
 

 

 

ST HELENA 
UTILITIES 
REGULATORY 
AUTHORITY 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

JANUARY 2026 

ANNUAL REPORT ON QUALITY OF SERVICES 
PROVIDED BY CONNECT SAINT HELENA LTD – 
2024/25 

 



 

 2 

The Utilities Regulatory Authority has completed its review of the quality of services provided 

by Connect for the year to 31st of March 2025. The Authority acts entirely independently and 
is not subject to the direction or control of the Governor, the Executive Council, Legislative 
Council or any other person or authority. This report is an annual review. 

 

PART 1 – OVERVIEW 

 

 1.1     UTILITY SERVICES ORDINANCE 2013 

On 1st April 2013 the Utility Services Ordinance 2013 came into force. This Ordinance 
established the Utilities Regulatory Authority and created a legal framework to facilitate the 
private sector provision of licensed public utility services. 

These services are — 

(a) the generation, distribution and supply of electricity; 

(b) the collection, storage, treatment and distribution of water; and 

(c) the disposal of waste water. 

 

1.2 UTILITIES REGULATORY AUTHORITY 

The members of the Authority are Chief Magistrate Duncan Cooke (as Chairman), David de 
Casseres, Mr Bill Scanes and Mr Paul Scipio. The Judicial Services Manager* is Secretary to the 
Authority, to whom any communication should be made. The Authority, and any person 
acting under its authority, act entirely independently and are not subject to the direction or 
control of the Governor, the Executive Council, Legislative Council or any other person or 
authority. *(yvonne.williams@judicialservices.sh) 

 

1.3 OBJECTIVE OF AUTHORITY 

The objective of the Authority is to regulate the development and provision of public utility 
services in a manner which—  

(a) ensures that users of such services are protected from both unreasonable prices and 
unreasonably low levels of service; 

(b) ensures (so far as is consistent with paragraphs (d) and (e)) that the prices charged for 
such services do not create unreasonable hardships for households or unreasonable 
hindrance to commercial and economic development in St Helena; 

(c) motivates Utilities Providers to improve the quality of the services they provide; 

(d) ensures stability and predictability in the public utilities industry in the medium and long 
terms; 

(e) supports a progressive reduction in levels of subsidy from public funds; and 

(f) has regard to such other regulatory objectives (if any) as may be prescribed. 
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1.4 DUTIES OF AUTHORITY 

It is the duty of the Authority, having regard to its objectives, to carry out its functions and to 
ensure that Utilities Providers comply with— 

(a) ordinances, regulations and directives issued thereunder, regulating public utility services; 
and 

(b) the conditions of their licence, as extended and not replaced. 

 

1.5 POWERS OF THE AUTHORITY 

The Authority may, for the purpose of performing its duties, issue Directives to a Utilities 
Provider in connection with the provision of any public utility service; and, without prejudice 
to that generality, such Directives may impose requirements concerning – 

(a) the quality or standard of service which the Utilities Provider must deliver to its customers; 

(b) payments of compensation (or abatement of charges) to compensate customers when the 
service provided does not meet the standards so set; 

(c) the maximum charges or fees to be levied by a Utilities Provider for providing the public 
utility service; 

(d) the terms and conditions on which public utility services are to be provided; and 

(e) such other matters (if any) as may be prescribed. 

 

1.6 PENALTIES BY THE AUTHORITY 

If the Authority is satisfied that a Utilities Provider has failed to comply with a Directive, or 
with a condition of its licence, the Authority may order the Utilities Provider to pay a penalty 
not exceeding the sum of £100,000. 

A licence may be revoked by the Governor in Council upon recommendation of the Authority, 
where the Utilities Provider is in substantial and continuing breach of—  

(a) any of the provisions of the licence; 

(b) any Directives issued by the Authority; or 

(c) any other obligations under the Ordinance. 

 

1.7 UTILITIES PROVIDER - CONNECT SAINT HELENA LTD 

With effect from 1st  April 2013 Connect Saint Helena Ltd (“Connect” or “CSH”) were licensed 
by the Governor in Council to provide all public utility services in St Helena. The Authority was 
instrumental in the drafting of the licence. The licence contains a considerable number of 
conditions relative to the quality of the services to be provided by Connect. 
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Connect is a private limited company which is wholly owned by the St Helena Government 

(“SHG”). The Board of Directors consist of Chairperson, four further non-executive directors 
and two executive directors.  

 

1.8 EXERCISE OF POWERS BY AUTHORITY 

It is important to note that, in performing its duties and in exercising its powers, the Authority 
must have regard to ensuring the stability and predictability of the provision of public utility 
services. The Authority would only impose a penalty if it were satisfied that it would be to the 
benefit of Connect’s customers to do so. 

 

1.9 PURPOSE OF REPORT 

This report is principally concerned with motivating the Utilities Provider to improve the 
quality of the services they provide. The Authority has a duty to adopt a reasonable approach 
in setting targets and expectations. Progressive targets and expectations have therefore been 
set, and amendments to those targets made over time. It would be unreasonable to expect 
an instantaneous improvement to the levels which the Authority will ultimately endeavour to 
motivate the Utilities Provider to achieve, consequently the URA view its role at this stage to 
encourage and assist Connect to achieve an ever-improving level of service appropriate to its 
development as a Utility Provider. 

This report has been prepared, amongst other things, for the purpose of assessing 
performance against the targets established by the authority for the period of the review 

year. A new Public Utilities Development Plan (PUDP) came into effect on the 1st of April 2024 
which reset the benchmark year from 2012/13 to 2023/24. This report therefore covers the 
first year of the new PUDP. 

The additional purpose of this report is to inform the public on the level of services being 
delivered by Connect. In doing so it is hoped to motivate Connect to improve the quality of 
the services they provide. Connect are aware that such services are being monitored, 
scrutinised and will be publicly reported upon by the Authority.  

For this report and all reports going forward the Authority has directed that the annual report 
sent to it by Connect St Helena not only look at the provision of services for the year under 
review but what Connect St Helena propose to do to improve those services. The Connect 
annual report (as annexed to this report) covers the following: 

 

Looking Back: 

1. Compliance, or otherwise, with the PUDP and steps taken to ensure compliance 

2. Compliance with the Codes of Practice and steps taken to ensure compliance 

3. Capital investment over the year including sources of funds used 

4. Efforts made to source external funding and for what purpose - EDIP, loans etc 
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5. Reduction (or otherwise) on reliance on the subsidy 

6. Improved business efficiency measures taken 

7. Compliance with the CSH strategic plan  

8. Compliance with the CSH energy delivery plan 

9. Progress with the CSH unaccounted for water programme 

10. Compliance with the SHG renewable energy policy 

11. Summary of the management accounts reports for the year being reported upon 

12. Maintenance of safety standards for equipment and employees 

Looking forward: 

1. Proposed targets for the PUDP for the coming year and how CSH intends to 
achieve/better these 

2. Capital Investment Plan for each separate business for the coming year and how CSH 
proposes to fund the plans 

3. How CSH propose to reduce reliance on the subsidy in the coming year 

4. How CSH propose to improve business efficiency for the coming year 

5. How CSH propose to increase the use of renewable energy in the coming year 

6. How CSH propose to reduce the extent of unaccounted for water in the coming year 

7. Progress made in improvements in sewerage provision for HTH and Jamestown 

This report is simply a short summary of the relevant issues as the Authority sees them and is 
part of the ongoing process of regulation. The report aims to highlight areas where 
improvement is needed with a view to working with Connect over the coming year to address 
these concerns. 
 
 
 

PART 2 – THE REPORT 
 

 

2.1 PUBLIC UTILITIES DEVELOPMENT PLAN 
 
This report covers the first year of the new PUDP and targets set in this report will form the 
basis for ongoing measurement of Connect’s performance. However in many instances the 
URA will be able to look back to previous reporting by Connect to identify if service levels are 
improving or not. 
 
Observations on PUDP performance and outcomes. 
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The URA is not satisfied with Connect’s performance over the reporting period, and the 

following observations summarise the reasons for this. 
 
Electricity Supply Interruptions. The number of faults on the electricity network have 
increased over the last year from 48 to 72 and this measurement gives no indication of the 
impact of those faults on customers in terms of how long they are without power. This is 
the first year that Connect have been required to provide the URA with details of how many 
minutes customers have been without electricity on average over the year, this is referred 
to as ‘Customer Minutes Lost’ or CML.  The figure reported by Connect is 591 minutes which 
by any standards is exceedingly high. Targets set in the UK are typically below 40 (which 
includes interruptions due to weather), for Alderney the figure for CML was 24.99 in 2024 
and for Jersey 7.7 minutes. St Helena has suffered with power cuts for too long now which is 
partly a reflection of aging equipment and infrastructure combined with limited investment 
and power lines being too vulnerable to falling trees. 

 
Renewable energy generation is another area where results are disappointing. Just 11% of 
electricity came from renewable sources, whereas in 2017/18 25% came from renewable 
sources. As has been previously noted by the URA, promises by Connect to increase reliance 
on renewable energy have been found wanting. Had Connect kept to their timetable 80% of 
energy on the island would have been generated by renewables by 2019/20. Instead we have 
another iteration of a renewable energy project where progress is being measured in terms 
of completion of planning stages, not by an increasing use of renewables. 
 
Electricity connection times now take 18 days, last year it was 3. The number of days to 
connect to the network was consistently low until this year. This sharp increase is deeply 

troubling and is reflective of staffing issues which has also impacted upon the very important 
work of the SCADA review and preventative maintenance programme.  
 
Staff turnover in 23/4 was 9%, this has increased to 12%. Connect must work to reduce this 
level which for a small organisation with little succession planning is far too high and which 

directly impacts upon the service to customers. 
 
Power quality targets were not met which is especially concerning as this can impact upon 
customers’ equipment, which they should not expect to be put at risk by the provider. We 
are simply told that these issues are being “investigated”, as opposed to rectified. 
 
Water quality reports are also depressing. Turbidity levels for all areas are above the targets 

for the previous PUDP. Connect have set targets of 5% in all areas of the island whereas the 
last PUDP had targets at 1.75% for all areas except Jamestown where it was 5%. A new PUDP 
is not an opportunity to relax targets that were previously set. The targets will be 1.75% going 
forward for all areas except Jamestown which remains at 5%. 
 
Turbidity levels are now in excess of all previously set targets except Levelwood. Redhill has 
increased from 2.51% last year to 3.75%, Hutts Gate has seen a slight decrease from 3.04% to 
2.96%, Levelwood has improved from 1.94% to 1.37%.  
 
Jamestown saw a marked improvement from 9.97% to 5.58% but this is still in excess of World 
Health Organisation guidelines. In October 2018 NTU levels for Jamestown were about 4%. 
The CEO on the 12th of October 2018 wrote to the URA to advise that, “The capital submission 
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we have made to SHG places the project to address this problem as our highest priority call 

on capital funding.” He also advised that, “….we are aware of and dealing with the issue of 
the higher than desired turbidity levels.”  
 
It appears that nothing has been done to address turbidity levels which have increased over 
the years. The URA were advised that Connect intended to install flocculators but that this 
project had to be put back to 24/5. Now we are told that a design is expected to be completed 
in 25/6 with implementation in 26/7. The URA expresses its exasperation at being advised 
that a programme will be carried out when it is not. This makes regulation very difficult when 
the company being regulated makes promises it fails to keep.  
 
Water loss from the network is still far too high at 48%, this represents a significant loss to 
the consumer and which is still being blamed by Connect on the network inherited in 2013. 
That fails to take into account that Connect have been in operation for nearly 13 years with 
customers still suffering excessive water losses that have barely changed in the last 6 years. 
 
Connect had expected to spend £763,000 on research and development but in fact spent 
£69,755 due to the late start of the WRMP and the HTH and Jamestown Wastewater Projects. 
 
The most positive aspect of the reporting on the PUDP is a Lost Time Injury Rate of 0, for 
which Connect should be congratulated. 
 
 
2.2 PUDP targets for 25/6 
 
Annex 2 of the report to the URA there is a suggestion of targets for 25/6. The proposed 
targets are agreed except: 
 
2.2 CML is too high. The target proposed by Connect is also far too high and allows the 
provider to claim success by a reduction to a level that no customer should have to put up 
with. The URA will not set a target for next year but expects to see a significant reduction. 
 
3.2, 3.3 & 3.4 The NTU targets will revert to 1.75%, except for Jamestown which will remain 
at 5% 
 
6.3 The URA removes this target entirely, Connect will simply report on the number of 
disconnections as compared to the years from the benchmark year of 23/4.  

 
 
2.2 CODES OF PRACTICE 
 
The Authority notes that compliance with the Codes of Practice is excellent as it has been for 
many years and Connect clearly work hard to maintain this.  
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2.3 INVESTMENT IN INFRASTRUCTURE 

 
 
We are advised in the report provided to us, annexed to this report, that investment in 
infrastructure ‘remains a priority for Connect.’  We are then given a list of 4 projects that have 
been completed and 4 others that are in progress (including the flocculators), 3 of which are 
not funded by Connect. One of these ‘projects’ is simply the procurement of a 630kVA 
transformer. 
 
We have to look at the financial statement and accounts for year-end 2025, which were not 
signed or published at the time of this report, to find that £294,942 was spent on the water 
network. Nothing was recorded as spent on the electricity or sewerage network in the capital 
programme section of the annual report and financial statement, yet the URA are told in the 
report to us that that of the 4 projects completed in the capital programme for the same year 
one related to electricity.  
 
Last year the URA noted that just £11,947 was invested in the electricity network and 
expressed the view that for electricity Connect seems to be treading water relying on the year 
27/8 for a renewable energy project being a reality. Last year the Authority indicated that it 
would like to see more investment in the electricity network to make it more robust. Given 
the history of renewable energy projects there is no scope for allowing what is in place to 
deteriorate in the expectation of future investment.  Given the tariff structure prevents cross 
subsidy between various aspects of the business of money received from tariffs the URA 
would expect a more balanced approach to Connect funded capital programmes. In the 
absence of this the URA will look very carefully at the charge to customers in the tariffs for 
asset replacement, if this is not spent on the electricity network as intended by the URA the 
justification for it reduces. 
 
We note that the planned projects of the replacement of Cason’s Tank and the Red Hill Depot 
Lot 2 that we were advised were planned for 24/5 have now moved into 25/6 without 
explanation. 
 
 
2.4 THE SUBSIDY 
 
The URA remain concerned about applying a general subsidy to Connect, which this year was 
split evenly between the water and electricity sectors (£758,000 each). Like Connect the URA 

believes the subvention is better used by subsidising not the company but the consumers 
who need it most.  In this way the Government can ensure that tariffs do not 
disproportionately impact upon the poor and can be used to support and/or promote key or 
emerging businesses. 
 
At present tariffs are as high as they can go as the URA has to apply an unreasonable hardship 
test for households, and an unreasonable hindrance test for businesses, and to do this the 
URA must take into account the impact of prices on the most vulnerable of society. The URA 
believe that Government is much better placed to make this assessment and would make the 
transition to full cost recovery tariffs more likely. 
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2.5 PAYMENTS/DEBTORS 
 
Connect have permitted the overdue debtors balance to increase to £463,000, of which 
£206,000 was over 90 days overdue. This puts pressure on customers who do pay their bills, 
often at significant hardship to themselves. 
 
The URA expects to see a much greater use of payment plans that must be complied with to 
continue the supply, and the installation of pre-payment meters for those in debt. The move 
to monthly billing is supported by the URA as this allows people to budget accordingly, 
appropriate discounts for paying by direct debit should be considered and Government 
lobbied to direct the subsidy at those in need. 
 
 
2.6 RUPERTS SEWERAGE PLANT 
 
The URA is very concerned about the cost of the Ruperts Sewerage Plant and Connect’s 
decision to agree to take this over from SHG. The provider has been asked to provide a 
separate tariff structure for consideration by the URA to prevent those who receive a 
sewerage service elsewhere on the island subsidising the very limited users in Ruperts.  
 
