique Hull 
Financial Controller
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The accompanying notes form an integral part of these financial statements.
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The accompanying notes form an integral part of these financial statements.
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   Republic of China on Taiwan 
•  Discussions on the Inception report for UNDP/GEF  
   funded Conserving Biodiversity and Reducing Land  
  Degradation using the Ridge to Reef approach. 
•  Discussions with the National Parks Authority Reef  
   Guardian Pilot Programme 
•  Coastal Cleanup Discussions with the Caribbean Youth  
    Environment Network (CYEN) 
•  Discussions with the Forestry department on initiatives  
   pertaining to a GEF grant proposal. 
•  Donation of engineering software by the Japan-        
   Caribbean Climate Change Partnership (J-CCCP) to      
   the CWSA water resources management Unit 
•  On-going contributions to the National Assessment  
    Team (NAT)

3.0 CommuniCations and outReaCh

(a)  social media/Facebook outreach 
The CWSA’s Facebook page was updated to reflect new 
profiles, office closure notices, disaster preparedness 
tips, water disruption notices, bereavement notices, 
videos, information flyers and other special and seasonal 
campaigns including reminders for the Grenadines 
environmental fee payment, white goods collection and 
water storage.

(b)  Water storage Campaign 
The Public Relations and Marketing Department 
launched a “water storage” campaign at the start of 2018. 
This initiative was borne out of the need to ensure that 
customers of the CWSA have their own adequate water 
storage.  
This initiative took the form of radio discussions, 
placement of relevant information on the CWSA facebook 
page, exposure through the print media and the placement 
of messages on the water bill receipts. 

(c)  electronic media 
•  Monthly sponsorship of the newscast on NBC Radio  
    including messages & notices   
•  Discussions on NBC Radio looking at water and  
   environment matters  
 •  Morning talk-show appearances on WE FM discussing  

pUblic relat ioNS 
& market iNg 

report

The year 2018 saw the Public Relations and 
Marketing department continuing to expand its 
role both within the CWSA and in its outreach 

and collaboration with its stakeholders. The major 
activities and accomplishments of the department during 
the year are presented under the following categories:

  • Corporate Responsibility & Image 
  • Stakeholder Collaboration 
  • Communications and Outreach 
  • Internal Relations  
  • Designs and Productions 

1.0 CoRpoRate Responsibility & image 
 
During the year 2018, support was given in many different 
forms to several national organizations and individuals 
representing sporting, cultural, educational, medical and 
environmental concerns.

2.0 stakeholdeR CollaboRation  
 
Including: 
•  Recycling discussions with the Foreign Minister of the  

Joan Ryan 
Public Relations & 

Marketing Manager
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Chief executive 
officer garth 
saunders 
addressing 
participants at the 
Climate Change 
symposium.

   water week activities with emphasis on climate change  
   and its effects on our services and current campaigns 
  • Emergency notices of water disruptions sent to all   
     radio stations   
• Airing of three television infomercials on SVG TV 

(d)  Water week 
Another successful Water Week was planned and executed 
in 2018. Activities included; 
1.  A church Service 
2.  A nature hike to the Vermont catchment area  
    with students of the St Joseph Convent Kingstown,  
    Intermediate High and the St Vincent Grammar school  
3.  Television interviews with students on the importance  
    of water and the water treatment and distribution  
    process 
4.  A radio message by our Chairperson, Mrs. Girlyn  
    Miguel  
5.  A Climate Change symposium for stakeholders with  
     several presentations  
6.  Customer Appreciation Day  
7.  Thursday 22nd March World Water Day  
   commemoration along with a nationwide radio  
    message by the CEO, Garth Saunders 
8.  Friday 23rd March, staff creole evening

4.0  inteRnal Relations

•  The Annual Awards event was hosted this year at the  
    Arnos Vale Sporting complex in December, preceded by  
   three quarterly general staff meetings.   
•  The procurement process for 2019 Uniforms  
   commenced.  
•  Announcements on the telephone intercom informed    
   staff of various events.   
•  Representation at engineering and solid waste monthly  
   departmental meetings  
•  Independence and Christmas celebrations respectively  
   took the form of a creole activity at the New Montrose  
   Headquarters on the 26th October 2018 and the lighting  
   up of the Headquarters after the November 23rd, 2018  
   staff meeting

5.0  gRaphiC design & pRoduCtions

 The 2016-2017  annual 
report  was completed  and 
distributed 

 The 2019 wall and desk 
calendars were completed 
and distributed in 
December 2018 under  
the theme “Appreciating  
Our Environment;  
12 Reasons Why”.  
 
