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MENSSAGE FROM THE PRESIDENT

«We want to revisit the

public company’s origins to
recover its essence (...)
and our starting point is
the new Strategic Plan
on which we are working»

#deMadridydelgrifo
Canal de Isabel II is a public company with over
one and a half centuries of experience in water
management. Water is an essential resource for life
and a determinant of economic and social growth,
and for exactly one hundred and sixty-seven years,
we have been driving progress in water supply and
sanitation processes in our region, enabling us to
contribute to the development of society in Madrid.

Ángel Garrido García
President of Canal de Isabel II
Madrid, October 2017
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A

trajectory committed to quality, service
and the environment has positioned
Canal as one of the most important
companies in integrated water management.
Our efforts are directed at strengthening
excellence to ensure that Canal is a European
benchmark for quality and technology, and that
our region is a centre of international excellence
in the areas of water and the circular economy.
To achieve this, and to offer an effective response
to the new challenges posed by these changing
times, it is necessary to focus our view on the
coming years and establish a new management
model, as well as boost Canal’s efficiency and
consolidate its corporate values of commitment,
accessibility, transparency, innovation, talent,
and economic and environmental sustainability.
With this aim, we want to strengthen our public
company, recovering its essence, as signified by
our return to our original name: Canal de Isabel II.
And our starting point is the new Strategic Plan, on
which we are working to redefine our position over
the medium and long term.

«We want to strengthen our public
company, recovering
its essence»

It reflects the commitments that we want to
uphold - since they are central to Canal’s
identity - such as reinforcing its wholly public
ownership and underlining the value of our knowhow in consultancy and engineering and in the
geographical scope of our region. We want Canal
to grow and be strong in Madrid, incorporating all
the region’s local governments as shareholders and
involving the villages of the Sierra Norte in a leading
role, protecting and preserving the environments
surrounding our major reservoirs, even, at times, at
the expense of development.

«We want to make
Canal a model of good
management, efficiency
and transparency»
We are also defining and planning the strategies for
implementing the Plan: ten major strategic areas
encompassing 90 specific actions.
In short, the Plan that we have outlined in this
document will lay the foundations for making this
company a model of good management, efficiency
and transparency, and we want to share our
enthusiasm as we embark on this new stage.
I am convinced that our combined efforts will ensure
that excellence will continue to be the hallmark of
the present and future of this company for all the
people of Madrid and of how proud of it we feel.

This Plan is the outcome of extensive dialogue with
company personnel as well as the stakeholders
involved in our management, including customers,
suppliers, local governments, trade unions,
environmental groups and consumer associations.
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MENSSAGE FROM THE DIRECTOR GENERAL

«This Strategic Plan

is a roadmap for
Canal de Isabel II
for the next decade»

A model based on integrated water management,
designed for all municipalities in the Community of
Madrid. This supra-municipal model today provides
all citizens and municipalities in the region with access
to the essential public services of water supply and
sanitation at the highest technical and operational
standards. All this is provided with service costs
which are over 20% lower than the average for Spain
and over 50% lower than the average for major
European cities. The economies of scale produced
by both integrated water management and its supramunicipal nature allow not only the coverage of
service costs, as determined by European directives,
but also the generation of the resources necessary
to safeguard the company’s operational, economic
and financial sustainability.
This Strategic Plan is a roadmap for Canal de Isabel II
for the next decade. A Strategic Plan that consolidates
the achievements already made, reinforces the
company’s three fundamental pillars and responds
to five of the challenges faced by the sector.

Our present
is the future
For more than 160 years, Canal has been
constructing and consolidating one of the
most efficient and effective models of public
management, recognised at both national
and international levels.
Rafael Prieto Martín
Director General of Canal Isabel II
Madrid, October 2017
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Our company’s three fundamental pillars, which form
the starting point for our mission, are:
• Strengthening the wholly public nature of Canal
de Isabel II, focusing its geographical operational
framework within the territory of the Community
of Madrid and promoting the highest level of
transparency and good governance.
• Completing municipal integration, bringing our
integrated management model to the municipalities in
the region that are not yet incorporated and improving
our model of relationship with all municipalities.
• Ensuring we are the leading company and a
benchmark in integrated water management,
driving excellence, innovation and talent among our
professionals, focusing our growth on the integrated
water management value chain in the Community of
Madrid and, further afield, underlining the value of
our unique know-how through technical support in
consulting and water engineering services.

«Our tariffs

must be able to cover not
only operational costs but
alsoenvironmental costs»

The main challenges facing the sector, and therefore
Canal de Isabel II, to which we are responding with
our Strategic Plan are:
• 
Maintaining
fair
and
affordable
tariffs.
As a public service, our tariffs must be fair and
affordable. Both concepts are important. The price
has to be fair, since water is a scarce resource that
we must not waste, and it must also be affordable,
since it is a basic and essential utility.
Our tariffs, ensuring the principle of sufficiency
of resources, have to be able to cover both
operational and environmental costs, as well as
those necessary to maintain facilities in perfect
condition and to ensure the company’s present
and future investment capacity. In addition,
our tariffs adhere to the principle of territorial
uniformity, and must be progressive, seasonal
and equitable, offering discounts and social tariffs
for those who need our services most.
•
Addressing
the
consequences
of
population growth and climate change..
We live in a region where water is scarce and our
storage capacity for this resource is approaching
its upper limit. Alongside this, the effects of
climate change - which point to drier autumns
and springs that affect the quantity of reservoir
water, as well as longer, hotter summers that
increase consumption - may put further stress
on our water reserves in the future.
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MESSAGE FROM THE DIRECTOR GENERAL

Canal de Isabel II was founded with one goal: to
guarantee the supply of water to Madrid, ensuring
growth and well-being, and it will remain doing
so in the future. For more than 160 years, we
have ensured the water supply to the people of
Madrid, expanding throughout the Community of
Madrid, incorporating all the operations involved
in integrated water management and offering
solutions to the challenges that accompany
population growth, in terms of both supply and
sanitation.
Within the timeframe of our Strategic Plan, we
need to be able to serve a population of between
8 and 8.5 million inhabitants, compared to 6.5
million today, and also take into account an
increasingly significant floating population (there
were more than 23 million overnight stays in
2017).
But we must not only guarantee supply in response
to the two challenges of population growth
and climate change; we must also undertake
extensive work on our sewer networks, which
have been overlooked in recent decades. And
where we need to develop new infrastructures
under municipal responsibility, we will establish
new mechanisms for supplementary rates over
the long term to cover their financing, minimising
the economic impact on customers and users.
We also need to address new challenges in
sludge treatment and odour reduction, as well
as optimise the circular economy and the use of
renewable energy to reduce our carbon footprint.
•
Incresing customer and user satisfaction.
The people of Madrid enjoy a very high quality of
service, and improving it is for us one of the most
significant challenges of our Strategic Plan. Since
users’ expectations will continue to rise, we need
to understand them better so as to be able to
provide an adequate response with new services
that increase user satisfaction.

the Tajo, we have a responsibility to ensure the
highest level of purification of our waters and
the highest levels of efficiency in our supply.
Anticipating future regulations is built into the
structure of this Strategic Plan.
In addition, the integrated management of a
vast infrastructure comprising more than 35,000
kilometres of pipelines, 13 reservoirs, 80 wells,
14 drinking water treatment plants, more than
300 water storage tanks, 158 water treatment
plants and 23 water reclamation plants, as well
as other facilities, entails maintaining high safety
and operational standards to ensure permanent
continuity of service. Consequently, this Strategic
Plan includes Industry 4.0 principles by means
of a major cross-cutting project which we have
called Canal 4.0. This project will spearhead the
company’s incorporation of new technologies
such as robotisation, cybersecurity, cloud
computing, IoT, simulation, virtual and augmented
reality and big data.
• Developing skills and managing talent among our
professionals.
Last but not least, we want this Strategic Plan to
acknowledge and address this public company’s
most important asset - our professionals. The
complexity involved in operating and designing
the kind of integrated water management
implemented by Canal requires the very best
professionals along the entire value chain

Training is a fundamental component for Canal which will
become increasingly important over the next few years.
This Strategic Plan is strongly committed to training,
incorporating both continuing training, to improve the skills
of our professionals, and external training, through dual
vocational training and a master’s degree programme in
applied integrated water management, which will enable
us to train and attract the best talent with the best practical
and theoretical preparation.
Another major challenge for Canal is talent retention. In
addition to improved stability in employment, objectivebased performance evaluation and training, strong
commitment to innovation and recognition of the value
of our know-how through technical support in consulting
and engineering in integrated water management will
be key elements not only in retaining the best talent but
also in adopting the best practices required to achieve
excellence within our company.
Canal’s Strategic Plan 2018-2030 is an exciting challenge
for everyone who is involved in this company. Together, we
will be able to rise to meet it and move toward the Canal of
the 21st century and the pride of all the people of Madrid.