The URA will not allow this work to slip to a later date and be part of a wider review of 
sewerage provision, which has a history that does not bode well for the future. In light of this 
the URA requires the proposals, including one that reflects a full cost tariff, must be with it by 
the 30th April 2026 along with the annual report on tariffs due on that date.  
 
In relation to future projects of this nature the same mistake as has occurred with Ruperts 
must not be repeated. It is necessary for SHG to liaise fully with Connect on the design of 
infrastructure and Connect should be prepared to refuse to take over new installations that 
are not financially viable or fit for purpose. We remind Connect of the requirement in their 
licence to conduct their business on a normal commercial basis.  
 
 
2.7 THE SHG RENEWABLE ENERGY POLICY 
 

The URA believes that regulation of Connect must have regard to Government policy. As the 
SHG renewable energy policy has yet to be published it is not possible to judge and report on 

Connect’s progress against this policy. 
 
 
2.8 FINANCIAL SECURITY 
 
Connect made a loss before tax of £165,000 which was due primarily to write offs in relation 
to the existing wind turbines of £129,600. Turnover however increased significantly to 
£5,696,000 from £4,501,000 due to a small increase in demand occasioned by OneWeb, 
increased visitor numbers and tariff increases. 
 
However expenditure also increased by 8%, and operating costs by 13%. Connect, in the 
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report to the URA, put this down to inflationary pressures on island and on the cost of fuel. 

In their annual report and financial statement they put it down to high fuel costs and low 
renewable yields. 
 
The URA urge Connect to improve the debtor balance which stands at £463,000 during the 
year ending March 2025, up from £158,000 in March 2024. Monthly billing and smart meters 
as are proposed should go some way to addressing this problem. This increase in debtors 
does demonstrate that tariffs are for many are becoming unaffordable and the sooner the 
subsidy can be targeted at individuals in need the better.  
 
 
2.9 FUTURE REPORTS FROM CONNECT TO THE URA 
 
Yet again the annual report URA was delivered in breach of the licence by being too late. This 
undermines the purpose of an independent regulator as information received is out of date 
and may not reflect the current position. The provider made promises that it would be 
submitted by certain dates that it did not keep. It was only following a Directive and a threat 
of a financial penalty that this report was finally delivered. 
 
Not only that but the report is in places confusing and lacks information. A pie chart that is 
designed to measure progress against the strategic plan that includes items that are not even 
due suggests greater compliance than there in fact is. We are not advised why staff turnover 
is so high. The suggested amendments to targets in the PUDP do not give any reasons for 
amendment and are not set against the existing targets, or international norms, to enable 
straightforward comparison by the reader. We are not advised why strategic spares are 
simply written off. The capital programme makes no reference to how it is proposed to fund 
the work due to be undertaken. We are not advised why the subsidy was reduced, was it on 
the back of promises to ensure business efficiency or simply an arbitrary decision?  
 
The figure for the number of units of electricity billed in the report for 23/4 is at variance with 
the figure given in the annual report and financial statement, the same can be said for the 
number of water units billed. This makes reliance on the figures provided to us problematic 
which were described as ‘preliminary data.’ That data is preliminary when contained in a 
report delivered over 6 months after the end of the year to which it relates causes real 
concern. 
 

The Directive contained in Gazette 110 of 2025 as to the date of receipt of the report will be 
strictly enforced by the URA, with financial penalties being considered for non-compliance. 
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PART 3 – CONCLUSIONS 

 

3.1 ELECTRICITY 

While the URA has some sympathy for Connect operating in an environment with limited 
income and a reducing population, the Authority is extremely concerned at the direction of 
travel of the Company in relation to the provision of electricity. Connect needs to concentrate 
on the core job of keeping the lights on. 
 
At present capital investment in the electricity network is minimal yet customers are being 
billed for asset replacement. Connect cannot simply wait for a renewable energy project to 
come to fruition when funding is uncertain and not agreed. The URA does not want to see 
another repeat of the PASH project causing Connect to start all over again. This is not good 
for the customer or the Company. 
 
A more staggered approach to move towards renewable energy is something that must be 
considered, not just by Connect but SHG. Smaller diesel generators and battery storage to 
stabilise the grid is a very good starting point. This will allow customers to connect PV panels 
thereby increasing the use of renewable energy and providing much needed competition to 
Connect. The ability to sell back to the grid by those with PV panels allows greater reliance on 
renewable energy. This then permits other installations like wind and solar to be installed by 
Connect. 
 
If Connect were to concentrate on the basics instead of a ‘big bang’ approach the Authority 

believes that the service to customers will improve in a much shorter time than is likely at 
present. 
 

3.2 WATER 

Water losses are still far too high and there is no sign of improvement on the horizon. High 
losses increase bills and reduces the service to the customer through burst pipes leading to 
interruptions. Connect cannot simply continue to blame the network they inherited, they 
have owned it for nearly 13 years and water losses are still far too high.  

There is no excuse for the turbidity levels being as high as they are, the water may be 
biologically safe but it contains silt, is unpleasant to drink and at times is discoloured.  

 

3.3 WASTEWATER 

Ruperts sewerage plant was taken over by Connect when there were no customers 
connected, this meant that customers using the sewerage services elsewhere on the island 
were paying for the maintenance of the plant. Now it is finally connected the customer base 
is so limited that the URA is considering a separate tariff for the Ruperts plant to avoid those 
elsewhere on the island subsidising it. That will be considered during the tariff review due 
30th April 2026. 

Utilities Regulatory Authority 
January 2026 
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Please note…  

This report includes preliminary data for the year 2024/25 that is still subject to change, 

pending finalisation of accounts and statistics for the year.    

  

Revised data is denoted by *  

  

  

Acronyms and Abbreviations  
  

AGM  Annual General Meeting  

ARC  Audit and Risk Committee  

CML  Customer Minutes Lost  

HTH  Half Tree Hollow  

HR  Human Resources  

ICT  Instrumentation and Control Technician  

NED  Non-Executive Director  

PFCP  Power Failure Contingency Plan  

PWWA  
Pacific Water and Wastewater 

Association  

Q&A  Question and Answer  

SCADA  Supervisory Control and Data Acquisition  

SHG  St Helena Government  

STEM  
Science, Technology, Engineering and 

Math  

STP  Sewage Treatment Plant  

URA  Utilities Regulatory Authority  

VT  Voltage Transformer  

WES  Wind Energy Solutions  

WRMP  Water Resources Management Plan  
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1. Introduction  
Connect Saint Helena Ltd (Connect) commenced the delivery of utility services on 1 

April 2013.  The financial year 2024/25 therefore represents the Company’s twelfth year 

in service.  

The Utilities Regulatory Authority (URA) was also established in 2013.  The objectives 

of the Authority, as set out in the Utility Services Ordinance (2013), are to “…regulate 
the development and provision of public utility services in a manner which—  

a) ensures that users of such services are protected from both unreasonable prices 

and unreasonably low levels of service;  

b) ensures (so far as is consistent with paragraphs (d) and (e)) that the prices 

charged for such services do not create unreasonable hardships for households or 

unreasonable hindrance to commercial and economic development in St Helena;  

c) motivates Utilities Providers to improve the quality of the services they provide;  

d) ensures stability and predictability in the public utilities industry in the medium 

and long terms;  

e) supports a progressive reduction in levels of subsidy from public funds; and  

f) has regard to any other regulatory objectives prescribed.”  

After each of the previous eleven years of trading, annual reports were presented to the 

URA with them subsequently issuing their report on ‘The quality of services provided 

by Connect Saint Helena Ltd’.    

This report has been prepared for the purpose of demonstrating performance against the 

targets established with the URA for the period 2024/25 and should provide sufficient 

basis for the URA to examine and publicly report on Connect’s performance 

independently.  

  

2. Overview of the Business  
  

2.1 Context  

The economic climate in 2024/25 continued to be unfavourable, with inflation at around 

6% and ongoing high global fuel costs.    

  

These cost pressures were exacerbated by the declining resident population, with a 

decrease of 11% in the period since March 2020.  In the period between March 2024 

and November 2024 alone, there was a 4% decline in the resident population.  This 

continues to be a cause for concern for Connect as it signals ongoing erosion of the 

customer base.  

  
Table 1:  Population Data   
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  Mar 2020  Mar 2021  Mar 2022  Mar 2023  Mar 

2024  

Nov 

2024  

Population  4,565  4,458  4,323  4,384  4,273  4,255  

Of which 

resident 

population  

4,459  4,407  4,227  4,186  4,126  3,974  

(Source: SHG Statistics Office (June 2025).  At the time of writing data was published up to November 2024.)   

These effects were partially offset by increased visitor numbers in the summer months 

which gave rise to small increases in demand for services during this period.  Likewise, 

OneWeb commenced operations in late 2024 which also resulted in increased demand, 

although not to the expected levels when the project was initiated.  Finally, a tariff 

increase took effect on 1 July 2024, comprising a 15% increase in electricity charges 

and a 10% increase in water charges1.  These combined factors led to a 25% increase in 

turnover during 2024/25.    

  

As the Company enters 2025/26 there is growing concern regarding the ability to 

sustain this.  The July 2024 tariff increase closely followed that in January 2024.  

Although tariff rates are still some distance away from full cost recovery in each 

service area, the increase in overdue debtors is cause for concern.  The financial out-

turn for the year is discussed in Section 7 below.  

  

Finally, 2024/25 was the second full year in which the Company continued operations 

under a rollover licence.  This arrangement allows only a twelve month look ahead 

which is not conducive to the operations of the Company, particularly given the focus 

on long-term initiatives such as the Energy Delivery Plan and the Water Resources 

Management Plan.  It has been a key constraint in Connect’s attempts to identify 

alternative funding sources.   

  

The Company has had to take longer-term decisions regardless of the licence duration.  

For example, at a fundamental level, some specialist replacement components have 

long lead in times and failure to act in accordance with these puts service delivery at 

risk.    

  

The issue of the lack of a long-term licence was highlighted yet again by the 

Company’s external auditors.  The St Helena Government (SHG) has responded to 

commission a review of the regulatory environment, including the Connect Licence, 

but this is not expected to be completed until 2025/26.  Connect continues to signal the 

risk to retaining its going concern status.   

  

                                                 
1  An additional tariff on empty properties was agreed in December 2024 with the first round of charges 

implemented in April 2025.  
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2.2 Key Outcomes  

Progress against the Strategic Plan  

During the year the Company continued work against the targets within the Connect 

Strategic Plan 2023/24 – 2027/28.  A detailed review against each target is provided at 

Appendix 1.  Sector specific outcomes are discussed in the relevant sections below.  

In summary, there were a total of 48 targets of which:  

• 4 were not due to commence work within 2024/25.  

• 7 were closed out.  

• 15 were completed against 2024/25 objectives.  However, these 

related to annual targets that are ongoing during the life of the Strategic 

Plan.  Similar targets exist in subsequent years.  

• 10 targets were in progress at the year-end where the deadline is not 

yet due.  

• 5 targets are recorded as having encountered issues.  These related to:  

o the late start in the year of the Water Resources Management Plan 

(WRMP) which also has implications for the approach to wastewater.  The 

WRMP is led by SHG, with Connect as a partner.  Although the contract 

was signed later than anticipated, the project is now making good progress 

(see the Capital Programme Section below).  

o targets in the electricity sector relating to the SCADA (Supervisory 

Control and Data Acquisition) Review and the electricity preventative 

maintenance programme.  In both these cases, there were issues around 

staffing availability and capacity.  Aspects of work had to be parked to focus 

on priority areas (see the Electricity Section below).  

o ESG reporting where it was not possible for this to be validated through 

the Internal Audit process.  

• 7 targets are recorded as incomplete at the end of 2024/25:  

o Three of the Company’s emergency planning targets were not met.  

Whilst plans are in place, the plans were not tested during the year.  This 

was due to the actual activation and testing under fire of the Power Failure 

Contingency Plan.  

o The review of the wastewater sector was not completed due to the late 

start of the WRMP and the Wastewater Project. o The targets around gap 

analysis and succession planning were not completed.  This was due to focus 

on immediate recruitment needs which impeded longerterm planning.   
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Figure 1: Progress against the Strategic Plan in 2024/25  

  

  

  

Our Commitment To…  

Section 4 of the Connect Strategic Plan 2023/24 – 2027/28 sets out our 

commitment to:  
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 OUR COMMUNITY  OUR ENVIRONMENT  BEST PRACTICE  

  

  

… Our Community  

  

COMMUNITY CONCERNS  

  

Tariffs  

Once again the main issue raised within the community during 2024/25 related to tariff 

increases.  There was general comment that the increase in July 2024 was too soon after 

than in January 2024. These were the first tariff increases since 2021 for water and 

wastewater and since 2016 for electricity and understandably they were met with 

reluctance.    

  

Electricity prices for domestic customers are benchmarked below (2024 prices).  

  
Table 2: Electricity Pricing Comparison  

  Population  Unit  

Charge  

Standing Charge/ 

Minimum Charge  

200kWh  

bill  

Comparison to 

St Helena  

Alderney            

2,167   

£0.363    £72.52  -£7.48  

Anguilla         

19,416   

£0.170  £5.94  £33.16  -£46.84  

Aruba       

125,063   

£0.137  £18.75  £46.20  -£33.80  

British Virgin 

Islands  

       

40,102   

£0.178  £5.55  £43.26  -£36.74  

Cayman Islands  66,653   £0.148  £10.63  £40.26  -£39.74  

Sark               

562   

£0.360  £30.00  £102.00  £22.00  

St Helena            

4,100   

£0.400    £80.00    
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Turks and Caicos         

60,439   

£0.205    £41.00  -£39.00  

Sources: See Appendix 3  

  

The Empty Properties Standing Charge  

Feedback was received from some customers on the Empty Properties Standing Charge.  

This charge was approved by the URA in November 2024 and is applied in cases where 

customers consume less than 10kWh of electricity in a quarter.  The standing charge assists 

with recovering the cost of services to that property in cases where electricity consumption 

(and the revenue recovered from the per unit tariff) is low.    

  

A process for exemptions was put in place to recognise some of the circumstances around 

low usage.  For example, there were cases where the property was empty as the occupants 

were overseas on medical grounds.  These exemptions were welcomed by consumers.  

  

However, overall the Empty Properties Standing Charge proved to be a very emotive 

subject.  Some customers felt that this charge should be targeted solely at persons not 

normally resident on St Helena but who do not disconnect from the electricity grid.  It was 

felt that customers residing full time on St Helena and who have been able to reduce their 

electricity consumption are being penalised when they do in fact contribute revenue.  

  

At the end of 2024/25, the Empty Properties Standing Charge had been in place for just one 

quarter. Further time is needed for the system to bed in before drawing any conclusions 

from the feedback received.  Connect will continue to monitor this in 2025/26.  

  

Payment Plans  

Connect continued to work one-to-one with customers experiencing difficulty making 

payment to put in place payment plans tailored to the customer.  In addition to discussing 

finances, some customers also took Connect up on the offer to visit their premises to assess 

the electrical equipment they were using and to offer advice on energy saving.  These are 

involved processes where demand for support increased during the year as customers 

adapted to the new tariffs.  

  

Alongside this, preparatory work began for a series of reforms to be launched during the 

course of 2025/26.  These relate to customer support initiatives where Connect will:  

• make far more detailed information available on customer bills.  This is intended 

to improve the transparency around our pricing.  

• revamp our website and publicity materials to enable greater ease of access to 

information.  

• move to a monthly billing system, intended to get information to customers on 

their usage, and thus on their bill, as early as possible.    

• investigate the use of prepaid meters to support customers on payment plans.  It 

is expected that these will be trialled late in 2025/26.  

