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BY JOHN MARINO
marino@caribbeanbusinesspr.com 

The 40-year highway concession to administer 
PR-22 and PR-5 won by Abertis Infraestruc-

turas and its partner Goldman Sachs Investment 
Fund is helping the Spanish infrastructure giant 
meet its key goals of breaking into the U.S. market 
and streamlining the company to focus on core 
activities. 

That is the word from Abertis Chief Executive 
Francisco Reynés Massanet, who visited the is-
land last week with a company delegation from 
Spain en route to Washington, D.C., where the 
company will open up a permanent offi ce for the 
fi rst time as it attempts to drum up business. 

“This has been a model project, and we want 
to make it a showcase for the rest of the States,” 
Reynés said. 

Abertis has been in the Puerto Rico market for 
16 years through its investment in the Teodoro 
Moscoso Bridge. It recently bought out a partner 
for a 100% stake in the operations and won an ex-
tension of its operational contract through 2044. 

Its presence was vastly expanded when it won 
the fi rst major deal to come out of the admin-
istration of Gov. Luis Fortuño’s Public Private 
Partnership (PPP) program.  

Abertis Infraestructuras and Goldman Sachs 
Investment Fund paid $1.136 billion upfront to 
win the concession, $56 million above what was 
originally proposed because of a contract clause 
that adjusted the fi nal price according to interest-
rate fl uctuations. The deal also calls for a com-
mitment to invest $56.1 million in immediate 
improvements. 

Offi cials had originally estimated an additional 
$300 million in maintenance and improvements 
over the life of the contract, but that estimate has 
since ballooned to more than $600 million. 

“We hit a home run,” Public-Private Partner-
ships Authority (PPPA) Executive Director David 
Álvarez said of the deal. “It is a vote of confi dence 
in Puerto Rico from the international investment 
community.” 

For Abertis, winning the contract coincided with 
implementing a refi ned operating strategy to cen-
ter on its core areas of business while looking for 
growth in international markets outside Spain, 
particularly the U.S. 

Right now, about half the company’s business 
is located in Spain, and the other half is in inter-
national markets. At the same time, the company, 
which was involved in eight different lines of 
business, has reduced its focus to three core ac-
tivities: highway, airport and telecommunications 
infrastructure management. Reynés said about 
80% of its business is related to highways. 

“For us, this deal marks a clear entrance into the 
U.S. market,” he said. “We will use the PR-22 
project to provide an example of a project that 
has worked well since the beginning.”

A MODEL PROGRAM
Abertis executives heaped praise on Puerto Ri-

co’s PPP program, and said it should be a model 
for other jurisdictions. One of the benefi ts of the 
local legislation, the offi cials say, is that it creates 
a new entity, the PPPA, which has a board of 
directors to approve deals rather than a political 
process involving the Legislature. In addition, 
the board must initially approve a deal before it 
is sent to market.

The new PPP regimen also creates clear-cut rules 
for participants and establishes new standards of 
transparency that will lead to greater public over-
sight and satisfaction, the executives said. 

Most importantly, the legislation shows that the 
Puerto Rico government is committed to a PPP 
program. 

Abertis fi rst tried to break into the U.S. market 
in 2008, competing for a highly publicized bid to 
lease the Pennsylvania Turnpike in a $12.8 billion, 
75-year deal. But after all the terms and condi-
tions were negotiated, the state legislature failed 

to approve the concession after Abertis made the 
winning proposal. 

Under Puerto Rico’s program, the approval 
comes before the deal is ever put out to market. 

Jordi Graells, who will head the Abertis offi ce 
in Washington, D.C., said the fi nancial situation 
of state governments and the federal government 
presents huge PPP investment opportunities. He 
said cash-strapped states could turn to the private 
sector for new investments, while there has also 
been talk of allowing tolls on interstate highways 
as a part of a plan to raise funds through long-term 
concessions with private operators.  

Yet, the mixture of federal and state projects, 
and the lack of experience in the mainland U.S. 
with PPPs, presents challenges, and Abertis ex-
ecutives will therefore be emphasizing their suc-
cessful experiences with the Puerto Rico program 
when discussing new projects stateside. 

“Puerto Rico has become the reference mark to 
follow for the rest of the U.S.,” Graells said. 

Reynés said Abertis’ decision not to bid on the 
Luis Muñoz Marín International Airport highway 
concession owed more to wanting to ensure it ex-
ecuted the PR-22 deal to expectations rather than 
representing a retreat from the airport market, but 
he said the company will mostly pursue highway 
deals in the U.S. 

“We are focused on executing a showcase tran-
sition of the PR-22 and PR-5,” he said. “We have 
a long-term commitment to public infrastructure. 
We are focused on doing well at everything we 
have to do.” 

Reynés also met with University of Puerto 
Rico offi cials about future collaboration between 
the public institution and Fundación Abertis, 
which funds the company’s social responsibility 
initiatives. � 

Abertis to ride P.R. Highway deal into U.S. market
Vows to make PR-22, PR-5 model highways,

say its commitment is for the long term

Abertis Chief Executive Francisco Reynés Massanet 
said the PR-22 highway concession would be the 

company’s “showcase” in trying to win further 
business in the U.S. public infrastructure market.

 “This deal marks a clear 
entrance into the U.S. 

market. We will use PR-22 
to provide an example of a 

project that has worked well 
since the beginning.”

—Abertis Chief Executive Francisco Reynés 
Massanet
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pr.gov: Changing how government delivers service
Online platform saves time and money for citizens, businesses 

and government agencies 

BY JOHN MARINO & CARLOS MÁRQUEZ 
marino@caribbeanbusinesspr.com;
cmarquez@caribbeanbusinesspr.com

Puerto Rico government offi cials 
believe their newfound ability 

to deliver documents and services 
instantly to citizens via the govern-
ment’s website, www.pr.gov, is the 
most revolutionary development in 
Puerto Rico in public administration 
in the last decade. 

Not only has the move made the 
lives of millions of island residents 
easier by enabling them to receive 
documents and services in minutes 
over the Internet that once took a 
daylong visit or more to a govern-
ment offi ce, but the pr.gov initia-
tive has also required offi cials to re-

engineer government processes and 
structures to bring about the greater 
effi ciency and transparency public 
service demands today. 