«Canal’s Strategic Plan

2018-2030 is an exciting
challenge for everyone
who is involved in this
company»

• Incorporating new regulations and new
technologies
As a public company, and given our region’s
geographical location in the basin of one of
the Iberian Peninsula’s most important rivers,
10

11

HOW WE DEVELOPED OUR PLAN

Starting from our main objective, we have established
a strategic reflection process with a methodology
similar to that used by other large companies, with
distinct, structured stages, always upholding the
philosophy of fostering a collaborative, dialoguebased process.

departments to coordinate activities. They worked
with various internal and external agents, using
different models of participation such as working
groups, surveys, interviews and focus groups.

In coordination with the steering committee, we
initially established a strategic Advance Committee
incorporating 12 representatives from all our

Metodology
June 2016

December 2016

1. Initial diagnostic analysis

November 2017

2. Strategic reflection

Q2 2018

3. Implementation

STARTING POINTS
Business plans
Indicators
Surveys
Risk assessment
External analysis

SWOT

How we developed
our plan

Internal analysis

MISSION
VALUES
COMMITMENTS

Benchmarking

10 strategic
areas
35 strategic
plans
90 strategic
actions

Focus groups

Implementation
and monitoring
Resources and
budgets
Goals and
perfomance
indicators

Interviews

«The main goal of Canal de Isabel II’s strategic reflection
process is to define where the company wants to position
itself over the next few years, its long-term objectives and
the strategies necessary to achieve them (...) and this
will be carried out through a process of participation and
cooperation».

Opinions and expectations
Internal working groups
Focus groups and interviews
with customers, employees,
suppliers and the public

Presentation and assement
Trade unions
Local governments
Society

Ángel Garrido García, Chairperson of the Board of Directors of Canal de Isabel II, appearing before the
Madrid Assembly on 17 May 2016.
12
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HOW WE DEVELOPED OUR PLAN

The entire process was organised into 3 distinct
stages: initial diagnosis, strategic reflection and
development of the implementation plan.
Initial diagnosis
This diagnosis was carried out both internally and
externally. The objective was to establish a strategic
map for decision-making which could be shared by
company management and which would provide
sufficient information for the reflection stage.
Internal analysis of the company allowed us to identify
the best developed areas in the company as well as
those that needed major improvements. Among the
best were the company’s technical areas, while areas
which most needed improvements included external
communication, transparency and relationships with
Canal’s professionals.
This information was obtained through surveys and
analysis of the company’s prior planning through
previous strategic plans, i.e., the ten business
plans that were in place at the time, the Strategic
Infrastructure Plan and the Plan of Action and
Financial Investments, which is drawn up on an
annual basis.
We also considered shortcomings in planning with
regard to any business risks, economic indicators
and company management that appeared in the
Annual Report and Canal’s financial statements,
which are published annually and are available for
consultation at www.canaldeisabelsegunda.es.

The basis for this analysis was the measurement of
the satisfaction and perception of our customers and
users, in addition to user satisfaction surveys that were
conducted in two waves during the development of
the Plan. The results of the survey reflected a high
level of customer satisfaction (8.3) compared to
other public services, and were especially positive
in terms of continuity of supply (9.1), timeliness and
periodicity in the issuance of bills (8.4) and level of
recommendation of our service to third parties (8.3).
Transparency, tariffs, and accessibility to customers
and users, however, were rated between 6 and 7
points.
6 focus groups were created among different types
of Canal customers (business customers such
as hair salons and bars, household customers in
single-family homes, household customers in homes
with a shared connection, household customers in
buildings with individual connections and special
clients, such as schools and hospitals). In-depth
interviews were also conducted with customers
with discounts for economic reasons, customers
with problematic relationships with Canal and rural
property administrators.

AquaRating.
Data for 2016
Environmental sustainability
Corporate governance

AquaRating
score

76,85/100

Acces to service
Financial sustainability
Bussines management
efficiency
Operating efficiency
Efficiency in investment
planning and execution
Service quality
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We also analysed the strategic plans of companies
from other countries, especially England and
France, as well as the results of the benchmarking
in which Canal is involved, including the European
Benchmarking Co-operation (EBC) and AquaRating,
the standard developed by the International Water
Association (IWA).

With regard to personnel, four focus groups with
specialist moderators were established, comprising
operators, administrative staff, managers and
university graduates, which allowed us to identify the
main aspects for improvement demanded by our
employees, including the high levels of temporary
employment, the level of remuneration and the
difficulty of retaining talent.
External analysis of the company was essential to
understanding our position and performance with
respect to other companies in the sector, as well as
the views and expectations of our company held by
our customers and the general public.
14
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HOW WE DEVELOPED OUR PLAN

Finally, we conducted in-depth interviews with
various representatives of different sectors of society,
including at least one significant representative
from consumer associations, environmental
groups, trade and communications associations
and water research institutes. Again, the aim was
to understand the demands and expectations of
these representatives of society in order to work
internally on the development of the Plan.

The strategic map was drawn up based on all the
information obtained during the diagnosis stage. In
addition, different SWOT analyses were developed
for each business area in order to determine
Canal’s capacity to deal with external situations
(threats and opportunities) and identify its internal
characteristics (strengths and weaknesses). The
final summary is shown below:

THREATS
WEAKNESSES
- Scarcity and limitation of water resources
- Obsolescence of some infrastructures
- Large number of critical infrastructures
- High energy dependency
-  Deterioration of municipal sewer system
networks
- Lack of proactive relationships with
customers
- High levels of temporary employment
- Lack of agility in adapting to climate change
- Slow contracting processes

STRENGHTS
-

Action plans already under way
- Excellent water quality
- Existing supply alternatives
- High level of electrical self-supply
- Successful supra-municipal management
model
- High level of customer satisfaction
- Benchmark in social and cultural areas
- Benchmark company in the sector
- R&D&I team with high potential
- Excellent financial solvency
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-

- Population growth
- Growing pressure on and deterioration
of sources of supply
- Service interruption
- Climate change
- Relationship with local governments
- Increased customer demand
Political context that affects the company’s image
- Loss of talent through temporary employment
- Speed of change in the environment
- Increased regulatory requirements

Strategic reflection
During the second stage, using the ideas, reflections
and diagnoses obtained, we worked on defining Canal’s
Strategic Plan and value proposition, a description of
which constitutes the bulk of the following chapters:
• Definition of the company’s vision, mission and
values.

Implementation
of the Plan
During the third phase, following the presentation
of the summary of our Strategic Plan to the public
and its assessment by different groups and social
sectors, we have worked on its implementation:

• Definition of our competitive strategy, our main
strategic goals and the actions necessary to
fulfil them, which are evaluated and prioritised.

• Final appointment of managers.

• Reorganisation of our areas of activity into 10
major areas of action and 35 specific plans.

• Final description of plans, objectives, indicators
and timeframes.

• Assessment of the value proposition by a group
of 100 high-level managers and professionals
from Canal through different working groups.

• General budgets for implementing the Plan.

• Creation of the Implementation Office.

• Definition of the model for control and monitoring.

• Presentation and approval of the Plan’s initial
design by the Board of Directors and the
General Meeting of Shareholders, for which
a summary document was drawn up, and
request for approval of the strategic areas for
the development of the rest of the Plan.

OPPORTUNITIES
- Promoting the use of reclaimed water for irrigation
- Implementing new technologies
- Ensuring continuity of service 365 days a year
- Contributing to the circular economy and sustainable
development
- Integrated management throughout the Madrid region
- Offering new utilities to customers
- Engagement and dialogue with stakeholders
- Development plan for industry professionals
-  Strategic, company-wide approach to innovation
- Improving efficiency in processes
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HOW WE DEVELOPED OUR PLAN

Stages

1

JUNE 2016

2

OCTOBER 2016

3

DECEMBER 2016

4

FEBRUARY 2017

CREATION
START OF THE
DESIGN OF
FINAL DESIGN
OF COWORKING PARTICIPATORY THE STRATEGIC AND
PROCESS
PLAN
COMMITTEES
ASSESSMENT
We selected
representatives from
the different areas
of the company and
created an internal
working committee
- the Advance
Committee - which,
together with the
Steering Committee,
would work on defining
the major areas of
strategic decisions,
the company’s
values, mission and
commitments.

We defined the
participatory process
to incorporate
the views of our
different stakeholders
(customers,
employees, social
partners, suppliers
and regulators),
forming eleven focus
groups with the aim of
gaining understanding
of their opinions
and expectations
of our company, as
well as interviewing
important members of
universities, companies
and citizens’ groups.

Drafts were drawn
up of the 90 new
actions for future
implementation, which
were assessed by
100 managers from
all Canal’s operational
and support areas
through 10 working
groups.

5

6

7

APPROVAL
OF THE
STRATEGY

PRESENTATION OF ¡LAUNCH OF
THE STRATEGIC
THE NEW
PLAN
STRATEGY!