Additionally, the following 
in-house productions 
were done by the PR& 
marketing team led by 

CWsa board 
Chair girlyn 
miguel & guest 
speaker dr.  
Walford Thompson 
at the Water Week 
opening Church 
service

WATER WEEK HIGHlIGHTS

Reasons Why12

CALENDAR

Representatives 
from the ihs,  
sJCk and sVgs on 
the nature hike 
to the dalaway 
Catchment ad 
source.
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Graphic Artist Rae-Anne McDowall, Producer- Symantha 
George and Manager Joan Ryan; 
 
•  Produced “writing sheets” for frontline staff 
•  Designed ad for Methodist Church Magazine 
•  Printed and distributed flyers for White Goods 
•  Printed CWSA official envelopes and letterheads 
•  Redesigned and Printed copies of the Code of  
    Conduct 
•  Designed “Water Storage Solutions Advert”

 
•  Designed shirt advertisement for Sports Club’s Heroes  
   day walk 
•  Designed Water Week Agenda flyer and   
    invitations Water Week Church Service 
•  Created tickets for CWSA Sports Club Boat Ride 
 •  Created Grenadines payment agencies flyer 
•  Created CWSA Banner 
•  Designed half page newspaper ad for the passing of   
    former Chairman, Mr. Christian Martin  
•  Edited National Sports Council ad  

•  Printed Septage, special waste and grease trap  
   forms for Solid Waste Unit 
•  Created Conservation & Storage Brochures for       
   Customer appreciation day handouts 
•  Created Organization name tags for 2018 Water  
   Week Symposium 
•  Created e-bill view flyer 
•  Created #justwater flyer 
•  Updated and printed Derelict Vehicle  forms for     
    Solid Waste Department 
•  Designed Independence 2018 newspaper artwork 

•  Created sympathy cards  for the families of l. Tash  
   and R.A. Cummings and a newspaper sympathy  
   advert for the latter. 
•  Designed artwork for Feather and Pull up banners 
•  Created Get Well Soon card for Mr. Grantley Williams,  
    who has since passed away 
•  Edited Skip & Standpipe placement flyer for Canival  
   2018 
•  Designed and  printed invitations, envelopes, RSVP  
   cards and all other media  for the CWSA cocktail 
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pRomotion    
Ten  (10) persons were promoted during the period:  

 
 
RetiRement 
We bade farewell to Mr. Maurice Wright, Mr. Kenrick 
Providence, Mr. John Jacobs, Mr. Edson Mascoll, Mr. 
Christopher Bynoe, Mr. Ashley McLean and Mr. Leon 
Murray.  We wish them a long and happy retirement.

disCiplinaRy matteRs 
Several persons were verbally warned and written to 
concerning their performance and conduct during the 
year.  One (1) person was dismissed, three (3) persons 
were suspended without pay and seven (7) persons were 
otherwise penalized.

labouR Relations 
The Memorandum of Agreement between the Commercial 
Technical & 
Allied Workers 
Union and the 
Central Water 
& Sewerage 
Authority for 
the period 
January 1, 2018 

Joel James 
Rennie Samuel 
Andre Patterson 
Clementson 
Williams 
Daren Ragguette 
Delroy Jack  
Hywell Myers 
Kentish Richards 

Leonard Charles 
Mariah Duncan 
Arnold Horne 
Delroy Graham 
Kenneika Matthews 
Randy Thomas 
Silvan Mcleod 
Terrence Williams 
Andre Franklyn 

Cornelius Emmons 
Otis Hooper 
Alwyn Quashie 
Javed Stapleton 
Kamali Nanton 
Karanja Bushay 
Kemoll Benjamin  
Kerven Mathurin 
Sammy Williams 

hUmaN reSoUrce 
report

Yvette Daniel 
Human Resources 

Manager

staFF matteRs

At December 31, 2018 our total staff numbered 
292.  Of this 215 represent the Water and 
Sewerage Section and 77 from the Solid Waste 

Management Unit.  Once again, the situation remained 
relatively stable as far as staff turnover was concerned.

ReCRuitment 
There were three (3) new recruits appointed on probation:  
Delron Graham-Meter Reader, Kevin Woods-Mechanic, 
Kai Toney-Technician Assistant.

ConFiRmation   
Thirty (30) persons were confirmed in their respective 
posts:  

Memorandum of agreement being signed

Name Post
DaWayne Wilson Technician Assitant

Joanna John Information Technology/
Information Systems Officer

Randy Jackson Senior Information Technology/
Information Systems Officer

Adolphus Alban 
Williams Apprentice Pipefitter

Deon Sam Technician Assistant
Godwin Thomas Pipefitter

Jamal Gurley Apprentice Pipe Fitter

Joel Bobb Apprentice Pipe Fitter

Kiran Bacchus Pipe Fitter
Raffique Fitzpatrick Engineering Technician

Esroy Lewis Michael John  Jo Jo Jones  
Sheldon DaSouza
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– December 31st, 2020 was signed.