“It’s the best project we have 
out there by miles. This is one of 
the most important projects of the 
last 10 years,” said Offi ce of Man-
agement & Budget Director Juan 
Carlos Pavía. “We are revolution-
izing how the people interact with 
government.” 

“We want to make the government 
more accessible,” added Juan Eu-
genio Rodríguez, the government 
chief information offi cer (CIO). 
“The government Internet site aims 
to unify the provision of government 
services in an effective and integrat-
ed way.” 

Pavía and Rodríguez recently met 
with CARIBBEAN BUSINESS to 
provide an update on government 
efforts to streamline services and 
transactions it provides citizens 
through its website.

The initiative is expected to save 
citizens some $50 million and four 
million hours this year by empow-
ering them to do things over the In-
ternet that once required physically 
visiting a government offi ce. 

Since its launch in 2009, pr.gov 
has processed more than four mil-
lion transactions, including about 
one million criminal background 
checks, more than 760,000 child 
support certifi cates from the Child 
Support Administration (Asume by 
its Spanish acronym), more than 

170,000 fi ling certifi cates for income 
tax returns from the Treasury Depart-
ment, 170,000 debt certifi cates from 
Treasury and more than 1.5 million 
water and electricity payments. 

This calendar year, the govern-
ment site is expected to process 
more than 3.5 million transactions 
online compared to 2.588 million 
in 2010. In 2009, there were 54,491 
transactions. 

Monthly visits to the site reached 
an all-time high of 973,000 in March, 
and the site is on its way to grabbing 
one million unique visitors a month, 
according to offi cials, who also say 
it is the No. 1 Google-searched site 
in Puerto Rico. 



“Everyone dreads going to a gov-
ernment offi ce,” Pavía said, in sum-
ming up the central appeal of the ini-
tiative. “It is changing the experience 
of citizens with their government.” 

The savings in terms of time are 
substantial. Walk-in time is calcu-
lated by estimating the time it takes 
to complete a process, including des-
tination time, searching for a parking 
space and waiting in line. Govern-
ment offi cials estimated a conserva-
tive 60 minutes, except in the case 
of birth certifi cates, which took 120 
minutes. 

For online transactions, the average 
estimated time per transaction is 10 
minutes, with the exception of the 
birth certifi cate, which involves the 
scanning and submission of docu-
ments for an estimated time of 30 
minutes per transaction. 

For the good conduct certifi cate, 
child support payment confi rmation, 
tax debt certifi cate and tax return fi l-
ing certifi cate, the average time saved 
was 50 minutes in each transaction, 
while the average savings for the 
birth certifi cate was 90 minutes.

In all, the estimated walk-in time 
to complete these transactions was 
six hours, versus a bit more than one 
hour to receive them online. 

SERVICES CONTINUE TO GROW 
The government website began in 

early 2010 with the launch of four 
services that were most in demand by 
the public: the issuance of good con-
duct certifi cates from the Police De-
partment and child support payments 
from Asume, as well as debts paid to 
Treasury and fi ling tax returns, and 
paying taxes online. 

“We picked those services and 

transactions that have the biggest 
volumes in order to have the biggest 
impact,” Rodríguez said. 

A week after Gov. Luis Fortuño an-
nounced the launch of the service in 
January 2010, some 20,000 transac-
tions had been undertaken online—
an immediate sign of the popularity 
of the service. 

Since then, more than 100 services 
and transactions have been placed 

online over the past 18 months, cut-
ting costs and saving time for both 
the government and citizenry, with 
pr.gov processing more than four mil-
lion transactions since its launch.

Transactions include getting cop-
ies of marriage and birth certifi cates, 
paying traffi c fi nes and electricity 
bills, renewing driver’s licenses and 
automobile registrations, and fi ling 
annual corporate reports. 

About half the services offered 
through the site are related to the 
Fortuño administration’s permitting 
system overhaul and the establish-
ment of the Integrated Permits Sys-
tem (SIP by its Spanish acronym), as 
the entire permitting process is now 
done online. 

During the next few months, the 
government website will be launch-
ing another wave of Internet-acces-
sible services that will be of particu-
lar use to businesses, government 
CIO Rodríguez told CARIBBEAN 
BUSINESS. 

This month, business owners have 
been able to apply for and receive 
licenses from Treasury to sell alco-
hol and tobacco, as well as to op-
erate adult-entertainment games, 
Rodríguez said. 

The new services were placed on-
line in a “soft launch,” and if all goes 
well, before the end of the year, the 
processes for obtaining an additional 
70 licenses and certifi cates aimed at 
businesses—not only from Treasury, 
but also from the Health Department 
and other government agencies—will 
be placed online, he added. 

“Once you do the fi rst three, the 
rest will be easy, a piece of cake,” 
Rodríguez said. 

The government CIO said the an-
nual cost to businesses of obtaining 
such licenses amounts to about $25 
million annually. 

Also expected to be placed online 
by the end of this year is a new land 
bank, which will compile all land 
owned by the government into a 
single database, which can be ac-
cessed by anyone via the Internet. 
This would be of particular use to 
developers considering projects in 
Puerto Rico, he added.

Also coming online before the end 
of the year are Certifi ed Public Ac-
countant professional certifi cations, 
Nutritional Assistance Program par-
ticipant certifi cations, printing of ve-
hicle license notices, physician and 

Continued from previous page
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executive director, Offi ce of 

Management & Budget 

Juan Eugenio Rodríguez, 
government chief information offi cer
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BY JAMES FERRÉ
james@caribbeanbusinesspr.com

Mobile computing is chang-
ing the way business is done. 

Smartphones and tablets, with their 
capacity for increasing effi ciency 
and effectiveness, have already be-
come common business tools, for 
the rank-and-fi le employee all the 
way up to the chief executive offi cer 
(CEO).

However, mobile devices can also 
pose a serious risk to individual busi-
nesses, a risk that both Juan Carlos 
Ramos, CEO & president of Cor-
telco Systems Puerto Rico Inc., and 
the McAfee Mobility and Security 
Survey says businesses aren’t ready 
for.

“Information is one of, if not the 
most valuable asset of a corpora-
tion,” Ramos said, explaining that 
mobile devices are virtual treasure 
troves of sensitive information on 
their users, as well as the businesses 
they work for, yet this information 
isn’t always properly secured.

