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Presentation content
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▪ Summary of Montreal water systems and Montreal agglomeration
▪ Emergency management objectives
▪ Summary of on-call teams per department
▪ Water networks department’s processes
▪ Role of the superior on-call manager and water department management
▪ Interal and external partners 
▪ Process tools, post-mortem and training



Montreal drinking water and wastewater systems
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Drinking water
▪ 1.3M m³ / day
▪ 2.2M people
▪ 5400 km of pipes

Usine de traitement des eaux usées

Wastewater
▪ 2,3 M m³ / day



Montreal agglomeration
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Boroughs of City 
of Montreal (19)

Other cities (15)



Emergency management objective
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▪ To provide a robust and resilient service to the population
▪ Emergency management team 7 days a week, 24 hours a day 

• drinking water production plants
• water transport and distribution networks
• wastewater and rainwater collection networks
• wastewater treatment plant

▪ All levels of responders are planned to respond appropriately 
to any emergency

• blue collar workers and foremen 
• managers for coordination, civil protection, public notifications, 

and media requests

▪ This presentation covers the organizational structure of these 
emergency teams and their processes



On-call teams
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▪ 3 main on-call teams
• Drinking water production plants
• Water and sewer networks
• Wastewater treatment plant

▪ Each team operates independently and specific to their asset types
▪ All on-call managers are on the same on-call schedule

• From Thursday at noon for exactly one week

▪ All the contacts of managers and on-call staff are on a centralized file available on the Cloud
• Exception : blue-collar workers who are called to work by the foremen according to the rule 

defined in their collective agreement



Drinking Water Production department (Plants)
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▪ A manager is responsible for taking calls.
▪ Supported by three foremen covering the 6 plants and all the tanks located on the network
▪ Supported by an automation engineer
▪ Supported by an electrical engineer to cover the days off



Sewage Treatment department (Plant)
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▪ One operations manager is responsible for taking calls during the day and a second is 
responsible for taking calls at night. 
▪ Supported by a manager
▪ Supported by an automation engineer



Water Networks Department (Drinking and Waste) - WND
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▪ Emergency structure is the most complex
• Emergencies are mostly related to water main breaks
• Direct impact on the population

• water cuts 
• flooding of buildings
• blocked streets
• water quality advisories

• Major breakdown: the water service very quickly finds itself under media 
coverage

▪ Single emergency telephone number for the water service
• To facilitate contact with the on-call manager by the 34 cities and boroughs
• Every Thursday at noon, a secretary reconfigures the call transfer from this 

number to that of the new on-call manager
▪ Weekly statutory meeting on Thursday at noon 

• In order to pass on information on current events
• Outgoing on-call manager and hydraulics engineer exchange information 

with those incoming



WND - Typical Process for an Aqueduct Event
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▪ Processus is set up to make it easy to report information to the water service from a citizen 
call
▪ Normal path for managing a break in the aqueduct

• The citizen calls the citizen relations department of his city
• It's 311 for the city of Montreal

• The information is then relayed to the city's public works guard managers
• For the City of Montreal, it is relayed to the borough's public works guard managers



WND - Typical Process for an Event on the Aqueduct – Distribution System 
Break
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▪ The city's or borough's public works department mobilizes blue-collar workers to 
• control the break, i.e., close the valves to control the leak
• start repair work

▪ If closure problem and closure must be enlarged by closing a valve on the 
transportation network, the city or borough must then contact the on-call manager of 
WND
▪ On-call manager of WND then contacts the on-call hydraulic engineer in order to 

obtain a scenario for the closure of the transmission network



WND - Typical Process for an Event on the Water Supply – Break in the Transportation 
network
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▪ City's or borough's public works manager 
• Mobilizes blue-collar workers to control the break, i.e., close the 

valves to control the leak
• Contacts the on-call manager of the WND in order to obtain a 

scenario for the closure of the transmission network
• On-call manager responsible for obtaining a closure scenario from the 

on-call hydraulician

▪ If the break is located on a large diameter pipe (750mm or more)
• On-call manager will contact the on-call foreman of the WND to 

mobilize blue-collar workers to assist the borough or the city in 
closing the valves



WND - Typical Process for an Event on the Water Supply – Break in the Transportation 
Network - continued

13

▪ WND on-call manager responsible of water advisory is 
requirement

• Hydraulics engineer can help him by using the hydraulic 
model and by collecting the low-pressure complaints of 
citizens who have contacted 311

• Use of the GARADIR grid - tool to help in the decision to 
declare a preventive boil water advisory 

▪ WND on-call manager responsible of the mode of the 
repair work 

• Repair must be done immediately in emergency mode
• Repair can be done during business hours by normal 

maintenance crews



Water Quality Advisories 

14

▪ On-call manager must establish the type of water quality advisory
• Preventive boil water advisory
• Boil water advisory
• Non-consumption advisory
• Non-use advisory

