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1. Chairman’s Report
On behalf of the Board of Directors of the National Road Operating & Constructing Company
(NROCC), I am pleased to present the organization’s Annual Report for the 2018/2019 financial
year. It was a positive year and the Board of Directors continue to work with the dynamic team
at NROCC. The Board of Directors was organized as outlined below.

Subcommittees
The NROCC Board of Directors is further divided into three (3) subcommittees: Audit,
Procurement and Finance/Human Resources.
Audit
This subcommittee was established to assist in the oversight, pertaining to integrity of the
financial statements, compliance with the relevant Acts and policies, the independence and
qualifications of the independent auditors and the performance of the internal audit function and
independent auditors. These activities included:

➢ reviewing the internal system of audit and financial controls;
➢ reviewing the effectiveness of the auditing, compliance and risk management
functions;
➢ overseeing the relationship between the Company and its external auditors;
➢ ensuring compliance with legal and regulatory requirements; and
➢ ensuring the production and timely submission of the yearly Audited Financial
Statements.
For the 2018/2019 period the Committee members included:
➢ Mrs. Janet Coleman-Howlett – Chairperson
➢ Mr. Alston Douglas
➢ Mr. Ivan Anderson – Managing Director
Finance/Human Resources
This subcommittee has oversight for NROCC’s operating and financing activities as well as
issues relating to Administration and Human Resources. It is responsible for reviewing the
monthly financial statements as presented by the agency which supplied accounting services,
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the Development Bank of Jamaica Limited. This included ensuring that NROCC stays in
compliance with guidelines and policies as determined by the Government of Jamaica. The
Committee members include:
➢ Mr. Phillip Henriques – Chairman
➢ Mrs. Veronica Warmington – Tenure ended in April 2018
➢ Mr. Andre Foster – Appointed May 2018 (to replace Mrs. Veronica Warmington)
➢ Mr. Ivan Anderson – Managing Director
Procurement
This subcommittee has oversight for the procurement activities of NROCC. It is responsible for
reviewing procurement activities to ensure compliance with the relevant Government
Guidelines and Regulations. The Committee members include:

➢ Mr. Alston Douglas – Chairman
➢ Mr. Don Mullings
➢ Mrs. Janet Coleman - Howlett
Financial Overview
NROCC reported a loss of J$3,997,693,000 for the financial year ended 2019 March 31. The
previous financial year’s reported loss was J$4,962,790,000. For the year interest charges
accounted for more than 95% of the losses incurred. NROCC saw revenues amounting to
$505,155,000 for the financial year. There was an increase in the company’s total assets over
the 2018/2019 period. This increase amounted to $1,965,893,000.
Administrative and general expenses for 2018/2019 amounted to J$199,221,000 compared with
J$273,301,000 for the 2017/2018 financial year. The single largest element of the administrative
expenses was related to staff costs which amounted to J$87,508,000.
Further details may be found in the attached audited financial statements for period ended 31
March 2019.
Auditors
KPMG Chartered Accountants were selected as Auditors for the Company for the 2018/2019
period. This was ratified at the Annual General Meeting (AGM) held in September 2018.
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Scope
Proposed changes to the scope of the organization are outlined in the attached revised
Operational Plan for 2019/2020 seen in Appendix 2.
During the year, keeping in line with the National Goals under Vision 2030, we sought to fulfill
our main objective of “Accelerating Development through Infrastructure”. With this in mind, we
embarked upon the task of completing some preliminary activities and secured contracts which
are necessary for the completion of the projects. Further steps were made to secure financing
for the May Pen to Williamsfield extension of Highway 2000 as well as the Montego Bay
Perimeter Road.
During the year the company also commenced discussion with Transjamaican Highways to look
at ways in which the concession agreement could be restructured to reduce interest rates and
mitigate potential claims associated with roadworks being done.
Additionally, as an organization, we continued to monitor the operations of the existing phases
of Highway 2000. These activities include assessing road safety concerns, traffic growth,
inspections, among other activities. Details of these activities can be seen in the Managing
Director’s report.
Standing on the tenets of the Quality Management System (QMS), all interested parties can be
assured that we are an organisation of quality. As seen in our Quality Policy, our customers’
satisfaction is priority, as such, we continue to monitor and improve, to achieve the satisfaction
of our customers and other stakeholders. The certified QMS ensures that we operate in an
effective and efficient manner while achieving our targets as mandated for the organization.
On behalf of the Board of Directors, I would like to express our gratitude to the valued
shareholders of NROCC. We continue to work hard in ensuring that the mission and vision of
NROCC are realized as we deliver quality service to the Government and the people of
Jamaica.

Mr. Phillip Henriques - Chairman
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Board of Directors

Mr. Phillip Henriques

Mr. Don Mullings

Mr. Ivan Anderson

Mrs. Janet Coleman – Howlett
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Mr. Alston Douglas

Mr. Newton Amos

Mrs. Veronica Warmington

Ms. Karen Chuck

Mr. Andre Foster

Please see attendance logs for the Board and sub-committee meetings.
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BOARD MEETINGS

HR/FINANCE SUBCOMMITTEE

Meetings Held 18-19

Name
Phillip Henriques
Newton Amos
Karen Chuck
Janet Coleman-Howlet
Alston Douglas
Andre Foster
Donald Mullings
Veronica Warmington
Ivan Anderson

11
Meetings
Attended
18-19
10
6
4
11
11
9
10
3
11

Meetings
held 18-19

10

Percentage
91%
55%
36%
100%
100%
82%
91%
27%
100%

Meetings
Attended 18-19

Percentage

Phillip
Henriques

9

90%

Andre Foster

8

80%

2

20%

10

100%

Name

Veronica
Warmington
Ivan
Anderson

JOINT FINANCE/AUDIT SUB-COMMITTEE

Meetings Held
18-19

1

Meetings
Attended 18-19

Percentage

Janet Coleman-Howlett

1

100%

Alston Douglas

1

100%

Phillip Henriques

1

100%

Andre Foster

1

100%

Veronica Warmington

1

100%

Ivan Anderson

1

100%

Name

Note: Rate of attendance outlined for Mrs. Veronica Warmington is reflective of the end
of her tenure in April 2018.
There was no meeting of the Procurement Committee during the period.
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Quality Policy