Just this month, Taiwan-based 
HTC Corp., confi rmed a vulnera-
bility in their Android smartphones 
that allowed third parties to steal 
personal information as well as sen-
sitive business information from the 
HTC smartphones, including access 
to user accounts, email addresses, 
GPS (global positioning system) 
locations, SMS (short message ser-
vice) data, phone numbers and sys-
tem logs. Affected phones include 
the popular EVO 3D, EVO 4G and 
Thunderbolt.

HTC is but one example. According 

to McAfee Labs 2011 threat predic-
tions, “Attacks against mobile de-
vices—including iPhones, Android 
devices and more—will escalate in 
2011 as criminals seek to tap into 
‘fragile cellular infrastructure’ to ac-
cess often unencrypted business and 
corporate communications.”

The prediction continues, “As mo-
bile devices are increasingly com-
monplace in corporate and enter-
prise environments, there are more 
ways for trade secrets and other criti-
cal information to escape into the 
wild—and McAfee believes cyber 
criminals will increasingly be look-
ing for it.”

Already, four in 10 organiza-
tions have had mobile devices lost 
or stolen, and half of these devices 
contained business-critical data, ac-
cording to the Mobility and Security 
Survey, which includes more than 
1,500 respondents from 14 countries, 

including Australia, Brazil, Canada, 
China, France, Germany, India, Ja-
pan, Mexico, the Netherlands, Spain, 
Switzerland, the United Kingdom 
and the U.S. The survey was a col-
laborative effort between informa-
tion security giant McAfee and Car-
negie Mellon University.

Today, the security risk is com-
pounded by the increasing trend of 
using personal devices for work, 
known as consumerization, Ramos 
explained. Employees are increas-
ingly demanding to use their mobile 
phones and tablets at work. Android 
devices, Windows Phones, Apple 
iPhones and iPads are increasingly 
fi nding their way into the corporate 
world, displacing the once dominant 
BlackBerry. 

POST-BLACKBERRY 
SECURITY NEEDS

According to the Mobility and 
Security Survey, 22% of organiza-
tions already allow employees to use 
any smartphone platform they chose 
and almost half of all organizations, 
49%, allow employees to purchase 
their own mobile devices.

Yet, even if the employee owns the 
mobile device, the Mobility and Se-
curity Survey fi nds businesses need 
to have systems in place to protect 
and/or delete the organization’s data 
on the device when necessary. The 
most common occasions necessitat-
ing data protection or removal are in 
the event of theft, or if an employee 
ceases to work for the company, 
whether due to a dismissal or tak-
ing a post at a competing fi rm.

The problem, from an IT 

(information technology) manag-
er’s perspective, is that in the past, 
businesses only needed to secure a 
limited number of mobile devices, 
if any at all, which for the most part 
operated on BlackBerry OS. Today, 
however, with the growth of mobile 
computing, IT managers are being 
asked to secure a greater number of 
mobile devices working on differ-
ent operating systems, most notably 
Android and iOS.

According to the survey, 95% of 
businesses have policies in place for 
mobile devices, yet only 30% of em-
ployees are aware of their company’s 
mobile security policy. However, of 
the employees that are aware, half 
see such policies as stringent, while 
only one in fi ve IT managers see their 
policies as severely restricting.

As a solution, the Mobility and 
Security Survey recommends busi-
nesses apply the same security and 
management systems found in lap-
tops and desktops to mobile devices. 
For example, Ramos explained how 
Cortelco’s security solutions for mo-
bile devices monitor a device and 
ensure the business’ mobile com-
puting policies are followed. In the 
event of device theft or termination 
of an employee, the program can re-
motely wipe any sensitive business 
data from the device. 

However, the survey also notes 
that businesses need to do a better 
job of educating their employees 
about the risks and threats related 
to mobile computing by engaging 
them and providing training, ensur-
ing they are on board with the busi-
ness’ mobile computing policy. �

  Sensitive business info in smartphones, tablets at risk
Local information-security providers ahead of curve as industry moves

to secure mobile devices amid increasing threat of cyber attacks and theft

BY JAMES FERRÉ
james@caribbeanbusinesspr.com

In business, the only constant is 
change, and that goes especially 

for technology and telecommuni-
cations companies. In its 50-year 
history, Cortelco Systems Puerto 
Rico Inc. has evolved from manu-
facturing telecommunications prod-
ucts to become a technology and 

telecommunications systems sales 
and service organization.

“Change is in our DNA,” said Juan 
Carlos Ramos, Cortelco’s chief ex-
ecutive & president, who explained 
the company was originally known 
as ITT Puerto Rico Inc., a subsid-
iary of ITT, at the time the world’s 
largest international distributor of 
telecommunication systems. 

In 2002, after numerous mergers 

and acquisitions, Cortelco became 
an independent entity headquartered 
in San Juan, and publicly traded un-
der the CPROF ticker symbol. 

During the six years since Ramos 
arrived at Cortelco, the company has 
continued transitioning as a “tech-
nological convergence” takes place 
in the industry. This convergence 
involves the integration of voice, 
networking and IT (information 
technology) solutions. 

At the same time, Cortelco has ex-
panded to offer information security 

solutions to secure the increasingly 
combined voice, networking and IT 
platforms.

Today, the technological conver-
gence continues, explained Ramos, 
as voice and IT solutions are virtu-
alized into the so-called cloud. Cor-
telco offers diverse cloud computing 
services, helping companies develop 
their own private cloud solutions. 

“Cloud computing is slowly start-
ing to catch on in Puerto Rico as 
businesses start realizing the poten-
tial solutions,” Ramos said. �

As technology evolves…

“Information is one of, if not the most 
valuable asset of a corporation,” said 

Juan Carlos Ramos, CEO & president 
of Cortelco Systems Puerto Rico Inc.
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health professional licenses, applica-
tions for transfer of service from the 
Puerto Rico Electric Power Author-
ity (Prepa), and a calendar of public 
events, actions and hearings. 

Next year, you will also be able to 
register births and deaths online, re-
serve tickets for ferries to Vieques 
and Culebra, report service problems 
with Prepa and the Puerto Rico Aq-
ueduct & Sewer Authority, and re-
port potholes and other damages on 
island roadways. 