We presented our
strategy to the
company’s Board of
Directors for approval
and began work on
detailed plans for the
specific actions, as well
as the implementation
and monitoring plan.

We presented our
strategy to the Annual
General Meeting of
Shareholders and began
the process of finalising
all the activities during
the following months to
enable the plan to be
launched in 2018.

SEPTEMBER 2017

Canal de Isabel II, as an industry benchmark and
a 100% public company, has an obligation to
ensure its economic sustainability

18

OCT-DEC 2017

After verification from
the Steering Committee,
we grouped the 90
actions into 10 strategic
areas, organised in 35
strategic plans to be
implemented over the
second half of 2017 and
the first quarter of 2018.
We began the
assessment stage with
the various parties
concerned.

JANUARY 2018
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OUR MISSION AND VALUES

Starting points
for our mission

REINFORCING OUR PUBLIC NATURE
Canal is and will remain a public company; we will ensure that Canal de Isabel
II remains 100% publicly owned and delimit its framework of activity.

COMPLETING MUNICIPAL INTEGRATION

Our mission
and values
As the foundations for our strategy, we have defined three
starting points to guide the entire process of strategic
reflection for the definition of our mission, objectives and
strategic plans.
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We will seek the best possible option for achieving complete
municipal integration into Canal and we will continue to incorporate
all municipalities in the region into the company so that they can
become shareholders, consolidating the best and most efficient
model of public, supra-municipal integrated water management.

BEING THE LEADING SPANISH
COMPANY AND A BENCHMARK FOR
INTEGRATED WATER MANAGEMENT
We will refocus our strategy for growth, innovation
and diversification to become a benchmark for
public water companies, a driver of the economy
in Madrid and Spain, and a model for any
development in the sector of integrated water
management and the circular economy.

21

LORE IPSUM

Mission and values
After deep reflection about our role in the society that
we serve, we have defined a new mission for Canal
de Isabel II.

«We take care of our
region, managing water
for everyone with
transparency, efficiency
and sustainability»
This new mission revolves around 5 core values
which have at all times informed the development of
the rest of the plan and its implementation:

Commitment
We are involved in the lives of
our region’s inhabitants through
the provision of services which
are absolutely essential for the
development of Madrid’s people,
economy and society.

Accessibility

1

2

3

4

5

6

7

8

9

10

To be a benchmark public
water company and
driver of the economy
and development of the
Community of Madrid.

To work to manage the
entirety of integrated
water management
throughout the Community of Madrid.

To lead the way in the
sector’s challenges and
regulatory changes.

To maintain, innovate
and plan our infrastructures and services,
adapting them to the
future needs of society.

We want to be a friendly
company that is accessible to all
those around us and with whom
we interact.

Transparency

We manage a publicly owned
natural resource and we are a
public company; we therefore
have a responsibility to set an
example of transparency in all
our actions.

Excellence

Since we manage public
resources, we must be
particularly demanding in terms
of our performance, optimising
our management through the
effectiveness and efficiency of all
our actions.

Sostainabiity

We are managers of a natural
resource and we have been
entrusted with the mission of
protecting the quality of the
bodies of water in our region.
Preservation of the environment
and sustainable management of
all our activities are part of our
company’s DNA.

22
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COMMITMENTS THAT
TOGETHER FORM THE BODY
OF OUR MISSION

To minimise
environmental impact
in all our processes,
promoting the circular
economy, efficient
use of resources
and energy, and
strengthening
renewable generation.

To implement rigorous
and transparent
financial management,
ensuring the correct
economic balance,
financial independence
and the sustainability
of the company.

To increase customer
and user satisfaction,
ensuring a level of
excellence in quantity,
quality and continuity
of service.

To ensure progressive,
affordable and
equitable tariffs which
encourage savings
in consumption and
guarantee access
for all to an essential
resource.

To strengthen digital
transformation for
more accessible and
more effective management.

To support our
professionals,
attracting, retaining and
encouraging talent.
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OUR MISSION AND VALUES

¿In which direction do
we need to grow?

How to grow in the
future
We are the benchmark public water company
in Spain and one of the most important at
international level. In recent years, the company
has expanded into other countries and we are
now re-examining the importance of this growth
strategy.
In order to maintain our positioning over the
long term, we believe that we need to grow in all
dimensions and ensure our presence in the most

important international forums, enhancing the
value of our capabilities and helping others on the
basis of our experience.
At the same time, our goal will never involve
investing capital in other markets through
contracts or concessions that pose a risk to our
mission or our values.

Toward
other territories
>> Technical support in enginnering
and consulting
>> Without capital investment

Toward the
supplier
>> Direct
management
of outsourced
activities

ti
ali
cip
100 % of muni

To grow, we need
to underline the
value of our
capabilities and
help others on
the basics of our
experience

Canal de
Isabel II
today

es
in
the

Toward
the customer
>> P
 rivate
installations
>> Process water
>> Agriculture

Community

rid
ad
M
f
o

Toward
the circular economy
>> Energy
>> Waste
>> TIC (Industry 4.0)

«To maintain our positioning over
the long term, we must grow in
all dimensions without investing
capital in other territories»
24
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STRATEGIC AREAS

This major change will be organised into 10 strategic areas
whose objetives are shown below.

1

Strategic
areas
Queen Isabel II created Canal in 1851 with the aim of
ensuring sufficient water for the city’s development and
the health of its inhabitants, a move which also served
to dispel any doubts about Madrid’s capacity as the
kingdom’s capital city. In this way, Canal de Isabel II
made a major contribution to laying the foundations for
20th century Madrid.
Our new and equally ambitious Strategic Plan will enable
us to be at the forefront of urban water management in
the competitive world of the 21st century.
The Strategic Plan 2018-2030 will be structured around
detailed five-year plans, with the first for 2018-2022.

26

2

ENSURING A
GURANTEED
SUPPLY

GUARANTEEING
THE QUALITY
DRINKING WATER

Maintaining the current level
of guaranteed supply in the
foreseeable scenarios of climate change and a sustained
increase in population equivalent to the average for the
past 15 years.

Guaranteeing the quality of
drinking water from its origin,
preserving our sources of supply, right to the point of use.

3
STRENGTHENING
CONTINUITY OF
SERVICE
Ensuring continuity of service
in the event of any faults that
might affect the networks,
the quality of drinking water
supplied or Canal’s information systems.

4
PROMOTNG
ENVIRONMENTAL
QUALITY AND
ENERGY EFFICIENCY
Promoting the circular economy and sustainable development, addressing the
challenges associated with
climate change through the
corresponding adaptation and
mitigation plans.

27

LORE IPSUM

Líneas estratégicas

5
DEVELOPING
COOPERATION
WITH MADRID´S
MUNICIPALITIES
Promoting Canal’s integrated
management in all municipalities, consolidating the most efficient model of supra-municipal
management.

8
FOSTERING THE
TALENT ENGAGEMENT
AND HELTH OF OUR
PROFESSIONALS
Supporting our professionals,
attracting, retaining and encouraging talent and knowhow, ensuring that we are the
best company with which to
develop a professional career
within our industry.
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6
REINFORCING
COMMITMENT AND
ACCESSIBILITY TO
USERS
Optimising customer experience in all contact with our
users, improving efficiency
in business and operational
processes.

9
LEADING INNOVATION
AND DEVELOPMENT
Innovating our actions so that
we are a benchmark for our
sector and developing the technologies and services demanded by our customers in
the future.

7
STRENGTHENING
TRANSPARENCY,
GOOD GOVERNANCE
AND COMMITMENT TO
SOCIETY
Ensuring transparency, good
governance and commitment
to society as a public company providing an essential
basic service.

10
ENSURING
SUSTAINABILITY
AND EFFICIENCY IN
MANAGEMENT
Undertaking rigorous, efficient and transparent public
management, ensuring the
correct economic and social
balance.

«In the long term, our new
Strategic Plan will enable us to
position ourselves at the forefront
of urban water management in
the competitive world of the 21st
Century»

29

«Commitment to the
Community of Madrid»

Each strategic area is broken down into a series of
strategic plans (SPs) - up to a total of 35 - including
the 10 star plans, of which there is one for each area.

