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TIMELINE OF THE MAIN
MEASURES TAKEN
CANAL DE ISABEL II

First case of
coronavirus in Spain

The Crisis Committee meets and approves
the Customer service operating guide .It was
decided to expand the data line to boost
remote working

International Women’s Day
is celebrated online

The government declares a
state of alarm

31

2

6

14

SPAIN

JAN

26
FEB

CANAL DE ISABEL II

The first preventative measures
are disclosed and work trips is
restricted

MAR

CANAL DE ISABEL II

5

MAR
CANAL DE ISABEL II

First positive case of
coronavirus

MAR

SPAIN

11

MAR
CANAL DE ISABEL II

Shutoffs are suspended and remote working
is implemented for priority employees firstly.
In a few days, 1,500 employees will be working
from home

MAR
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CANAL DE ISABEL II

CANAL DE ISABEL II

Communication, training,
physical and psychological
health are encouraged
through virtual platforms

The Government confirms a
sharp increase in the number of
infections, mainly among health
workers

Canal initiates a plan to
provide the required
workers with enough PPE

18

25

29

17

MAR
SPAIN

SPAIN

Extraordinary financial
measures are approved for
those affected

MAR

19

MAR
CANAL DE ISABEL II

Thousands of bottles are
produced for distribution to
hospitals and other emergencie

MAR

26

MAR
CHINA

China begins to return to
normality: the most affected
province reopens after
lockdown

MAR

SPAIN

The peak of the curve is
reached in terms of COVID-19
deaths (950 victims)

1

APR
CANAL DE ISABEL II

The discounts in the rates
for those affected are
approved

2

APR
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SPAIN

7

The first measures are
notified for a gradual return
to normality

8

APR
CANAL DE ISABEL II

Canal produces and sends
5,000 five-litre bottles of
water to the temporary
hospital in IFEMA

27
APR

SPAIN

The waiting list for the resolved
selection processes will be
extended until the state of
alarm ends

SPAIN

The Ministry of Health orders
550 million masks from China to supply
the health system and citizens

APR

CANAL DE ISABEL II

28
APR

SPAIN

The Government announces
the de-escalation phases

7

MAY

The Government announces that
General State Administration civil
service exams are postponed for
as long as is essential

End of state of alarm

15

22

11

MAY
CANAL DE ISABEL II

The first tests begin at the
work centres

MAY

SPAIN

26

MAY
CANAL DE ISABEL II

Canal announces a tender for
1.700 billion euros in two years

JUN
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INTRODUCTION
Since our creation, in 1851, at Canal de Isabel II we have had a
fundamental mission: to guarantee the supply of water to
Madrid’s residents. Over this long road, it’s not all been a bed
of roses: we have also had to face difficult times: revolutions,
wars, rapid population growth, economic crises, extreme
droughts ... Even so, we have always been able to supply
citizens the vital resource that is water.
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As the public servants we
are, our duty has been
and is to guarantee the
essential services we
provide

From the beginning we
decided to offer workers
daily updates and to institute
remote working without
forgetting work-life balance

In recent months, the COVID-19 pandemic has been the most
important challenge humanity has faced for decades. At the
same time, as the public servants we are, our duty has been
and is to guarantee the essential services we provide, adapting
our management and our operations to the enormous
challenge this health situation has created.
Fortunately, for years we have had action protocols in
the event of possible crisis scenarios which, in the case of
the current pandemic, have allowed us to bring forward
specific measures, even before the official declaration
of the state of alarm by the Government of Spain.
Thus, on 25 February, the Health and Safety
Committee adopted a first package of
preventative measures. Days later,
the Business Continuity Committee
began to orchestrate the company’s
joint response.