tRaining 
One hundred and twenty-two (122) employees also 
participated in the following training programs locally and 
overseas during the period under review.;  
•  World Day for Safety and Health 
•  American Water Works Conference 
•  National Adaptation workshops on “Developing  
   Sectoral Adaptation Strategies and Financing the  
    National Adaptation Plan 
•  Minamata Inception Workshop and Mercury Training 
•  Complying with Credit Reporting legislation 
•  ICAC Annual  Caribbean Conference of  
   Accountants 
•  Basic firefighting training 
•  Best Practices towards Resilient Water Services 
•  National Profile on theOccupational Safety & Health  
   Review 
•  Training of Trainers Planning for the Integration of  
   Climate Resilience in the Water Sector in the Caribbean 
•  Customer Service 
•  Annual Conference and Exhibition of the           
   CaribbeanWater and Waste Water Association   
   (CWWA) 
•  XII meeting of the National Committees and  
   focal points of the  Integrated Hydrological   
  Programme for latin America and the Caribbean 
• Financial Modelling- Budgeting and Forecasting in  
   Excel training 
•  Urban Environmental Management training Course 
•  Hazard Mitigation &  Disaster Management 
•  Hydraulics

The following employees successfully completed Module 2 
“The Management Function”  of the University of the West 
Indies Open Campus Certificate Programme in “Managing 
People Effectively”;

1.  Mr. Elvin Roberts   District Supervisor   
        Services Clerk 
2.  Ms. Heleanor Creese  Accounts Receivable   
        Supervisor  
3.  Mr. Danroy Ballantyne  Senior Engineering   
        Technician- Hydrology

Mr. Vialey Richards, Gauging Technician, commenced 
studies leading to a Diploma in Hydrology at the 
Caribbean Institute for Meteorology and Hydrology in 
Barbados on January 8, 2018. 

Mr. Elvin Roberts, District Supervisor successfully 
completed the Water Distribution Operators training 
programmed offered by Associated Board of Certification 
through the Caribbean Water and Waste Water 
Association. 
 
Mr. Randy Jackson, Senior Information Technology/
Information Systems Officer successfully completed the 
requirements to be recognized as CompTIA Server + 
Certified. 
 
Ms. Heleanor Creese-Accounts Receivable Supervisor, 
Elvin Roberts-District Supervisor and Danroy Ballantyne-
Senior Engineering Technician successfully completed the 
Certificate in Managing the 21st Century Human Capital 
Asset Programme 

teChniCal Visit 
Mr. Michael Creese, Senior Operations Engineer, 
participated in a Technical visit to South Korea on 
integrated waste management (IWM). 

 on the Job attaChment 
Mr. Gareth Vanloo, second year student in the 
Bachelors of Environmental Design and Planning was 
granted summer employment in the GIS section of the 
Engineering Department. customer service Excellence training Workshop
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Job attachments were provided for three (3) Students of 
the St. Vincent and the Grenadines Community College 
Division of Technical and Vocational studies.  

Ms. Mikhailla Matthias, first year student in the Bachelors 
of Industrial Engineering was granted (4) weeks summer 
employment in the Garage 

Ms. Tyeis Duncan, Diza Joseph and Nickya Alexander, 
were offered on the job attachments for the months of July 
and August 2018.

Four (4) plumbing students of the Georgetown Technical 
Institute completed a four (4) weeks training attachment at 
the Georgetown District. 

Mr. Kamali Cordice and Mr. Donowa completed their 
one-year internship under the Supportive Education and 
Training programme (SET) on September 30, 2018. 

Mr. Stevan Stephens and Ms. Kenmsha Lewis were 
assigned to the CWSA under the Youth Empowerment 
Service Apprentice training program effective December 
10, 2018.

long teRm tRaining  
Mr. Danrouy Edwards, Welder, proceeded on two (2) 
years no-pay study leave effective July 20, 2018.  He was 
granted a football scholarship to pursue an Associate of 
Applied Science Degree-Welding at Ranger College in 
Texas, U.S.A.

Ms. Susette May successfully completed the Master of 
Science in Human Resource Management and Training 
offered by the University of Leicester. 

Mrs. Pamela Daniel, Personnel Officer, successfully 
completed the requirements for the Master of Science 
Management Studies (Human Resource Management) 
certification offered by the University of the West Indies 
Open Campus with distinction.

Mr. Jonathan Francis, Engineer proceeded on eighteen 

(18) months study leave effective October 18, 2018 to 
pursue studies in the Master of Science programme in 
Urban Water and Sanitation with specialization in Water 
Supply Engineering offered by the Delft Institute for Water 
Education (IHE) in the Netherlands.

eduCation gRants  
During the period five (5) students who are children of 
employees were granted educational grants: 
 
•  Hailee Williams 
•  Deja Henry 
•  Addison Dalrymple 
•  lemery Roberts 
•  Sakeed Grant
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a greater focus on data and information collection and 
documentation, closer vigilance and real time system 
management, increasing plant and pipeline resilience and 
increasing island wide storage capacity.  
 