The continuing Policy of the National Road Operating & Constructing Company
Ltd. is to implement toll highways and related infrastructure to assist economic
expansion and strive to meet the requirements of our stakeholders.
The Organization:
•
has a Policy of setting Quality Objectives in line with the framework laid
down within our Quality Management System and the strategic direction of the
Company. These objectives will address the risks and opportunities as determined
by Top Management; and
•
is committed to satisfying applicable requirements by ensuring that relevant
customer, statutory and regulatory requirements are determined, understood and
consistently met.
The Management Team will show leadership and commitment and bear the
responsibility for maintaining and continually improving the Quality Management
System.
The Quality System will be monitored, measured, evaluated and enhanced regularly
under the Top Management’s ultimate responsibility, with regular reporting and
communication of the status and effectiveness at all levels. This will result in
securing efficiencies, a strong customer focus and enhancement of the
Organization’s sustainability
June 1, 2017
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2. Managing Director’s Report
2.1 Project Overview

The National Road Operating and Constructing Company Limited (NROCC), also known as the
Grantor, is a public company formed to represent the Government of Jamaica’s interest under a
Concession Agreement signed in 2001 for the establishment, development, financing, operation
and maintenance of a tolled highway.
NROCC entered into an arrangement with the Developer, Transjamaican Highway Limited (TJH)
for the design, construction, operation and maintenance of the Highway 2000 toll road. The
section managed by TJH is referred to as the East/West Highway. The project was conceived as
a public-private partnership and implemented as a build-finance-operate and transfer (BFOT) 35year concession scheme. NROCC also has the responsibility for monitoring the performance of
the Developer to assure compliance with the requirements of the existing Concession Agreement
and for monitoring new tolled roads which are added to the network. NROCC purchases
properties affected by the Highway alignment on behalf of the Government of Jamaica and also
provides partial funding to the project.
In 2012, NROCC signed a second Concession for the implementation of Phase 2 of the Highway
2000 project from Caymanas to Ocho Rios under a 50-year BFOT concession with Jamaica North
South Highway Company (JNSHC). This section is referred to as the North-South Highway.
It was envisioned that Phase 2 of the Highway 2000 project will meet the rapidly growing surface
transport needs of the country by establishing a safe and efficient motorway axis linking Kingston
and Ocho Rios, by passing through the parish of St. Catherine and parts of St. Ann. The Highway
is the largest and most significant infrastructure project ever undertaken in Jamaica, as well as
the English-speaking Caribbean. It features a four-lane controlled-access, tolled motorway with
fully grade separated interchanges and intersections built according to modern international
standards.
The Highway 2000 project is divided into two (2) main phases which are further sub-divided into
sections as shown below:
Phase 1 (East – West)
Phase 1A (~46 km) – Kingston to Sandy Bay
Phase 1B (~ 10.5 Km) – Sandy Bay to May Pen
Phase 1C (~ 27.5 Km) – May Pen to Williamsfield

Phase 2 (North – South)
Phase 2A (~67 km) – Caymanas to Ocho Rios (Includes Mt. Rosser Bypass)
Phase 2B – Williamsfield to Montego Bay.
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Phase 1A of the Highway was completed in 2006 July. Phase 1B was completed in 2012
August. Section 2 (Mount Rosser Bypass) of Phase 2A was completed in August 2014.
Sections 1 and 3 of Phase 2A were completed in 2016 March.

2.1.1

Phase 1C – May Pen to Williamsfield

Preliminary works for Phase 1C were completed during the reporting period. The activities
completed include:

•
•
•
•

Conducting of meetings with relevant stakeholders,
Receival of approval for a budget of J$1,538,000,000.00 for these Part A works
of the South Coast Improvement Project – May Pen to Williamsfield.
Awarding of contracts for land acquisition services.
Commencing surveying services along the alignment

2.1.2 Montego Bay Perimeter Road
During the reporting period, the organization advanced on the preliminary activities for the
implementation of the Montego Bay Perimeter Road.
Following the submission of the feasibility study, geotechnical studies were initiated along the
preferred alignment. The project received conditional approval from the Public Investment
Management Secretariat (PIMSEC) of the Ministry of Finance and the Public Service (MOFPS)
in March 2018.
Other components of the project were
added or extended to ensure the
economic viability. These included the
Long Hill Bypass, West Green/Barnett
Street improvement and Drainage works.
The company also undertook the
procurement activities in relation to the
valuation services and surveying services
along the alignment. Work on the
Environmental Impact Assessment was
also well advanced during the year.
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2.2 Operations
2.2.1 Traffic

Traffic on both legs of the Highway continued to show improvement. Over the year 20182019, there was an increase in the traffic on the East -West Leg of Highway by
approximately 8.1% when compared to the 2017/2018 period. Similarly, traffic on the North
South leg increased by approximately 11.63%

TRAFFIC COUNT ON THE EAST WEST FOR 2018/2019
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2.2.2 Road Safety
Accidents

The total number of accidents on the East-West leg of Highway 2000 for 2018/2019 decreased
to 225 from the 292 recorded for the 2017/2018 financial year. Similarly, on the North South
Highway, there was a decrease in accidents from 202 to 174 over the period.
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Fire and Smoke

The incidences of fire and smoke on the toll roads for 2018/2019 showed an overall
increase from 162 to 194 or 19.75% from 2017/2018. TJH continued to work with the Sugar
Estates and the Fire Department to mitigate these incidences and the effects they have on
the users of the Highway. There was increased communication between the two entities to
allow for the Fire Department to be in place before a planned fire is started. This helped in
limiting the effects of fire and smoke on visibility on the roadway.
Quality Assurance
During the year, NROCC continued to strive for maintenance of the ISO 9001 certification of
its operations. The company continues to maintain its internal audit programme to monitor its
compliance to the different requirements.
Finally, we wish to thank the hardworking team at NROCC as seen below for their continued
efforts during the review period and we are confident that the mission of NROCC will be
accomplished, despite the impending challenges.
Mr. Ivan P.G. Anderson – Managing Director
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Senior Executive Team
❖ Managing Director – Ivan Anderson
❖ Senior Manager Technical Services – George Nicholson (January –
March 2019)
❖ Senior Manager Land Acquisition – Phillip Myers Director of Technical
Services – Stephen Shaw (April – July 2018)
❖ Quality & Corporate Planning Manager – Kimberly Thompson
❖ Corporate Services Manager – Vacant as at October 2015

Mr. Ivan Anderson

Mr. George Nicholson

Mr. Phillip Myers

Mrs. Kimberly Thompson
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NROCC’s Organizational Chart

Board of Directors

Managing Director

Technical Consultants

Executive Assistant

Stanley Consultants
Senior Manager Technical
Services

Quality & Corporate
Planning Manager

Administrative Assistant Vacant

Senior Manager Land
Acquisition

Land Acquisition Assistant

Corporate Services
Manager - Vacant

Receptionist/Secretary

Civil Engineer (x2)

Planner/GIS Specialist

Administration/ Accounts
Clerk

Environmental Manager

Land Acquisition
Coordinator

Office Attendant

Engineer - Vacant

Land Acquisition
Coordinator

Bearer

GIS Officer - Vacant
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3.