  



P a g e | 7  

  

 

COMMUNITY ENGAGEMENT  

Throughout the year, Connect engaged with the community via local newspapers and social 

media, covering topics such as tariffs, water and electricity saving measures.  

  

Connect trialled opening the Annual General Meeting (AGM) of the Connect Board of 

Directors to the public.  Members of the public were invited to observe the AGM and a 

separate Q&A session was then held.  This was welcomed and there were calls for more face-

to-face engagement, which will be followed up in 2025/26.  

  

CORPORATE SOCIAL RESPONSIBILITY  

The Company made very small cash allocations to community 

initiatives under our Corporate Responsibility Scheme.  This 

was supplemented by a variety of in-kind contributions, for 

example, providing power boxes and putting up lighting and 

bunting for events such as St Helena’s Day, loaning vehicles for 

use in float parades, etc.  

  

Staff continued to support several community initiatives, such as Cancer Awareness, by 

participating in mufti days.  

  

… The Environment  

No environmental incidents were recorded in 2024/25.    

  

There was 100% compliance for all staff to undergo environmental awareness training as part 

of induction to the Company.  

  

Once again, the single area of non-compliance with the Environmental Protection Ordinance 

(2016) was in relation to the sewage outfalls at Half Tree Hollow (HTH) and Jamestown 

which discharge directly into the ocean.  These are historic issues inherited by the Company 

upon divestment.  During 2024/25, SHG signed a contract with MPAMOT to undertake the 

HTH and Jamestown Wastewater Treatment Project to address these issues.  Good progress 

is being made and this is being discussed further under the Wastewater Section below.  

  

At the end of 2024/25, the Company remained on track to achieve the target of 80% electricity 

generation from renewable energy by 2027/28: this contributes directly to climate change 

targets.  

  

… Best Practice  

  

STAFFING  

  

Staff Turnover  

At the close of 2024/25 Connect employed 69 staff, with a staff turnover rate of 

12%.  
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  69  12%  
  

staff employed  staff turnover rate  

  

There was continued difficulty in recruiting from overseas.  This reflects the skilled and 

specialist nature of the work carried out by the Company and ongoing competing demands 

worldwide for skills, particularly in the renewable energy sector the closer we get to 2030 

climate change targets.  Alongside this, there are competing pressures for local staff amidst 

the general population decline reported above.  

  

During the year it was still not possible to fill vacancies within the GIS Team, despite further 

rounds of recruitment and more innovative attempts to attract staff.  Vacancies arose in the 

Projects sector and recruitment was delayed until decisions were taken around where the 

Company’s capital programme would be targeted: recruitment exercises for these posts will be 

undertaken in 2025/26.  

  

After repeated rounds of recruitment, a candidate was selected as the Instrumentation and 

Control Engineer (ICT) but will not take up post until 2025/26.  This is a critical post for the 

Company and it has only been possible to put in place part-time cover in the interim.  

  

Two key posts in the electricity sector, the Electricity Generation Engineer and the Senior 

Renewable Energy Engineer were finally filled in 2024/25 after repeated rounds of recruitment.    

  

Gender  

Of the 69 staff members in post at the end of 2024/25, 54 (78% of the workforce) were male, 

whilst the remaining 15 (22%) were female.  Whilst this is a slight improvement over the 

previous year where 18% of staff were female, there continued to be a noticeable gender bias 

towards males which is an issue generally for the utilities sector.    
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  22%  

  
female staff   male 

staff   

  

  

HR Information 

Management  

Connect has invested in SenseHR, a human resources 

information management software.  The system went live in the final quarter of 2024/25.  

  

Salary Review  

It is best practice to carry out a salary review at least every 5 years as changes over time can 

distort salary systems.  No such review had been carried out in Connect since the inception of 

the Company.  Work commenced in 2024/25 to address this.  

  

The focus of the work was on developing a salary scale and mapping all posts against this.  

The Interim Salary Scale was introduced on 1 April 2025.  Work will continue in 2025/26 to 

evaluate all job descriptions to ensure that these are fit for purpose.  

  

HEALTH AND SAFETY  
There were no health and safety incident reports during the year.  This is shown in the table 

below:  

  
Table 3: Health and Safety Reporting  

  2021/22  2022/23  2023/24  2024/25  

No. Incidents  3  2  2  0  

Lost Time Injury Rate  80.36  14.30  14.30  0  

  

GOVERNANCE  
Paul Cherrett completed his tenure with the Connect Board of Directors at the end of February 

2025.  He was replaced by Anesu Makamure who took up post in March 2025.  

  

  

  

78 %   
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Nicole Shamier 
Chairperson

  
  

  

  

Phil Sharman  
Non-Executive 
Director/SHG  
Representative  

Russell Yon  
Non-Executive Director  

Russell Harrison  
Non-Executive 

Director  

Happymore  
Makamure  

Non-Executive 

Director  

Janet Lawrence  
Chief Executive  

Officer  

  

In terms of key governance indicators.  For the most part there was no change when 

compared to the prior year, with some improvement noted in terms of the Board’s 

consideration of medium term financial plans to support the Connect Strategy 2023/24 – 
2027/28.  
  
Table 4: Governance Indicators 2024/25 

Key:   

   No change.    Position has 

   Position has improved declined  

  

Indicator  2024/25  Direction of travel 
compared to  

2023/24  

Are Ministers appointed to the 

Board  

No.    

  
   

Are Ministers/ public servants 

representing line/ sector Ministry 

appointed to the Board?  

Yes.  A representative from SHG 

represents the shareholder on 

the Board.  

  

 

Is a Code of Conduct in place and 

implemented?  

Yes.  Addressed through our 

Articles of Incorporation.  
   

  

BOARD OF DIRECTORS 
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Is a commercial mandate in place 

and implemented?  

Yes.  The mandate of the  

Company is set out in the Articles 
of Incorporation and in our 
Licence and is regulated by the 
Utilities Regulatory Authority.  
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Is the CEO on a performance 

contract with annual reviews?  

Yes     

Are the roles of Chairman and CEO 

separated?  

Yes     

Executive to Non-Executive 

Directors Ratio  

1 Executive Director: 5 

NonExecutive Directors.  There 

has been a change from having 

2 Executive Directors on the 

Board to a single post.  This 

creates a clearer line for 

decision making.  The 

contingency to the 

CEO/Executive Director is now 

being met internally through the 

appointment of two Assistant 

CEO posts.  

  

 

Does the Company have an Audit 

and Risk Committee?  

Yes     

Is the Audit and Risk Committee 

made up of independent 

members?  

Yes.  The Committee comprises 

2 Non-Executive Directors and 

2 Independent Members.  

  

 

Has a Strategic Plan (at least 3 

years forecasts) been adopted and 

implemented?  

Yes.  See the Connect Strategic 

Plan 2023/24 – 2027/28.  In 

addition, the Board approved 

the Medium Term Financial 

Strategy at the end of 

2024/25 which supplements 

this.  

  

 

Is the Annual Report (audited) 

completed within four months of 

the end of the reporting year?  

No.  We prepare annual 

audited financial statements but 

obtain approval to submit these 

outside of the timeframe to 

coincide with the availability of 

our external auditors to travel 

to island.  

   

Does the Annual Report disclose 

performance against Plan?  

Yes (see Appendix 1).     

  

2.3 Key Performance Indicators  
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The Public Utilities Development Plan (PUDP)  

  

The full PUDP for 2024/25 is shown below.    
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Table 5: Public Utilities Development Plan 2024/25 

Key:  

Target Met  

  

       2024/25     

No.  Performance Measure  
2023/24 

Actual  
Target  Actual  RAG  Comments  

1  Service Delivery            

1.1  Total Electricity Generation (MWh)  10,671*  10,291  10,730    Target met.  

1.2  
Total Electricity Generation from Diesel 

Generation (MWh)  
9,248*  8,747  9,580    Targets around the proportion of electricity 

generated from renewables were not met due 
to delays in the overhaul of the wind farm.  This 
is discussed further in the Electricity Section 
below.  
  

1.3  
Total Electricity Generation from  

Renewables (MWh)  
1,423*  1,544  1,149    

1.4  
Percentage of electricity generation from 

renewables (%)  
13%  15%  11%    

1.5  Overall Fuel Efficiency (l/kWh)  0.2062  0.2102  0.2056    

Fuel efficiency for electricity generation was 
better than anticipated which assisted the 
Company in managing costs.  This is an 
improvement over the prior year.  
  

1.6  Total units of billed electricity (MWh)  9,370*  9,188  9,166    Target not met.  

1.7  Total units of billed water (m3)  229,419*  233,363  228,122    
The units of water billed were less than 

anticipated.   

  Target Not Met    Target Partially Met    
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This is likely due to customers reducing 

consumption following the tariff increase.  

  

    

          
    

  

  

      2024/25    

No.  Performance Measure  
2023/24 

Actual  
Target  Actual  RAG  Comments  

2  Reliability            

2.1  Number of faults on the electricity network  48  60  72    

There was a quite significant increase in the 

number of faults on the electricity grid.  This is 

attributed to poor weather throughout the year 

resulting in faults along the distribution network.  

In each case, Connect responded promptly to 

rectify the fault.  

2.2  
Customer Minutes Lost Due to Electricity 

Faults  
N/A  N/A  591  N/A  

The Company has baselined its customer minutes 
lost statistic.  This is discussed further in the 
section on Electricity below.  
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2.3  Number of faults on the water network  970  950  893    

In comparison to electricity, there was a reduction 
in the number of faults on the water network.  
This is attributed to the ongoing preventative 
maintenance schemes.  
  

2.4  

Network water loss/unaccounted for water 

(m3)  
206,293*  206,293*  210,834    

The Non-Revenue Water statistics for 2023/24 
was revised following an audit carried out during 
the course of the year.  As the data for 2023/24 
was revised during the year (an improved 
position over what was recorded previously) the 
target for 2024/25 was also revised internally 
to reflect that at minimum 2023/24 position 
should be maintained.  
  

This was not achieved: the preliminary results for 
2024/25 showed a 1% increase in NRW.  This is 
discussed further in the section on Water below.  
  

Physical Losses/leaks (m3)  171,276*  171,276*  180,815    

Commercial Losses (m3)  30,449*  30,449*  30,019    

Unbilled Authorised Consumption (m3)  4,569*  4,569*  4,197    

2.5  

Network water loss/unaccounted for water 

(%)  
47.0%*  47.0%  48%    

Physical Losses/leaks (%)  39%*  39%  41%    

Commercial Losses (%)  7%*  7%*  7%    

Unbilled Authorised Consumption (%)  1%*  1%*  1%    
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       2024/25     

No.  Performance Measure  
2023/24 

Actual  
Target  Actual  RAG  Comments  

2.6  Infrastructure Leakage Index  1.02*  1.02*  1.15    See comments above.  

2.7  Reserve levels of water (m3)  111,859  87,100  98,661    

Target met.  2.8  Reserve levels of water (%)  97%  75%  86%    

2.9  Reserve levels of water (days)  109  75  83    

              

3  Quality            

3.1  
Power Quality:  Voltage Compliance with 

EN50160:2010 at:  
  

   Power quality targets were not met.  There were 
issues experienced on each of the sites where 
power quality is monitored, mostly in relation to 
voltage flicker and in some cases voltage 
magnitude.  It is emphasised that this was not a 
consistent finding throughout the year but 
occurred at different points.  These issues are 
currently being investigated.  
  

  Airport  N/A  Pass  Fail    

  Feeder 2  N/A  Pass  Fail    

  Solar Farm  N/A  Pass  Fail    

  Wind Farm  N/A  Pass  Fail    

3.2  
Appearance of Treated Water in CSH 

Network Redhill (NTU)*  
2.51  5.00  3.75    Target met.  

3.3  
Appearance of Treated Water in CSH 

Network Hutts Gate (NTU)*  
3.04  5.00  2.96    Target met.  

3.4  
Appearance of Treated Water in CSH 

Network Levelwood (NTU)*  
1.94  5.00  1.37    Target met.  
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       2024/25     

No.  Performance Measure  
2023/24 

Actual  
Target  Actual  RAG  Comments  

3.5  
Appearance of Treated Water in CSH 

Network Jamestown (NTU)*  
9.97  5.00  5.58    

There are ongoing issues in Jamestown in 

relation to turbidity.  This is to be expected as 

this part of the network does not have a 

reservoir to assist with sedimentation.  Whilst 

there was also an improvement in turbidity 

readings compared to the prior year, the 

Company continues to investigate ways to 

resolve this issue.  Work in 2025/26 will focus 

on planning requirements for the associated 

infrastructure.  This is discussed further in the 

section on water below.  

3.6  
Microbiological Integrity of Treated 

Water in CSH Network  
100%  95.5%  100%    Target met.  

3.7  

Microbiological Integrity of Treated 

Water at  

Consumer Meter  

100%  95.5%  100%    Target met.  

              

4  Customer Service            

4.1  
Time taken to perform Electricity 

Connection (days)  
7  7  18    

Capacity constraints meant that this target was 

not met.  See the Section on Electricity below.  

4.2  
Time taken to perform Water Connection 

(days)  
5  5  3    Target met.  
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4.3  
Total Customer Complaints handled within 

COP parameters  
100%  100%  88%    

17 complaints were received during the year.  

Regrettably 2 were not acknowledged within 

the timeframe.  Apology was made to the 

complainants.  

              

5  Efficiency KPI’s            

5.1  Total number of staff  73  78  69    There were challenges in recruitment and 

retention leading to challenges in terms of 

available capacity.  
5.2  Staff Turnover Rate  9%  10%  12%    

       2024/25      

No.  Performance Measure  
2023/24 

Actual  
Target  Actual  RAG  

 
Comments  

5.3  Staff cost as a percentage of total 

turnover  

27%  24%  24%    Target met.   

5.4  Lost Time Injury Rate  14.3  11  0    Target met.   

              

6  Affordability            

6.1  
Cost to the domestic consumer for 200 

units of electricity/quarter (£)  
£70.00  £80.00  £80.00    

A tariff increase took effect on 1 July 2024.  

6.1.1  
Cost to the commercial consumer for 200 

units of electricity/quarter (£)  
£103.70  £122.00  £122.00    

6.2  
Cost to the domestic consumer for 15 units 

of water/quarter (£)  
£41.29  £45.82  £45.88    

6.2.1  
Cost to the commercial consumer for 15 

units of water/quarter (£)  
£111.07  £123.41  £123.41    
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6.3  
Number of electricity disconnections due 

to non-payment of bills  
N/A  5  5      

              

7  Innovation            

7.1  Gearing ratio  
  

N/A  
0  0    

Connect investigated external sources of 

funding but with little success.  The lack of a 

long term licence was a deterrent to potential 

funders.  

7.2  
Amount spent on research and 

development.  
N/A  £763,000  £69,755    

The late start to the Water Resources 

Management Plan, the HTH and Jamestown 

Wastewater Projects meant that grant funding, 

including that targeting design, was 

considerably less than anticipated.    

7.3  

External grants measured against cash in 

bank  N/A  76%  3%    
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The outcome of the 2024/25 PUDP is summarised below:  

  Target Met  Target Not Met  

Service Delivery  2  5  

Reliability  8  6  

Quality  5  5  

Customer Service  1  2  

Efficiency  2  2  

Affordability  5  0  

Innovation  1  2  

  24  22  

  

In what was a very challenging year for the Company, concerted effort was made against all 

targets, with 52% of targets being fully achieved.  Progress against the remaining targets is 

summarised against the PUDP above and in the sector discussions below.  

The suggested targets for the 2025/26 PUDP are shown in Appendix 2 below.  

Codes of Practice Compliance Monitoring  

The Company’s compliance with Codes of Practice is shown in Table 5 below.  