For the 2018 reporting period, the following main capital 
projects were undertaken:

Capital pRoJeCts FoR 2018:

•  Dalaway transmission main Relocation and Upgrade  
•  Fair Hall Pipeline Replacement 
•  Majorca Inlet Pipeline Improvement  
•  Belmont Transmission Main Replacement 
•  Sandy Bay/Sion Hill Storage Tank  
•  Belair Storeroom Improvement Project

dalaway transmission main improvement 
project - phase 1 
The rationale for this project was two-fold; firstly, to 
reduce the vulnerability of this major pipeline from the 
effects of earth movement and flooding in the Vermont 
Valley and secondly to improve the pipeline hydraulics of 
the system.  
The project involved the re-routing and replacement of 
5,800 feet of 12” ductile iron pipelines with 16” diameter 
pipelines. The installation of pipes began in April 2017 and 
the new 16” line was eventually commissioned in October 
2018.   The overall cost of the project was EC$1.83 million.  

Fair hall line Replacement 
The scope of this project involved the installation of 
approximately 2,300 feet of 4” ductile iron distribution 
pipes to replace old 3” galvanized iron pipes.   Work 
began on this project in June 2018 and was completed in 
November 2018 at an overall cost of EC$174,000.  

majorca inlet pipeline improvement 
The aim of this project was to reduce the vulnerability of 
the two intake lines on the Majorca and John Hill water 
supply systems at two separate sections of the lines; one 
at a river crossing and the other through a swamp area.  
Additionally, the size of the pipeline was increased from 6” 

eNgiNeeriNg 
report

Brian DaSilva 
Engineering Manager

The Engineering Department within the Central 
Water & Sewerage Authority is responsible for:

 
 
The 125-member team is comprised of civil and water 
engineers, engineering technicians in construction and 
hydrology, project officers, GIS and drafting technicians, 
water and sewerage superintendents and supervisors, 
pipe fitters, drivers and skilled and unskilled water and 
sewerage technicians. 
The 2018 reporting year was a relatively routine one 
with an absence of major climate and rainfall events and 
emergencies that have recently become the norm in the 
region and sub-region. These events have consistently 
had a debilitating effect on the CWSA and its ability to 
consistently supply top quality services. 
In response to this very real threat of service disruption 
in an era of climate change and weather and climate 
extremes, the CWSA’s engineering initiatives have seen 

•   Project planning, design and construction 
 •  Operations and Maintenance - Water &  
     Sewerage systems   
 •  Quality control and laboratory services 
 •  Septage and Wastewater treatment 
•  Water Resource Management (WRM) 
•  Geographic Information Mapping 
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to 12” and the material was changed from ductile iron to 
polyethylene.    
The project started in April 2018 and was completed and 
commission in August 2018.  The total cost of this project 
was EC$250,000 and approximately 1,200 feet each of 4” 
and 12” polyethylene pipes were installed including one 
major river crossing complete with reinforced concrete 
supports.

belmont transmission main Replacement 
This project was undertaken as a sub-project of a larger 
project aimed at vulnerability reduction. It involved 
the relocation of a 600 ft section of the 6” Montreal 
transmission main pipeline at Belmont main road using 
8” ductile iron pipes.  The project commenced in March of 
2018 and was completed in July 2018 at an overall cost of 
$100,000 including road reinstatement work.

sandy bay storage tank 
This tank represents the first phase of the overall 
improvement of the Sandy Bay water supply system and 
is a precursor to the installation of a treatment regime. 
Currently, there is no treatment on the system and the 
storage tank that existed previously was only able to supply 
New Sandy Bay Village by gravity due to its low elevation.  
The construction of this 45,000-gallon tank began in June 
2018 and at the end of 2018 all of the reinforced concrete 
work was completed.  Expenditure to date on this project 
was EC$ 273,000 with a 90% completion at the end of 
2018.

belair store Room improvement project 
This project was aimed at maximizing the space available 
in the main storeroom at the Belair complex in order 
to reduce the incidence of items being stored outside 
the main building and open to the elements.  This was 
achieved by the addition of a mezzanine floor thus 
utilizing dead space above the ground storage level.   
The project comprised the installation of several internal 
structural steel columns and beams and 2000 square feet 
of composite flooring consisting of steel sheeting and 
reinforced concrete. Construction began in January of 
2018 and was completed in June 2018 at a overall cost of 
EC$256,000.

laboRatoRy RepoRt

potable Water testing 
Throughout 2018 routine water quality monitoring was 
conducted at different points in the distribution system 
on all eleven water supply systems.  Additionally, water 
quality testing was done on demand at various health,  
manufacturing and hospitality services. 
The routine tests done included bacteriological sampling 
where necessary along with PH, turbidity and residual 
chlorine. WHO and PAHO drinking water quality 
standards were consistently maintained throughout the 
reporting period.