“The process of obtaining licenses 
and certifi cates through the govern-
ment before pr.gov was complex and 
time consuming,” Pavía said. “With 
pr.gov, we can all access government 
services directly from the comfort of 
our home or offi ce. It is easy, fast 
and dependable, and in this way the 
government can be more accessible, 
effective and transparent.” 

BUSINESSES HAVE ALSO BENEFITED
While many of the services are 

aimed at citizens, the initiative is also 
a boon to business in many ways. For 
one, it allows owners and administra-
tors to fi le key documents over the 
Internet rather than visiting a gov-
ernment offi ce, which saves valuable 
time and money. 

Meanwhile, businesses should see 

a large decrease in the number of 
employees who need to miss work 
because they require documents from 
government agencies. Once a day-
long affair, employees will now be 
able to undertake such transactions 
from their home or offi ce.

The hiring process should also 
be streamlined, because the good 
conduct certifi cate, which most job 
applicants must obtain, can now be 
acquired instantly over the Internet. 

“All human resources directors 
should know about pr.gov and all it 
has to offer, and direct their appli-
cants to it,” Pavía said, adding that 
professional organizations are al-
ready orienting members about the 
benefi ts of pr.gov. 

Rodríguez said many of the new 
services being placed online are 
“those that are used remotely by off-
shore companies. We want to pro-
mote business to create more jobs 
and investment.” 

About half of the 100 services cur-
rently offered online are related to 
the new online permitting system 
introduced this year—an all-digital 
system that only accepts plans and 
documents in digital formats.

Requests for more than 39,000 per-
mits have been fi led; 82% of them 
have been awarded and 42% of those 
have already been issued online.

In addition, approximately 60,000 

corporate annual reports have been 
fi led through pr.gov.

Many entrepreneurs have now 
turned to registering their new cor-
porations online. Through August, 
3,519 corporate registration fi l-
ings have been conducted through 
pr.gov.

Meanwhile, some fi ve million cor-
porate reports and other documents 
at the State Department are being 
scanned and placed online as part of 
the effort. 

“We want to promote business to 
create more jobs and investment,” 
Rodríguez said. “We have to be com-
petitive. We have to make life easy 
for businesses.” 

Eventually, pr.gov will be devel-
oped into a one-stop shop for busi-
nesses where they will be able to con-
duct all their transactions online. 

The idea is for the system to even-
tually signal the business owner 
when tax payments are due or when 
licenses expire, and then to provide 
an instant means for undertaking the 
required transaction.

SAVINGS IN DOLLARS 
AND CENTS

While pr.gov is transforming a bu-
reaucratic nightmare into a pleasant 
experience, the government online 
site is also delivering real savings for 
citizens and businesses alike. 

The government offi cials estimate 
savings of up to 81% for citizens 
when comparing the cost of walk-in 
transactions with online transactions. 
The walk-in calculations include 
costs such as gas and parking (an av-
erage $5 per transaction), lost wages 
and materials used in the transaction. 
In that way, offi cials estimate that a 
“free” transaction that takes an hour 
carries a $12.25 cost. 

To determine the cost of online 
services, offi cials calculated average 
lost wages during transactions and 
paper costs incurred, as most online 
services center on receiving govern-
ment certifi cates at home. 

In that way, offi cials estimated that 
a good conduct certifi cate from the 
Police Department costs $1.22 online 
versus $13.75 for a walk-in visit, for 
a savings of $12.53. Other estimated 
transaction savings include child sup-
port payment confi rmation, $11.03; 
birth certifi cate, $14.38; tax debt cer-
tifi cate, $11.03; and tax return fi ling 
certifi cate, $16.03. 

In total, these fi ve transactions cost 
some $80 as a walk-in versus $15 
online for a total of $65 in savings, 
offi cials said. 

But pr.gov is twice as good as it 
looks, offi cials say, because it not 
only saves citizens time and money, 
but the government too. 

For example, there were some 200 
employees working full time to issue 
good conduct certifi cates on behalf 
of the Police Department, Rodríguez 
said. Now, most of those employ-
ees have been freed up to do police 
work. 

“The other side of pr.gov is it makes 
government more effi cient with its 
resources. These are the long-term 
opportunities through automation, 
which will bring even greater govern-
ment savings,” Rodríguez added. 

The long-term economic benefi ts, 
including the need to hire fewer peo-
ple in the future, are substantial, but 
it is still too early to quantify them, 
offi cials said. 

GOVERNMENT AT ITS BEST 
Government offi cials are very satis-

fi ed with the reception of pr.gov, but 
they say they are rolling out a grass-
roots media campaign to champion its 
benefi ts because the more people us-
ing the system, the greater the savings 
in time and money for government, 
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businesses and citizens. 
“It is government at its best,” Pavía 

said. 
While the pr.gov website has been 

around for a decade, it never really 
delivered true online services. The 
most the government website did in 
the past was allow a citizen to down-
load a document that would then 
have to be brought, faxed or mailed 
to a government offi ce. 

On the other side of the transaction, 
a government employee would still 
process the application like a paper 
transaction, and perhaps mail out the 
certifi cate. 

Now, the requests for certifi cates 
are done in real time, and certifi -
cates are emailed back to citizens in 
a matter of minutes. Special embed-
ded codes in the certifi cate “validate” 
its authenticity, and can be cross-
checked online at the pr.gov website 
by prospective employers or other of-
fi cials who requested the certifi cate 
from the citizen.

The big change that allowed this 
to happen was allowing the comput-
er systems of separate government 
agencies to begin communicating 
with each other. 

“We have 144 different agencies, 
and we have 144 different networks. 
They were in their own worlds, in-
stead of the whole government shar-
ing one network. We had to get those 
agency networks talking to each 
other,” government CIO Rodríguez 
explained. 

The government largely used soft-
ware solutions to get divergent gov-
ernment computer systems talking 
to each other. While some expert 
computer consultants advised the 
government on the project, most of 
the work was conducted by OMB’s 
government technology offi ce. 

“This is not outsourced. The heavy 
lifting and day-to-day operations of 
pr.gov is done in-house,” Pavía said. 
“That speaks volumes about the qual-
ity of the technical employees we 
have here.” 

“We didn’t spend millions and mil-
lions of dollars on this,” Rodríguez 
added. “We were able to do it with 
our own resources.” 