Project Update

3.1

OPERATIONAL REVIEW AND UPDATE
The company continued to monitor its operational activities through its performance
objectives and targets. These are outlined annually and reviewed quarterly, ad is done
for all sections of the project.
Refer to Appendix 1- Status Report for Financial Year 2018/2019

3.1.1 ACCELERATING DEVELOPMENT THROUGH INFRASTRUCTURE
This strategic objective is reflective of the Company’s commitment to contribute to national
economic development. The main projects identified for the 2018/2019 planning period were:

A. Implementation of Phase 1C – May Pen to Williamsfield

i.
ii.
iii.

Review of Outline Design
Acquire lands needed for construction
Preliminary Identification of Utilities impacted

B. Implementation of Montego Bay Perimeter Road
i.
Appoint design consultants and review designs

ii.

Preliminary Identification of Utilities impacted

iii.
iv.

Appointment of Surveyors
Appointment of Valuators

C. Desktop studies for new projects

i.

Prioritization of North Coast Highway Roads

D. Finalize outstanding Land Acquisition transactions
i.
Complete transfer of titles according to schedule.
ii.
Inspection of existing unused properties

3.1.1.1

IMPLEMENTATION OF PHASE 1C – MAY PEN TO WILLLIAMSFIELD

Approval for financing was not finalized by the Ministry of Finance and Public
Service (MOFPS) for this project. This has resulted in an overall delay in the
implementation of the project. The contractors have also as a result not been
given the approval to proceed resulting in the further delays in the completion of
the outline design for the roadway.
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This delay also meant that the acquisition activities along the alignment were
also delayed, approximately 17% of lands along the highway corridor have so far
been acquired. This represents 4.1 km out of the planned 24 km. the target for
the operational year being 40%.
Additionally, only a preliminary list of utilities could be identified as the design for
the Highway has still not yet been finalized and as such, none of the utilities have
been relocated.

3.1.1.2

IMPLEMENTATION OF MONTEGO BAY PERIMETER ROAD

Similarly, given that the Contracts and the financing for the project have not been
finalised during the reporting period, the outline design have also not been
completed. Discussions continue with the proposed Contractor for the project in
order to finalise the contracts and obtain financing.
During the reporting period, the preliminary utilities have been identified and
discussions with the relevant entities commenced.
The consultants for land acquisition and valuation services were secured through
procurement activities. These consultants have commenced work.
The necessary steps were taken to complete the Environmental Impact
Assessment (EIA). Additionally, community meetings were initiated and
consultations undertaken with the relevant authorities and stakeholders.

3.1.1.3

DESKTOP STUDIES FOR NEW PROJECTS
During the reporting period, the organization embarked upon analyzing the
possibilities of engaging in additional projects under the umbrella of national
development. These included :

1. the development of a bypass of Santa Cruz and
2. Connection between the two existing legs of the Highway, East – West and
North - South.
3. Implementation of a road widening project along the North Coast Highway

3.1.1.4

FINALIZE OUTSTANDING LAND ACQUISITION TRANSACTIONS
A total of 20 titles were transferred to NROCC during the reporting period.
These covered varying sections of the highway. The target for this activity for
the year was 36, this was affected by vendors inability to finalised these
transaction and delays in finalising titles in the Titles office.
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During the planning and construction of the previous phases, a few properties were
acquired and not all were used for the completion of the right of way. The Land
Acquisition team have kept a close eye through quarterly inspections. Where
necessary, “No Trespassing” signs have been erected and/or eviction notices
issued. These properties, where relevant are also scheduled for disposal according
to NROCC’s internal processes.

3.1.2 ROAD USER SAFETY

The strategy used for road safety was to monitor the Highway Operating Agreement and
to partner with each Developer, Operator and Police to identify and implement safety
improvement measures.

3.1.2.1

ACCIDENTS

NROCC achieved the year’s targets of analyzing the accident data provided in the
Developers’ monthly reports to find patterns and trends. The number and categories of
accidents along the highway were discussed at the H2K project meetings to arrive at
remedial measures that may lead to a possible reduction in the frequency of accidents.
All accidents occurring on the Toll Road were recorded, analyzed and reported by the
Operators. The number and causes of accidents were discussed at the project meetings
and monthly Operations and Maintenance meetings held with representatives of the
Developers, Operator, Contractor, Grantor, Toll Authority, and the National Works Agency.
Accident data were included in monthly Operations and Maintenance Reports submitted
by the Developer of the East West Highway, TransJamaican Highway (TJH) to NROCC
and the Toll Authority, giving the location, cause, gravity and other statistics relating to the
accidents.
The total number of accidents for 2018/2019 showed a decrease when compared to
2017/2018, moving from 292 to 225. The graph shows the numbers recorded for each
month.
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Crashes occuring on the East/West for 2017/2018
vs 2018/2019
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The number of accidents was also reported for the North South Link of Highway 2000 by
JNSHC. For the reporting period, the total number reported for this link is 174. This
shows a decrease when compared to the 202 reported for 2017/2018. This can be seen
in the graph below.
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3.1.2.2 COMPARATIVE ACCIDENT STATISTICS

In keeping with the objective of having a safe highway system, NROCC has undertaken a
benchmarking exercise to determine how the two highways perform when compared against
other territories. The exercise compared the number of crashes per million vehicle-km travelled
as well as the number of fatalities associated with those crashes.
The benchmark data used was the US toll highway system from the US National Highway
Traffic Safety Administration (NHTSA) which reported an average of 1.163 fatalities per 100
million vehicle-miles travelled and crash rate of 195.6 crashes per 100 million vehicle miles
travelled.
Table 4 - Crash statistics – East West Highway
2007

2008

2009

2010

2011

2012

2013

2014

2015

2016

2017

Crashes per 100
mil veh-miles

262.2

248.4

272.2

367.5

327.5

252.46

29.05

140.99

121.06

144.47

153.75

Fatalities per
100 mil vehmiles

11.50

1.43

4.56

3.35

4.91

3.28

0.59

6.00

2.57

3.76

2.62

*NHSTA has not yet released crash statistics for 2018
*NS Highway numbers not assessed as only there are only 2 data point available for consideration

Compared to US, since 2013 the highway has performed significantly better than the US
average with the number of crashes occurring per vehicle mile travelled (29.05 vs 195.6)
however more deaths occur on the highway on account of those crashes.
Figure 6 – Number of crashes per 100 million vehicles per mile travelled
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Figure 7 – Number of fatalities per 100 million vehicles per mile travelled
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ANIMALS ON THE HIGHWAY

The number of animals crossing the highway as a result of stolen and/or damaged
fencing continued to be a major concern. In order to counter this problem, the following
actions were taken by the Developers;
a.
b.
c.
d.