Raw Water testing 
The lab continued throughout 2018 to collaborate with the 
Water Resources Management Unit to ensure all raw water 
from the various sources was monitored. 

sand Filter maintenance  
The sand filters at the Dalaway, Jennings and Perseverance 
treatment facilities were consistently monitored and 
cleaned during the 2018 reporting period.  

mapping – geogRaphiC inFoRmation system  

For the reporting year 2018, the department’s efforts were 
focused on field data collection and the mapping of the 
distribution lines in South Leeward, North Windward and 
a portion of North Leeward. The collection of GIS data on 
these lines by areas are as follows: 

Raw Water testing being done by the laboratory
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 Work was carried out in each district by a team of 
three technicians supported by district supervisors and 
engineers. Four (4) working days per week were allocated 
to field work which included data collection, followed by 
continuous verifications and corrections on completed 
transmission lines, distribution lines, structures and 
valves. District boundaries were also defined, mapped and 
created in GIS for all seven geographical areas.

CuRRent mapping status – peRCentage 
Completion

•  Sources and Treatment plants – 100% 
•  Tanks – 100 % 
•  Transmission lines inclusive of valves (all types) – 100% 
•  Distribution lines inclusive of valves (all types): 
 ➢  Area 1 – 100% (Kingstown) 
 ➢  Area 2A –100% (West St. George) 
 ➢  Area 2B –100% (East St. George) 
 ➢  Area 3 – 100% (Marriaqua) 
 ➢  Area 4 – 88% (South leeward) 
 ➢  Area 5 –1% (North leeward) 
 ➢  Area 6 – 100% (South Central Windward) 
 ➢  Area 7 –78% (North Central Windward) 
 ➢  Area 8 – 0% (North Windward)

WateR ResouRCe management unit 
 
The National Water Resources Management Unit had a 
very productive year in 2018. 
During the year the Unit assisted in the installation of four 
(4) early warning systems at: 
•  Owia 
•  Majorca 
•  Arnos Vale, ET Joshua Airport 
•  Dixon 

The staff at the unit monitored hydrometric, 
hydrometeorological equipment and groundwater stations 
that are distributed throughout St. Vincent, Bequia and 
Union Island.  The data collected from the network was 
further processed, verified, analyzed and stored.  The 
monitored network currently comprises of the following: 

•  25 rain-gauges 

       ➢  7 Early warning (Real Time) rain-gauges  

       ➢ 18 Data loggers rain-gauges 

•  6 climate stations 

•  12 Automatic water level recording stations 

        ➢  4 Early Warming (Real time) water level    

 stations  

        ➢  8 Data logger water level stations 

•  6 Boreholes  (Deep Observation Wells with depths of 25  

    to 35 Meters) 

•  21 flow (Discharge) measurement sites 

•  26 Wells (Hand Dug/ shallow wells) 

•  15 Water production 

   nWRmu Climate netWoRk

DISTRICT
2018 Start 

Completion 
(%)

2018 End 
Completion 

(%)
south leeward 14 89
north Windward 42 100
north leeward 0 78

Rainfall stations Map
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Waterlevel stations Map

 Climate summary 
The total rainfall over 2018 was below normal with the 
Hermitage rainfall station recording 4165.9 mm( 164 
inches). The month of October was the wettest with 
660.8mm (26 inches) of rainfall recorded at Montreal 
rainfall station. This station had an 18.8 percent rainfall 
reduction in comparison to 2017. The minium rainfall 
was recorded in April.

The monthly mean maximum air temperature was 31.4 
degrees celcius which was recorded at Rabacca Climate 
station in September and the minimium monthly mean 
air temperature was 21.9 degrees celcius which was 
recorded at Dumbarton agricultural station in February.
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During the year 2018, the information technology 
department continued to expand its support 
services to the diverse areas of operations of the 

solid waste management Unit and the water and sewerage 
operations.  
Quite apart from these support services, the department 
also continued with its drive of renewal, replacement and 
upgrade of its hardware and software inventories along 
with engaging in routine and unplanned maintenance of 
same.