1
2
3
4
5
6
7
8
9
10
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Reuse

Sewerage

Treatment

Abstraction

Our 10 star plans
for 2018 to 2030

Distribution

STRATEGIC AREAS

-25 PLAN
A 25% reduction in the volume of drinking water consumed per inhabitant

NETWORK PLAN
Replacement of obsolete networks to improve water quality

365-DAY SERVICE CONTINUITY PLAN

Service recovery under normal conditions within a maximum period 12 hours

0.0 KWH CLEAN GENERATION PLAN
100 % self-supply from renewable or high efficiency sources

SANEA PLAN
100 % of sewer system networks in line with master plans

SMART-REGION PLAN
Smart metering throughout the Madrid Region

WATER OBSERVATORY
100 % operational in 2019

ADVANCED STUDIES IN WATER MANAGEMENT
Dual training and Master´s Degree in Water Management

INNOVA 100 PLAN
100 viable research of innovation projects by 2022

2019 TARIFF FREEZING
0 % increase in domestic, industrial and business tariffs until 2019
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Strategic areas

L.E.1 - Ensuring a guaranteed supply

1

ENSURING A GUARANTEED
SUPPLY

Managing water to guarantee the
future development of society

Strategic contex
The Community of Madrid is located in a geographical area characterised by the
scarcity and limitation of its water resources.
Since its origins and up to the present day, Canal de Isabel II has developed plans of
action to enable a guaranteed supply in scenarios of population growth and drought.
As an essential resource, an adequate quantity and quality of water is a fundamental
element for the well-being of the public and the region’s economic development.
It is essential to anticipate the challenges of water stress arising from climate change
so that we are able to maintain and improve the current level of guaranteed supply,
taking into account patterns of precipitation different from those experienced until
now and a moderate increase in population.
Within the timeframe of the Strategic Plan, the population of the Community of Madrid
could reach between 8 and 8.5 million inhabitants, with increasing pressure from the
seasonal population, and we must be capable of responding to this demand.

Strategic objective
Maintaining the current level of guaranteed supply in the foreseeable
scenarios of climate change and a sustained increase in population
equivalent to the average for the past 15 years
In this strategic area, we are endeavouring to work to reach the following
objective:
N.º of persons

Indicator for area 1
Population served
through water savings1
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 umber of persons that can be supplied in a year due to the reduction of uncontrolled water, taking into account the
N
expected decline in per capita consumption and a population increase in line with the forecasts for the Community of
Madrid.
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STAR PLAN

Plan

-25

0-25 PLAN
a 25% reduction in the volume of drinking water consumed
per inhabitant
The Community of Madrid already has low per capita consumption compared with the
rest of Spain. This ambitious plan will allow us to lead the way in technologies for both
supply and demand, in order to try to reduce overall consumption to just 156 litres per
capita per day of water for all uses by 2030, which would represent one of the most
efficient consumption rates in the EU.

Main indicator for the plan

Total per capita consumption for Horizon 2030: 156 litres/inhabitant/day.

Strategic plans
included in this area
We will work to ensure the maximum efficiency of existing resources, expanding and encouraging the use
of reclaimed water, and ensuring and promoting effective demand management. For this purpose, we have
defined 3 main strategic plans for 2018-2030:
1.1 - Plan to ensure maximum efficiency of existing resources which is aimed at tackling the effects
of climate change and population growth and includes actions geared toward continuing with our
protocol-based system for operational optimisation, the development of a new system of preventive
maintenance for infrastructures and the optimisation of reservoir management and groundwater usage.
1.2 - Plan to extend and encourage the use of reclaimed water aiming at the largest possible number of
customers and future uses, to avoid the use of drinking water.
1.3 - Plan to ensure and promote efficent demand management, through measures aimed at reducing
uncontrolled water, with technologies for detecting, reducing and preventing fraud and leaks, as well as
improvements in the accuracy of household meter readings, the development of campaigns that impact on
social conscience and encourage savings, and a review of our current tariff structure.
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«It is essential to anticipate
the challenges of water
stress so that we are able
to maintain and even
improve the current level of
guaranteed supply»
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SP 1.1. Plan to ensure maximum efficiency of existing
resources
Our main goal is to obtain the maximum benefit from natural resources and drinking water supply
infrastructures, using the best technologies and consolidating Canal de Isabel II’s position as the water
company with the most advanced systems of operation.
In this vein, we will have to anticipate possible climate change scenarios, constructing infrastructures
and designing procedures for water resource usage which minimise impacts on the availability of
drinking water for the people of Madrid.

% of total operations
100

Indicator for SP 1.1
Degree of automation
of operations

At the same time, since many of Canal de Isabel II’s infrastructures are industrial facilities with a high level of
electromechanical equipment, which can cause failures in the system, it is necessary to implement a global
maintenance system. Incorporating standardised maintenance criteria and the best available technologies
for data analysis will avoid and/or minimise the impact of potential breakdowns and maximise the availability
of infrastructure.
In light of the threat that climate change poses to guaranteed supply, this requires a medium/long-term
strategy continued over time, beginning with the evaluation of the potential impacts of variability in the
meteorological/hydrological regime and the analysis of specific vulnerabilities in the water supply system,
also taking into account expected population growth in the region during the timeframe of study.
To anticipate the risks entailed by climate change and to try to minimise their impacts, we need to further
our knowledge of different climate change scenarios for the region, incorporating them into mathematical
modelling for the optimisation of reservoir management and groundwater utilisation to establish optimal
integrated management of both in the event of such scenarios, implementing optimisation techniques
and sustainable resource use from the standpoints of quantity and quality, and analysing measures for
increasing the sources of this resource and the capacity of the main infrastructures.
One of our goals in this plan is to try to ensure that all operations are automated by the year 2030, which
will enable us to achieve maximum efficiency. During this first period, we are committed to ensuring that
90% of our operations are automated.
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Ensuring that any system functions optimally requires a comprehensive, consistent and high-quality data set
as a starting point. We therefore need to develop actions to ensure that the company has the instruments,
information and communication systems, employee training and quality control mechanisms to guarantee
the availability and quality of the information which serves as the basis for decision-making. Likewise, for
the most advantageous implementation of these decisions and to ensure that it is feasible to consolidate
a protocol-based system for operational optimisation, it is essential that the largest possible amount of
infrastructures are automated.
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SP 1.2. Plan to extend and encourage the use of reclaimed
water
The aim of this plan is to increase the volume of reclaimed water produced and distributed, extending
and encouraging its use throughout the Madrid region. Increased consumption of reclaimed water by the
people of Madrid will help reduce water needs at source.

Scope
Global population increase, resource depletion and the need to safeguard the environment make the
circular economy a necessity. Water supply is no exception. Reclaimed water will become the main source
of supply for multiple uses over the coming years and will relieve the pressure on natural resources.
The Madrid Dpura Plan, which was implemented over 5 years between 2005 and 2010, laid the foundations
for the reuse of water in the Madrid region. Its goal was the construction of 30 new tertiary treatment
facilities to provide services to 2,500,000 inhabitants in 52 municipalities.
While the company internalised this plan through its Business Plan for Expanding the Supply of Reclaimed
Water (2010-2018), it had already begun supplying reclaimed water for irrigating green spaces in the
municipality of Alcobendas in 2009.
In 2017, the volume supplied for irrigating green areas was almost 16 hm³ (greater than the volume of the
11-hm³ Navacerrada reservoir), extending to 22 municipalities, including the city of Madrid.
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At the present time, our commitment to sustainable development requires extending and encouraging the
use of reclaimed water for various activities, going beyond the irrigation of green areas and sports fields to
incorporate new uses and potential future customers, as well as improving the water quality in receiving
water channels in the Community of Madrid.
We want to ensure that tertiary treated water accounts for at least 95% of the total production capacity by
the year 2030. To this end, during this first period, we will significantly increase the percentage of reclaimed
water in relation to nominal capacity until it surpasses 83% by 2022.

% of nominal capacity

Indicator for SP 1.2
Percentage of water
produced by tertiary treatment
compared to nominal capacity

With regard to communications, Canal de Isabel II has a strong commitment to awareness raising and
informational activities, helping citizens to make efficient use of this resource which is so essential to life.
This is an ongoing commitment which is realised through the company’s communication campaigns
and its educational programme, Canal Educa, now coordinated by Fundación Canal, and through which
schoolchildren in the Community of Madrid learn to use water responsibly.
For this reason, this plan includes a commitment to maintaining the awareness-raising campaigns for water
savings, with a view to achieving maximum reduction in demand without undermining the quality of life of
the people of Madrid.
Although our figures are already below the European average, our main commitment will be to continue
working on the reduction of uncontrolled water.
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SP 1.3. Plan to ensure and promote effective demand
management
The aim of this plan is to improve the guarantee of supply on the demand side, through consumer information
and awareness, and by minimising water loss.
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Scope
It is not possible to ensure supply without appropriate demand management. This requires ensuring that,
without undermining their quality of life, every customer uses the right quantity of water. It also involves
making the best use of this resource, avoiding its loss before it reaches its rightful recipients. This plan is
organised into two areas: technical aspects and communications.
Firstly, it will follow up on the plan for the reduction of uncontrolled water, with an emphasis on maintaining
a very low level of actual loss. In this regard, we will use the most advanced technologies for early detection
of leaks and for detection of fraud. In addition, we will continue to phase out unmetered consumption to
ensure moderated water consumption, as well as improved billing.
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2

GUARANTEEING THE QUALITY
OF DRINKING WATER

Guaranteeing the quality of
drinking water from its origin
right to the point of use

Strategic context
Madrid’s water has always been a benchmark for quality in Spain. Nevertheless,
with demographic pressure and growing consumer awareness, coupled with
current and future developments in legislation in the area of compliance, we
face the challenge of meeting ever-increasing demands.
While we start with water that is exceptionally good at source, it must still
undergo advanced treatments and controls to maintain and improve its
quality.
Monitoring the quality of the water supply starts at its origin, since we have to
address the growing pressure on and deterioration of our sources of supply. It
is also essential to preserve its quality within our distribution networks, which
means we need to continue modernising, incorporating new technologies,
and moving forward with our monitoring and response systems, with the aim
of ensuring the quality of our water right to the point of use.