Thanks to these initial steps, on 2 March 2020, a Crisis
Committee was formed which launched a contingency plan to
prevent the risk of infection for our workers and to guarantee
essential water supply and sanitation services.
In order to protect everyone’s health while continuing to
work, from the beginning we decided to offer workers daily
updates; to strengthen the cleanliness and disinfection of
workplaces; to institute remote working without forgetting
work-life balance; to equip employees with protective
equipment; to suspend events and meetings; to organise
the key worker staff at on-call shifts; to suspend water
shutoffs and meter readings, attending only breakdowns, and
to close commercial offices, replacing a face-to-face service
with online and telephone contact.
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We have taken many decisions
regarding our staff and the
society in order to guarantee
the continuity of the service and
to avoid the spread of the virus

On 14 March 2020, the day the state of alarm was declared,
we had more than 1,350 employees with enough capacity to
provide their services using remote working tools. Furthermore,
we were in a position to put more than 300 workers essential
for the operation in home isolation reserve. Since then, we
have made many decisions to guarantee the continuity of the
service and to prevent the spread of the virus, both in our
workforce and in society in general.
On the other hand, bearing in mind the social and economic
impact associated with the crisis, as a socially-responsible
company, we have created a new system of discounts on
the water bill to alleviate the people and organisations most
affected. And to deal with the high volume of requests - more
than 27,000 until the end of July - we reinforced the staff
assigned to processing these grants.

For years we have had action
protocols in the event of
possible crisis scenaries which,
in the case of the current
pandemic, have allowed us
to bring forward specific
measures

Likewise, our ability to produce bottled water for
emergencies has allowed us to distribute
137,500 litres of water in bottles and carboys tha
have been distributed to hospitals, medical centres or
other bodies such as the military.
We have also worked jointly, sharing
information and knowledge about
the management of COVID-19, with
other companies in the sector, both
Spanish and foreign, with sectoral
associations and with various task
forces. This has ensured that we know
the best practices that have been
developed and are able to share our
own experiences.

We have created a new
system of discounts on the
water bill to alleviate the
people and organisations
most affected
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ENSURING THE
CONTINUITY OF
THE SERVICE
How we have kept supply and
sanitation safe
On 2 March, Canal de Isabel II established a Crisis
Committee to deal with the possible repercussions of the
pandemic. This committee, consisting of some of the people
with the greatest responsibility in and knowledge of the
company, established two priorities from day one:
TO LOOK AFTER THE HEALTH OF THE WORKERS.
TO GUARANTEE THE WATER SUPPLY.
Having outlined these two fundamental issues in our
roadmap, we launched a Contingency Plan.
One of the main objectives was to adjust the operation and
the maintenance of our infrastructures to the new situation,
adapting the protocols of thousands of workers. In this
context, we decided to move our Control Centre to the

homes of more than 50 workers, whence
we continue to manage any incident
24 hours a day.
The success of this unprecedented
operation had a lot to do with the
company’s longstanding efforts to endow a
large part of its facilities with the ability to be
controlled remotely. Thus, the automation
of operations, one of our most significant
strategic objectives, has been shown to be a
decisive factor in our fight against COVID-19.
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THE KEYPOINTS OF

THE CONTINGENCY PLAN
1

REDUCTION OF STAFF IN THE FIELD
We implemented remote working for all those
workers whose presence at the plants was not
essential, suspended non-essential activities and
examined the minimum needs of each facility.

2

ORGANISATION OF ON-CALL STAFF AND SHIFTS
We established different working groups ensuring
that, during shift changes, there was a 15-minute
period so that the on-call staffs did not coincide with
each other and the cleaning brigades could disinfect
the workspace.

3
4

STAFF RESERVE
We ensure the presence of on-call shifts in home
isolation reserves available to replace another oncall shift in the event of infection. When a worker
developed symptoms, both he and his colleagues
were put in isolation.
PROVISION OF PERSONAL PROTECTIVE
EQUIPMENT
We supply personal protective equipment (PPE)
to all workers whose presence at the facilities
was essential.

5
6

PROVISION OF INDIVIDUAL VEHICLES
We assigned a disinfected individual vehicle
to each worker who needed it to do their
work. We thus prevented possible infection
from car-sharing.

COLLECTION OF THE SUPPLIES
We gathered and stored the necessary
supplies to operate the plants.

7

ALTERNATIVE SUPPLY PLANS
We prepared some alternative supply plans in
case of infrastructure shutdown.