While Rodríguez, his team of com-
puter experts and Pavía are the of-
fi cials most closely connected to the 
pr.gov network, they said the project 
couldn’t have gotten off the ground 
without the signifi cant efforts of offi -
cials in many agencies, including the 

Health, Family, Treasury and Police 
departments. 

Breaking the “agency-centric” fo-
cus of the government wasn’t always 
easy, especially with limited resourc-
es. The project required a $1.9 mil-
lion infrastructure investment, and 
agencies pitched in with personnel 
and resources. 

“Unfortunately at fi rst, each agency 
wanted to be its own republic,” Pavía 
said. “We have been good salesmen 
within government. Little by little, 
there was a buy-in by employees, and 
every agency dedicated resources 
and efforts.”

The offi cials also highlighted how 
important the pr.gov program is to 
Gov. Fortuño and his governing 
philosophy. They said he has been 
personally involved in the initiative 
since the beginning. 

“Gov. Fortuño’s vision has always 
been to provide agile government ser-
vices to individuals, businesses and 
government through the Internet,” 
Pavía explained. “Pr.gov simplifi es 
doing business in Puerto Rico by 
reducing time and transaction costs, 
facilitates the establishment and op-
eration of companies, and increases 
productivity.”

Another factor that has been key in 

pr.gov’s success so far is that gov-
ernment planners have been very pa-
tient in rolling out services, ensuring 
that all the kinks and problems are 
worked out before putting a service 
online. 

Ensuring that the user’s experience 
with pr.gov is satisfactory has taken 
top priority and will continue to do 
so as new services are rolled out, 
Rodríguez said. 

“We are very satisfi ed with the ser-
vice we have,” Pavía said. “We know 
that once people try it, they will keep 
coming back because it is so easy to 
use.” 

3-1-1 AND THE NEED FOR 
GREATER CONNECTION 

In order for more people to use the 
service, however, more people need 
to be online.

Currently, 55% of island house-
holds have a computer, but only 45% 
have an Internet connection and only 
31% are connected to broadband, or 
high-speed, Internet, which is nec-
essary for conducting business over 
pr.gov. On the positive side, 80% of 
island homes have access to broad-
band Internet service. In the U.S., 
about 78% of households are con-
nected to the Internet. 

However, 74% of island businesses 
are connected to the Internet, versus 
72% in the U.S. 

While several initiatives are under-
way to boost broadband Internet us-
age among the public to 60% by the 
end of 2012 (CB, Sept. 16, 2010), the 
pr.gov initiative should help increase 
interest as well. 

Government agencies are also get-
ting computers and Wi-Fi Internet 
connections so citizens can be ori-
ented at government offi ces about 
how to use pr.gov, and government 
offi cials can use the service to pro-
cess requests for certifi cates. 

Such a system is already in place at 
the new SIP offi ce established on the 
ground fl oor of the Minillas Govern-
ment Center. While Rodríguez said 
there was some resistance at fi rst to 
the new system, most profession-
als are now reporting satisfactory 
experiences. 

However, the drive to push govern-
ment services online doesn’t mean 
the government will abandon pro-
viding those services in person. In 
fact, for those citizens who just can’t 

Continued on  page  20
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BY MARIO BELAVAL DÍAZ
mariob@caribbeanbusinesspr.com

The nomination of local full-service law fi rm 
Ferraiuoli LLC as one of the four candi-

dates for Puerto Rico’s Law Firm of the Year 
2011 award by Chambers & Partners is already 
recognition of the quality, professionalism and 
expertise that has driven the fi rm to the top in 
just a mere eight years. Chambers & Partners is 
the publisher of the world-leading directories of 
the legal profession.

“Ever since we began, we strove to enlist the 
brightest, most dynamic talent, who think outside 
the box, and this has placed us among the top 
fi rms in Puerto Rico, fi rms that have 20 to 60 
years’ experience on the island,” said Eugenio 
Torres Oyola, one of the fi rm’s four capital 
members. “That ability to think in new ways has 
allowed us to integrate new systems and ideas, 
ranging from administrative processes to prod-
ucts, which give an edge to our clients.”

The company has also fulfi lled its plan of 
becoming a top-notch services-oriented fi rm, 
by branching out from its original focus on intel-
lectual property, said Fernando Rovira Rullán, 
attorney & capital member, who chairs the fi rm’s 
corporate & real-estate department. While the 
company has established its reputation as the 
leading intellectual-property fi rm in Puerto 
Rico, it is also recognized as a top fi rm in the 
practice areas it specializes: corporate, tax & 
employee benefi ts, intellectual property, labor 
& employment, environmental, energy & land 
use, and litigation.

“We decided to become the best fi rm in the area 
of intellectual property. From there, we expanded 
our areas of service, which began to grow as cli-
ents requested we offer them counsel and legal 
services in other areas of their business,” Rovira 
Rullán said. “Not only are we proud to be recog-
nized, on an international level, as Puerto Rico’s 
top intellectual-property fi rm, but our achieve-
ments in that area have fueled the growth of our 
other practices, strengthened by the best local 
talent in those areas.”

Just this year, Ferraiuoli added 13 attorneys 
in practice areas that place them in the fore-
front of the most current and promising fi elds of 
law. Among the leading legal talent that joined 
Ferraiuoli in the past months are attorney Jorge 
L. San Miguel, who joined the fi rm as a capital 
member and heads the environmental law, energy 
& land use department; attorney Víctor Rodríguez 
Martínez, the fi rm’s fourth capital member, who 
concentrates his practice in environmental law 
and energy & land use; and attorney Eduardo 
Tamargo Motroni, who joined as a senior member 
in the corporate department, specializing in gen-
eral corporate law, the petroleum industry, real 
estate, commercial lending and entertainment. 

Attorney Lillian Mateo Santos joined Ferraiuoli 
as a member, specializing in environmental law, 
energy and land use; René Avilés García also 
joined as a member, concentrating in employee 
benefi ts; and Katherine González Valentín, who 
joined as a senior member, and is the chair of the 
fi rm’s labor & employment department.

“We have assembled a team that comprises 
young attorneys who are experienced in areas 
that are relevant for businesses today and the 
future, attorneys who have worked in other top 
local fi rms, and decided to join us,” said Víctor 
Rodríguez Martínez, a capital member of the fi rm, 
who’s experience includes more than a decade of 
in-house counsel to ExxonMobil Corp. in Puerto 
Rico, the state of Florida and Rome, Italy. “These 
two facts let us know we are on the right track 
regarding our vision and mission as a fi rm.”