Access to Premises  

There was 100% compliance with this Code of Practice.  All Connect staff have been issued 

with identification cards.  Whilst there is a process in place for customers to agree a password 

with our central office that any staff attending their property must use before being granted 

entry, there were no requests for such during the year.  

  

Payment of Bills/Customers in Default  

There was 100% compliance with this Code of Practice.  Members of the Company’s Billing 

Team continue to dedicate resources to managing customer debt, particularly to putting in 

place payment plans.  Customers experiencing difficulties in making payments are 

encouraged to discuss this with our finance staff so that advice can be given on how not to 

accumulate further debt and how to institute payment plans to clear the current debt .As 

discussed above, demand for this service is increasing.    

  

Connections and Disconnections  

There was 100% compliance with this Code of Practice.  Note, however, the extended 

timeframe needed to complete new connections (see the PUDP above).  

  



 

 

Complaints  

There were 17 complaints received during the year.  Whilst this is half the number compared 

to the prior year, a number of the complaints were complex.    

  

Two complaints were escalated to Level 2 as per the complaints procedure.  The remaining 

complaints were dealt with at Level 1.    
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The procedure for a Level 1 complaint requires that the complaint is acknowledged within 5 

days.  Regrettably there were 2 occasions where Connect was slightly outside of the initial 

period in which to acknowledge the complaint.  Connect apologised to the affected 

consumers.  

  

Seven complaints were closed out within the initial 5 day period but in the remaining cases 

Connect advised the complainant that longer time was needed to investigate and a suitable 

timeframe for response was agreed .    

  

Meter Readings  

The Company was 100% compliant with this Code of Practice.  During the year, the meter 

readers identified 5 meters that were located in areas considered to be unsafe: these were 

relocated.  

  

Efficient use of electricity  

The Company was fully compliant with this Code of Practice.  Information is placed in the 

local papers on the efficient use of services for both electricity and water consumers.  Use is 

also made of the Company’s Facebook page and the Company website.    

Although Connect has made Safeguarding aware that it is able to offer home visits to 

disabled and chronically ill customers, there was no uptake of this service during the year.  
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Table 6: Code of Practice Compliance Monitoring  

LICENCE REFERENCE  CODE OF PRACTICE  MEASURE  TARGET  ACTUAL  RESULT  

23. Procedures with respect to access to premises – principles and procedures in respect of any person acting on its behalf who requires 

access to customers premises  

a. Possess the skills necessary 

to perform the required 

duties  

Trainees or those new to a job will 

be accompanied by a fully trained 

person  until such time as they are 

deemed competent to visit 

independently  

New employees being 

accompanied?  
100%  100%  

All new employees/trainees are 

accompanied by a fully trained person.  

b.  Readily identifiable to 

members of the public  

Employees/contractors visiting 

premises will carry an ID card 

showing Company name, their 

name and a photograph  

a)number of new employees  
issued with ID              
b)employees advised to request 

new ID if theirs is lost/damaged  

100%  100%  

All new employees are issued with ID 

badges and upon completion of contract 

of employment the ID badge is destroyed 

by BSA (HR)   

All contractors visiting customers 

premises to be required to carry 

ID  

number of new contracts with this 

clause  
100%  100%  

One meter reader (contractor) was issued 

with an ID badge in 2025.  The other 

three contractors carry their ID badges 

from the previous year  

c.       Appropriate person to 

visit & enter customers 

premises  

When recruiting new employees, 

appropriate checks and 

references will be made as part 

of the recruitment process  

References and any other checks 

taken up and recorded on 

employee file.  
100%  100%  

Police Vetting certificate and work 

references are obtained and placed on 

employees file.  

When available, Connect Saint  
Helena Ltd will subscribe to the  
SHG vetting service for 

employees/contractors  

Signed up and using system  100%  100%  This is in place.   

d.      Inform customers on 

request, a contact point for 

help & advice  

All employees required to visit 

customers premises have office 

contact details printed on their ID 

badges  

Instructions provided on the front 

of ID badges  
100%  100%  Instructions are on ID badge   
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Contractors required to visit 

premises to be made aware of 

office contact details  
Letter to contractor on file  100%  100%  

contractors are aware of Connect Saint 

Helena contact details   

LICENCE REFERENCE  CODE OF PRACTICE  MEASURE  TARGET  ACTUAL  RESULT  

24. Payment of Bills – payment of bills and appropriate guidance for the assistance of such tariff customers who may have difficulty in 

paying such bills.  

a.       Methods of payment  
Customers advised on how to pay 

bills  Details on bill  100%  100%  
Comprehensive information on reverse of 

the bill   

b.      Guidance to customers 

in difficulty  

Information given to customers on 

what to do/who to contact if they 

are in difficulty  
Details on bill  100%  100%  

Comprehensive information on reverse of  
bill, customers are referred to the 

appropriate person in  Connect Saint 

Helena who gives specific advice  

25. Dealing with Tariff Customers in default – methods for dealing with tariff customers who, through misfortune or inability to cope…find 

difficulty in discharging obligations to pay for utilities supplied  

a.       Distinguish such 

customers  

Billing Co-ordinator to identify 

such customers from customer 

discussions or referral from Social 

Services. Cases to be highlighted 

on the operational billing system  

All known cases to be highlighted 

on debtors spreadsheet  
100%  100%  

Agreed procedures with SHG Social 

Services remain in place to help identify 

customers with genuine hardship prior to 

disconnection.  Comprehensive 

spreadsheet of debtors maintained and 

reported on monthly.  

b.      Detect failures by such 

customers to comply with 

arrangements made for 

paying by instalments  

Use the operational billing system 

monthly debtors monitoring report 

to check  

1.  Monitoring report to be run 

within 5 working days of month 

end to check the previous month’s 

payments.  

100%  100%  Monthly reconciliation conducted  

2.  Where payments have not 

been made, customer to be 

contacted within 10 working days 

of month end  

100%  100%  

Billing coordinator manages the process of 

debt recovery and works with customers in 

debt to agree affordable repayment 

plans.  



P a g e | 26  

  

 

  

c.       Arrangements to take 

into account the customers’ 

ability to comply with 

arrangements in b)  

Individual review of case and 

circumstances by Billing 

CoOrdinator and customer – 

looking at income/expenditure   

Details of the individual 

circumstances are recorded by 

Billing Co-ordinator  
100%  100%  

Billing Co-ordinator maintains records as a 

core part of the role  
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LICENCE REFERENCE  CODE OF PRACTICE  MEASURE  TARGET  ACTUAL  RESULT  

d.      Ascertain with 
assistance of other 
persons/organisations the 
ability of such customers to  
comply with arrangements in 

b)  

Review of case and agreement 

made by Billing Co-Ordinator and 

Finance Manager. Social Services 

input considered where available  

Details of the review recorded by 

Billing Co-ordinator  
100%  100%  

Those customers who are experiencing 

hardship are encouraged to request 

assistance from SHG Social Services or 

Connect can do so on their behalf with 

their consent.  

26. Connections & Disconnections  

a. Procedure for connections 

& disconnections  

Customers advised of procedure 
when a new connection, 
reconnection or disconnection is  
requested  

Advice given either in person or 

by letter  
100%  100%  

Customers phone or call in and are 

provided with application form. Letters at 

each stage quote timescales. Procedure 

also on website.  

Visit to assess work required for a 

new connection within 5 working 

days of customer confirming 

property is ready  

Number of visits within 5 working 

days  
100%  99%  

Water 42/42   
Electricity 26/27  

Quotation issued within 5 working 

days of site visit  
Number of quotations issued 

within 5 working days  100%  100%  
Water 42/42   
Electricity 27/27  

Reconnection will be made within 5 

working days of customer 

providing proof of payment of 

any outstanding charges  

Number of reconnections made 

within 5 working days  
100%  100%  

Reconnection made same day if possible. 

Always within 5 days  

Disconnection will be made within 

5 working days of request from 

property owner  

Number of disconnections made 

within 5 working days  
100%  100%  All done within 5 days  

27. Provision of services for tariff customers who are disabled, chronically sick or of pensionable age  

a.       Special means of 

identifying officers  
Passwords to be made available 

where customer requests  
Information on bills  100%  N/A  No password requested  
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b.      Giving advice on the 

use of utilities  
Information leaflet on saving 

utilities to be made available   
Annual press advert  100%  100%  

Sheet is on website and leaflet is also 

available from the office.  Tips also 

provided through local newspapers (every 

quarter)  
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LICENCE REFERENCE  CODE OF PRACTICE  MEASURE  TARGET  ACTUAL  RESULT  

 Where such customers are in 

default, a home visit to offer 

advice on savings to be offered  

Percentage of customers who 

requested a home visit receive 

such a visit  
100%  100%  

Two home visits were requested and 

undertaken  

28. Formal complaint handling procedure  

a.       Level 1 Complaints  
L1 – Review/resolution or referral 

within 5 working day  

Number of formal complaints 

reviewed/resolved/referred on 

target  
100%  88%  

2/17 complaints were escalated to Level 

2.  2/17 complaints did not receive a 

response within the initial timeframe but 

response was issued slightly outside of the 

timeframe and apology offered.  All other 

complaints received were acknowledged 

within the initial timeframe and response 

either issued during 5 days or the customer 

was made aware that an extension would 

be required given the complexity of the 

complaint.    

b.       Level 2 Complaints  
L2 – Review/resolution or referral 

within 10 working days  

Number of formal complaints 

reviewed/resolved/referred on 

target  
100%  100%  

2/17 complaints resolved at level 2, in line 

with procedure.  Complainants were 

advised of the additional time required  

c.       Level 3 Complaints  
L3 – Review/resolution within 5 

working days  

Number of formal complaints 

reviewed/resolved/referred on 

target  
100%  100%  0/0 = 100%  

29. Reading of customers meters   
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a.       Ensure person reading  
the meter has the 

appropriate expertise  

Training to be given to all new 

meter readers along with 

information on how to read 

different types of meters  

number of employees in new job 

being accompanied  
100%  100%  

Four meter readers employed by Connect 

during the year.  Training was provided to 

one meter reader – the remaining three 

had been engaged previously with 

Connect and were experienced meter 

readers who had undertaken the training 

previously.  

Insert this clause in any meter 

reading procedures  100%  100%  As above  
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LICENCE REFERENCE  CODE OF PRACTICE  MEASURE  TARGET  ACTUAL  RESULT  

b.      Inspect meter for 

evidence of deterioration 

which might affect function or 

safety  

Ensure employees and contractors 

have advise on meter safety & 

what to look out for  

Information issued to employees & 

contractors on annual basis or as 

updates become available  
100%  100%  

Feedback received from all Meter 

Readers if they detect that the meters are 

deteriorating.  

All meters identified as potentially 

unsafe to be inspected   100%  100%   5 Meters identified and relocated  

c.       Ensure premises are left 

no less secure as a result of 

visit  

Employees and Meter Reading  
Contractors shall close all 

doors/gates following visit.  

Reminder to close all doors/gates 

printed on reverse of employees 

ID card and clause in contract.  100%  100%  In contract and also ID badges issued  

d.      Make good or pay 

compensation for damage 

caused by person reading 

meter  

Connect Saint Helena Ltd will 

make good any damage caused 

by person reading meter  

Insert this clause in any meter 

reading procedures  
100%  100%  

No claims were made for damage caused 

by meter reader  

e.      Reporting the reading 

of the meter  
Data collected, entered into the 

operational billing system   Successful monthly upload  100%  100%  
Data collected and entered on time each 

month  

f.        Adjusting of charges 

for erroneous meter readings  
If customer queries reading, a 

second reading is taken and bill 

adjusted if appropriate  
Accuracy of final bill  100%  100%   

66 Erroneous readings (by customer CRM 

and meter readers) and correct invoices 

sent to customers  

30. Efficient use of electricity  

a.       Set out ways in which  
advice will be made 

available to customers  

Customers advised that  
Information leaflets available on 

request.  

Availability of leaflet referred to 

on the bills  100%  100%  Printed on reverse of bill   

Six monthly press advert 

reminding customers of leaflet 

availability or article on utility 

saving ideas  

100%  100%  

All tips appear on the website and are 

available from Connect office (ref on 

reverse of bill).  Information placed into 

local newspapers every quarter.   
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Home visit offered to disabled, 

chronically sick or pensioners who 

are in default to identify ways to 

reduce consumption  

Visit offered to identified 

customers  
100%  100%  

SHG Social Services are aware we offer 

this but no visits have been requested to 

date.  In addition to general publicity on 

the ‘tip of the week’, electricity and water 

saving tips leaflets are available on 

request.  
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3. Electricity  
  

3.1 Key Outcomes for the Year  

  

Maintenance  

Regular scheduled maintenance continued within the Electricity Distribution Section and the 

Electricity Generation Section.  

Issues were encountered in the Electricity Distribution Section around 

resourcing.  In addition to the regular preventative maintenance 

programme, the Section also contended with some large projects (e.g. 

expanding services to accommodate the OneWeb connection as well as 

service installations to support the Rupert’s port development).  This 

together with an extended bad weather period with multiple faults, meant 

that the Distribution Section found itself in more reactive mode than was 

ideal.  Aspects of the scheduled maintenance programme were delayed 

until 2025/26 to allow focus on immediate service needs.  All faults were 

promptly rectified.  

Project Work  

By March 2025, the installations required for the Rupert’s port development had been agreed 

and work was well underway, with target completion in June 2025.  

The connection for OneWeb was complete and initial operations had 

commenced. The Energy Delivery Plan  

  

Existing Infrastructure   

A key aspect of the Energy Delivery Plan relates to ensuring that the existing renewables can 

continue in service until such time that the Renewable Energy Project is in place.  To this 

end:  

Wind Turbines  

• Regrettably, Connect was unable to recover spares/funds due to it at the point 

that the wind turbine manufacturer went into liquidation.  

This resulted in a write off to the value of £172k at the year 

end.  

• Six of the wind turbines are being overhauled with 

the target date for completion in mid-2025/26.  The 
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remaining six wind turbines are being decommissioned, with useful parts being used in 

the overhaul.  

Solar Farm  

  

• Maintenance requirements at the solar farm have 

increased; this is natural as the infrastructure ages.  The solar farm 

continued to make a valuable contribution to renewable energy 

generation.  

  

Future Planning  

The Modelling and Design Consultancy (Phase 1) completed the Demand Forecast Modelling 

for renewable energy.  This has allowed the Renewable Energy Project to scale the 

renewables required.  Work is now taking place to determine the energy mix and the 

optimum combination of wind, solar and battery energy storage for the island.  

Activation of the Power Failure Contingency Plan  

The Power Failure Contingency Plan (PFCP) was activated on three occasions in 2024/25.  

Incidents are categorised on a scale of 1-5, with 5 being the most serious.  

• The first incident took place in late September 2024.  A fault developed on one 

of the 1.6MW generators.  This left 2x1.6MW generators and a 0.8MW generator in 

service.  This was more than sufficient capacity for the island.  The risk here was that 

if any issue had developed with one of the remaining 1.6MW generators, this would 

have left the Power Station at full capacity with no reserve. This was classified as a 

Level 2 (bordering on Level 3) incident.    

  

• The second incident in December 2024 occurred when one of the 1.6MW 

generators was undergoing scheduled maintenance.  A fault developed with the 0.8MW 

generator.  This left 2 x 1.6MW generators in service.  Whilst this was more than 

sufficient capacity to meet island needs, the risk was that if an issue had developed with 

one of the remaining generators, this would have resulted in the need for load shedding.  

This was classified as a Level 3 incident.  

  

• The third incident occurred in January 2025.  On this occasion, the generators 

were not affected but an incident took place where all of the voltage transformers at the 

Power Station were blown, leaving the Power Station unable to transmit electricity to 

the network.  Sufficient contingency was in place so that it was possible to replace each 

of the voltage transformers.  This, however, exhausted Connect’s stocks and urgent 

replacement was required.  Whilst power was restored in a matter of hours, the incident 

was not closed until replacements were in stock.  This was classified as a Level 5 

incident.  
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In each case, the incident was resolved as speedily as possible.    