8

DEVELOPMENT AND
COMUNICATION OF AN
ACTION PROTOCOL
We developed a safety action
protocol and a general operating
guide against coronavirus.
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OUTSTANDING ACTIONS

TO GUARANTEE THE CONTINUITY OF THE SERVICE
Committees
At the end of February, the Health and Safety and Business Continuity
committees began to meet to take the first preventative measures and to ensure
the public was supplied with water. In turn, a COVID-19 Crisis Committee was
created. With this organisational structure, work began on various aspects of
especial importance:
The versatility of those responsible
for the plants

The possibility of lockdown and
remote working by the Control
Centre workers

Stockpiling of reagents
The increase face mask stock
The supply alternatives from other
plants in the event of shutdown of
some facilities (studied and tested in
previous years)

We have adapted our
management and our
operations to the enormous
challenge this health situation
has created

Contingency on-call shift
In the first weeks of March, a contingency on-call shift was organised for
300 workers, who remained at home to support the approximately one
thousand employees continuing to work on the continuity of supply
and sanitation.
Reagent stocks
On 12 March, in anticipation of what was about to happen, the procedures
and contacts to secure the reagent stocks in the plants which require
them were started.
Action protocols
At the outset of the state of alarm, a first version of two
important documents was approved: the Protocol for action
against coronavirus and the Operating guide with general
extraordinary measures against coronavirus. These
documents will be updated periodically throughout the
various phases of the state of alarm.
Wastewater samples
After having been able to maintain the service with
full guarantees during the lockdown period, an early
vigilance system of SARS-CoV-2 in waste water is
developed at the request of the Ministry of Health
and the Ministry of Environment, Urban Planning
and Sustainability of the Autonomous
Community of Madrid.
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PROTECTING THE
HEALTH OF THE
WORKERS

How we have protected our
employees from the virus
The COVID-19 pandemic is a crisis that has placed the focus on
people. For the first time, we have faced the real risk that our
teams would sicken and we would not have enough staff to
supply drinking water and clean the sewage water.
Therefore, from the first day, our priority has been to guarantee
the health of our workers. In the first place, as a matter of
principle, because in a company like Canal, they are the most
important asset; and, as a consequence, because only thanks to
their performance can we guarantee the essential service we
provide to society.
Hence, we put in place a plan to ensure that all people whose
presence was essential in the plants should have all the

equipment and protection measures necessary to perform
their work with the least possible risk.
At the same time, we began to implement remote working,
with a significant reinforcement of the network. In just ten days
we prepared the 1,500 remote jobs that could be performed
from home.
Once the worst of the crisis has been overcome, in this gradual
return to normality, we are testing employees who are returning
to in-person work. Moreover, we have stepped up cleaning of
offices and workstations. In addition, we have provided new
accesses to and exits from the facilities and secured new parking
spaces to reduce the use of public transport.

In just ten days we
prepared the 1,500
remote jobs that
could be performed
from home
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OUTSTANDING ACTIONS

TO PROTECT THE HEALTH OF WORKERS

Teleworking
On 11 March, teleworking was implemented for the first 500 employees,
prioritising those at medical risk or with work-life balance needs; just
a week later, the company reached 1,500 teleworkers. On the other
hand, special authorisation is provided for those workers who do
have to move.

Hermetic working groups
In some critical facilities, such as laboratories, hermetic working
groups were created to prevent contact among them and to
avoid staff transfers. Particularly significant is the case of
the Control Centre, which was transferred entire
to the homes of those who regularly
work there to maintain the
service and protect the
health of dozens of
professionals.

Cleaning and
disinfecting
Also, from the very beginning
of the health crisis, cleaning
common areas, vehicles and
jobs intensified.

Masks and protective equipment
Despite the supply difficulties, on 19 March, the first FFP2
masks were received and distributing them among the
services was prioritised according to the judgement of the
Prevention Area. From that date on, protective equipment
will continue to be received until the stocks are
more than enough.
Serological tests
On 15 April, the Medical Service
initiated the procedures for
acquiring rapid serological
tests. These will begin to be
administered at the various
work centres, starting with
those workers who have
tested positive, to thus verify
their effectiveness.

Our priority has been to guarantee the
health of our workers: they are the most
important asset and only thanks to
their performance can we guarantee the
essential service we provide to society
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MEETING OUR
CUSTOMERS´
EXPECTATIONS

How we have tried to remain
close from a distance
At Canal de Isabel II we have always motivated by
a fundamental premise: to do our customers proud
and to meet their expectations, regardless of the
situation. Therefore, we closed our commercial offices
for a few months to reduce contact among people,
for the sake of everyone’s health. However, we did
not allow this situation to affect the treatment we
provided to our users.
During the most severe months of lockdown, we
strengthened our non-face-to-face customer
care services so that telephone lines and electronic
services were not overwhelmed, which became the
options for communication with customers.