▪ Assistants
• On-call officer of the environment department (responsible of quality monitoring 

of water on the network) 
• Senior on-call manager

▪ Automated citizen call system used for the city of Montreal and that of other 
cities for their territories when advisory concerns thousands of citizens

• Montreal agglomeration's civil protection department in charge of the system
• Hydraulics engineer will have previously circumscribed the sector on ARCGIS 
• ARCGIS map available to citizens on the City of Montreal's website as well as to 

311 staff



Senior On-Call Manager
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▪ On-call manager's priority 
• To control the water leak caused by the break
• To coordinate emergency repair work if users are without water 
• To eliminate the cause of a water advisory 

▪ Senior on-call manager’s priority – To manage for major events
• Requests for information from the water department, 
• Requests for information from the agglomeration of Montreal's civil security department
• Requests for information from the communications department
• Requests for information from city of Montreal's top managers to manage media requests 

▪ On-call manager must assess the extent of the event
• If it exceeds the "normal" level, senior on-call manager must be contacted



Mobilization of the management of the water department

16

▪ First task of the senior on-call manager : to determine whether the water department 
management needs to be mobilized if 

• Impact on water quality and supply: an event resulting in a water quality advisory with an 
estimated recovery time of more than 72 hours or that has a significant impact on the population 
of Montréal

• Impact on traffic: Higher than average transportation times due to certain detours (bridge or more 
main arteries closed)

▪ If this level of mobilization is reached, the senior on-call manager contacts
• The director of the water service
• The director of the water networks department
• The director of the Strategy and Performance department for

• Relations with the civil protection department 
• Media requests



Gathering of the management team at major events
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▪ Senior on-call manager responsible for determining whether the members of the water 
department's management who must manage the event must physically gather at the 
emergency measures room
▪ Before COVID -  for any major event
▪ After COVID – for very rare extreme major event



Gathering of the management team at major events - Continued
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▪ To help in this decision, a grid is used 
• The answers to questions about the event are translated into scores
• If the sum exceeds a threshold, gathering of the members of the water service management 

▪ Different themes of the grid are as follows:
• Death
• Injured and ill (number of hospitalizations)
• Disaster Victims (any significant damage to a property)

• number of cars, housing, ICI, major and "sector" hospitals, other sensitive sites
• Media coverage (TV, Radio, Newspapers)
• Circulation

• Number of bridges leading to the island, traffic lanes, hospitals access blocked
• Service Level 

• Number of dwellings without water, 
• Number of dwellings with a reduced pressure of more than 30% OR a preventive boil water 

advisory
• Number of dwellings with a non-consumption or non-use advisory
• Number of hospitals with 50% reduced pressure OR water quality advisory



Department of Civil Protection
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▪ Involved during an important event
▪ Under the responsibility of the Montreal Fire Department
▪ A manager from this department is in contact with the officer of the water department for the 

event 
▪ Support offered for the management of the event:

• Street Closures and Police Safety
• Building Safety
• Disaster assistance
• Shelter for the victims



Emergency Repair Contract for the transportation network
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▪ 2 options for repair 
• Immediate repair because citizens or businesses are without water
• Repair during business hours because there is no service break

• Second case very common for the transportation network because it is redundant

▪ Open contract with a contractor when the repair needs to be done immediately
• Must mobilized in less than 4 hours
• Inventory of the most common parts and pipes allowing us 
• A WND engineer on call on days off whose task for the management of the repair with contractor 



Canal Teams
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▪ A Teams channel set up to
• the directors and heads of divisions of the water service
• all other managers who may be on call

▪ For each major event, the following publications are created and managed by the senior 
on-call manager

• Progressive Event Reports
• Water quality management
• media requests
• Management of the closure of the water pipe
• Emergency repair management (if required)



On-call teams vs Operational teams and Post-mortem

22

Transfer to the next business hour
▪ On-call team is set up to compensate for the operational teams during non-working hours
▪ On-call team handles the emergency hands over the management of the event to the 

operational team on the next normal business hour

Post-mortem and actions
▪ Post-mortem with the stakeholders for each major event
▪ Actions with their managers and deadlines recorded in a register
▪ Management of the water service monitors these actions annually



Training
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▪ Training for each new on-call manager
▪ Covers the entire emergency process of the water service and the specificities associated 

with the processes of its department
▪ For the WND, the alert schemes of the "information flow diagram" type are presented 

• Drinking Water Advisories
• Water main breaks
• Problems with wastewater collectors and interceptors

▪ Major event simulations 
• Held on an annual basis
• For less experienced managers



Co-Training
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▪ Vast majority of events are easily manageable
• pipe breaks with small leaks
• control panels opened or damaged by a car
• lack of water or low pressure due to forgotten valves closed 

▪ On average only one or two big events annually
▪ Every two months meeting for the WND on-call managers

• To recall important points about the emergency process
• To allow on-call staff to learn from each other's experiences
• To transfer information on existing or new processes,



Thank you for listening!

25

Questions?