  

3.2 Key Performance Indicators Generation 

and Consumption Data  

  

  In 2024/25  

 

 Connect generated 9.2GWh 2,700   

  

  10.7GWh  was billed to    customers approx.  

 
  

Figure 2: Electricity Generated and Billed 2020/21 – 2024/25 (MWh)  
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There was little change in electricity demand by consumer category.  At the end of 2024/25, 

the addition of OneWeb had made a small difference: a small uplift is anticipated in 2025/26 

once OneWeb has completed its testing phase.  

Figure 3: Units Electricity Billed (MWh)    

 

  

During 2024/25 the use of renewable energy sources was at its lowest.  This is as a result of 

the ongoing overhaul of the wind turbines.  It is expected that this position will be reversed in 

2025/26.  

                  
Figure 4: Electricity Generation by Source  
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Quality of Service  

The key performance indicators to measure the quality of service in the electricity sector are 

the number of faults and the time taken to perform an electricity connection (see also the 

PUDP in Section 1 above).  

Electricity Faults  

A total of 72 electricity faults were recorded during 2024/25, 

an increase over the prior year.  This is particularly noticeable 

during bad weather periods when issues were observed along 

the distribution network (e.g. fallen trees).  

Table 7: Number of Electricity Faults 2021/22 – 2024/25  

  2020/21  2021/22  2022/23  2023/24  2024/25  

Number of faults  72  59  61  58  72  

    

The single largest cause of unplanned power outages in 2024/25 related to hardware faults on 

the low voltage network.      

Table 8: Electricity Faults by Cause 2024/25  

  HV 
hardware  

Faults  

Trees  

falling  

onto HV  

Lines  

Self 
clearing  
HV fault  

LV 

hardware 

faults  

Trees 
falling  

onto LV 

lines  

Power  

Station 

Fault  

Total  

Number of  

faults  

9  9  6  44  3  1  72  
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% of Total  15%  12%  8%  59%  4%  1%  100%  

Time taken to perform an electricity connection  

The time taken to perform an electricity connection is shown below.  There was an increase 

in 2024/25 due to higher than normal workload in the Electricity Distribution Section and 

resource constraints.   Table 9: Time taken to perform an electricity connection  

  2020/21  2021/22  2022/23  2023/24  2024/25  

Days Required  14  1  9  7  18  

   

Customer Minutes Lost (CML)   

The Company baselined its CML in 2024/25 with a result of 591 minutes lost during the year.  

There was a single event that played a key part.  This was the Level 5 incident at the Power 

Station in January 2025 which was reported under the PFCP.  There was an island wide 

power outage as a result with a duration of 3 hours and 50 minutes.  

As this was the first year in which Connect produced a CML statistic, the Company does not 

itself have a comparator.  In 2021 the Pacific Power Association set a target of 200 minutes 

lost for its System Average Interruption Duration Index (SAIDI).  Further discussion is 

needed whether this is an appropriate benchmark.  In the meantime, the aim is to improve the 

CML in 2025/26 (see Appendix  

2).  

3.3 Looking Ahead  
Work in 2025/26 will focus on:  
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4. Water  
  

4.1  Key Outcomes for the Year  

  

Maintenance and Monitoring  

The water network maintenance programme continued throughout the year. This included:   

• The planned preventative maintenance programme continued during the 

year. Support was also lent to capital projects related to the Casons replacement 

tank and other proposed water network upgrades (see the Capital Programme).   

  

• The ongoing water testing programme in conjunction with the Public Health 

Laboratory.  100% of samples met microbiological requirements for safe drinking water.   

  

• There was an incident in Jamestown in July 2024 where chlorine levels were recorded 

outside of recommended WHO levels.  This was due to a malfunctioning sensor at the 

Water Treatment Works – the sensor read the chlorine levels at lower than actual and 

repeatedly dosed the system.  The issue was identified early on (within a matter of hours) 

and work then immediately took place to flush the system and repair the faulty sensor.  An 

  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  
  

Building capacity   
Strengthening internal capabilities and resilience  

across team s .   

Preventative maintenance   
Enhancing syst em reliability through proactive  

infrastructure care.   

Wind Energy   
The overhaul of the wind farm (expected to be  

completed in mid - 2025/26).   

Energy Delivery Plan   

Particularly completion of the design for a hybrid  

energy solution.  Connect anticipates that  infrastructure  

procurement will be underway by the year end,  

contingent on securing funding.   

  



P a g e | 40  

  

 

advisory was issued to the public to boil their water until the system had returned to normal.  

The incident was resolved within 24 hours.    

  

• Turbidity levels are still reading high on the Jamestown network.  Although readings 

are not as high as the prior year, this is still cause for concern as readings remain outside of 

recommended WHO levels. The Company is investigating this with a view to introduce 

corrective measures by means of installation of a Flocculator/Clarifier Unit.  Regrettably 

the Company’s preferred supplier no longer manufactures such units and it took time to 

identify a replacement supplier.  Alongside this, planning permission will be required to 

house the unit and this is likely to be challenging.  Investigations are continuing, with design 

expected to be completed in 2025/26 and implementation in 2026/27.  

  

• A borehole monitoring programme.  The boreholes were dipped 

to monitor the water levels each month.   In addition, a camera was 

purchased in the prior year and this has been put to use to survey 

several of the boreholes during the year.  The information gathered is 

useful in assessing the status of each borehole in order to plan works.   

  

• The inspection of all tanks was completed. The tank cleaning programme continued as 

planned with all but the Jamestown zone completed.  The Jamestown network is currently 

experiencing ongoing high daily demand to supply water for the projects taking place in 

Rupert’s (e.g. the Rupert’s port development).  Taking any of the Jamestown tanks offline 

for maintenance at this time would make it difficult to meet demand.  A decision was 

therefore taken to defer the tanks in Jamestown until 2026/27.  

  

The Unaccounted-for Water Programme  

The Unaccounted-for Water Programme continued throughout the year.  The key components 

are discussed below.  

Bulk Metering   

The bulk meter maintenance programme continued in 2024/25. A faulty meter was replaced 

at Rupert’s Battery Tank during the financial year. Additionally, two new bulk meters were 

installed at Blackfield and Longwood at the end of the previous financial year, which were 

not captured in last year’s report.  

Pressure Management   

In 2024/25, data loggers were implemented to monitor pressure across different areas of the 

network, with a primary focus on Half Tree Hollow. Following pressure assessments, two 

pressure-reducing valves were installed between Harlyn and Cow Path to mitigate frequent 

callouts and resolve pressure issues near the Three Tanks site and downstream areas.  

GIS Field Capture   
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No progress was made in 2024/25 with walk-the-line surveys or mapping due to continued 

unfilled vacancies in the GIS department.  

Infrastructure   

In 2024/25, the Unaccounted for Water Programme supported the identification and 

implementation of the Hutts Gate to Rose Hill pump main upgrade. This project was initiated 

to address performance issues within that section of the network. The upgrade has now been 

completed, and the area is currently under observation to ensure system stability and 

performance. No issues have been reported so far.  

Water Audits   

The table below shows the water audit, with final figures for the period 2017/18 to 2023/24 

and preliminary data for 2024/25.  The figure previously reported for 2023/24 has been 

revised after a full audit of data was undertaken.      

Table 10: Water Audit 2017/18 – 2024/25  

Financial 

Year  

Physical 

Losses (%)  

Commercial Unbilled Authorised 

Losses (%) Consumption (%)  

Total Non- 

Revenue Water 

(%)  

2017/18   Breakdown not available  53  

2018/19  50  

2019/20  49  

2020/21  47  

2021/22  39  5  1  45  

2022/23  43  5  1  48  

2023/24  39*  7*  1*  47*  

2024/25  40  7  1  48  

  

There was a 1% increase in physical losses which is attributed to an increased number of 

faults experienced in the Levelwood to Sandy Bay network.  Investment is planned in 

2025/26 to address this (see the Capital Programme below).  

Overall non-revenue water comprised 48% in 2024/25 and the Infrastructure Leakage Index 

was 1.15.  In comparison, the Pacific Water and Wastewater Association Benchmarking 

Report, August 2023 found that across the PWWA non-revenue water amounted to 49% in 

2022 (data is not yet available beyond this year). This varied from a low of 4% recorded in 

Palau to a high of 87% recorded in Kiribati.  

Drought Preparedness  
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The Company maintained its Drought Management Plan which underwent annual review 

with advice from the SHG Emergency Planning Section. The island did not enter a drought 

scenario during 2024/25.   

  

Connect has various equipment at key points around the island as part of its drought 

preparedness programme.  It was recently discovered that the engine to the generator at 

Sharks Valley had gone missing.  The matter has been referred to the Police.  Should it 

become necessary to extract water from Shark’s Valley, Connect has replacement equipment 

that it can despatch to site.  

  

4.2  Key Performance Indicators  

  

Sales of Water  

  

Units Billed  

There was a 1% decline in sales of water in 2024/25.  This is likely attributable to the tariff 

increases and customers being more conservative with water usage.  

Figure 5: Cubic Metres of Water Billed  

  
  

Number of Consumers  

Conversely there was a 2% increase in 2024/25 in the total number of water consumers 

connected to the network.  This, together with the decrease in sales of water, gave rise to 

noticeable decreases in the average consumption by domestic and government users.  The 

average rate of consumption increased for commercial users, likely as a result of a few large 
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projects, e.g. the Rupert’s port development, and there were small increases in average 

consumption by untreated and agricultural water users.  

Table 11: Number of consumer meters (as a proxy for the number of consumers)  

  2020/21  2021/22  2022/23  2023/24  2024/25  

No. consumer meters  3,140  2,664  2,628  2,528  2,573  

  

Quality of Service  

  

Water Quality  

See the section on the PUDP above.  All microbiological targets were met but there continued 

to be issues in relation to turbidity on the Jamestown water network.  

Faults  

The number of faults on the water network continued to decrease in 2024/25.   
Table 12: Number of faults on the Water Network  

  2020/21  2021/22  2022/23  2023/24  2024/25  

Number  1,243  1,214  1,010  964  893  

  

Leaks continued to be the biggest cause of reported faults, as shown by the breakdown below.   
Table 13: Water Faults by Cause 2024/25  

  Burst 

pipe  

Leaking 

pipe  

Blockage  Air 

locked  

Tank 

empty  

Discoloured 

Water  

Mechanical 

problems  

Number of Faults  85  729  7  5  7  17  43  

Percentage of Total  10%  82%  1%  1%  1%  2%  5%  

  

The preventative maintenance programme went according to plan which contributed to the 

results for the year.  However, it is recognised that Connect is not keeping pace with the 

replacement of ageing infrastructure and that more can be done to support long-term 

planning.  This is where the Water Resource Management Plan (WRMP) comes in.  This 

study is SHG led with Connect providing input.  Results are expected in 2025/26.  

Time Taken to Perform a Water Connection  

There was a small improvement to the time taken to perform a water connection at the end of 

2024/25.  In comparison to the Electricity Section, the Water Section was better resourced.  
Table 14: Time taken to perform a water connection  

  2020/21  2021/22  2022/23  2023/24  2024/25  

Days required  2  1  5  4  3  
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4.3  Looking Ahead  

 

   
PLANNED  

  

MAINTENANCE  

  
Ongoing planned 

maintenance   
programme  
  

  

  

  

CAPITAL  
PROGRAMME  

Ongoing support to 

the capital 

programme  

  

REACTIVE  
MAINTENANCE  

Ongoing reactive 

maintenance  

UNACCOUNTED 

FOR WATER  

Ongoing 

investment in the  
Unaccounted-for  

Water Programme  

HIGH WATER  
LOSS  

Rectification of high 

water loss in the 

Levelwood to  
Sandy Bay 

Network  

DAM SAFETY  

ASSESSMENT  

The Dam Safety  
Assessment  

(assessment of all 

dams/reservoirs to  
assess safety and 

inform future 

maintenance)  

Plans for 2025/26 include:   
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5. Wastewater  
  

5.1  Key Outcomes for the Year  

The planned preventative maintenance programme was successfully completed during the 

year.  This is a rolling programme of preventative maintenance works to ensure the network 

remains in a good state of repair.  

  

Like the water network, the Company inherited wastewater assets that have exceeded their 

useful life.  The limited funding available cannot keep pace with the improvements required.  

  

There continues to be a constraint on development in Half Tree Hollow (HTH) and 

Jamestown where the existing infrastructure cannot accommodate additional demand.  SHG 

signed a contract with MPAMOT to undertake the design feasibility for the HTH and 

Jamestown Wastewater Project to upgrade the infrastructure.  This project is progressing well 

and by the end of the financial year the inception report was largely complete and preliminary 

design discussions had commenced.  

  

Similarly, early discussions were had with SHG and related stakeholders regarding an 

upgrade in the Bottom Woods area to accommodate planned development from the Prison 

Project and the Comprehensive Development Area.    

  

The Rupert’s Sewage Treatment Plant (STP) had undergone 

cold and hot commissioning in 2023/24 but will only be 

brought online once the related infrastructure in Rupert’s is 

commissioned in order to have sufficient throughput for the 

STP to function effectively.  SHG has advised that the 

commissioning of Rupert’s Port is now expected in mid-

2025/26.  The Company continues to incur additional costs to 

monitor and maintain the STP without being able to cost recover.    

  

5.2  Key Performance Indicators  

All service requests were responded to promptly, generally on the same day of receiving a 

request to minimise the risk of environmental health nuisances.  

  

The preliminary statistics published for 2023/24 were revised during the course of the year.  

The table below presents final data up to 2023/24 and preliminary data for 2024/25.  There 

was little movement in the number of sewerage connections.  

  
Table 15: Number of Sewerage Connections  

  2020/21  2021/22  2022/23  2023/24  2024/25  
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Domestic        

1,177   

       

1,192   

       

1,199   

       

1,202*   

       

1,196   

Commercial              

97   

            

91   

            

96   

          

105*   

          

102   

Government              
60   

            

51   

            

51   

            

51*   

            

50   

Total        1,334         

1,334   

      

1,346   

      

1,358*   

      

1,348   

  

  

5.3  Looking Ahead  

Plans for 2025/26 include:  

• The ongoing preventative maintenance programme, including jetting works in 

Longwood, Jamestown and lower Half Tree Hollow.  

• Final commissioning and operationalisation of the Rupert’s Sewerage Treatment Plant.  

• Continued support to the Half Tree Hollow and Jamestown Wastewater Project and the 

wastewater component of the Prison Project.  

  

6. Capital Programme  
  

6.1  Key Outcomes  

Investment in infrastructure remains a priority for Connect.  There are ongoing issues around 

ageing infrastructure, much of which had already exceeded expected lifespans at the point of 

divestment in 2013 and was subsequently inherited by Connect.  Whilst the situation is 

improving, it continues to be the case that Connect cannot achieve the level of required 

investment with the current level of financing available to it.  

  

There was concerted effort during the year to identify new funding sources, particularly to 

fund the Renewable Energy Project.  The Company explored various sources of grant and 

concession financing but with little success.  A key constraint was the lack of a long-term 

Licence and the ability to demonstrate that the Company will continue beyond the current one 

year outlook under the rollover Licence.  This has been highlighted to SHG.  

  

The table below shows the projects undertaken in 2024/25.  

  
Table 16: Capital Projects 2024/25  

Category  Project  Funding 

Source  

Comments  Status  
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Water  Rose Hill Pumping Main  Connect  Upgrade was completed 

during 2024/25,  

Complete  

Water  Model Cottage to 

Lower  

Cleughs Plain Water  

Main Upgrade  

Connect  Retention was paid.   

Monitoring shows that the 

upgrade continues in good 

working order  

Complete  

Water  Field Road Water Main 

Upgrade  

Connect  Physical works completed.  