Strategic objective
Guaranteeing the quality of drinking water from its origin,
preserving our sources of supply, right to the point of use
The aim of strategic area 2 is to achieve 100% compliance in the distribution
network by the year 2030. Our first goal, therefore, is to reach 99.90% by 2022.

% of total samples

Indicator for area 2
Total compliance in the
distribution network
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STAR PLAN

NETWORK
Replacement of obsolete networks to improve water quality

Plan

RED

Some of the different materials that have been used in the construction of
Canal’s 17,000-km distribution network have been found to be of lower quality
than those that are currently being installed. Our undertaking to replace all
the pipework now considered obsolete, unparalleled in Spain, will allow us to
maintain the best water quality.

Main indicator for the plan

Renewal of 100% of pipework in accordance with Canal’s standard for 2030. This
objective will be considered fulfilled when the network master plans have been submitted
to the corresponding local governments and implementation has been budgeted for.

Strategic plans
included in this area
Our strategy in this area is to further improve the treatment of surface water and groundwater resources, to
continue to maintain and improve quality standards in the distribution network and move ahead with our quality
monitoring systems. For this purpose, we have defined 4 main strategic plans for 2018-2030:
2.1 - Plan to improve water quality at source, which includes actions aimed at protecting our reservoirs from
environmental pollution, establishing variable intakes at the reservoirs and defining mathematical models of
reservoir behaviour, as well as developing early warning systems for events and an action protocol for their
management.
2.2 - Plan to promote the use of new treatment technologies, with which we will introduce and implement new,
more sustainable technologies for raw water treatment with less waste generation
2.3 - Plan to improve the network´s operational processes, with comprehensive improvements to all the
operational processes involved in the distribution network and actions aimed at improving its components, as
well as rechlorination operations.
2.4 - Plan to improve preventive maintenance of the supply network, with which we will improve the preventive
maintenance of the supply network, removing all non-compliant pipework and implementing a strict protocol for
annual cleaning.
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«Monitoring of water quality

starts at source and we have to
guarantee this quality right to the
point of use»
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SP 2.1. Plan to improve water quality at source
Canal de Isabel II has 13 reservoirs and 80 wells for water abstraction for its supply system.
While the water quality of these resources is excellent, we must endeavour to maintain and even improve
its quality.

No. of incidents

Indicator for SP 2.1
Raw water incidents
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The main aim of this plan is to improve the quality of both our surface water and groundwater resources.
This will bring improved yields from the drinking water treatment plants, reduce quality incidents and
improve Canal’s Sanitation Plan.
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To this end, and in order to foster the protection of reservoirs and aquifers, it will be necessary to raise
awareness among the competent authorities and the public. It will also be important to reduce the potential
impact of the sanitation system, which is also managed by Canal.

5
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Scope
Monitoring the quality of the water supply starts at its origin, since we have to address the growing pressure
on and deterioration of our sources of supply. The protection of our river basins, reservoirs and aquifers is
vital to maintaining and improving the quality of our resources. In addition, we need to involve the general
public and administrations in the protection of water, one of the most important resources for all of us.
The areas of work in this plan will help to further knowledge of the dynamics of reservoirs, studying their
catchment areas and developing mathematical models of the evolution of their behaviour.
We will install early warning systems in the majority of our reservoirs and establish an event reaction system.
We will also continue the control and prevention of potential foreign organisms.
In parallel, we will reduce the potential impact of our sanitation system on the catchment areas of reservoirs,
improving the sewer system network and spillways. Spills will be inventoried, characterised and quantified,
and the appropriate measures will be taken to minimise their impact.
In addition, we will work at the reservoirs to be able to choose the best quality water that is abstracted at
any time for the supply system. We will endeavour to ensure that we have the necessary infrastructures in all
reservoirs to allow us to abstract water at the ideal depth to obtain the best possible quality of this resource.
We will also foster the protection of water quality in the aquifers used by Canal in its groundwater system by
modelling and analysing potential aquifer contamination risks and enhancing well disinfection techniques.
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SP 2.2. Plan to promote the use of new treatment
technologies
It is our goal to ensure that the excellent opinion of our water quality is maintained in the future, by introducing
the most up-to-date technologies and adapting our water treatment to the highest standards, in line with
the latest scientific, technological and regulatory frameworks.

Scope
The public’s perception of the quality of our water must be maintained through investment in our treatment
facilities. Scientific and technological advances in the field of water quality anticipate new areas for
improvement that are periodically translated into the legislation, posing challenges that must be addressed
to increase the quality and recognition of our water.
Legislation and recommendations issued by international health agencies on the quality of drinking water
are evolving in parallel with the awareness and concerns of the general public. It is not just possible but
essential to uphold a proactive policy in the face of possible regulatory changes, leading the action in step
with scientific progress and ahead of the potential lowering of raw water quality due to both pressure on
catchment areas and the effects of climate change.

In order to meet our goal with this plan, we intend to significantly reduce our raw water incidents by 2022.
We will move forward in our understanding of our water and the treatment necessary to ensure its excellent
quality, in terms of both chemical and microbiological standpoints and public perception. Our actions
include those which aim to assess microbiological and chemical risks derived from the by-products in
our drinking water treatment plants, and to lead the European field in the use of monochloramine as a
disinfectant and improve control mechanisms to reduce risks.
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We will adopt new technologies for each treatment, defining the challenges, tackling them at the project
stage and investing in the construction of optimal solutions, based on the needs identified.
With this plan we intend to reduce quality incidents at outlets from drinking water treatment plants and
forebays to 1.7% by 2022.

Indicator for SP 2.2
Quality incidents at
outlets of tratment plants
and forebays

Improvement measures for tanks will enhance their degree of compliance with quality standards. They will
also include adjustments to usage, as well as installation of automatic monitoring stations so that the level
of water quality in the tanks is known at all times.
It is essential to preserve the water quality within our distribution networks, which means we need to continue
modernising, incorporating new technologies, and moving forward with our monitoring and response
systems, with the aim of ensuring the quality of our water right to the point of use. There are multiple factors
that can cause variations in water quality in the network, and their interrelationship is complex.
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The installation of automatic sampling stations and data analysis will help to improve management
processes. The implementation and usage of a strategic network of rechlorinators will enable us to act
preventively and reduce response times in the event of incidents.
Water consumption varies depending on the time of year. The management of our infrastructures must
adapt to this fact, and there are two actions we need to take in this respect: anticipate and act quickly.
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Thanks to this plan, we will significantly reduce our quality incidents by 2022.
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SP 2.3. Plan to improve the network’s operational processes
El objetivo de este plan es preservar la calidad del agua en la red de abastecimiento, a través de la
optimización de la gestión en la red, en los depósitos y en las estaciones recloradoras.

Indicator for SP 2.3
Quality incidents
reported per thousand
kilometres of network
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Desde que sale de la estación de tratamiento hasta que llega al grifo del ciudadano, el agua recorre su
camino por canales, conducciones y depósitos. En este camino pueden aparecer incidencias que afecten
a la calidad del agua. Por ello, es indispensable optimizar la gestión de esas infraestructuras, aprovechando
las tecnologías existentes en el mercado y disponiendo de datos que nos permitan adelantarnos a dichas
incidencias y actuar con la mayor rapidez posible en su resolución.
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SP 2.4. Plan to improve preventive maintenance of the
supply network
The main objective of this plan is to maintain the best water quality through the replacement of all networks
with outdated materials and apply a strict protocol for annual cleaning. The star plan for this strategic area
is included in this plan.