Among the most significant actions, we may
highlight three of them:
We increased the call centre staff by 25 people.
We provided a specific interactive voice response
(IVR) to manage water rate discounts.
We developed and passed to our workers a
customer service guide so that all the processes
during this exceptional period were resolved as
well as possible.
The measures adopted and the effort made in this
important aspect of our business have had
positive yield. As a sample, the percentage
response to calls related to the new discounts has
been around 97%.
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OUTSANDING ACTIONS

TO MEET OUR CUSTOMERS´ EXPECTATIONS
Remote arrangements
On Wednesday, 11 March, it was decided in advance to attend to
customers in person only by appointment. All those who had already
arranged that are asked to try to solve the matter by telephone. Two
days later, all customer service centres are closed and users begin to be
served entirely remotely.

Suspension of water shutoffs
Before the state of alarm is declared,
all water shutoffs and face-to-face
meter readings are suspended.

Reinforcement of the call centre
In mid-April, the call centre is reinforced and a specific option is provided
on the toll-free customer service telephone number to provide users
with information about the discounts on the bill.
Meter reading
On Monday, 20 April, the meter reading partially resumes for cases in
which private areas need not be accessed. In turn, supply connections
are again execution according to the limitations and conditions imposed
by the local Councils.

Serving by appointment
On 24 June, the José Abascal customer service centre reopens, serving
by appointment, and adapted to the new health and safety conditions.
A week later, the action is repeated at the ten peripheral commercial
service offices.

An audit carried out by TÜV-Rheinland
underlines the good preparation of our
company to preserve the health of our
employees and clients

16

SPECIAL Keypoints of Canal de Isabel II´s action
in the fight against the COVID-19 pandemic

SHOWING OUR
COMMITMENT AND
RESPONSABILITY

BOTTLES

OF WATER FOR HOSPITALS

How we sought to demostrate
our social commitment
The health crisis caused by COVID-19 has led to an
economic and social crisis in which many people have
been at serious risk of not being able to meet their basic
needs. Knowing this, and being aware that the service we
offer is essential to people’s lives and to containing the
pandemic, we sought to support society in these
difficult times.
Firstly, Canal de Isabel II sought to respond to this need by
approving a programme of assistance and discounts
for the people affected by a Temporary Redundancy
Plan, as well as for self-employed and companies suffering
due to the crisis.
Until the end of July, more than 27,000 companies, sole
traders and individuals have signed up to these discounts
on their bill. However, we have already allocated more than
2 millions-and-a-half euros to this assistance, which can still

be requested from our virtual Office
and which are applied retroactively.

At Canal de Isabel II we have had, since 2013, a bottling plant
in the Colmenar Viejo ETAP which produces five-litre bottles of
water to supply the affected areas when there is a power cut.
However, it can also produce individual bottles. That is why, in
this exceptional period, it has played an even more important
role, if that’s possible.

On the other hand, during the
lockdown the shutoffs were
suspended, such that nobody ran out
of water at a time when it was more
necessary than ever.

The fact is that with the bottling plant working at full capacity,
we have been able to supply bottles and carboys of water
to 25 hospitals in the Region of Madrid, in addition to
1,500 dispensers and 1,000 bottle holders. In total, we have
distributed more than 137,500 litres.

Finally, as soon as the authorities
allow, we will reactivate our
investment programme to recover
the development of the region and continue to be an
economic engine for the Region of Madrid.

In fact, several of the professionals who operate in the plant even
worked voluntarily on weekends so that the rate of production
would not drop, a laudable effort which, without a doubt, serves
to recognise to all the health workers and other key workers that
have emerged in the worst moments of the pandemic.

17

SPECIAL Keypoitns of Canal de Isabel II´s action
in the fight against the COVID-19 pandemic

OUTSTANDING ACTIONS

TO SHOW OUR COMMITMENT AND RESPONSABILITY
We have already allocated more
than 2 millions-and-a-half euros in
water bill discounts
Water bottles for health services
On 19 March, the first consignments of water
bottles began to be produced and distributed
to the health services of the Region of Madrid
and other institutions such as the army. This aid
continued to be provided throughout the health
emergency until a total of 175,000 half-litre
bottles and 10,000 five-litre carboys had been
distributed, on top of 1,500 dispensers and
1,000 bottle holders.