Monitoring is underway.  

Retention payment will be 

due in 2025/26.  

Complete  

Electricity  630kVA Transformer  Connect  Transformer procured as a 

spare for redundancy 

purposes  

Complete  

Water  Flocculators  Connect  Issues encountered.   

Preferred supplier no  

Incomplete  

   longer manufactures and 

an alternative supplier 

has to be sought.  

Planning permission will 

be required.  

 

Wastewater  HTH and Jamestown 

Wastewater Project  

EDIP  Connect is a project 

partner (funding is 

administered separately).  

Contract was signed and 

Inception Report was 

completed.  Project is at 

the preliminary design 

stage.  

In 

progress.  

Water  Water Resources 

Management Plan  

EDIP  Connect is a project 

partner (funding is 

administered separately).  

Contract was signed and 

inception visit took place.  

In 

progress.  
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Environment/ 

Water  

Cloud Forest Project  FCDO  Connect is a project 

partner (funding is 

administered separately).  

Telemetry units and 

ground water monitoring 

for data collection is 

complete and data 

collected is now 

mainstreamed into the 

current operational data 

for water resources 

management and for 

WRMP modelling and 

design  

In progress  

  

  

6.2  Looking Ahead  

The following projects are planned in 2025/26.  Please note that the amounts allocated have 

not been included in order not to prejudice planned procurement but can be made available 

separately to the URA.  

  
Table 17: Planned Projects 2025/26  

Project  Funding Source  Notes  

Vehicle Replacement  Connect  Asset replacement  

Casons Tank  Connect  Water network upgrade  

Field Road Water Main Replacement  Connect  Water network upgrade  

Secret Weapon Tank  Connect  Water network upgrade  

Lot 2 Fixtures and Fittings  Connect  Buildings upgrade  

Sandy Bay – Rock Rose to Green Hill  Connect  Water network upgrade  

IT Server  Connect  IT upgrade  

Transformer Replacement  Connect  Electricity network upgrade  

Project  Funding Source  Notes  

Carnarvon Court  Connect  Buildings upgrade  

Modelling & Design Phase 2  EDIP  Consultancy – preparation of 

final design for Renewable 

Energy Project  
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HTH & Jamestown Wastewater 

Project  

EDIP  Design feasibility consultancy.   

Connect is a project partner  

(funding is administered 

separately).  

Water Resources Management Plan  EDIP  Consultancy.  Connect is a project 

partner (funding is administered 

separately).  

Cloud Forest Project  FCDO  Ongoing support to the water 
pillar of the Cloud Forest Project.   
Connect is a project partner  

(funding is administered 

separately).  

Prison Project   EDIP  The Prison Project includes a 

component related to wastewater.  

Connect is a stakeholder 

specifically on this component 

(funding is administered 

separately).  
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7. Finances  
  

7.1  Key Outcomes  

The table below shows the segmental report for 2024/25.    

Table 18: Segmental Budget Report 2024/25  

Company’s performance by segment is shown by the following segmental report:  

   Electricity  Water  Sewage  
Internal 

Charges  
Corporate  Consolidated  

            £           £           £           £           £           £  
Unit Charges tariff  4,557,563   665,739                  -     (195,417)  -   5,027,885   

Service charges  17,960   220,792   130,461   (2,540)  -   366,673   

Other service income  206,390      12,396           301,181   

Turnover  4,781,913    

 

12,396   5,695,739   

Cost of sales  (4,984,099)                       

-   
  (6,243,495)  

Gross profit  (202,186)  (400,747)  42,781                     -             12,396   (547,756)  

Administrative expenses  (729,591)  (569,272)  (54,024)                    -      -    (1,352,887)  

Loss on disposal of assets  (129,600)                     

-   
                 -                      -        (129,600)  

Revenue grant-Subsidy            

758,500   
758,500                  -                      -      -    1,517,000   

Amortized grants  139,028   208,980         19,510                     -      -    367,518   

Operating (Loss)/Profit  (163,849)  (2,539)  8,267   -   12,396   (145,725)  

Revaluation loss  -   -   -   -                      -                         -   

Interest receivable   -     -     -    -   4,417   4,417   

Finance costs   -     -     -    -   (3,390)  (3,390)  

Net (Loss)/Profit Before Tax  (163,849)  (2,539)  8,267                     -     13,423   (144,698)  

              

  

Of the three sectors, currently only the sewerage sector is making a very small profit 

(£8,267).  Whilst the day-to-day services provided on the sewage network incur a loss, this is 

offset by a small profit made on once-off services (e.g. septic tank emptying) provided to the 

public.    

The electricity and water sectors are loss-making and this is discussed further below.  

Income  

30 ,911    51 ,484    -     

917,442     181,945     (197,957)   
(1,318,189)   (139,164)   197,957     
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Turnover in 2024/25 amounted to £5,696k which exceeded expectation.  This was an 

improvement of £1,194k when compared to the prior year’s turnover of £4,501k.  The 

increase arose partly as a result of a small increase in visitor numbers, particularly during the 

summer months, and the connection of OneWeb to the electricity grid, both of which served 

to increase demand.  However, the most critical factor was a further tariff increase agreed by 

the URA which took effect in July 2024 to increase electricity tariffs by 15% and water tariffs 

by 10%.  This followed closely on the heels of the previously agreed tariff increase in January 

2024.    

The January 2024 tariff increase was the first increase in the electricity sector since 2016 and 

the first in the water sector since 2021.  Whilst both increases assisted the Company’s 

finances, there is still some way to go to close the gap between the revenue raised through 

tariffs and the actual cost per unit.  

To illustrate this, the table below shows the cost per unit of electricity in 2024/25 was £0.63 

but in comparison the average tariff per billed unit was £0.49, resulting in a deficit of £0.14 

per unit billed.  The 2024/25 electricity tariff recovered 78% of the cost.  

Table 19:  Electricity Cost Per Unit Billed 2024/25  

Costs  Cost per kWh (£)  

Fuel   £0.35  

Employee   £0.06  

Maintenance  £0.07  

Depreciation  £0.05  

Administrative   £0.10  

Total Cost Per kWh  £0.63  

Average Tariff Per kWh  £0.49  

Difference  £0.14  

  

Similarly in the water sector, the cost per unit billed in 2024/25 amounted to £7.85, however, 

the tariff contributed only £3.90 per unit.  This resulted in a loss of £3.95 on each unit billed.  

The 2024/25 tariff recovered 50% of the cost per unit billed.  

Table 20: Water Cost per Unit Billed 2024/25  

Costs  Cost per m3 (£)  

Employee   £1.21  

Maintenance  £1.97  

Depreciation  £1.91  

Administrative   £2.76  

Total cost per m3  £7.85  
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Average Tariff Per m3  £3.90  

Difference  £3.95  

  

Whilst Connect continues to strive to achieve efficiency savings to reduce costs, the extent of 

the gap between cost incurred and revenues raised through tariffs is too large to close by 

efficiency savings alone.  This highlights the ongoing need for subsidy (discussed further 

below).    

Expenditure  

Expenditure in 2024/25 reflected increases over the prior year position.  The cost of sales 

increased from £5,779k in 2023/24 to £6,243k, an increase of 8%.  Alongside this operating 

costs increased from £1,194k in 2023/24 to £1,353k in 2024/25, an increase of 13%.  This 

reflects high inflationary pressures generally, with inflation recorded at 6.5% in 2024/252, but 

also strong inflationary pressures on fuel which forms a significant portion of Connect’s 

budget.   

Contribution from Subsidy  

In 2024/25 there was a contribution of £1,517k from SHG towards the cost of operations at 

Connect.  Fuel prices have not returned to pre-2022 levels (i.e. pre-global fuel crisis levels) 

necessitating that this arrangement continue.  Connect is thankful to SHG for its continued 

support. Table 21: Subsidy 2021/22 – 2024/25 (£)  

£  2021/22  2022/23  2023/24  2024/25  

Subsidy  446,510  1,829,756  1,854,309  1,517,000  

  

However, note that even after the contribution from subsidy and other income, the Company 

continues to make a loss (see the out-turn below).  This means that expenditure is exceeding 

income from both tariffs and subsidy: this is not sustainable in the long-term.   

Out-turn  

In 2024/25, Connect made a loss before tax of £165k.  There were two factors that 

contributed to this:  

• the write-off of the WES payment amounting to £172k (see the Electricity Section 

above).  

• the write-off amounting to £130k at the year end of 6 wind turbines which had reached 

or the end of life (see the Electricity Section above).  

The table below shows compares the year end out-turn with prior years.   
Table 22:  Annual Out-turn 2021/22 – 2024/25 (£)  

£  2021/22  2022/23  2023/24  2024/25  

Turnover  4,393,984  4,414,072  4,501,414  5,695,738  

Gross Loss  (389,431)  (1,427,516)  (1,277,392)  (547,757)  

                                                 
2 Source:  SHG Statistics Office, June 2025  



P a g e | 53  

  

 

Loss on ordinary 

activities before taxation  

(574,417)  (278,746)  (84,922)  (144,698)  

  

7.2  Looking Ahead  

The key areas of spend projected in the following financial year 2025/26 have been 

highlighted in the main text above.  

Connect’s 2025/26 budget was approved by the Board of Directors in February 2025 and has 

been circulated to the URA separately as this contains information that could potentially 

prejudice planned procurement.  The budget is based on conservative estimates throughout 

and forecasts minimal growth during the year.  

The 2025/26 budget highlights two key areas of concern:  

1. The continued decline in the residential population and the erosion of the customer base.  

  

2. A continued significant proportion of overdue debtors.  Between March 2024 and March 

2025, the debtors balance increased to £463k.  Of this amount, £206k was over 90 days 

overdue, compared to £158k in March 2024.  An increasing number of domestic 

consumers have joined the overdue debtors list with greater delay in payment being made 

to Connect.  This highlights concerns around affordability.    

Table 23: Number of Overdue Debtors  

  Mar-23  Mar-24  Mar-25  

Commercial  24  46  36  

Commercial with payment plans  4  4  3  

Domestic  499  602  619  

Agriculture  27  29  28  

Government  7  16  13  

Total  561  697  699  

Overdue debtors as % of total debtors  5%  8%  6%  

  

The URA’s Directive (July 2024) setting out the tariff for 2024/25 helpfully also set out the 

URA’s position on tariffs that could take effect in July 2025 and beyond.  This has enabled 

the Company to develop a Medium Term Financial Forecast.  There will continue to be focus 

on efficiency savings as well as investment in longer-term ‘spend to save’ initiatives. This has 

been discussed in earlier sections of the report.  Of particular note in relation to Finance is the 

move to monthly billing    

Connect continues to advocate that the subsidy provided should be in the form of targeted 

subsidy to support those who need it the most.  This complements Connect’s focus on cost 

reduction.  For example, the 2025/26 does not include an inflationary increase in the core 
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costs of electricity.  These costs are being held constant at 2024/25 prices, the inflationary 

impact being met through cost cutting exercises.  Plans are in place so that with effect from 1 

July 2025, the electricity tariff will move only in response to fuel price changes.  

It is recognised that this will be challenging in light of the constraints highlighted above and 

will likely necessitate change over a number of years.     
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Appendix 1: Progress against the Strategic Plan – 2024/25 Update   
  

Key:  

  Complete  

  

  In progress – issues encountered.  

  Target met during the year under review.  Target is 

ongoing and will be revisited in the following 

financial year.  

  Incomplete.  

  In progress – target is not due.  

  

  Not due – work has not started.  

  

  

Goal 1: Focus on sustainability of the organisation  

  

Objective 1:1 Effective communication around the identity of the organisation     

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  
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Consider ways to 
communicate Connect 
objectives, with a focus 
on messages that reflect 
our corporate identity 
and address negative 
perceptions   
  

Communications plan 

agreed by April 2023, 

implemented thereafter and 

subject to minimum bi-annual 

review   

Business  

Support  

Manager   

Ongoing   Standard comms ongoing.  Overall Comms 
Plan in place.  Comms Policy delayed – 
review planned prior to end of financial 
year.    
  

Comms planning in place for Finance 
messaging around tariffs and billing – this 
commenced in January 2025.  

  

  

  

Objective 1.2: Move to a sustainable business model, with the aim of reducing the requirement for government subsidy on recurrent budget 

activities   

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

1.2.1 Have an effective 

capital programme in 

place to address ageing 

infrastructure   

Rolling five year capital 

programme agreed as part 

of annual budget cycle   

Project 

Manager   

Annually   Capital Programme for 2024/25 approved 
as part of budget process in late May 
2024.  
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1.2.2 Explore alternative 
funding sources, 
particularly to support  
investment in our capital 

programme   

Engagement in annual call 
for bids for EDIP and Darwin 
plus funding. Research other 
donor  
calls for bids at least once 

per  

annum  

Project 

Manager   

Annually   Connect engaged with the Climate Finance 
Forum under the GO Programme and 
always with the Blue Planet Alliance.  
Connect has written to SHG with 
recommendations.  
  

Alongside this, an outline Funding Strategy 
was prepared.  This is a live document 
which is being reviewed and updated on a 
quarterly basis.  The document highlights 
the difficulties of Connect accessing 
financing.  Support has been sought from 
SHG.  
  

A meeting was held between St Helena,  

Ascension, the Falkland Islands, and  

Montserrat to discuss small island 
renewables and how we might collaborate.  
  

  

1.2.3 Undertake tariff 
reviews of each service  
area   

Annual tariff review 

undertaken as part of the 

budget cycle and approved 

by URA   

Finance 

Manager   

Annually   URA Directive issued on 18 June 2024 for 

tariff implementation effective 1 July 2024 

and 1 July 2025.  
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Objective 1.2: Move to a sustainable business model, with the aim of reducing the requirement for government subsidy on recurrent budget 

activities   

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

1.2.4 Effectively manage 

subsidy requirements 

from SHG   

Requirements for recurrent 
budget funding support from 
SHG do not exceed 
2023/24  
subsidy level   

Finance 

Manager   

Annually   SHG confirmed 2024/25 subsidy allocation 

on 31 May 2024.  

  

1.2.5 Investigate 

measures to grow (or at 

minimum maintain) 

customer base   

Number of customers does 

not fall below 60% of 

resident island population   

CEO   Annually   OneWeb commenced operation.  

  

The continuing population decline is noted 

but this is not reflected to the same extent in 

customer numbers.  This is a further 

indication that properties are being left 

empty but remain connected to the network. 

The URA granted approval in November 

2024 for the introduction of a standing 

charge on empty properties.  This took 

effect in December 2024.  

  

  

Objective 1.3: Develop business continuity plans for all service areas. Ensure such plans are regularly trialled and tested.   

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

1.3.1 Develop and 

implement business 

continuity policy   

Business Continuity Policy 

approved by Board by 

March 2024 and reviewed 

annually thereafter   

CEO/  

Business  

Support  

Manager   

March 2024 

and  

annually 

thereafter   

Policy agreed but was not reviewed/tested 

due to activation of the PFCP (see below).  
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1.3.2 Power Failure  

Contingency Plan in place   

Plan tested once per annum  

and revised   

  

Technical  

Manager  

(Electricity)  

Annually   No revisions identified in 2024/25.  PFCP 
was tested under fire when the plan was 
activated due to:  
  

   fault with No. 3 generator at end  

  

Objective 1.3: Develop business continuity plans for all service areas. Ensure such plans are regularly trialled and tested.   

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

    September 2024.  Issue was resolved 
speedily.  

• faults with No. 2 and No. 5 
generators in December 2024.  Issue 

was resolved speedily.  

• island wide power outage in 

January 2025 due to VT faults.  

 

1.3.3 Drought Mitigation  

Plan in place   

Plan tested once per annum 

and revised  

Technical  

Manager  

(Water)  

Annually   No revisions identified in 2024/25.  Plan 

not formally tested due to activation of the 

PFCP (see above).  