The Police continue to meet with members of the surrounding communities;
replacement of the stolen or damaged chain-linked fence with hog and barbedwire fence;
repair/replacement of stolen or damaged metallic fence posts with concrete posts;
a structured programme for the removal of animals from the Highway;

The graph below shows a decrease in sightings of animals on the East-West for
2018/2019 compared to 2017/2018. The data shows totals of 2,736 in 2017/2018 and
1,861 in 2018/2019.

23

Animals sighted on East West in 2017/2018 vs
2018/2019
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During the reporting period, there was a decrease in the number of animals sighted on the
North South leg of the Highway when compared to the previous year. In 2017/2018,
reports showed that 7,834 were sighted, and in 2018/2019, 3028 were recorded. This is
represented in the graph below.
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3.1.2.3

STONE THROWING/ROBBERIES

The reports from the operators of the East West Highway reported a decrease in the
number of robberies and stone throwing incidents in 2018/2019 compared to 2017/2018,
as seen in the graph below. The data showed a decrease from 13 incidents to 11.
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FIRE AND SMOKE:

NROCC met the year’s target of tracking the trends and patterns seen in the data provided
in TJH’S monthly reports for the East – West leg of the highway. The numbers and trends
were discussed at the H2K project meetings and requests were made to the Developer
for adverse trends to be acted on.

The incidents of fire and smoke on the toll roads for 2017/2018 showed an overall increase
compared with the similar period in 2018/2019, going from 162 incidents to 194. This
comparison is seen in the following graph.
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Number of fires on the East West for 2017/2018 vs
2018/2019
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The Jamaica Fire Brigade (JFB) has been supporting the efforts on the East West
Highway to prevent escalation of damages due to fires, whether planned or unplanned.
The response of the brigade personnel is commendable and as such, the branches
who support the East West Highway, being Spanish Town, Portmore, Old Harbour and
May Pen, were awarded in appreciation for this performance during the period.

26

3.2

ENVIRONMENTAL BALANCE
NROCC remained committed to minimizing the impact of the Project on the surrounding
environment, in compliance with the requisite NEPA requirements as well as Jamaica’s
environmental laws. NROCC also committed to adopting applicable Best Environmental
Management Practices, which will ensure the best opportunity to protect, preserve and
enhance the quality of the natural resources, as well as mitigate environmental impacts
that often emerge in the construction of major highway routes.
During the reporting period, close monitoring and inspection of the sections under
construction was maintained. This is especially important for the environmental aspects
of the operations and the compliance to the permits issued for the project. The Developers
received a number of permits (NEPA and from the Parish Councils and Mines and
Geology) for the various aspects of construction i.e.: Buildings, Batching Plants, Fuel
Storage, Waste water treatment, Highway Construction, etc.

a. For the year under review, all 12 monthly inspections were carried out and
reports prepared. Most importantly, issues identified were shared with the
developer in an effort to effect improvement where necessary.
b. Inspections were also carried out to verify continued quality of the roadway.
Any issues identified is highlighted and if necessary, Routine Surveillance
Inspection (RSI) reports are issued to the Developer to have these addressed
within the relevant timeframe.
c. Internal to the organization, was the target to develop an Environmental
Management System (EMS). This was done in different stages and for this
reporting period, the company was able to develop the necessary procedures
and circulate to the staff for review. These were approved and signed. The
company will endeavor to explore an integration of its QMS with the EMS.
3.3

ECONOMIC DEVELOPMENT
The target of collaborating with the Developers of the completed section of Highway 2000
to formulate plans to improve traffic was achieved. At the monthly H2K project meetings
held with the Developers for both sections, discussions took place regarding how traffic
numbers can be increased. A number of measures were implemented along the Highway
to improve traffic flows in particular changes to the Marcus Garvey Interchange was
implemented along with increased marketing efforts.
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Traffic numbers for East West for 2017/2018 vs
2018/2019
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As seen in the figure above, for 2018/2019, the total traffic volume on the East West
increased by approximately 8.1% compared to the 2017/2018 period. This increase was
seen throughout all the quarters of the year.
For the North South Highway, there was an increase of 11.63% in 2018/2019 when
compared to 2017/2018. Similarly, this growth was seen throughout each quarter of the
year.

Traffic numbers for North South
Highway for 2017/2018 vs 2018/2019
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3.4

CUSTOMER SERVICE/QUALITY MANAGEMENT SYSTEM
The main thrust of a Quality Management System (QMS) is to continually improve the
performance of an organization by focusing and addressing the needs of our interested
parties. An effective QMS will result in improved products and services. NROCC sought
to assure that customers’ requirements as defined in the Concession Agreements were
met through quarterly audits of the QMS for the Highway 2000 Developers and Operators.
Instances of non-compliance were formally addressed to the relevant entity for corrective
measures to be taken and follow-up done to review the effectiveness of the actions taken.
For 2018/2019, the targeted four audits each, of the Developer and Toll Operator were
achieved on the East – West segment. Additionally, all four targeted audits were
conducted for the Developer/Operator of the North-South link.
In an effort to increase communication with the public, the Company has made a target of
updating the website throughout the year. During this year, the website was redesigned.
This allowed for a user-friendly interface. Additionally, quarterly updates were made to the
site, these include additions or updates of;

•
•
•
•

Procurement notices;
Land Acquisition Notices;
Related news items
Information on the Management team

Additionally, the company measures the satisfaction of its customers to monitor any level
of satisfaction/dissatisfaction in order to take corrective measures, if necessary. During
the reporting period, a survey was administered to the primary customer, the Government
of Jamaica, through the Ministry of Economic Growth & Job Creation. This survey gave
an indication of the company being very satisfied with the level of service provided by
NROCC.
The satisfaction levels of internal customers, staff members, was also measured during
the year. The results of these surveys indicate an acceptable level of satisfaction.
Regardless of this satisfaction, a number of issues were highlighted by the staff that would
increase their satisfaction. A plan was developed to address these points and will be
executed and monitored in 2019/2020.
The company is required to make submissions to the Government of Jamaica (GOJ)
through the parent ministry MEGJC. As such, it was targeted by NROCC, to ensure that
these reports are submitted by the deadlines prescribed in the Pubic Bodies Management
& Accountability (PBMA) Act. These reports include, the performance monitoring report,
both quarterly and half-yearly, the annual report along with the Audited Financial
statements and the Corporate and Strategic Plans. During the year, all the reporting
targets were successfully met.
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3.5

ORGANIZATIONAL DEVELOPMENT AND EFFICIENCY IMPROVEMENT
As a public sector company, NROCC sought to implement suitable operating measures
that will reduce the impact on expenses on the budget. The following elements were
targeted for accomplishment over the planning period:

•

The maintenance of a quality management system compliant with the
requirements of ISO 9001:2015 for the business and operational processes.