Part of Ferraiuoli’s mission is to offer local 
clients the latest legal resources and solutions to 
deal with relevant areas that are sure to become 
even more signifi cant to doing business in Puerto 
Rico in the future, according to capital member 
Jorge L. San Miguel. During 2009, San Miguel, 
along with Mateo Santos, led a team that drafted 
Puerto Rico’s new Permits Process Reform Act, 
which became law on Dec. 1, 2009.

“For example, take the issue of land use. As 
an island, and given our geographic dimensions, 
land is an ever-present concern for clients want-
ing to do business in Puerto Rico. That concern 
includes dealing with processes and regulations at 
municipal, state and federal levels,” San Miguel 
said. “Our mission, and what sets us apart, is that 
we have the expertise and knowledge to guide our 
clients in these types of processes. Not only do 

we help them reach goals, but also take part in 
ensuring people choose to do business in Puerto 
Rico, despite what they may perceive as chal-
lenges or obstacles.”

Torres Oyola added: “Our corporate and tax 
attorneys, along with our intellectual-property 
attorneys, are better equipped to handle intellec-
tual-property-based transactions than any other 
law fi rm in Puerto Rico.” Intellectual property 
and energy law seem to be two practice areas 
that will drive Ferraiuoli into the future, but this 
innovative fi rm seems ready to tackle any new 
challenge that comes its way. �

Ferraiuoli LLC opens the way for the law practice of the future

 “We have assembled a team 
that comprises young attorneys 
who are experienced in areas 

that are relevant for businesses 
today and the future, attorneys 

who have worked in other 
top local fi rms, and decided to 
join us. These two facts let us 

know we are on the right 
track regarding our vision 

and mission as a fi rm.” 
—Víctor Rodríguez Martínez, 

Ferraiuoli LLC capital member

From left, the four 
capital members 

of Ferraiuoli 
LLC: Jorge L. 
San Miguel, 

Eugenio J. Torres 
Oyola, Fernando 
J. Rovira Rullán, 

and Víctor R. 
Rodríguez 
Martínez.
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Local government statistics show that trade be-
tween Puerto Rico and Colombia has been de-

creasing over the past three years. This trend could 
reverse with the approval of the U.S.-Colombia 
Trade Promotion Agreement (CTPA) by Congress 
last week.

In 2008, Puerto Rico exported $127.5 million 
in goods to Colombia, while importing $259.8 
million from the South American country. The 
numbers in 2010 were $61.6 million and $192 
million, respectively. Experts in the fi eld say the 
sharp decline in trade activity has been the result of 
the marathon local recession, but with Colombia’s 
economy continuing to grow, the same experts 
anticipate increased export opportunities to that 
country. 

According to Puerto Rico Planning Board statis-
tics, the segments in which the commercial trade 
balance favored the island were wood products, 
chemicals and machinery. 

It is expected that the CTPA will support more 
U.S. jobs, increase U.S. exports and enhance U.S. 
competitiveness. Puerto Rico can be expected to 
share in these benefi ts, observers say.

Colombia’s economy is the third largest in Cen-
tral and South America. The comprehensive CTPA 
will eliminate tariffs and other barriers to mainland 
U.S. and local exports, expand trade between the 
two countries and promote economic growth. It 
is expected that the agreement will provide new 
access to Colombia’s $166 billion services market. 
Local businesspeople in the service industry, being 
bicultural and understanding the U.S. commercial 
world better than anyone else in Latin America, 
could use the opportunity to become a commercial 
bridge servicing Colombian companies seeking to 
do business in the mainland U.S.

With the CTPA, more than 80% of U.S. and 
Puerto Rico exports of consumer and industrial 
products to Colombia will become duty free im-
mediately, with remaining tariffs phased out over 
10 years. With average tariffs on U.S. and Puerto 
Rico industrial exports ranging from 7.4% to 14.6 

%, local and U.S. exports to Colombia should in-
crease substantially.

Key U.S. and Puerto Rico exports will gain 
duty-free access to Colombia, including almost 
all products in the following sectors: agriculture 
and construction equipment, aircraft parts, auto 
parts, fertilizers and agro-chemicals, information 
technology equipment, and medical and scientifi c 
equipment.

Imports from Colombia will also benefi t from 
the CTPA.

“There is space to increase trade in the areas of 
manufacturing, including uniforms and other gar-
ments, construction materials, chemical and indus-
trial products, promotional materials, candies, and 
home products,” María Claudia Lacouture, presi-
dent of Proexport Colombia, told CARIBBEAN 
BUSINESS.

Germán Ramírez, president of Clubman, the 
local high-end clothing retailer that has been im-
porting men’s garments from Colombia for years, 
agreed with Lacouture on the benefi ts the CTPA 
will bring.� 

Colombia-U.S. trade pact spells opportunity for local exporters
Declining P.R. trade with Colombia expected to turn around as Congress signs treaty 
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make the jump to the online world, 
the government will roll out a new 
3-1-1 phone service that will function 
like pr.gov, but over the telephone. 

“We want to provide services any 
way the citizen wants to receive 
them: in person, online or over the 
Internet,” Rodríguez said. 

The CIO said the new phone service 
would probably be up and running by 
next March, but the government will 
start with a few key agencies and ex-
pand from there.

“The rollout process will be very 
regimented, because we want to make 
sure the quality is there,” Rodríguez 
said.

He added the system was being de-
veloped using the infrastructure and 
personnel of the 9-1-1 emergency-
telephone service, and the govern-
ment planned to start with agen-
cies that deal signifi cantly with the 
public. 

Offi cials visited New York City, 
Miami and Panama to study existing 
systems and “learn from the mistakes 
of others.” 

While New York City spent some 
$50 million to launch its service in 
2003, smart planning and tumbling 
technology prices will enable Puerto 
Rico to launch its fi rst phase for no 
more than $1.5 million, Rodríguez 
said. 

The government information czar 
said the idea is to have the 3-1-1 op-
erators handle as many of the citi-
zen requests as they can directly, and 
they will be provided tools to resolve 
issues on the spot, such as accepting 
payments for traffi c fi nes or reporting 
a downed power line. 