  

1.3.4 Develop and 

implement business 

continuity plan – IT 

resilience   

IT Resilience Plan approved 

by Board by March 2024 

and reviewed annually 

thereafter   

Business  

Support  

Manager/   

Finance  

Manager   

March 2024 

and  

annually 

thereafter   

Draft Plan in place.  Plan not 

reviewed/tested due to activation of the 

PFCP (see above)  

  

  

  

Objective 1.4: Develop a reporting framework to demonstrate company performance and compliance with licensing and regulatory 

requirements   
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Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

1.4.1 Benchmark our 

service delivery against 

international 

comparators and publish 

annual findings   

Benchmarking system in 

place by March 2024 and 

applied annually thereafter   

CEO   Annually   See main report.    

1.4.2 Prepare an annual 

ESG (Environmental, 

Social and Governance) 

Report   

ESG Report endorsed by 

Board in June 2024 and 

annually thereafter   

CEO   Annually   In progress    

  

Objective 1.5: Effective risk management framework in place and incorporated into decision-making process    

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

1.5.1 Risk management  

framework in place   

  

Revised risk management 

framework approved by 

Board   

CEO   ASAP   Risk Management Framework approved by 

ARC and Connect Board in July 2024.    

  

Operational risk registers 

reviewed/revised at TIP 

meetings   

Section Leads   Monthly   Ongoing    

Strategic risk register 
endorsed by Audit and Risk  
Committee   

CEO   Quarterly   A new Risk Management Framework was  

agreed in July 2024 and a revised risk 

register compiled based on this.  The 

document is reviewed by management on a 

monthly basis and updates provided to ARC 

and the Board as required but at minimum 

on a quarterly basis.  
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Goal 2: Delivery of safe, effective, and reliable electricity services for the island  
  

Objective 2.1: Ensure ongoing compliance with adopted industry 

standards.   

   

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

2.1.1 Ensure Connect 
remains current within the 
sector. Review industry 
standards in use by 
Connect and ensure 
updates are  
communicated to relevant 

staff   

Updates to adopted industry 

standards that may be 

issued from time to time to 

be applied as necessary   

Technical  

Manager  

(Electricity)   

Ongoing   Amendment 3:2024 to BS 7671:2018 IET 

Wiring Regulations now in place.   

  

Objective 2.1: Ensure ongoing compliance with adopted industry 

standards.   

   

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

2.1.2 Ongoing 

compliance with adopted 

industry standards   

Zero reports of 

noncompliance with adopted 

industry standards   

Technical  

Manager  

(Electricity)   

Ongoing   No reports received during the period 

under review.  
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Objective 2.2: Develop and implement an Energy Delivery Plan in support of the Island’s Energy Strategy    

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

2.2.1 Investigate options 

for delivery of a battery 

energy storage system   

Recommendations from 

Battery Storage Specialist 

approved by Board   

Technical  

Manager  

(Electricity)   

April 2023   See Annual Report 2023/24.  

  

There was nothing further on this in 

2024/25:  

the recommendation was accepted that 

investment in battery storage should be 

modelling under the Modelling & Design 

Consultancy.  

  

2.2.2 Prepare outline 
business case for  
Renewable Energy Project 

to expand renewable 

energy generation   

Business case approved by 

Board and submitted to SHG   

CEO/ Technical  

Manager  

(Electricity)   

September 

2023   

Initial outline business case complete.    

  

The outputs from the Modelling & Design 
consultancy will inform the development of 
detailed business cases for the Renewable 
Energy Project.  This work is due for 
completion in 2025/26.  
  

  

2.2.3 Assess condition of 

the existing SCADA 

system and advise on 

requirements to support 

expansion of renewables   

Recommendations from  

SCADA review approved by  

Board   

Technical  

Manager  

(Electricity)   

September 

2023   

The required documentation is in place but 

the Review has been put on hold until the 

ICT position is filled, this being integral to 

the planned work.  Contracting is underway 

and the candidate is expected to take up 

post in early 2025/26.  

  

Objective 2.2: Develop and implement an Energy Delivery Plan in support of the Island’s Energy Strategy    
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Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

2.2.4 Lobby for a review 

of the regulatory 

framework for the 

electricity sector   

Recommend 

legislative/policy changes to 

SHG in support of the 

Energy Delivery Plan   

CEO/ Technical  

Manager  

(Electricity)   

November 

2023   

Completed April 2024    

  

Objective 2.3: Reduce reliance on diesel generation  
   

    

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  
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2.3.1 Identify funding and 
implement Renewable  
Energy Project to increase 

renewable energy 

generation   

80% of electricity 

generation from 

renewable energy sources 

by March 2028   

CEO/ Technical  

Manager  

(Electricity)   

March 

2028   

In 2024/25, 10% of electricity was 
generated from renewables.  
  

WES, the company that provided support to 
the wind turbines, went into liquidation in 
April 2024.  As a result, technical support 
and spares were not available as originally 
envisaged for the overhaul of the wind 
turbines.  This went ahead at a slower pace 
using resources from within Connect.  By the 
end of 2024/25, 2 wind turbines had been 
overhauled, 4 were in progress and the 
remaining 6 were due to be 
decommissioned.  This work is expected to 
be completed in mid2025/26.  
  

By the end of 2024/25, Connect was in 

discussions with a company that had taken 

over some of WES’s functions: it is hoped 

that this company will provide support to 

the ongoing management of the wind 

turbines.  

  

Objective 2.3: Reduce reliance on diesel generation  
   

    

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  



P a g e | 65  

  

 

      

The Modelling & Design Consultancy 
commenced in August 2024 but 
experienced a number of delays.  The 
Demand Forecast Report was available by 
November 2024.  
  

EOIs were let for a Renewable Energy  

Provider.  The evaluation will be completed 
in early 2025/26.  
   

 

  

Objective 2.4: Ensure electricity infrastructure meets current and future 

needs   

   

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  
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2.4.1 Effective 

maintenance programme in 

place   

Maintenance carried out as 

per agreed maintenance 

schedule   

Technical  

Manager  

(Electricity) 
/Electricity  
Generation  

Manager /  

Electricity  

Distribution  

Manager   

Ongoing   Maintenance programmes are ongoing.  
The Section has experienced a series of 
faults that has slowed progress on regularly 
planned work so some planned 
maintenance works will be rolled over to 
2025/26.  
  

The Electricity Section has been 
experiencing staffing shortages which has 
also slowed progress.  The Electricity 
Distribution Manager  
took up post in December 2024 and 
recruitment commenced Qtr 4 to fill the 
vacant posts   
  

Work is taking place to improve record 

keeping and reporting but this is slow and  

  

Objective 2.4: Ensure electricity infrastructure meets current and future needs    

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

    requires cultural change within the 

Company.  

 

2.4.2 Undertake Power 
System Study and  
disseminate findings. Ensure 

future planning for 

electricity sector is 

informed by findings.   

Recommendations from 

Power System Study 

approved by Board. 

Findings submitted to the 

URA   

CEO/ Technical  

Manager  

(Electricity)   

December 

2023   

This has been incorporated into the 

Modelling & Design Consultancy (see 

Annual Report 2023/24).  
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2.4.3 Ensure cyber security 
measures in place for the  
Power Station   

Cyber security policy and 

procedure for the Power 

Station in place December 

and ongoing review 

thereafter   

Technical  

Manager  

(Electricity)   

December 

2023 and 

ongoing 

thereafter   

No issues arose during 2024/25.  Planning 
is underway to install a fibre link between 
the Power Station and the main offices in 
2025/26.    
  

In terms of cybersecurity planning for the 

Company as a whole, the IT Officer has 

prepared a suite of Cybersecurity Policies 

and Procedures – this is currently under 

review.  

  

  

Objective 2.5: Strive for innovative approaches and introduction of new technology to the benefit of St Helena      

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

2.5.1 Carry out horizon 
scanning and continually 
investigate new  
opportunities for growth in 

the sector   

  Technical  

Manager  

(Electricity)   

Ongoing   Quotes were provided for electricity 

installation for a potential large project but 

project is not yet confirmed.  

  

Objective 2.5: Strive for innovative approaches and introduction of new technology to the benefit of St Helena      

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  
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2.5.2 Prepare business 

case to assess the benefits 

of investment in a smart 

grid   

Business case approved by 

Board by March 2024   

Technical  

Manager  

(Electricity)   

March  

2024  

(Revised to  

March  

2026)  

This has been combined with the water 
target below and is being taken forward as 
a joint project.  
  

Target originally revised to March 2025 
(see Annual Report 2023/24) and following 
the combining of the two objectives has 
been further extended to March 2026.    
  

Work in 2024/25 was spent in planning 
trials in certain district metered areas which 
will commence in 2025/26.  The smart 
metering trials will be used to inform basic 
effectiveness of the technology required to 
create adequate telemetry.  Evaluation will 
be complete by  
March 2026 to inform further investment.  

  

2.5.3 Prepare business 

case to assess the benefits 

of investment in charging 

stations for electric cars. 

NB: this is likely dependent 

on the outcome of the 

smart grid business case   

Business case approved by 

Board (timing to be 

determined)   

Technical  

Manager  

(Electricity)   

TBD   Not yet due.    
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Goal 3: Delivery of safe, effective, and reliable water services for the island  
  

Objective 3.1: Ensure ongoing compliance with adopted industry 

standards     

   

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

3.1.1 Ensure Connect 
remains current within the 
sector. Review industry 
standards in use by Connect 
and ensure  
updates are communicated 

to relevant staff   

Updates to adopted 

industry standards that 

may be issued from time 

to time to be applied as 

necessary   

Technical  

Manager 

(Water)   

Ongoing   No updates during the period.    

3.1.2 Ongoing compliance 

with adopted industry 

standards   

Zero reports of 

noncompliance with 

adopted industry 

standards   

Technical  

Manager 

(Water)   

Ongoing   No reports of non-compliance during the 

period under review.  

  

  

Objective 3.2: Develop and implement a Water Resource Management 

Plan   

   

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  
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3.2.1 WRMP developed and 

approved. WRMP to include 

consideration of water 

supply options, their potential 

capacity to generate 

drinking water, and costs.   

WRMP approved by 

Board and adopted by 

SHG   

Technical  

Manager (Water)   

December 

2024   

SHG led procurement was concluded in  

December 2024 and contract signed.  
The Inception Report has been 
completed and work is progressing 
well.  
  

With the delays in procurement, this means 

that the December 2024 deadline was not 

met.  Revised deadline for completion of the 

WRMP is December 2025.  

Issues 

encountered    

  

Objective 3.3: Ensure water infrastructure meets current and future 

needs   

   

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

3.3.1 Effective maintenance 

programme in place   

Maintenance carried out 

as per agreed 

maintenance schedule   

Technical  

Manager  

(Water)/   

Water 

Operations  

Manager   

Ongoing   Maintenance ongoing as per schedule.    

3.3.2 Prepare business cases 

for priority water sector 

projects as identified and 

prioritized through the 

WRMP. Identify funding 

sources and implement.   

Business cases approved 

by Board   

Project Manager   As 

required 

based on 

the WRMP   

Not yet due.    
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Objective 3.4: Strive for innovative approaches and introduction of new technology to the benefit of St Helena    

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

3.4.1 Carry out horizon 
scanning and continually 
investigate new opportunities  
for growth in the sector   

  

  Technical  

Manager (Water)   

Ongoing   Investigations taking place into smart 

metering options in partnership with Itron, 

with physical trials planned in 2025/26.  

  

3.4.2 Prepare business case 

to assess the benefits of 

investment in a smart grid   

Business case approved by 

Board by March 2024   

Technical  

Manager (Water)   

March  

2024  

(Revised to  

March  

2026)  

This has been combined with the electricity 
target above and is being taken forward as 
a joint project.  
  

Target originally revised to March 2025 
(see Annual Report 2023/24) and following 
the combining of the two objectives has 
been further extended to March 2026.    
  

  

Objective 3.4: Strive for innovative approaches and introduction of new technology to the benefit of St Helena    

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

    Work in 2024/25 was spent in planning 
trials in certain district metered areas which 
will commence in 2025/26.  The smart 
metering trials will be used to inform basic 
effectiveness of the technology required to 
create adequate telemetry.  Evaluation will 
be complete by  
March 2026 to inform further investment.  
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3.4.3 Ongoing support to the  

St Helena Cloud Forest 

Project   

Outputs delivered as per 

agreed Project Plan   

Technical  

Manager (Water)   

Annually to  

March  

2026   

In-situ testing continued up to November 
2024 alongside water level and water flow 
data collection.  Following the departure of 
the Water Resource Monitoring Technician 
in December, certain data was collected 
during December 2024 to March 2025 but 
was not analysed.  The Annual Water 
Report was submitted in Qtr 3 and was 
published in Qtr 4.  
  

Confirmation was received in March 2025 

that funding had been approved for the 

Cloud Forest Project to be extended for a 

further year.    

  

  
  
  
  
  
  
  

Goal 4: Delivery of safe, effective and reliable wastewater services for the island  
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Objective 4.1: Assess the long-term viability and sustainability of wastewater services.     

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

4.1.1 Ensure Water 

Resources Management Plan 

assesses impacts on 

Wastewater Services   

WRMP demand analysis 

assesses impacts on 

wastewater system   

Technical  

Manager 

(Water)   

December 

2024   

Delays in WRMP have affected timescale.  

SHG led- WRMP procurement not complete 

until December 2024.  Revised deadline for 

completion of the WRMP is December 

2025.  

Issues 

encountered  

4.1.2 Carry out detailed 

assessment of the long term 

viability and sustainability 

of wastewater services.   

Recommendations 
approved by Board by  
March 2025   

CEO/ Technical  

Manager 

(Water)   

March 

2025   

The URA has requested a review of the  

Wastewater Tariff proposal for Rupert’s 
Sewage Treatment Plant.  Many of the same 
principles will apply to the Wastewater 
sector as a whole and will inform the wider 
review.  
  

Discussions are underway for Sewage  

Treatment Plants in Half Tree Hollow, 

Jamestown and Bottom Woods.  As a result, 

this work was in progress but incomplete at 

the year-end.  The recommendations arising 

will be fed into a plan for the sector (see 

below).  
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4.1.3 Based on 4.1.2, 

develop a Wastewater Plan 

for St Helena, incorporating 

best practice industry 

standards that the service 

will be measured against   

Wastewater Strategy 
approved by Board by  
September 2025   

CEO/ Technical  

Manager 

(Water)   

September 

2025   

In progress.    

  

Objective 4.2: Ensure wastewater infrastructure meets current and forecast needs   

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

4.2.1 Support the delivery 
of the Jamestown and HTH  

Sewerage Projects in order 
to lift the current embargoes 
on development in these 
areas.   
  

Confirmation of EDIP 

funding release by March 

2024   

Technical  

Manager 

(Water)   

March 

2024   

Completed during 2023/24 financial year.    

Projects implemented as 

per agreed project plan   

Technical  

Manager 

(Water)   

March 

2028   

Contract signed in August 2024 and initial 
fact finding underway by end September.  
  

Inception Report received in November 
2024 and review completed in December 
2024.    
  

Discussion took place with the Project Board 

regarding the impact surface water run-off 

draining into the sewer system was having 

on design parameters.  This will be 

investigated further.  

  

4.2.2 Effective maintenance 

programme in place   

Maintenance carried out 

as per agreed 

maintenance schedule   

Technical  

Manager 

(Water)   

Ongoing   Ongoing.  No issues raised.    
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Objective 4.3: In line with the Wastewater Strategy, establish an environmental quality monitoring system to demonstrate compliance with 

agreed standards  

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

4.3.1 Procedures for 

wastewater environmental 

quality monitoring system 

adopted and implemented   

Wastewater 

environmental quality 

monitoring system in place 

by September. Findings 

reported in annual 

environmental report to 

URA.   