Discount on water rates
The month of April began with the approval
of extraordinary discounts on water rates.
They are intended for users affected by a ERTE
(temporary furlough), companies and industries
that have seen their activity reduced, as well as
facilities prepared for health or funeral uses.

Subsidies for sole traders
On 6 April, it was decided to also subsidise the
water bills of sole traders. Soon after that, all
this social assistance began to be shared and
publicised to multiply its reach.

Cooperation with Samur Social
On 25 May, a batch of carboys of water and
dispensers was delivered to Samur Social.
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KEEPING THE PUBLIC
INFORMED

How we have
acknowledged citizens
During this period of crisis we have also increased our
effort in communication campaigns. Indeed, over this
time, warm and empathetic communication was more
necessary than ever. Because even while we were
confined, it was time to be more united.
“You get the soap, we’ll give you the water” was
the first message we wanted to convey to citizens at the
start of the pandemic. Because we knew that it was (and
continues to be) essential to maintain maximum hygiene
using tap water: along with soap, it plays a key role in
reducing infections. Likewise, we took the opportunity to
refute any possible doubt about the quality of our resource.

With “Madrid, we applaud
you” we sought to honour
and recognise the solidarity,
effort and exemplary behaviour
of Madrid society during the
lockdown period.
The “Count on your water”
campaign, for its part, served
as a loudspeaker to spread word
of the social assistance adopted by the company.
Thus, we made it easier for information as
important as the granting of discounts on the bill
could reach the relevant public.
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OUTSTANDING ACTIONS
TO KEEP THE PUBLIC INFORMATED

Comunication campaigns
In the first weeks of lockdown, several consecutive
communication campaigns were launched:
“You get the soap, we´ll give you the water”,
where the measures dopted within the framework of
the health alert are set out, while encouraging frequent
hand washing.
“Madrid, we applaud you”, which recognises citizen
solidarity in their fight against COVID-19.
“Count on your water”, whose main objective is to
spread the social discounts on the bill.

TELEMADRID
On 22 April, our deputy director of telecommand, Javier
Fernández, appeared on Madrid Directo to explain the new water
consumption habits during the public’s lockdown.
EL MUNDO
On the 25th of that month, an interview with our Director
of Operations, Belén Benito, was published in the El Mundo
newspaper. The article served to highlight the management of
supply and sanitation that Canal de Isabel II undertakes. The
interview was published within the special section “Professionals
who don’t get applause”.
TVE
On 6 May, a report with David Galán, coordinator of Dam
Exploitation, was broadcast on the programme España Directo
on TVE. It explains how a treatment station works, how the water
reaches the taps of the people of Madrid, and the importance
of a dam.
CUATRO
On 14 June, a report on water management during a pandemic
was shown on television on Cuatro. In it, the director of
Operations, Belén Benito, and the deputy director of Conservation
of the Eastern Zone, Diego Limones, showed the importance of
some of Canal’s infrastructure.
ANTENA 3
On 25 July, a report with Juan Sanchez, our Director of Innovation
and Engineering, was broadcasted in the news bulletin of Antena
3 TV. It showed the new early vigilance system of SARS-CoV-2 in
the waste water system of Madrid.
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Lessons learnt
The capacity for anticipation in all the
measures adopted has been key to minimising
the impact of this crisis.
Having an information and communication
technologies (ICT) infrastructure that is
sufficiently flexible and ready has allowed us
to support the more than 1,500 employees who
have been working from home.
Fluid communication, both internal and
external, has been essential to keeping
employees and users informed about the
measures we have been taking.
Collaboration and support for the most
vulnerable groups through social discounts will
contribute to alleviating the financial effects of
the pandemic.

The level of automation of the processes
and the operation of the activity have
helped to guarantee the continuity of the
service without exposing the staff to the
physical risks of the virus.
Proper management of the stock of
Personal Protective Equipment (PPE)
has been essential to ensuring the safety
of workers at their workplaces.
The return to normality
should be gradual, organised
progressively and always
guaranteeing maximum safety
for employees who return to
work (test, intensive cleaning, PPE
provision, etc.).
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