Citizens will also be able to re-
quest documents such as good 
conduct certifi cates or verifi cations 
that child support payments are up-
to-date. In these cases, the docu-
ments would be faxed or emailed, 
Rodríguez said. 

The service will probably be opera-
tional about 12 hours a day, Monday 
through Friday, with a staff of fewer 
than 100, he added. 

The 3-1-1 system is also aimed at 
cutting the number of nonemergency 
calls made to the 9-1-1 emergency 
telephone system, which account 
for 87% of all calls, many asking 
for the kinds of information that the 
3-1-1 system is being developed to 
provide. 

“We are making government services 
more accessible,” Rodríguez said. “It 
doesn’t matter where you are—we will 

provide that service to you.” 
“We are trying to make life easier 

for people,” Pavía said. “This isn’t 

technology. This is a fundamental 
change in how government delivers 
services.”  �

Continued from previous page  
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The pr.gov service, which began a little more than a year ago with 
much promise and fanfare, is fast fulfi lling its promise and living up to 
the fanfare.

It is the promise of a fast, effi cient government, a game-changing trans-
formation that has already begun to pay high dividends.

A growing number of citizens are avoiding the long waits for which 
government offi ces are famous, for such transactions as child support, 
income taxes, birth and marriage certifi cates, traffi c fi nes, driver’s-license 
and auto-registration renewals, criminal background checks, debt certifi -
cates, water and electricity payments, and more.

The numbers are impressive, as detailed in this week’s front-page story: 
more than four million transactions thus far, rising from 54,500 in 2009 
to 2.6 million in 2010 and 3.5 million this year. And that with just 45% 
of households having an Internet connection.

With the introduction of the 3-1-1 phone service next March, the speed 
and service will multiply even more.

The 3-1-1 line is designed to complement pr.gov and extend the same 
proven effi ciency and convenience to the phone lines, a medium with 
which far more people are familiar.

On the business side, with a healthy 74% of local companies using the 
Internet, pr.gov is allowing them to conduct previously time-consuming 
transactions online, such as permits, licenses and annual reports.

The savings to citizens thus far are estimated at $50 million, while 
businesses have saved roughly $25 million. The money saved is great, 
of course, and no doubt will grow as more people and businesses use the 
system.

But it is in the intangible benefi ts where we see the greatest potential 
from pr.gov and 3-1-1. For business, it boils down to fi ve.

First is pure competitiveness. Puerto Rico’s high transaction and regu-
latory costs are in for a signifi cant drop, and that will help sway site-
selection decisions by potential investors.

Related to that is productivity. The hours now spent on government 
red tape are being slashed dramatically, with employee teams able to do 
much more in the same amount of time.

Third is quality of life, including a company’s employees and custom-
ers. Also coming down thanks to pr.gov is the time employees consume 
taking care of personal, government-related transactions. The less they 
have to deal with government offi ces, the better their mood at work 
(employees) and at the store (customers).

Fourth, connectivity. The importance of this benefi t can’t be overstated. 
Just as electronic-payment cards moved masses of people to open bank 
accounts and improve their lives, so will pr.gov move hundreds of thou-
sands of people to join the digital age and conduct transactions with 
confi dence. (See related poll on page 44.)

They will get on the Internet for pr.gov and emerge having discovered 
the boundless benefi ts of digital technology in other areas of their lives. 
This, in turn, will create a far bigger market for digital-powered busi-
nesses in Puerto Rico, so they can sell their products and services.

Finally, and related to connectivity, is sustainability. Online and phone 
transactions via pr.gov and 3-1-1 cut back the use of paper and therefore 
help preserve trees. They also reduce the frequency of driving trips to 
and from government agencies, greatly curtailing carbon emissions in 
the process.

The government, in effect, is becoming a huge green enterprise, which 
will spur the growth of similar green services on the island.

Congratulations are in order to everyone involved in this far-reaching 
transformation, but especially to government Chief Information Offi cer 
Juan Eugenio Rodríguez and Offi ce of Management & Budget Director 
Juan Carlos Pavía for their vision and tireless leadership spearheading 
this project during the last two years. Bravo! �

Dawn of a new era in
dealing with the government BY CLARENCE PAGE

Tea partiers are delighted their 
support for Herman Cain proves 

they don’t hate Black people. Un-
fortunately, judging by some of his 
statements, Cain doesn’t seem to like 
Black people very much, either.

It says a lot about the U.S.’ racial 
progress that the former Godfather’s 
Pizza CEO has surged to fi rst place 
with a four-point edge over Mitt Rom-
ney in the latest NBC/Wall Street 
Journal poll—a poll that also gave 
Cain a 69% “favorable” score among 
tea-party backers.

Yet, one also wonders how much 
the “Hermanator’s” rise has benefi ted 
from his trash talk about Black people 
and other minorities.

Exhibit A: He said on CNN that 
Black voters have been “brainwashed” 
into not “thinking for themselves” 
or “even considering a conservative 
point of view.” Funny, but I didn’t 
hear similar complaints when Black 
voters—like me—said they would be 
delighted to consider Colin Powell, if 
he were to run. However, oh, yeah, 
Powell is a moderate Republican, a 
nearly extinct breed in today’s tea-
party-fueled GOP.

Exhibit B: Cain has described the 
Democratic Party as a “plantation” 
for Black voters. In fact, plantation 
politics were cited in the 1960s when 
Blacks walked away en masse from 
the Party of Abe Lincoln. Conserva-
tive Republicans nominated Sen. Bar-
ry Goldwater of Arizona, who voted 
against the 1964 Civil Rights Act.

Signifi cantly, in that battle, it was 
moderate Republicans like Senate 
Minority Leader Everett M. Dirksen 
of Illinois who enabled that act to be-
come law over the strong objections 
of Southern segregationist Democrats. 
Nonetheless, many of those same con-
servative Southern Democrats turned 
Republican. They helped form the 
core of the historic “Southern strat-
egy,” using racial resentments and 
“states’ rights” arguments to rebuild 
the conservative movement after 

Goldwater’s resounding defeat.
Exhibit C: Cain recently revealed a 

telling slice of conservative political 
correctness in the dust-up following 
the Washington Post’s discovery of a 
rock emblazoned with a racial slur at 
a ranch Rick Perry frequented. Cain 
called Perry’s slow response “insen-
sitive,” a pretty mild criticism. Yet 
Cain was immediately spanked by 
conservative bloggers like RedState’s 
Erick Erickson, InstaPundit’s Glenn 
Reynolds and the Daily Caller’s Matt 
Lewis for playing the “race card.”