•

Human Resource Development – a target of 4 job-related training programmes
was set for the period.

•

Reduction of operational expenses.

3.5.1 MAINTENANCE OF CERTIFICATION OF QUALITY MANAGEMENT SYSTEM (QMS)
ISO 9001 is a management system standard for fulfilling the minimum quality system
requirements for organizational processes. The three main benefits of implementing an
ISO 9001-based QMS are, increased customer satisfaction, decreased complaints, and
decrease in product/service nonconformities.
For 2018/2019, NROCC’s target was to have no hold points during the surveillance audit
of the transitioned QMS. In December 2018, the National Certification Body of Jamaica
(NCBJ) conducted the surveillance audits of NROCC’s QMS. This audit resulted in one
non-conformance and a recommendation for continued certification.
Based on the scope of the organization, the company has identified as best as possible,
the risks they are exposed to and the opportunities which can be adapted into the system.
These and their associated actions are discussed at management review meetings to
ensure that the mitigating actions are current and effective.

3.5.2 TRAINING
For the 2018/2019 year, six (6) job-related training sessions were attended by NROCC
staff. The sessions included:

•
•
•
•
•
•

E-procurement
ISO 9001:2015 – Lead Auditor
Strategic & Corporate Planning
Fundamentals of Project Management
Module 1 – Procurement Laws & Regulations
Secretarial Qualifying Course and Exam
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3.5.3 OPERATIONAL EXPENSES
During the year, NROCC targeted certain areas to reduce its operational expenses.
Improvement of the internal management of utilities, by developing systems to monitor
and reduce telephone talk time was targeted. For the reporting period 2018/2019, the
telephone talk time decreased by an average of 36% when compared to 2017/2018.
The system to reduce paper (used paper in fax machine, for meeting notes and internal
memos) was previously implemented and is monitored annually. There was an average
decrease of approximately 5.5% in the usage of copy paper and ink when compared to
2017/2018. The undertaking of the EMS will contribute to further improvements in this
area.

4.

Projections
As we progress toward the achievement of our strategic objectives, the organization has
identified the following significant projections for the 2019/2020 financial year:

1.

Implementation of Phase 1C – May Pen – Williamsfield.

2.

Implementation of the Montego Bay Perimeter Road, and all its components.

3.
4.

Substantially complete the outstanding Land Acquisition transactions.
Continue monitoring the Operations of the completed phases according to the
relevant agreements.

5.

Continue meeting with the Developer to formulate plans to grow/improve traffic
on Highway 2000.

6.

Maintenance of the certification of the Quality Management System to the
requirements of ISO 9001:2015.

7.

Agree and implement the Environmental Management System in accordance
with ISO 14001:2015.

Details on these are outlined in the Operational Plan for 2019/2020 seen in Appendix 2.
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5.

5-YEAR FINANCIAL REVIEW
$ '000

$ '000

$ '000

$ '000

$ '000

2019

2018

2017

2016

2015

505,155

-

-

-

-

-199,221

-273,301

-289,942

-270,663

-306,112

305,934

-273,301

-289,942

-270,663

-306,112

Gain on Investment Securities

-

-81,743

168,139

180,504

144,256

Gain on sale of bonds

-

-

-

-

-

Miscellaneous income

112,936

160

44

72

89

Finance income

335,771

1,296,877

1,145,526

1,201,674

-5,137,997

-5,245,709

-7,281,272

-7,211,877

-6,451,380

Inflation compensation on Real
Return Convertible Bonds

-326,621

-659,074

-349,951

-484,099

-653,241

Profit/(loss) before income tax

-4,709,977

-4,962,790

-6,607,456

-6,584,389

-6,210,573

Income tax credit

-

-

-

-

-

Other comprehensive income:

-

-

-

-

-

Profit/(loss) for the year, being
total comprehensive
income/(loss) for the year

-2681,246

-4,962,790

-6,607,456

-6,584,389

-6,210,573

24.89

24.89

-0.35

-6

18

Revenue
Administrative & general
expenses
Operating profit/loss

Finance costs

Percentage increase/
(decrease) over previous year

1,055,815
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Total Assets

26,591,297

24,625,404

25,146,783

24,234,705

23,180,156

Net Equity

-70,205,112

-68,210,159

-63,247,369

-56,639,913

-50,055,524

Total Liabilities

98,112,856

92,835,563

88,394,152

80,874,618

73,235,680

Total equity and liabilities

27,907,744

24,625,404

25,146,783

24,234,705

23,180,156
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6.

Directors’ Compensation - 2018/2019

Name & Position of
Director

Fees($)

Motor Vehicle
Upkeep/Travellin
g or Value of
Assigned Motor
Vehicle ($)

Honoraria

All Other
Compensation
including Non-Cash
Benefits as
Applicable ($)

-

-

-

-

-

-

Total ($)

Phillip Henriques
356,500.00

356,500.00

Board Chairman
Alston Douglas
Director

181,800.00

181,800.00

Donald Mullings
Director
Janet Coleman –
Howlett
Director

-

-

165,500.00

165,500.00

-

-

-

181,800.00

181,800.00

Karen Chuck
Director

-

-

56,000.00

56,000.00

Newton Amos
-

-

-

Director

84,000.00

84,000.00

Veronica
Warmington***

34,900.00

-

-

-

34,900.00

167,400.00

-

-

-

167,400.00

-

-

-

Director
Andre Foster***
Director
Ivan Anderson**
-

-

Managing Director
Total

1,227,900.00

1,227,900.00

**Managing Director does not receive compensation from the Board.
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7.