Indicator for SP 2.4
Percentage of pipework
compliant with internal
standards

% with respect to the entire distribution network
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Canal de Isabel II’s supply network has been designed according to a set of regulations that have changed
over the years, resulting in a diverse network in terms of age, materials and diameters.
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Because of this, some materials used in the past no longer comply with standards and this can affect the
quality of water distributed. In addition, preventive and predictive maintenance technologies for supply
networks continue to advance, which will also contribute to lengthening their useful life.
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Through this plan, we will lead the way in the sector’s challenges, at the forefront of regulatory advances,
proactively pursuing customer and user satisfaction. We are therefore planning this refit to take into account
materials and diameters, resizing where necessary on the basis of current and future flow rates. We also
want to increase the pace of network renovation, which will benefit not only water quality but also continuity
of service.
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At the same time, we aim to evaluate the procedures for supply pipe cleaning that are available on the
market, in order to systemise them in the future, establishing the frequency of cleaning for the network on
the basis of age, gradients and diameters.
In short, proper renovation of the network is crucial in guaranteeing water quality, and preventive maintenance
is necessary for extending its useful life.
Improving preventive maintenance of the supply network will take our network to 91% compliance with
Canal’s internal standards by 2022 and 100% by 2030.
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3

Ensuring continuity of service in
the face of new threats from the
globalised world, contributing to
the well-being of the people of
Madrid

STRENGTHENING CONTINUITY
OF SERVICE
Strategic context
Today’s globalised world is undergoing a process of continuous change,
where new transnational threats and risks are emerging. Together with
long-established hazards, these increase the danger to as well as the
vulnerability of societies. Water management facilities are indispensable
for the general public and if there are no alternative solutions in place, their
disruption could significantly affect these essential services.
Canal de Isabel II, as the company responsible for managing water
throughout the Madrid region, has a large number of infrastructures that
must always be operational or for which there are viable alternatives in the
event of a service interruption. Canal has committed to establishing strategic
and operational measures aimed at achieving the highest possible level
of integrated physical and logical security for our installations, information
systems and people - both Canal employees and our users and partners.
Likewise, it is necessary to have viable alternatives to the regular water
supply, by means of a higher level of interconnectivity in the network, as
well as improved configuration and operation of the supply system to
ensure continuity of supply in the event of contingencies at municipal level.

Strategic objective
Ensuring continuity of service in the event of any faults that might
affect the networks, the quality of drinking water supplied or
Canal’s information systems
In this strategic area, and based on the plans that we will put into action, we have
made it our goal that by 2030, 100% of integrated supply management contracts
will have an alternative supply option to restore service within 12 hours. By 2022,
therefore, we aim to have reached 90%.
% contracts1 with alternative supply options within 12 hours

Indicator for area 3
Percentage of contracts¹ with
alternative supply options to
restore service within 12 hours
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Contracts with agreements for integrated supply management
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STAR PLAN

365-DAY SERVICE CONTINUITY PLAN
Zero interruptions of service through non-accidental causes

Plan

365
DAYS

In the light of the new challenges of a globalised society, this plan will establish effective
coordination between cutting-edge security systems, cyber security and resilience, as well
as rapid response from preventive and reactive physical devices, to guarantee the highest
possible level of security and protection for people and property, ensuring continuity of
supply 365 days a year.

Main indicator for the plan

Service recovery under normal conditions within a maximum period of 12 hours.

Strategic plans
included in this area
Our strategy in this area consists in ensuring service continuity through specific plans for ensuring continuity
of supply, infrastructure, personnel and information systems for water management. For this purpose, we
have defined 4 main strategic plans for 2018-2030:
3.1 - Plan for the physical security of infrastructures, which includes the implementation of actions necessary
for ensuring the comprehensive security of facilities, establishing a continuous improvement plan for security
systems for infrastructures, and identification of and early action against sabotage.
3.2 - Plan for personal safety, geared toward continuous improvement in emergency plans and integrated
fire prevention systems in infrastructures and workplaces. We also aim to improve prevention and response
services for the protection of people and property, as well as undertake other projects including an ambitious
plan for training in safety culture for workers.
3.3 - Plan for information security, to implement and continuously improve security management processes
(proactive security), incorporating the monitoring mechanisms necessary to anticipate potential security
incidents and implement corrective measures (preventive security). This plan also includes actions aimed at
improving the control and general level of security of corporate information systems (reactive security), while
another important action will be to launch a master plan for operational security.
3.4 - Plan for resilient supply to municipalities, which will allow us to improve the supply system’s configuration
and operation to ensure continuity of service in the event of contingencies at municipal level. The first phase
(2018-2022) will establish levels of resilience in the event of different contingencies. Subsequently, structural
and operational actions will be implemented to ensure fulfilment of these levels (2018-2030).
For reasons of security, the indicators for the plans in this strategic area are not published in this document.

«We establish measures
to reach the maximum
safety for our employees
and facilities»
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SP 3.1. Plan for the physical security of infrastructures

SP 3.2. Plan for personnel safety

The plan for the security of infrastructures is one of the cornerstones of this strategic area. The main
objective is to promote infrastructure security by means of preventive knowledge of its corresponding
threats and vulnerabilities.

La seguridad del personal ha sido, es y será una prioridad para Canal. Por ello, con este nuevo plan vamos a
mejorar tanto los planes de prevención como los servicios de prevención para, de esta manera, incrementar
la protección del personal que forma parte de la empresa ante los riesgos y amenazas cambiantes de la
sociedad a los que estamos expuestos. Es el personal de Canal, quien día a día, hace posible que el agua
llegue a todos los madrileños.

Infrastructure security will also be strengthened through the implementation of specific policies and devices
designed to ensure comprehensive security (both physical and logical). In addition, we will establish a risk
taxonomy for early detection of situations that might affect the water quality in the networks and analyse
the most effective measures to mitigate them.

Scope
As the body responsible for integrated water management in the Madrid region, Canal de Isabel II has
numerous critical infrastructures. This means that we are designated a critical operator by the National
Centre for Infrastructure Protection and Cybersecurity, and are responsible for establishing the highest level
of security measures in our infrastructures and committed to providing our customers with an adequate
water supply in accordance with the regulations governing its quantity and quality.
While Canal already has a set of plans and measures in place for the security of our infrastructures, as in
other areas, we must be ready for any new challenges and threats to security that might emerge from the
international community.
This plan will be the governing action in an integrated security plan for Canal de Isabel II facilities, on the
basis of which we will analyse the areas requiring detection, protection and containment with respect to
their vulnerability and criticality for service continuity, which will then be reflected in a specific security plan
for each facility.
The results from this first action will govern the implementation and continuous improvement of general
policies and specific measures aimed at protecting and ensuring the integrated security of infrastructures,
as well as rapid and effective physical response to security incidents.
Detection capability will be determined through an ambitious improvement plan for the security and
surveillance systems in infrastructures to achieve security levels consistent with the critical nature of the
facilities.
Finally, this plan seeks to identify and ensure early action in the event of sabotage that could affect the water
quality in the networks. In this regard, we will evaluate different detection systems and carry out feasibility
studies in the field, before implementing them in our supply networks and incorporating them into the
integrated security system.
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Por otro lado, vamos a reforzar la capacidad de detección y respuesta de los sistemas preventivos,
además de mejorar la cultura y práctica diaria en seguridad del personal para robustecer el factor humano,
generalmente, el eslabón más débil de la cadena de la seguridad.

Scope
All the physical and technological infrastructures that support this essential resource depend on numerous
plans, whose ongoing practical application by our workers provides the best defence.
Zero risk does not exist; both the facilities, technology and we as people are vulnerable. We must always
be prepared to minimise any potential impact on people, property and society. While safety incidents will
inevitably occur, the action plans set out must be our natural response when they do.
This ambitious plan includes several strategic actions, all based on the principle of safety, and consisting of
prevention, detection, reaction, learning and improvement.
Preventing safety incidents is the first specific action in this plan, which seeks to continuously improve
our emergency plans and our integrated fire prevention systems in infrastructures and workplaces. In this
regard, we will implement new tools so that the plans already in place offer a spontaneous, rapid and
natural response.
Centralised early detection of incidents that could affect the safety of our personnel and property is the
underlying aim of the plan for continuous improvement of preventive systems, which will include the
upgrading and renewal, as appropriate, of existing systems through new, cutting-edge integrated preventive
systems.
Reacting appropriately to emergencies is crucial in protecting both people and property, which is why we
are planning to improve our reaction plans, since we believe that only with testing will we be trained to
respond.
Finally, we will develop a plan for safety awareness and training, with the aim of increasing and improving
understanding of safety knowledge and awareness, improving safety culture at all levels in the company.
Through encouraging changes in our daily behaviour, this action will enable us to reduce safety risks.
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SP 3.3. Plan for information security
We have incorporated major goals into this plan, including seeking to achieve the highest level of maturity
model for our cyber-security management , in line with commonly accepted international standards and
best practices within the sphere of information security, extending the practice of information security
to operational technology, strengthening systems for the prevention and detection of cyber-attacks and
establishing operational protocols for responding to cyber-attacks.
Our goal is to ensure that Canal de Isabel II has one of the highest levels of cyber resilience in the sector.