1.0  Routine 
opeRations

The following routine 
operations were 
consistently carried 
out during the year;

•  Testing of internal 
and external backup 
power sources 
•  Scheduled backups 
of ALL servers  

•  Security updates 
•  Software updates 
•  Data entry of meter readings, and bank and agency  
    payments  
•  Monthly billings & postings 
•  Bill Printing 
• 170 repairs & fixes 
•  Installations of new and replacement hardware and  
    software 
•  Individual user support

2.0  depaRtmental suppoRt 

public Relations & marketing department  
 
•  Updating of CWSA website, to include current  
    information on projects, public relations activities and  
    e-bill service 
• Purchase and installation of a new projector unit 

engineering 
 
•  SCADA – Upgraded the application software  
•  Water Resource Unit – Installation of new servers and  
    software prograns 
•  Operations & Maintenance – maintenance of vehicle  
    tracking software 

•  Operations 
& Maintenance 
– Adaption of 
Helpdesk Software 
for use by the 
department 

•  Electronic 
surveillance 
enhancements at all 
district offices  
•  Training of staff on 
the use of Helpdesk

Information Technology Staff

iNformat ioN 
t echNology 

report

Melissa McKenzie 
Information Technology 

Manager
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Customer service   
•  Implementation of E-bill view notification  
•  E-bill service in-house training    
•Electronic complaints management  

accounting 
• Service Management 
(SM) Invoice 
Transaction Number 
Changes  
• Cash Receipts printer 
problems investigated  
• General Accounting 
Software Updates – 
Service Management 
SM, GL, EF

information technology  
• Purchase and installation of upgraded servers and  
   software  
• Purchase and installation of dehumidifiers 
• Improvement to cooling units in server and printing     
   rooms 
• Training of staff using HELPDESK

3.0   administRatiVe - poliCy & pRoCeduRes

•  Re-circulation of System 
Development Life Cycle (SDLC) 
Policy 
•  Review of CWSA Disaster 
Recovery Plan 
 
The Information technology 
department will continue, in 
concert with user departments, 
to research and leverage new 
technology for the benefit of all 
users and departments of the 
organization.

screenshot of e-Bill view’s “sign-in/Registration page” 
on cWsa’s website

the department’s bill printing room
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to be outside of the limits on very few occasions in some 
of the smaller systems, including Sandy Bay , however 
these were for very short periods.

system downtime 
During the period under review, total system downtime 
was kept to lower than 0.5% on seven of our eleven 
systems. Downtime in all instances was related to either 
planned or emergency maintenance due to the effects of 
adverse weather. No system downtime went beyond 24 
hours during the year 2018.

information & notices to the public 
Thanks to the PR and Marketing department and their 
use of the social and electronic media, information on 
planned activities within the CWSA was disseminated in 
almost all instances at least one clear day in advance. That 
same metric was achieved for all planned outages. All 
unplanned outages during the year were as a result of the 
effects of prolonged severe adverse weather conditions.

Complaints management  
During 2018, water supply complaints were related 
mainly  to leaks, broken lines and blocked lines, the 
CWSA achieved 99% average resolution of its water 
supply services complaints within 48 hours. A similar 90% 
resolution rate was also achieved for solid waste issues.

cUStomer Service 
report

Phillip Dalrymple 
Customer Service 

Manager

During 2018 the CWSA consolidated its service 
offerings in all areas of the customer service 
spectrum, recognizing that customer service 

is not only what is experienced in the waiting line at bill 
payment but includes other important metrics such as;

1. Water Quality 
2. System Downtime  
3. Information & Notices  
4. Complaints management 
5.  Opening Hours  
6. Standing in the waiting line 
7. Meter Reading 
8. Billing e-bill view  
9. Rates and charges 
10. New connections & reconnections 
11. Customer relations

Water Quality  
During 2018 PAHO/WHO drinking water standards 
were consistently met by our engineering department 
and resulted in very few customer complaints. The widest 
variation came in water turbidity readings that were found 
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opening hours 
The CWSA continues to offer extended opening hours for 
bill payment and customer queries from 7:30am. This was 
done to facilitate the working public who are required to 
begin their jobs at 8am in Kingstown.

The ‘after hours’ service, continues to be effective in 
facilitating customer care, emergency management 
and complaints resolution at evenings and nights when 
working conditions are non-ideal, but when service is 
most appreciated by our customers.

the Waiting line  
Although not the sole criteria for judging customer 
service, the CWSA’s paying customers at its Montrose 
main office still experience an average of 1 minute and 15 
seconds per person/transaction. Efforts are continuing 
towards reducing this time and also to offer several more 
convenient bill payment alternatives.

meter Reading 
During 
2018, 
meter 
readings 
remained 
a routine 
data 
collection 
activity 
performed 
by a 

dedicated crop of meter readers. Meter readers now also 
provide early warnings to customers who may have leaks 
and whose consumption pattern is observed to be outside 
of the normal.

billing 
Customer billing cycles were maintained 100% of the time 
during the period under review. Bill distribution in some 
parts of the mainland and in the Grenadines continue to 
be problematic during the period due mainly to lack of 
action by independent distributors and also lack of postal 
addresses given by customers. 