SENIOR EXECUTIVE COMPENSATION – 2018/2019

Name & Position
of Senior
Executive

Salary

Gratuity or
Performance
Incentive

Travelling Allowance
or Value of
Assignment of Motor
Vehicle

Pension or
Other
Retirement
Benefits

Other
Allowances

Non-Cash
Benefits

Total

Year

($)

($)

($)

($)

($)

($)

($)

April 2018March 2019

13,659,258.00

2,655,851.35

876,020.97

-

-

April 2018- July
2018

2,851,938.68

514,288

-

-

1,895,034.00

-

-

Ivan Anderson
Managing
Director

17,191,130.32

-

Stephen Shaw
Director of
Technical Services

**

Phillip Myers
Land Acquisition
Manager
Kimberly
Thompson
Quality &
Corporate
Planning
Manager

April 2018March 2019

April 2018March 2019

5,686,760.04

3,366,226.68
-

**

7,581,794.04

-

6,476,024.30
4,933,160.30

**

1,542,864.00

-

-

-
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George Nicholson
Senior Manager
Technical Services

January 2019 –
March 2019

1,301,754.00

**

381,568.76

-

-

-

1,683,322.76
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AUDITORS’ REPORT & AUDITED FINANCIAL STATEMENTS
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APPENDIX 1
Performance Status Report for 2018/2019
Objectives
Accelerating
Development
through
Infrastructure

Strategies

Output

Implement
Review of Outline
Phase 1C Project Design
Acquire lands
needed for
construction
Preliminary
identification of
Utilities impacted

Implement Montego
Bay Bypass

Appoint design
consultants (based on
Cabinet's approval)
Review of
Contractor's Designs
Preliminary
identification of
Utilities impacted

Appointment of
Surveyors

Performance
Indicators/Measures
Outline design
submitted
Percentage of lands
acquired

Planned
Targets for
the Period
Design
submitted and
reviewed
40% of lands
acquired

Utilities list
prepared and
submitted. Up
Plan developed
to 33% of
based on information utilities
from Surveyors
relocated.

Achievements
Year-to-Date
Review of Design not
completed
4.1/24 Km (17 %) of
lands acquired
Preliminary list
prepared

Outline and
Detailed design
submitted

Designs not completed

Preliminary
list of utilities
prepared and
submitted to
MD
Contractor
determined

List prepared and
submitted to MD

Outline and Detailed
design submitted

Plan developed based on
information from
Surveyors
Procurement process
completed

Submission made to
procurement
committee
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Objectives

Strategies

Output
Appointment of
Valuators

Desk top studies for
new projects

Finalize
outstanding
Land
Acquisition
transactions

Road User
Safety

Monitor the
Highway
Operating
Agreement and
partnering with
the Developer
and Operator to
identify and
implement
safety

Prioritisation of
North Coast
Highway Roads

Performance
Indicators/Measures
Procurement process
completed

Report prepared and
submitted

Complete transfer of
titles according to
Number of titles
schedule.
transferred
Inspection of existing
unused properties

Coordinate the
activities for
reduction of the
number of fatal and
serious accidents in
collaboration with
the Toll Operator.

Report submitted
Number and
categories of
accidents along
highway tracked
monthly.

Planned
Targets for
the Period

Achievements
Year-to-Date

Contractor
determined

Submission made to
procurement
committee in
December 2018

Prepared
report
submitted to
the MD
36

Report prepared and
submitted as part of the
North Coast Critical
Infrastructure Projects
report
20

4 quarterly
inspections
conducted and
report
submitted
Monthly # and
categories of
accidents
obtained from
Operator and
reviewed.
Adverse
trends
discussed at
monthly
meeting.

4 reports submitted by
Land Acquisition
Coordinator

Data obtained from
Operator and reviewed
monthly. Adverse
trend discussed at
monthly meetings.
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Objectives

Strategies

Output

improvement
measures.

Performance
Indicators/Measures
Smoke trend along
highway tracked
monthly and
discussed at monthly
meeting held with
Operator.

Animal sightings
along the highway
against fence theft
and vandalism

Environmental
Balance

Monitor the
Highway
Operating
Agreement with
a view to
minimizing the

Conduct weekly site
inspections of works
in progress for
environmental and
safety compliance.

Submittal of monthly
report to Developer
and other H2K
stakeholders
(2 weeks after month
end).

Planned
Targets for
the Period
Monthly # of
fires along T1
and T2
obtained from
Operator and
reviewed.
Adverse
trends
discussed at
monthly
meeting.
Data obtained
from Operator
and reviewed
monthly.
Adverse trend
discussed at
monthly
meetings
along with
Police.
12 reports
submitted by
agreed time

Achievements
Year-to-Date
Data obtained from
Operator and reviewed
monthly. Adverse
trend discussed at
monthly meetings.

Data obtained from
Operator and reviewed
monthly. Adverse
trend discussed at
monthly meetings.

12 reports submitted
by agreed time
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Planned
Targets for
the Period
12 reports
submitted by
agreed time

Achievements
Year-to-Date

Strategies

Output

Performance
Indicators/Measures

impact of the
new construction
on the
surroundings in
compliance with
NEPA’s and
other
legal/regulatory
requirements.

Conduct weekly site
inspections of
completed H2K for
environmental and
safety compliance.

Submittal of monthly
report to Grantor's
Rep.
(2
weeks after month
end).

Develop an
Environmental
Management System
(EMS) for NROCC

Targets achieved by
stated timelines

Draft EMS
procedures
and circulate
to staff

Economic
Development

Collaborate with
Developer to
grow the traffic
numbers on
H2K

Meet with Developer
to formulate plan to
grow/improve traffic
on H2K

Traffic growth
through each plaza

Customer
Service

Assure
compliance of
Developer,
Contractor and
Operator with
the Highway
Concession
Agreement

Audit Quality
Management
Systems of the
Developer,
Contractor and
Operator to ascertain
level of compliance
with the Highway
Concession
Agreement

Quarterly Quality
Management
compliance audits
conducted

Analyse traffic Traffic numbers
numbers for
analysed and trends
trends
discussed at monthly
Meetings with
Developers and
Operators.
12 of 12 audits
4 audits each
conducted by the last
of the
day of the quarter.
Developers,
and Operators
conducted and
reported

Objectives

12 reports submitted
by agreed time

EMS Procedures
completed and
circulated
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Objectives

Strategies

Output

Performance
Indicators/Measures

Planned
Targets for
the Period
Website
updated each
quarter (end of
month.

Improve the
ongoing
customer
communication
and outreach

Update of H2K
website with
information relating
to activities taking
place for H2K.

