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Summary Document: Service Standards for Generation and 
Transmission, Distribution and Retail Licensees 
Introduction 

The electricity market in Bermuda is comprised of multiple stakeholders who have roles at different 
stages within the electricity value chain. The major stakeholders are shown below: 

 

In accordance with the Electricity Act 2016 (EA), Bermuda Electric Light Company Limited (BELCO) is 
the only company in Bermuda that has the right to own and operate the electricity transmission and 
distribution network in Bermuda. This monopoly position is common in electricity systems around the 
world because it does not make economic sense to have multiple electricity networks operating in 
parallel and in competition with each other. However, it means that BELCO does not have competition 
in the retail market to incentivise it to provide good service to customers.  

Regulation of the electricity sector by the Regulatory Authority of Bermuda (the “Authority”) was 
established by the EA to ensure that consumers get a fair deal for their electricity and that the service 
they receive from their supplier is of an acceptable standard. The Authority is also responsible for 
ensuring that the supply of electricity is: 

 

 

For decades, BELCO has owned and operated the network and generated most of the electricity in 
Bermuda, with the waste-to-energy plant at Tyne’s Bay generating the rest. This started to change when 
the EA was established in 2016. The EA allowed for the electricity generation market to be opened to 
competition and, as a result, BELCO is now required to account for its generation business separately 
from its other activities. The solar farm to be built near the airport is an example of a potential new 
entrant in the Bermuda electricity generation market. Experience in other countries has shown that 
competition among generators can be positive for consumers because it tends to drive down the cost 
of producing electricity. Considering the dominance of BELCO in the generation market (due to its 
existing fleet of generators) and monopoly ownership of the network, there is a need to ensure that 
consumers pay a reasonable amount for their electricity and receive good customer service.  
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The Service Standards 

One of the tools that the Authority will use to ensure that customers are receiving acceptable levels of 
service from BELCO is the Service Standards for Generation and Transmission, Distribution and Retail 
Licensees (the “Service Standards”). The document includes a range of indicators to measure and 
monitor the service performance of electricity service providers. Some service standards measure 
customer service levels, such as the number of complaints received from consumers or the average 
time taken to resolve a query, and others are technical parameters, such as the efficiency of transferring 
electricity from generators to consumers.  

These indicators are useful for: 

 

The Service Standards mandate licensees to ensure that: 

 

so that the Service Standards are achieved at all times, whilst ensuring that end-user tariffs are 
maintained at a reasonable level. 

The Service Standards include indicators that measure the average quantity and durations of supply 
interruptions experienced by customers. Two of these are:  

• System Average Interruption Frequency Index (SAIFI), and 

• System Average Interruption Duration Index (SAIDI). 

SAIFI and SAIDI are commonly used as performance indicators by regulators in electricity markets 
around the world. SAIFI measures the average number of supply interruptions that a customer 
experiences in a year. It is a ratio of the number of interruptions to the total number of customers, so 
the supplier should be aiming to reduce this number.  

If a system has a total of 40,000 customers and 80,000 interruptions are recorded in a given year, then: 

SAIFI = 80,000 / 40,000 = 2.00 interruptions per customer on average 

SAIDI measures the average duration of interruptions, as the sum of the durations of the customer 
interruptions used for SAIDI divided by the total number of customers. A lower number represents better 
performance because it indicates that the supplier restores connections quickly after an interruption.  

For example, if the aggregate duration of interruptions was 6 million minutes in the year for the system 
with 40,000 customers, then: 

SAIDI = 6 million / 40,000 = 150 minutes (2.5 hours) outage per customer on average 

With these figures, the average customer would experience 2.00 supply interruptions in the year, and 
those interruptions would be two and a half (2.5) hours long, on average. 

More information about how the Servive Standards are used in the rate-setting process can be found 
in the Regulatory Authority’s draft Retail Tariff Methodology1, which is currently being set through the 
public consultation process. 

                                                      
1 See URL http://rab.bm/index.php/ele-consultations/public-consultation-retail-tariff-methodology  

http://rab.bm/index.php/ele-consultations/public-consultation-retail-tariff-methodology
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Safety 

The Service Standards also require licensees to ensure that employees and contractors are safe while 
they do their work. Licensees are therefore required to report all accidents, dangerous occurrences and 
minor injuries that occur in a given year, as defined in the Occupational Safety and Health laws, policies 
and codes of Bermuda. 

The Authority wants to hear from you, the consumer 

The Authority is primarily concerned with the ensuring that consumers get a good deal from electricity 
service providers. The Authority is publishing the draft Service Standards for public consultation so that 
electricity consumers can have a meaningful role in establishing indicators that are important to them. 
Other stakeholders, including BELCO, other generators and potential generators are also invited to 
have their say; but this is your opportunity – as an electricity consumer – to make your voice heard. 

Consultation procedure 

The full consultation document is available on the Regulatory Authority’s website at 
http://www.rab.bm/index.php/ele-consultations. Responses may be submitted by going to the Electricity 
Consultations Page. 

 

http://www.rab.bm/index.php/ele-consultations