The department will continue to work in 2019 with the 
marketing department to promote the use of the e-bill 
view feature along with internet/electronic bill payment.

Rates 
The CWSA still boasts the cheapest water rates in the 
Caribbean area with a 24/7 service in 98% of the Country. 
These rates were last increased to only $6.50 per month 
per household as far back as 2010. 

new connections/reconnections 
During the period under review the CWSA was able 
to complete an average of 85% of its requests for new 
connections within one week of the customers paying 
for the service. On average, 48 applications for new 
connections were received per month. Reconnections 
continue to meet the 48 hours target 100% of the time, 
with an average of 81% being reconnected on the same day 
of payment.

one of the customer care department’s Fleet
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Customer relations 
In recognition of the importance of customer relationships and the customers’ experience interacting with the 
CWSA employee, customer service staff increased the use of electronic mail and social media to enhance customer 
relationships and improve the efficiency of communication.  

The CWSA also continues to resist any move to go the way of the automated telephone answering service, preferring 
instead the more efficient and intimate form of communication at our reception area.
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SOLID WAST E
MANAGEMENT

REPORT

1.0 oVeRVieW

The CWSA’s most recent vision for the Solid 
Waste Management Unit (SWMU) is ‘to achieve 
financial viability for the unit while maintaining 

high quality solid waste management services.’ In 
pursuing this vision in 2018, the SWMU continued to 
explore ways of making the activities associated with 
its waste collections and disposal operations more 
efficient while improving cost recovery particularly 
in the Grenadines. Additionally, with the passing of 
the Occupational Safety and Health Act in November 
2017, efforts were made to review and upgrade staff 
accommodations and operations procedures in the 
interest of promoting a safe work environment and safe 
working practices.  

Vital to the survival and evolution of the solid waste 
management service in St. Vincent and the Grenadines is 
the forging and strengthening of partnerships with other 
governmental and non-governmental stakeholders. 
Our major stakeholders continue to be the Public 
Health Department, the Police Force, the Sustainable 
Development Unit, National Parks, VINLEC and All 
Islands Recycling Inc (AIR Inc.). To this end, in 2018 
the SWMU worked along with these organizations on 
a number of initiatives aimed at the operationalization 
of national policy, law enforcement, environmental 
protection, cost recovery and recycling.  

Winsbert Quow 
Solid Waste Manager
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2.0 Waste ColleCtion opeRations

2.1 Vehicle acquisition 
Two major equipment acquisitions were made in 2018 
to achieve a higher level of efficiency and quality in 
performing the service. A six (6) cubic meter volume 
capacity Isuzu compactor truck was acquired and fully 
commissioned in April to service the daily collections 
routes and a fourteen (14) cubic meter volume capacity 
Mercedes truck was commissioned in June 2018 to 
perform functions such as (a)white goods and derelict 
vehicle collections (b) the transport of green waste and 
(c) the movement of soil required occasionally at the 
landfills. This truck is fitted with a crane which has a 
maximum lifting capacity of 4.5 metric tons suitable 
for the applications for which it is deployed.  

2.2 White goods Collection 
The island-wide white goods collections service was 
performed twice during 2018, the first from February 
19th – 24th where 870 cubic meters of material was 
collected which was a 13% increase from the previous 
event performed in September 2017. The second 
instance was from September 24th to 29th 2018 where 
a total 1,120 cubic meters of material was collected.  
The September 2018 installment is the 15th island-
wide white goods service performed on mainland St. 
Vincent and the second largest capture of white goods 
since its introduction in 2011 where 1,922 cubic meters 
of material was collected. The residents on Bequia, 
Canouan and Union Island enjoy a once monthly 
white goods service performed by the private waste 
collection contractors.  

There has also been a steady increasing trend over 
the last three occasions of the service as shown in 
the graphic below. The service is thought to have also 
contributed over years to the reduction of flooding 
throughout the state owing to the reduction of bulky 
waste material dumped illegally in drains and other 
waterways which usually contributes to blockages.  

2.3 derelict Vehicle programme 
At the end of 2018, a total of 460 derelict vehicles were 
removed from public spaces under the derelict vehicle 
programme since its beginning in July 2017.  
The derelict vehicle programme is a collaboration 
between the Police, the Public Health Department 
and the CWSA to enforce the provisions of the Litter 
Act in an effort to curb the issue of the indiscriminate 

newly commissioned Mercedes crane truck

the newly acquired 6 cm3 compactor truck
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dumping of derelict vehicles on public spaces.  
Priority was given initially to areas along the main 
highway as these pose the greatest threat to road safety 
and devalues the aesthetic appeal of the country as a 
whole.    
In August of 2018, a collection of derelict vehicles was 
done on the Grenadine island of Bequia where a total 
of twenty-one vehicles were removed. The vehicles were 
taken to the landfill at Rain Tree and crushed by the 
heavy equipment in preparation for transport to  
St. Vincent. 