Technical  

Manager/ CEO   

September 

2025 and 

ongoing 

thereafter   

Not yet due.    

  

Objective 4.4: In line with the Wastewater Strategy, review the financial model for the wastewater service    

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

4.4.1 Review financial model 

for wastewater services   

Recommendations 

approved by Board by 

September 2025   

CEO/ Financial 

Manager   

September 

2025   

In progress.    

  

Goal 5: An effective organisation that meets the needs of our stakeholders  
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Objective 5.1: Effective customer feedback system in 

place   

    

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

5.1.1 Adhere to 

communications plan, 

ensuring minimum of one 

round of public meetings per 

annum   

Findings from Annual 

Report disseminated via 

public meetings   

CEO   Annually   Annual Report submitted to URA on 31 May 
2024.  Response received from URA.   
However, public meetings on this topic were 
deferred in favour of targeted public 
meetings on the Grid Impact Assessment.  
  

  

5.1.2 Complaints procedure 

in place and all complaints 

responded to within agreed 

timeframes   

100% of complaints 

received managed in 

accordance with the 

Complaints Procedure   

Business Support 

Manager   

Ongoing   17 complaints were received in 2024/25: 

all were managed in accordance with the 

Complaints Procedure.  

  

  

Objective 5.2: Develop and implement long-term training and succession plans for the organisation    

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

5.2.1 Carry out gap 

analysis for each service 

area   

Gap analysis completed 

by agreed deadline   

Section Head/  

Business Support  

Manager   

March 

2024 and 

annually 

thereafter  

This work was incomplete at the end of the 

year and will be carried forward to 

2025/26.    

  

5.2.2 Review training and 

development needs for each 

service area   

Training Needs 

Assessment undertaken 

annually   

Section Head/  

Business Support  

Manager   

March 

2024 and 

ongoing 

thereafter   

The Training Needs Assessments were 
completed as part of the staff appraisal 
process which then fed into budget 
processes.  
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5.2.3 Prepare long-term 
succession plan for the 
organisation (incorporating 
needs identified under 
Energy  
Delivery Plan, WRMP, and  

Wastewater Plan)   

Recommendations from 

Succession Plan approved 

by Board by March 2025   

CEO/ Business  

Support 

Manager   

March 

2025 and 

ongoing 

thereafter   

Data was collected to support the 

development of succession plans but the 

analysis was not complete by the year end.   

  

  

Objective 5.3: Ensure the Connect Board is fully 

resourced   

    

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  

5.3.1 Manage vacancies as 

these arise to ensure 

minimum disruption to Board   

Handover period in place 

as vacancies arise   

CEO/ Business  

Support 

Manager   

As required   Leeanne Henry resigned from the Audit and  

Risk Committee in July 2024.  Josephine 
George was appointed to the ARC in 
October 2024.     
  

Paul Cherrett completed his tenure as a 

NonExecutive Director in February 2025 

and was replaced by Happyman Makamure 

in March 2025.  

  

Objective 5.3: Ensure the Connect Board is fully 

resourced   

    

Action   Performance Measure   Lead   Timeframe   Progress Update  RAG Status  
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5.3.2 Deliver training as 

required for Board Members   

Training needs assessed as 

part of vacancy 

management process and 

identified training 

provided as required   

CEO/ Business  

Support 

Manager   

As required   None identified in the period under review.    
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Appendix 2: Draft PUDP 2025/26  
  

No 

.  

Performance 

Measure  

23/24  2024/25  2025/26  2025/26 Actual  

Key Performance 

Indicator  

Collection & 

Analysis Process  

Frequency of 

reporting  Actual  Actual  Target  

Period 

under 

Review  

Year-

toDate  

1  Service Delivery                          

1.1  
Total Electricity  

Generation (MWh)  
10,671  10,730  10,935        

Total electricity 

generation 

(combined diesel 

and renewables) 

during the year 

measured in MWh  

Power Station 
generation  

data/EGM's 

monthly  

reports  

Monthly  

1.2  

Total Electricity  

Generation from  

Diesel Generation  

(MWh)  

9,248  9,580  9,295        

Total electricity 

generation from 

diesel generation 

during the year 

measured in MWh  

Power Station 
generation  

data/EGM's 

monthly  

reports  

Monthly  

1.3  

Total Electricity  

Generation from  

Renewables (MWh)  

1,423  1,149  1,640        

Total electricity 

generation from 

renewables (wind 

and solar) during 

the year 

measured in MWh  

Power Station 
generation  

data/EGM's 

monthly  

reports  

Monthly  
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1.4  

Percentage of 

electricity generation 

from renewables (%)  

13%  11%  15%        

Units of electricity 

generation from 

renewables as a 

percentage of 

total  

Power Station 
generation  

data/EGM's 

monthly  

reports  

Monthly  

No 

.  

Performance 

Measure  

23/24  2024/25  2025/26  2025/26 Actual  

Key Performance 

Indicator  

Collection & 

Analysis Process  

Frequency of 

reporting  Actual  Actual  Target  

Period 

under 

Review  

Year-

toDate  

       units of electricity 

generation  

  

1.5  
Overall Fuel 

Efficiency (l/kWh)  
0.2062  0.2056  0.2056        

Ratio of total fuel 
consumed in  

electricity 

generation 

divided by total 

kWh generated  

Power Station 
generation  

data/EGM's 

monthly  

reports  

Monthly  

1.6  
Total units of billed 

electricity (MWh)  
9,370  9166  9,509        

Units of electricity  

billed measured 

in  

MWh  

Data from Billing 

Section  
Quarterly  

1.7  
Total units of billed 

water (m3)  
229,419  228,122  233,363        

Units of water  

billed measured 

in  

m3  

Data from Billing 

Section  
Quarterly  

                              

2  Reliability                          
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2.1  

Number of faults on 

the electricity 

network  

48  72  60        

Total number 

unplanned 

power outages   

Electricity fault 

data  
Annually  

2.2  

Customer Minutes  

Lost Due to Electricity 

Faults  

N/A  591  502        

Total number 

unplanned 

power outages   

Electricity fault 

data  
Annually  

2.3  
Number of faults on 

the water network  
970  893  850        

Total number of 

unplanned water 

service disruptions 

(faults) per annum  

Data from callout 

contractor and 

staff callouts.  

Monthly  
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No 

.  

Performance 

Measure  

23/24  2024/25  2025/26  2025/26 Actual  

Key Performance 

Indicator  

Collection & 

Analysis Process  

Frequency of 

reporting  Actual  Actual  Target  

Period 

under 

Review  

Year-

toDate  

2.4  

Network water 

loss/unaccounted for 

water (m3)  

206,293  210,834  201,252        

Network water 

loss measured in 

cubic metres  

Data from  

Unaccounted for  

Water Programme   

Annually  

   
Physical Losses/leaks  

(m3)  
171,276  180,815  169.590        

   
Commercial Losses 

(m3)  
30,449  30,019  28,081        

   

Unbilled 

Authorised 

Consumption (m3)  

4,569  4,197  3,581        

2.5  

Network water 

loss/unaccounted for 

water (%)  

47%  48%  46%        
Network water 

loss measured as 
a  

percentage of 

total water 

supplied  

Data from  

Unaccounted for  

Water Programme   

Annually  
   

Physical Losses/leaks  

(%)  
39%  41%  38%        

   Commercial Losses 

(%)  

7%  7%  7%        

   
Unbilled Authorised 

Consumption (%)  
1%  1%  1%        
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2.6  
Infrastructure 

Leakage Index  
1.02  1.15  1.15        

Infrastructure  

Leakage Index  

(using definition 

provided by 

International 

Water 

Association) for 

the water network  

Data from  

Unaccounted for  

Water Programme   

Annually  
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No 

.  

Performance 

Measure  

23/24  2024/25  2025/26  2025/26 Actual  

Key Performance 

Indicator  

Collection & 

Analysis Process  

Frequency of 

reporting  Actual  Actual  Target  

Period 

under 

Review  

Year-

toDate  

2.7  
Reserve levels of 

water (m3)  
111,859  98,661   95,095         

Volume of stored 

water capacity 

measured on the 

last Monday in 

the month  

Water network 

records  
Monthly  

2.8  
Reserve levels of 

water (%)  
97%  86%  83%        

Volume of stored 

water capacity 

measured on the 

last Monday in 

the month as a 

percentage of the 

total water 

storage capacity  

Water network 

records  
Monthly  

2.9  
Reserve levels of 

water (days)  
109  83  80        

Number of days 
of available 
water capacity 
measured  
on the last  

Monday in the 

month  

Water network 

records  
Monthly  

                              

3  Quality                          
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3.1  

Power Quality:  

Voltage Compliance 

with EN50160:2010 

at:  

               Pass/Fail whether 
requirements of  
EN50160:2010 

are met  

Power Quality 

Monitor at site  
Monthly  

3.1 

.1  

Voltage Magnitude 

Compliance  
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No 

.  

Performance 

Measure  

23/24  2024/25  2025/26  2025/26 Actual  

Key Performance 

Indicator  

Collection & 

Analysis Process  

Frequency of 

reporting  Actual  Actual  Target  

Period 

under 

Review  

Year-

toDate  

   Airport  N/A  Fail  Pass           

   Feeder 2  N/A  Fail  Pass        

   Solar Farm  N/A  Fail  Pass        

   Wind Farm  N/A  Fail  Pass        

3.1 

.2  

Voltage Total  

Harmonic Distortion 

(THD)  

               

   Airport  N/A  Pass  Pass        

   Feeder 2  N/A  Pass  Pass        

   Solar Farm  N/A  Pass  Pass        

   Wind Farm  N/A  Pass  Pass        

3.1 

.3  
Voltage Unbalance                 

   Airport  N/A  Pass  Pass        

   Feeder 2  N/A  Pass  Pass        

   Solar Farm  N/A  Pass  Pass        

   Wind Farm  N/A  Pass  Pass        

3.1 

.4  
Voltage Flicker                 

   Airport  N/A  Fail  Pass        
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   Feeder 2  N/A  Fail  Pass        

   Solar Farm  N/A  Fail  Pass        

   Wind Farm  N/A  Fail  Pass        

3.1 

.5  
Voltage Harmonics                 

   Airport  N/A  Pass  Pass        
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No 

.  

Performance 

Measure  

23/24  2024/25  2025/26  2025/26 Actual  

Key Performance 

Indicator  

Collection & 

Analysis Process  

Frequency of 

reporting  Actual  Actual  Target  

Period 

under 

Review  

Year-

toDate  

   Feeder 2  N/A  Pass  Pass           

   Solar Farm  N/A  Pass  Pass        

   Wind Farm  N/A  Pass  Pass        

3.2  

Appearance of 

Treated  

Water in CSH 

Network Redhill 

(NTU)*  

2.51  2.62  5        

Turbidity of 
Water measured 

against  
Nephelometric  

Turbidity Unit  

(NTU).  Measure 
of compliance 
with  

WHO standards  

Samples taken and 

analysed at water 

treatment works.  

Monthly  

3.3  

Appearance of 

Treated  

Water in CSH 

Network Hutts Gate 

(NTU)*  

3.04  2.97  5        

3.4  

Appearance of 

Treated  

Water in CSH 

Network  

Levelwood (NTU)*  

1.94  1.91  5        

3.5  

Appearance of 

Treated  

Water in CSH 

Network  

Jamestown (NTU)*  

9.97  7.38  5        
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3.6  

Microbiological  

Integrity of Treated  

Water in CSH 

Network  

100%  100%  100%        WM002 E.coli &  

Coliforms  

Reported ‘Not 

Detected’.  

Measure of 

compliance with 

WHO standards  

Samples Collected 
by CSH and 

analysed  
by UKAS 

accredited 

laboratory  

Monthly  

3.7  

Microbiological  

Integrity of Treated  

Water at Consumer  

Meter  

100%  100%  100%        

Samples Collected 
by Environmental  

Health and 

analysed by UKAS 

accredited 

laboratory  

Monthly  

                              

4  Customer Service                          
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No 

.  

Performance 

Measure  

23/24  2024/25  2025/26  2025/26 Actual  

Key Performance 

Indicator  

Collection & 

Analysis Process  

Frequency of 

reporting  Actual  Actual  Target  

Period 

under 

Review  

Year-

toDate  

4.1  

Time taken to 

perform  

Electricity Connection  

(days)  

7  18  7        

Average number 

of CSH 'process 

days' to undertake 

an electricity 

connection  

Collation of 
statistics held by 

Business  
Support Section  

Monthly  

4.2  

Time taken to 

perform  

Water Connection  

(days)  

5  3  4        

Average number 

of CSH 'process 

days' to undertake 

a water connection  

Collation of 
statistics held by 

Business  
Support Section  

Monthly  

4.3  

Total Customer 

Complaints handled 

within COP 

parameters  

100%  88%  100%        

Number of 

complaints 

received and 

resolution analysis  

Customer 

Complaints Log  
Monthly  

                              

5  Efficiency KPI's                          

5.1  Total number of staff  73  69  75        

Number of staff 

measured on last 

day of the month   

Collation of 
statistics held by 

Business  
Support Section  

Monthly  
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5.2  Staff Turnover Rate  9%  12%  10%        

Number of staff 
that departed the  
Company/Average  

Number of  

Employees in Year  

Collation of 
statistics held by 

Business  
Support Section  

Annually  
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No 

.  

Performance 

Measure  

23/24  2024/25  2025/26  2025/26 Actual  

Key Performance 

Indicator  

Collection & 

Analysis Process  

Frequency of 

reporting  Actual  Actual  Target  

Period 

under 

Review  

Year-

toDate  

5.3  

Staff cost as a 

percentage of 

total turnover  

27%  24%  22%        

Total employee 

costs (salary, 

allowances, 

pensions) divided 

by total turnover  

Finance 

Department  
Annually  

5.4  Lost Time Injury Rate  14.3  0  0        

Number of 

losttime accidents 

x 1,000,000 

divided by total 

hours worked in 

the financial year  

Collation of 
statistics held by 

Business  
Support Section  

Quarterly  

                              

6  Affordability                          

6.1  

Cost to the domestic 

consumer for 200 

units of 

electricity/quarter (£)  

£70.00  £80.00  £92.00        
Cost of number of 

units defined 

previously as 

average needed 

for survival 

measured on the 

last day of the 

reporting period  

Billing Section data  Quarterly  

6.1 

.1  

Cost to the 

commercial consumer 

for 200 units of 

electricity/quarter 

(£)  

£103.70  £122.00  £114.00        
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6.2  

Cost to the domestic 

consumer for 15 units 

of water/quarter (£)  

£41.29  £45.88  £50.54        

6.2 

.1  

Cost to the 

commercial consumer  
£111.07  £123.41  £135.77        
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No 

.  

Performance 

Measure  

23/24  2024/25  2025/26  2025/26 Actual  

Key Performance 

Indicator  

Collection & 

Analysis Process  

Frequency of 

reporting  Actual  Actual  Target  

Period 

under 

Review  

Year-

toDate  

 for 15 units of 

water/quarter (£)  

        

6.3  

Number of electricity 

disconnections due to 

non-payment of bills  

N/A  5  5        

Number of 
disconnections 
enforced by  
Connect (as 
distinct from  

disconnections at  

Customer's 

request)  

Billing Section data  Quarterly  

                              

7  Innovation                          

7.1  Gearing ratio  N/A  0  0        
Ratio of  

Loans/Capital  
Finance Department   Annually  

7.2  

Amount spent on 

research and 

development.  

N/A  £69,755  
CONFID 

ENTIAL  
      

Total amount 

spent (£)  
Finance Department   Annually  

7.3  

External grants 

measured against 

cash in bank  

N/A  3%  5%        

Ratio of Non SHG  

Grants/Cash in 

Bank (internal 

funding)  

Finance Department   Annually  
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