We didn’t hear conservatives com-
plain about a “race card” when Cain 
previously suggested President Barack 
Obama wasn’t a “real Black man” or 
“a strong Black man.” Or when he 
labeled Planned Parenthood clinics 
in Black communities as “Planned 
Genocide.”

The implicit message from conser-
vatives to Cain: It is OK for you to 
talk about race, as long as you only 
criticize Black people.

At least Cain knows his audience. 
A widely cited 2010 survey by Uni-
versity of Washington found 73% 
of “strong” tea-party supporters said 
Blacks would be as well off as whites 
if they just tried harder. Only 33% of 
strong opponents agreed.

Support for the Tea Party doesn’t 
mean you are a racist, the survey’s 
author, Christopher Parker, said, but 
it does make you 25% more likely to 
be racially resentful than those who 
don’t support the movement.

Yet Cain shouldn’t imply that Black 
people don’t care about self-suffi cien-
cy. Polls since Obama’s election in-
dicate that, even with our short-term 
economic woes, Blacks in the U.S. 
are more optimistic than ever about 
our long-term prospects. 

Even Cain’s self-help message might 
have a chance to gain some traction 
among those optimistic Black voters, 
if he weren’t so insulting about Black 
people. �
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Only 14% of adults in Puerto Rico 
have reported making purchases 

over the Internet, according to this 
week’s CARIBBEAN BUSINESS/
WOSO Radio/Gaither Internation-
al poll results. The survey, which 
consisted of 652 face-to-face inter-
views among an islandwide sample 
of adults, revealed the limited extent 
of online retailing among island 
residents. 

After being asked: “Have you 
made online purchases?” only one 
in 10 respondents acknowledged 
occasionally or frequently doing 
so, while a meager 4% said they 
frequently shop online. The survey 
has a statistical margin of error of 
±3.84%.

An online usage survey conducted 
in February pointed out that half 
of adult Puerto Ricans use the 
Internet.

“From which it can be inferred that 
more than one-fourth of those with 
Internet access have made online 
purchases,” noted Beatriz Castro, 
director of syndicated research for 
Gaither International. 

YOUNG, EDUCATED, WELL-OFF 
CONSUMERS BUY ONLINE

As expected, age of respondents 
does play a role in whether they are 
likely to make online purchases. 
For example, those younger than 55 
are signifi cantly more likely than 
older counterparts to have made at 
least one online purchase, noted the 
Gaither analyst. 

“In fact, about one-fourth of this 
age segment has, compared to 
merely 5% of those 55 and older,” 
Castro added.

Younger consumers are more likely 
to have grown up using computers for 
education, personal communications 
or at the workplace, and thus are 
more familiar with online shopping 
than their older counterparts. 

Personal fi nances also help 

determine whether the respondent 
has made online purchases, according 
to survey results. Those from high 
educational and socioeconomic 
levels are also signifi cantly more 
likely than their less educated, lower-
income counterparts to have shopped 
online.

“Having Internet access and the 
relevant knowledge is certainly the 
fi rst step toward shopping online,” 
explained a retail associate from a 
local electronics store. “However, 
having the fi nancial means to afford 
it is a determining factor in actually 
completing a purchase.”

In that regard, survey results show 
that while 41% of respondents from 
high socioeconomic backgrounds 
have purchased something online, 
the same is true for only 13% of 
those from middle socioeconomic 
backgrounds, and 6% from low 
socioeconomic circumstances. 

While 30% of college educated 
respondents said they have made 
an online purchase, only 9% of 
high school graduates, and 2% of 
those who didn’t fi nish high school, 
responded in kind. 

FAVORITE ONLINE STORE
Gaither also asked online shoppers 

which online store they prefer when 
making their purchases, to which 
more than half of respondents—58%, 
or three out of every fi ve polled—
named eBay. Amazon was next 

with 18%, while local “Clasifi cados 
Online” was third with 11%. One in 
10 respondents named other online 
retailers. 

“Shopping online can often be 
diffi cult if the particular store 
[retailer] doesn’t have the same 
online shopping offers, regulations 
or specials for Puerto Rico residents 
as they do for stateside shoppers,” 
said Yael Ryan-Tonge, stay-at-
home mother of three and regular 
online shopper. “For example, if 
free shipping doesn’t apply to Puerto 
Rico, depending on the item, the fi nal 
purchase can be more expensive than 
going to the store or even waiting for 
a future trip and buying it in person, if 
the purchase isn’t time-sensitive.” 

However, for online shoppers like 
Ryan-Tonge, there are some items 
they, and Puerto Ricans in general, 
seem to prefer to buy in person.

“I still prefer the store experience 
when buying clothing for myself 
or my family, I like to try things 
on as opposed to buying something 
and having to wait or return it,” 
she said. “Perfumes and shoes are 
also something I prefer to buy in 
person.”

Ryan-Tonge added most of 
her online purchases have been 

electronics, toys not available in local 
stores, specialty gifts and certifi cates 
to send by mail. 

In addition to the in-store retail 
experience, the fact that only 51% 
of Puerto Ricans have access to 
the Internet, and nearly 63% of the 
population doesn’t have a traditional 
banking account (which might include 
checking and/or debit/credit cards), 
may limit the number of people who 
can actually make online purchases. 

WHAT ARE THEY BUYING ONLINE?
During the survey, respondents 

were also asked to name what types 
of products they have purchased 
online. 

Consumer electronics rank at the 
top of the list.

“In fact, 45% of respondents 
mentioned electronics among their 
online purchases,” Gaither’s Castro 
said. “Clothing is also fairly popular; 
followed by automobile parts, which 
rank third on the list with 18%; books 
and home goods were next with 12% 
and 11%, respectively.” 

Other items purchased online: 
medicines (4%), collectibles (3%), 
shoes (3%), musical equipment/
instruments (2%), sporting gear (2%) 
and other (11%).  � 

Few adults in P.R. shop online
Less than 15%, poll shows

Only one in 10 local 
respondents acknowledged 
occasionally or frequently 
making purchases online, 

while a meager 4% said they 
frequently shop online.