Timely update of
H2K website

Monitor and
Improve
Customer
Satisfaction
levels

Issue Customer
Satisfaction Survey

Survey administered
to primary customer
and feedback
received

Surveys
issued to
primary and
Internal
Customers

Quarterly Report

Report
submitted by
the last day of
the month
following the
quarter
Report
submitted by
the last day of
the 2nd month
following the
half-year
Report
submitted by
July 31, 2018

Compliance with Submit reports
PBMA
required by the
Requirements
PBMA to the
MEGJC

Half-yearly Report

Annual Report

Achievements
Year-to-Date
Website redesigned
during the year.
Additionally, updates
were made with news,
notices and project
information, director’s
information etc.
Survey administered
to MEGJC and Staff
in Sept 2018.
Feedback indicated
satisfactory levels of
primary and internal
customers
All quarterly reports
submitted by due date.

Report submitted on
Nov 13, 2018

Report submitted to
MEGJC and MOF on
July 19, 2018
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Objectives

Organization
Development
and Efficiency
Improvement

Strategies

Improve
NROCC's
Quality
Management
System (QMS)

Output

Maintain ISO 9001
QMS and obtain
certification of the
QMS

Planned
Targets for
the Period
Corporate &
Plans
Operational Plans
submitted by
Dec 31, 2018
No Hold Point during No hold points
ISO 9001
during ISO
Surveillance Audit
9001
surveillance
audit.

Achievements
Year-to-Date

Performance
Indicators/Measures

Monitoring of risks
and opportunities

Mitigating actions
addressed

Staff
Development

Development of staff
through training

Reduction in
expenditure to
improve
organizational
efficiency

Developing systems
to monitor and
reduce utilities
consumption
Monitor and reduce
paper consumption

# of job-related
training programmes
held
Reduction in
telephone talk time

Usage not exceeding
previous year
(percentage increase)

Plans submitted to
MEGJC and MOF on
Dec 28, 2018
Audit conducted
without hold points on
Dec 5-6

Discussed at
the
Management
Review
meeting
4

Risk mitigating
actions discussed at
Management Review
meeting in July 2018

Phone minutes
not exceeding
3% over the
previous year
Usage not
exceeding
previous year
by 20%

Phone minutes was
36% below the
previous year

6

Usage was an average
of 5.5% below the
same period last year
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Appendix 2

National Road Operating & Constructing Company
Operational Plan 2019/2020 - Revised
PHYSICAL TARGETS
OBJECTIVES

Accelerating
Development
through
Infrastructure

STRATEGIES

Implement Phase 1C
Project

MAJOR TASKS

PERFORMANCE
MEASURE/
INDICATORS

Complete Design (If
commenecent is issued
by May 1, 2019)

Design completed
and reviewed

Provide Access to lands for
Construction (Based on
approved budget)

Km of roadway with
access for
construction

Development of financial
model including proposed
toll rates and traffic
volumes
Preliminary identification
and relocation of Utilities
impacted by construction

Model developed by
external consultants
% of utilities
relocated to facilitate
construction

Q1

up to 4

Q2

Q3

Review outline
design

Design for Approval
reviewed

up to 5

up to 7

Engagement of
external consultants
for model

Q4

up to 14

Model developed
and reviewed

up to 10%
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Submission of permit
documentation for
Environmental Permit for
Rio Minho Bridge

Maintain Project
Environmental Permit
previously issued by NEPA

Implement Montego Bay
Perimeter Road
- Montego Bay Bypass
- West Green/Barnett
St Road Improvement
- Long Hill Bypass
- Mobay Drainage
Study

Continue studies for
new projects (N-S/E-W
Connection)

Review of Contractor's
Designs (If Main contract
signed by May 1 and
subcontract design
contract signed by June
1)

Environmental
Permit documented
for Rio Minho Bridge
submitted to NEPA
(subject to
completion of DFA)
Submit required
documentation to
maintain permit from
NEPA

Permit
documentation
submitted
Documentation
submitted or
extension requested
based on project
status

Design completed
and submitted (For
Road works)

Provide Access to lands for
Construction

Km of roadway with
access for
construction

Finalization of
documentation and
meetings required for the
Environmental permit
(Subject to finalization of
Long Hill alignment)

Submission to NEPA

Development of Feasibility
for Priority Projects

Traffic Model
Developed and
submitted

Agree with MEGJC the
way forward with North
Coast projects

Discussion held with
MEGJC and
agreement on the
scope of NROCC's
involvement

Outline design
submitted and
reviewed

Preliminary design
submitted and
reviewed

up to 2

Final EIA Report
submitted to NEPA

Traffic model
developed for NS/E-W Project

Agreement in place
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Finalize Land
Acquisition transactions

Complete transfer of titles
according to schedule.

7

7

9

12

Disposal of severed
properties

Number of titles
transferred
Number of properties
disposed
(Sale/Lease
agreements signed)

1

1

0

2

Inspection of existing
unused properties

Quarterly Reports
submitted

1

1

1

1

PHYSICAL TARGETS
OBJECTIVES

Road User
Safety

STRATEGIES

Monitor the Highway
Operating
Agreement
and partnering with the
Developer and Operator
to identify and implement
safety
improvement
measures.

MAJOR TASKS

Coordinate the activities for
reduction of the number of
fatal and serious accidents
in collaboration with the
Toll Operator.

PERFORMANCE
MEASURE/
INDICATORS

QTR.1

QTR. 2

QTR.3

QTR.4

Number and
categories of
accidents along
highway tracked
monthly. Follow up
with Developers on
mitigating actions.

Monthly # and
categories of
accidents obtained
from Operators and
reviewed. Adverse
trends discussed at
monthly meeting.

Monthly # and
categories of
accidents obtained
from Operators and
reviewed. Adverse
trends discussed at
monthly meeting.
Crash Reduction
Analysis and
Strategies Reports
prepared and
submitted to
Developer (Jan June 2019) due Sept
30, 2019

Monthly # and
categories of
accidents obtained
from Operators and
reviewed. Adverse
trends discussed at
monthly meeting.

Monthly # and
categories of
accidents obtained
from Operators and
reviewed. Adverse
trends discussed at
monthly meeting.
Crash Reduction
Analysis and
Strategies Reports
prepared and
submitted to
Developer (Jan Dec 2019) due Mar
31, 2020
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Smoke trend along
highway tracked
monthly and
discussed at monthly
meeting held with
Operator. Follow up
with Developers on
mitigating actions.