 
3.0  Waste disposal seRViCe

3.1 disposal stats 
Our records indicate that a total of 199,816 cubic 
meters of waste was received at the five landfills 
operated by the SWMU throughout the state. This 
was 6 % less than the total amount received in 2017, 
that being 212,776 cubic meters.  The distribution 
of the total waste received at the different landfills is 
presented in the graphic below. 

 Commercial and institutional waste, (waste received 
from businesses and governmental institutions) 
accounted for the largest percentage of the waste 
delivered to the landfills in 2018 at 33 %. The 
second and third highest quantities were attributed 
to household and green waste at 24% and 20 % 
respectively. The percentages of waste delivered by 
category are shown in the following graphic. 

3.2 improvements in infrastructure

Surveillance cameras were installed at the Diamond 
Landfill in July to generally improve security and 
to better monitor operations, particularly disposal 
activities that occur after regular closing hours such 
as the use of the septage lagoon and the dumping of 
commercial waste by contractors who work for late-
closing businesses. Work also commenced on the 
excavation of a new waste cell to be done in-house 
with the use of the SWMU’s fairly recently acquired 
track loader, bulldozer and dump truck.  

Work was also done at the Belle Isle Landfill to 
improve staff accommodations. This work included the 
refurbishing of the site kitchen and outfitting it with 
modern and adequate appliances and the retrofitting 
of the changing room with lockers so that each worker 
can have adequate space for the secure storage of 
personal items.   
Similarly, the Bequia landfill site office was renovated 
and some of the office furnishings upgraded in the 
interest of creating a more comfortable and safe 

the crane truck in use for the derelict collection 
initiative
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working environment. These recommendations were 
made by the CWSA’s Safety and Health Committee 
following an evaluation of the sites.  

4.0  tRanspoRt and maintenanCe

The SWMU through its Senior Operations Engineer 
oversees the transport and maintenance function for 
the CWSA and in 2018 this department performed well 
in guaranteeing the availability of adequate equipment 
for the execution of projects, customer care and 
operations and maintenance activities undertaken by 
the various departments within the organization.   

A total of nine hundred and seventy (970) mechanical 
servicing or repair jobs were done by the department 
during the period, reflecting an average of 81 jobs 
per month.  Of this total, 75% were adjudged to be 
completed within a reasonable timeframe while 11% 
were delayed awaiting the importation of spares and 
another 5% delayed due to the outsourcing of the 
repair work to specialist private contractors.  

Under the vehicle and equipment replacement 
programme eight (8) new vehicles were procured in 
2018 and eleven (11) sold and at the end of 2018 the 

total number of vehicles and heavy equipment in the 
CWSA’s fleet was fifty - eight (58).  
 
The major challenge faced by the department in 
2018 was the ongoing maintenance needs of the 
Liebherr track loader deployed on the Grenadine 
Island of Canouan to push, compact and cover the 
waste delivered to the landfill.  This equipment is 
seventeen (17) years old and experiences regular 
failures consistent with the age and the harsh operating 
environment. Additionally, maintaining heavy 
equipment at a remote location poses some challenges 
in resource mobilisation and job execution which 
increases the cost of maintenance. 

5.0  Cost ReCoVeRy status

The legislatively supported arrangement between 
the CWSA and VINLEC to link the non-payment of 
Grenadines’ environmental levies to the disconnection 
of electricity services came into effect on January 1st 
2018. The management of the CWSA decided then that 
all Grenadines environmental bills will carry forward a 
zero balance as of December 31st 2017 in response to a 
unanimous request from customers there. 

At the end of December 2018, the total Grenadines 
environmental fee receivables were$262,000 with 
$274,000 paid from a total billing of $541,000 
reflecting an overall compliance of 51 %.  However, 
there were still a significant number of customers who 
had not paid any environmental levy since the balances 
were zeroed. Most importantly, this very low payment 
compliance limits the pace at which the SWMU can 
move forward in implementing a more sustainable 
solution for waste management in the Grenadines 
by incorporating activities such as the closure of 
traditional landfills and the establishment of a modern 
recycling facility. 
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The newly refurbished Bequia Landfill Office
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I N  L O V I N G  M E M O R Y

In 2018, the Central Water & Sewerage Authority bade farewell to 
colleagues, coworkers and fellow brothers;

To their families, friends and loved ones, we offer our deepest condolences. 

“May the Lord watch between Me

and thee, when we are absent

froM one another.
Partings coMe to Let us know,
we Love More deePLy than we 

show,
but Love in death shouLd Let us see,
what Love in Life shouLd reaLLy be.”

noel o’neil
R. andrew cummings Qc

Grantley Williams
christian “cims” Martin
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To consistently provide all consumers with 
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