Scope
An increasingly interconnected world means increasing global threats, so we must strengthen our company’s
resistance to new and complex attacks. It is often said that there are two types of companies: those who have
been hacked, and those who don’t yet know they have been hacked.
We must therefore work not only to secure our systems and procedures to avoid a cyber-attack, but also be
able to detect them and be ready to act when an attack inevitably occurs, in order to restore service within
the target timeframe.
We are all aware that cyber-attacks are becoming increasingly frequent and sophisticated. The aim of this plan
is to help us anticipate attacks by reinforcing the security of our information systems and operational systems.
We need to consolidate the initiatives in the area of information security which are already in place and address
the emerging risks, ensuring compliance with current legislation and alignment with corporate guidelines,
international standards and the best commonly accepted practices within the sphere of information security,
in both information technology and operational technology. The first specific action of this plan will therefore
be aimed at proactive security with comprehensive implementation and continuous improvement in Canal de
Isabel II’s security management processes.
As cyber threats continue to evolve, we need to equip ourselves with the best mechanisms for monitoring
and detection, as well as action protocols for anticipating the possible occurrence of security incidents and
implementing the most appropriate corrective measures. These measures comprise the second action in this
plan, preventive security, which basically aims to anticipate cyber-attacks.
We also want to work on reactive security, where the aim is to reinforce the control and levels of security of
our corporate IT systems, improve timeframes for detection, evaluation and response to potential security
incidents, decrease risk of cyber threats, equip ourselves with better security tools and mechanisms, integrate
events from the various security systems and establish a specialised security team for direct action in the
event of potential incidents.
Last but not least, we have defined an action that is aimed at strengthening security practices and measures
in our operational technologywhere, through a master plan for operational technology security, we can identify
any security projects which we need to develop over the coming years within the area of operational networks
and remote control, as well as the telecommunications networks on which they rely for the highest levels of
cyber resilience.
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SP 3.4. Plan for a resilient supply to municipalities
The availability of alternatives and operational strategies to ensure continuity of service in the event of
non-accidental incidents is a priority for our company. We have decided to establish a maximum recovery
timeframe of 12 hours in the event of contingencies that might affect infrastructure and facilities, water
quality, people or the company’s information systems, and which pose a risk of interruption or severe
deterioration of the water supply to municipalities and their inhabitants.

Scope
The plan for resilience consists of various closely related strategic actions. As in any other exercise whose
goal is to reach a certain position, the first things to determine are the position that we want to reach (target
level of resilience ), and our starting point (current level of resilience), taking into account the various adverse
scenarios that could result in an interruption or severe deterioration of service. This is the basis for the first
strategic action, through which we will conduct a gap analysis1 of the resilience of the water service for
municipalities in the event of various contingencies.
Alongside the plan for the security of critical infrastructures and the analysis of impacts on business from
critical processes, this analysis of resilience, using an approach based on risk analysis, will provide the
basis for identifying, prioritising and implementing the reinforcement actions and projects aimed at providing
operational alternatives in the event of non-accidental incidents in the different supply systems.

Canal already has a Control Centre that oversees and manages the operation of the different water
management processes, covering both normal operation and incidents in the service. Nevertheless, to
achieve the target timeframes for service recovery in the event of severe contingencies that could affect the
supply to the population, it is essential that the previously defined procedures for response and recovery
have been assessed and improved by means of regular testing in the various scenarios, so that they are not
only learned but also checked. We therefore need to establish a centre for decision-making, coordination
and implementation of plans for contingencies that could jeopardise our service. All of this is encompassed
within our action for the design and launch of the service continuity office.
To ensure the functioning of this office, it is essential that both the monitoring and control systems and
the information and telecommunications systems are permanently operational. One of the most common
recovery strategies for managing continuity of the many different systems consists in the development,
construction, implementation and operational maintenance of back-up centres to support these systems.
Continuity of service in these systems, therefore, requires the design and establishment of a master plan for
implementing and operating back-up centres for the systems for information, telecommunications, control,
automation and security, as well as actions for implementation and improvement to guarantee established
levels of resilience.
In the light of increasing global threats, our aim with these four strategic actions is to strengthen our
resistance to new and complex attacks that might affect people, water quality, infrastructures and
information systems, ensuring that we have alternatives and proven strategies for the restoration of service
within the target timeframe.

Through the design and preparation of this master plan for a resilient supply to municipalities and the
implementation of its constituent structural and operational actions for ensuring the established levels
of resilience, we will develop various different types of project on the basis of the different strategies for
prevention, detection and containment, which will further strengthen continuity of service. This will improve
our level of resilience and even decrease the probability of suffering an intentional attack. Nevertheless, given
that zero risk does not exist, it is essential to have organisational, procedural and material infrastructures,
resources and structures which enable us to respond in an organised and established manner to a serious
incident that threatens to damage our supply capacity and ensure that we can contain the threat and recover
the service.

Gap analysis: analysis based on the determination of differences (gaps) between the current performance of a resource
and the desired performance.

1
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4

PROMOTING ENVIRONMENTAL
QUALITY AND ENERGY
EFFICIENCY
Strategic context
The environment is part of Canal de Isabel II’s DNA. As managers of a natural
resource which is essential to life and as the body responsible for water
purification, waste treatment and the proper discharge of waste water for
almost 6.5 million people, it could not be otherwise.
The public, which is increasingly aware and demanding of companies’
environmental performance, wants us to set an example with our relationship
to the environment and sustainability. Our image as a clean company
producing high-quality water must be complemented with equally exemplary
waste management and environmental respect.
Society requires us, therefore, to increase our environmental responsibility,
which means that we need to go beyond mere legal compliance.
At the same time, the progressive deterioration of climatic conditions in the
future will mean that we will have to adapt to a more complex management
of this resource, given its reduced availability and the predicted increase
in adverse weather phenomena. In addition, we must also address our
contribution to mitigating the effects of climate change.
Through innovation and the use of cutting-edge technologies, Canal is able
to make significant progress in our commitment to the circular economy, with
special emphasis on energy efficiency, the generation of electricity through
renewable sources and the utilisation and reappraisal of the value of waste
materials. In short, a clear commitment to sustainable development.

We go beyond legal compliance
in our commitment to the
environment

Canal values the opinions and concerns of the various interest groups related
to the environment and we are responsive to their requests. Opening stable,
standardised channels of communication and participation will bring greater
visibility to the company’s operations and improve Canal’s relationship with
our environment.

Strategic objective
Promoting the circular economy and sustainable development,
addressing the challenges associated with climate change
through the corresponding adaptation and mitigation plans.
For this strategic area, objectives include the proposed reduction of our carbon footprint
over the coming years, with the aim of being carbon neutral by the year 2030.
% of emissions of our “maximum footprint”
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STAR PLAN

0.0 KWH CLEAN GENERATION PLAN
100% self-supply from renewable or high efficiency sources

Plan

0 KW

We want to develop a plan to use clean, natural and efficient energy. We aim to be the first
European company in our sector to produce an equal or greater amount of energy than that which
we consume, and we want to do this using renewables (hydroelectric, solar and biogas) or highefficiency sources such as cogeneration of electricity and heat from natural gas.

Main indicator for the plan

Electricity generation equal to 100% of Canal’s consumption.

Strategic plans
included in this area
Our strategy in this area is to further improve the purification of waste water, adapt our management to the
effects of climate change, promote the circular economy and cooperate proactively with all stakeholders in the
protection of the environment. For this purpose, we have defined 4 main strategic plans for 2018-2030:
4.1 - Plan for excellence in purification, our healthy rivers, with which we want to go beyond legal compliance in
our commitment to the environment and implement actions such as WWTP modelling, programmes to improve
the quality of discharges from WWTPs and a plan to improve the control of industrial discharges into the network.
4.2 - Plan for energy efficiency and climate change, with lasting dynamism, to tackle the challenges associated with
climate change through actions for adaptation and mitigation, and a plan for energy savings and efficiency to reduce
specific consumption in water management.
4.3 - Plan for the promotion of the circular economy, healthy fields, through which we will take action toward
efficient use and management of natural resources, including actions for the integrated management and
utilisation of by-products from processes and a plan for mass WWTP sludge sanitation for agricultural use.
4.4 - Plan for the development of clean energy, which will include actions aimed at boosting the generation of
clean energy as well as actions for the reduction of sources of emissions in order to reduce our carbon footprint.
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<<The environment is part
of Canal de Isabel II’s DNA.
Society therefore demands
that we increase our
environmental
responsibility >>
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%

SP 4.1. Plan for excellence in purification
The high complexity of purification processes involving multiple variables requires multi-parameter control
of these processes. What we want is to use innovation and cutting-edge technology to improve WWTP
operation and reduce associated risks.