Monthly # of fires
along highways
obtained from
Operators and
reviewed. Adverse
trends discussed at
monthly meeting.

Monthly # of fires
along highways
obtained from
Operators and
reviewed. Adverse
trends discussed at
monthly meeting.

Monthly # of fires
along highways
obtained from
Operators and
reviewed. Adverse
trends discussed at
monthly meeting.

Monthly # of fires
along highways
obtained from
Operators and
reviewed. Adverse
trends discussed at
monthly meeting.

Animal sightings
along the Highways
fence theft and
vandalism. Follow up
with Developers on
mitigating actions.

Data obtained from
Operators and
reviewed monthly.
Adverse trend
discussed at monthly
meetings along with
Police.

Data obtained from
Operators and
reviewed monthly.
Adverse trend
discussed at monthly
meetings along with
Police.

Data obtained from
Operators and
reviewed monthly.
Adverse trend
discussed at monthly
meetings along with
Police.

Data obtained from
Operators and
reviewed monthly.
Adverse trend
discussed at
monthly meetings
along with Police.

QTR.1

QTR. 2

QTR.3

QTR.4

3 reports submitted
by agreed time

2 reports submitted
by agreed time

3 reports submitted
by agreed time

3 reports submitted
by agreed time

PHYSICAL TARGETS

OBJECTIVES

STRATEGIES

Environmental
Balance

Monitor the Highway
Operating Agreement
with a view to
minimizing the impact of
the new construction on
the surroundings in
compliance with NEPA’s

MAJOR TASKS

Conduct weekly site
inspections for
environmental and safety
compliance (Environmental
Report)

PERFORMANCE
MEASURE/
INDICATORS

Submittal of monthly
report to MD and
Grantors
Representative and
issues raised
discussed with
Developers
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and other
legal/regulatory
requirements.

Improve Environmental
Awareness and
practices within NROCC

Liaise with Developer, Toll
Authority and MEGJC,
communities and local
authoritie etc. on project
related environmental
activities

# of meetings held
with named groups

2

2

2

2

Conduct weekly site
inspections for O&M
requirements (Civil
Engineer Report)

Submittal of monthly
report to Grantor's
Rep. and issues
raised discussed with
Developers

3 reports submitted
by agreed time

2 reports submitted
by agreed time

3 reports submitted
by agreed time

3 reports submitted
by agreed time

Develop an Environmental
Management System
(EMS) for NROCC

Targets achieved by
stated timelines

Draft EMS
procedures and
circulate to staff

Review and agree
EMS Procedures

Train staff in EMS
Procedures

Implement and
monitor EMS
Procedures

QTR.1

QTR. 2

QTR.3

QTR.4

Analyze traffic
numbers for trends

Analyze traffic
numbers for trends

Monitor impact of N.S
Mandela Highway
widening on E-W
Corridor. Analyze
traffic numbers for
trends.

Monitor impact of
N.S Mandela
Highway widening
on E-W Corridor.
Analyze traffic
numbers for trends.

PHYSICAL TARGETS
OBJECTIVES

STRATEGIES

Economic
Development

Collaborate
with
Developer to grow the
traffic numbers on H2K
in keeping with the
Government's
policy
objective

MAJOR TASKS

Meet with Developer to
discuss plan to
grow/improve traffic on
H2K

PERFORMANCE
MEASURE/
INDICATORS
Traffic numbers
analyzed for tends,
recommendations
discussed with
Developers
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Customer
Service

Assure compliance of
Developer, Contractor
and Operator with the
Highway Concession
Agreement

Audit Quality Management
Systems of the Developer,
Contractor and Operator to
ascertain level of
compliance with the
Highway Concession
Agreement

Quarterly Quality
Management
compliance audits
conducted and
issues raised with
Developers

1 audit each of the
Developers and
Operator conducted
and reported. Follow
up of noncompliance issues by
following quarter

1 audit each of the
Developers and
Operator conducted
and reported. Follow
up of noncompliance issues by
following quarter

1 audit each of the
Developers and
Operator conducted
and reported. Follow
up of non-compliance
issues by following
quarter

1 audit each of the
Developers and
Operator conducted
and reported. Follow
up of noncompliance issues
by following quarter

Improve the ongoing
customer
communication and
outreach

Update of H2K website
with information relating to
activities taking place for
H2K.

Timely update of
H2K website

Website updated
quarterly

Website updated
quarterly

Website updated
quarterly

Website updated
quarterly

Resolve Customer
complaints within specified
timeframe

Percentage of
customer complaints
resolved within 90
days of receipt

90%

90%

90%

90%

Monitor and Improve
Customer Satisfaction
levels

Issue Customer
satisfaction Survey

Survey administered
to customers.
Percentage of
satisfied
respondents.
Development of
action plan to
address issues
raised.

Surveys Issued to
primary and Internal
Customers

Overall minimum
rating of satisfied
obtained from
minimum of 70% of
survey respondents.
Develop action plan
to address issues
raised.

Compliance with PBMA
Requirements

Submit reports required by
the PBMA to the MEGJC

last day of month
following quarter

last day of month
following quarter

Quarterly Report

Half-yearly Report
Annual Report
Corporate &
Operational Plans

last day of month
following quarter
2 months following
end of 6 months
period

last day of month
following quarter

2 months following
end of 6 months
period
4 months following
end of financial year
last day of calendar
year
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PHYSICAL TARGETS
OBJECTIVES

Organization
Development
and
Efficiency
Improvement

STRATEGIES

MAJOR TASKS

PERFORMANCE
MEASURE/
INDICATORS

Maintain ISO 9001 QMS

No Hold Point during
ISO 9001 Transition
Audit

Monitoring of risks and
opportunities

Mitigating actions
addressed

Development of staff
through training

# of staff members
attending job-related
training programmes

1

1

1

1

Developing systems to
monitor and reduce utilities
consumption

Reduction in
telephone talk time

Phone minutes not
exceeding 3% over
the previous year

Phone minutes not
exceeding 3% over
the previous year

Phone minutes not
exceeding 3% over
the previous year

Phone minutes not
exceeding 3% over
the previous year

20

20

5

5

Improve NROCC's
Quality Management
System (QMS)

Staff Development

Reduction in
expenditure to improve
organizational efficiency

Monitor and reduce paper
consumption

Usage not exceeding
previous year
(percentage
increase)

QTR.1

QTR. 2

QTR.3

QTR.4

No Hold point on
surveillance audit

Discussed at
Management Review
meeting

Discussed at
Management review
meeting
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