Indicator for SP 4.1
Compliance with authorisation
for WWTP discharges
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Modelling of WWTP operation is an innovative technique which is not yet used by many companies in the
sector and will allow us to move ahead in our decision-making, with the consequent reduction of the risk
of spills.
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Scope
0

The Community of Madrid’s designation as a sensitive area means that we need to have software and
models that help decision-making, streamline processes and enable us to rapidly overcome serious
problems in our processes such as industrial discharges, excessively diluted loads, low temperatures in
influent water and low BOD5 load for denitrification
The proper operation of WWTPs requires the development of modelling programs to optimise processes,
which we are going to implement at 7 waste water treatment plants. This includes the development of the
model, its parametric analysis and calibration, installation at the treatment plant and start-up.
We will also be optimising our continuous measurement of quality at the automatic monitoring stations
connected to the Tajo Hydrographic Confederation, as well as automating the operation of treatment
plants and implementing internal improvements in the different purification processes, including operational
improvements and minor construction work.
We also propose to make improvements to the overflow channels located at the entrance of the plants
and in the collection tanks, and carry out expansion work at those plants where it is required. It is essential
to undertake actions to detect industrial discharges and identify their origin, with the aim of reducing them
through actions involving the corresponding industries.
We will use the calculation and application of the K-factor as a deterrent and gain accreditation of the
treated water laboratory under ISO 17020, so that we can carry out legal monitoring of discharges, working
together with the companies that emit industrial discharges to help eliminate discharges that are harmful
to the treatment process.
Thanks to this plan we will ensure that all waste water treatment plants managed by Canal de Isabel II
discharge effluent at a level of quality that benefits our rivers.

64

2017

2018

2019

2020

2021

2022

SP 4.2. Plan for energy efficiency and climate change
Climate change is a serious threat to the normal processes involved in the water cycle. To be able to adapt
to the changing reality, we first need to know what specific effects it has on our strategic resources. We
need to study how the bodies of reservoir water and the recharge of our aquifers will change.
Balancing our activities with the environment is a key vector that guides Canal’s work. Combatting and
mitigating climate change by reducing consumption and promoting energy saving which directly impacts
on greenhouse gas emissions and implementing measures for energy efficiency are fundamental objectives
of this Plan.

Scope
Climate change is a fact. Its increasing impact on the water cycle could seriously jeopardise our commitment
to ensuring that society has a guaranteed supply. We have to adapt to the new reality, help combat its
advance and mitigate its effects. We want to be part of the solution, contributing to the reduction of
greenhouse gas emissions through energy savings and efficiency. For this reason, this plan is structured
along two axes.
The first focuses on work to understand the current impact and predict the real future impact of rising
temperatures on our strategic reserves of water. The highly complex resource management demanded by
climate change requires us to understand and act on the effects that this phenomenon will have on our
reservoirs and aquifers.
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To implement this plan, various actions will be launched with the aim of reducing specific energy consumption.
Given the reduced availability of the resource, coupled with the adverse weather conditions that can affect
its management, we intend to make greater efforts to improve energy efficiency in our consumption of
electricity, the main source of our CO2 emissions.

Canal de Isabel II has numerous infrastructures and facilities that generate waste, some of which is reused,
recycled or reclaimed, but a part of which is destined for disposal. The aim here is to implement the
circular economy in all our processes, integrating it from the project stage up to the operational phase
and minimising the consumption of external resources. We want an economy where everything is reused
or recycled, helping to avoid disposal in landfills. We want to embrace the three rules that guarantee
responsible consumption and production: reduce, recycle and reuse.

To fulfil the goals of this plan, we intend to reduce and control our specific consumption.

kWh/m3
0,4

0,38

Indicator for SP 4.2
Reduction in specific energy
consumption per cubic
metre of managed water1

In this regard, we have designed a plan with two main areas of action, integrated management and
utilisation of the by-products of processes, and advanced treatment for the mass sanitation of WWTP
sludge for agricultural use.

0,35

0,3

Sewage sludge is waste which is generated in large volumes in integrated water management. The
treatment process for waste water generates sludge with a high content of organic matter and nutrients.
We will use the best applicable technology for sanitisation treatments and sludge drying, with the aim of
obtaining excellent quality fertiliser and contributing to the circular economy.
We will seek solutions for waste management, progressing right from the start toward zero waste, reusing
all the waste generated and helping to reduce consumption of natural resources.

0,2

In this way and with this plan, we intend to recover 70% of our sludge by 2022 through advanced treatment.
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This does not take into account the pumps for the Alberche, Tajo or wells

SP 4.3. Plan to promote the circular economy
To ensure the supply of drinking water to the population of Madrid and to efficiently manage the sanitation
and treatment of waste water, Canal de Isabel II consumes raw materials and generates waste.
We want to be a model company in our relationship with the environment and sustainability. Our image as a
clean company producing high-quality water must be complemented with exemplary waste management
and concern for the conservation of the environment. Our goal with this plan is to promote the circular
economy and sustainable development hand in hand with society, making efficient use of our resources.

Scope
Society is increasingly aware of companies’ environmental performance and, therefore, increasingly
demanding of higher levels of commitment to good performance. Our region demands greater environmental
responsibility from us, which requires us to go beyond mere legal compliance (the environmental dividend).
We need to incorporate the circular economy into all processes in our integrated water management. In
addition, continued use of a scarce resource can be affected by poor or non-sustainable management.
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SP 4.4. Plan for the development of clean energy
Canal de Isabel II is the leading company in our sector in production of renewable and high efficiency
energy, with an installed base of hydraulic, biogas and high-efficiency power cogeneration exceeding 80
MW. Our company has the most installed power in electricity generation in the Community of Madrid. We
are already generating around 50% of our total consumption.
But we want to go further, and the main objective of this plan is to boost energy production through these
and other renewable and high-efficiency sources of generation in order to decrease consumption from
the grid and help reduce greenhouse gas emissions, moving toward natural coverage of our consumption
and producing at least as much as we consume.

At the same time, and given the significant consequences of climate change for Canal, it is essential to act
in order to reduce our carbon footprint. In this regard, we will perform a detailed analysis to calculate our
company’s carbon footprint, identifying the main sources of emissions and evaluating their impact on our
footprint. On this basis, we will determine the actions necessary to eliminate or reduce emissions, using the
best available technologies. Where we cannot make reductions, we propose installing carbon sinks and
catchment and confinement systems for emissions.
All these measures aimed at increased generation and reduced energy consumption will entail a significant
improvement in efficiency that will help Canal de Isabel II reduce our carbon footprint and combat the
consequences of climate change. To achieve our goals with this plan, we are committed to expanding our
installed capacity over the coming years.

Scope
Canal de Isabel II today has facilities that, in synergy with other water supply and sanitation processes,
allow us to generate renewable energy, produce energy from by-products of processes and cogenerate
electricity.
Thanks to the energy generated in processes associated with both water supply and sanitation, Canal
enjoys a high level of self-supply. This strategic plan for the development of renewable energy entails a
commitment to the generation of energy from renewable sources or high efficiency cogeneration as a
measure to help reduce CO2 emissions into the atmosphere.
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Indicator for SP 4.4
Installed clean energy
capacity
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Both higher levels of energy generation and lower levels of consumption will lead to a reduction in greenhouse
gas emissions. But we want to go further, determining our carbon footprint precisely and reviewing our way
of doing things in order to minimise it. For this reason, this plan is structured along two axes: increasing
generation of renewable energy and reducing our carbon footprint.
We want to become the first European integrated water management company to be self-sufficient in
energy. To do this, we will increase and diversify our energy generation, identifying all available energy
sources in our facilities. Major sources of renewable energy include mini, micro and pico hydro, photovoltaic,
geothermal and cogeneration with biogas from waste water treatment plants.

40
20
0
2017

2018

2019

2020

2021

2022

Alongside power generation from renewable sources we will increase electricity generation from high
efficiency cogeneration plants, which, together with our firm commitment to energy saving and efficiency,
will allow us to achieve our goal of 0.0 kWh.
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5

DEVELOPING COOPERATION
WITH MADRIDS MUNICIPALITIES

To be a benchmark public water
company and a driving force for
the Community of Madrid

Srategic context
Canal’s management model for municipalities, with regard to services that
are municipally owned (water distribution and sewer systems), is based on
long-term agreements through which we are entrusted with the operation of
the corresponding infrastructures.
Our assumption of these responsibilities, from the supra-municipal standpoint,
generates economies of scale and operational synergies that offer significant
advantages for municipalities and above all for their inhabitants.
The model developed within the Community of Madrid is unique, providing
all the people in the region with an integrated service of the highest level at
the same cost to everyone.
The water supply networks were the basis for Canal’s establishment more
than a century and a half ago, and their management ratios are currently
excellent. Nevertheless, the municipal sewer system networks, most of
which have recently been taken under the company’s management, need
significant improvement.
In this regard, specific plans are already being developed that will entail
significant additional effort, firstly, to avoid incidents and inconvenience to
users and, secondly, to contribute to better environmental management.
Another consequence of our relationship with municipalities is the poor water
management associated with many of the numerous urban developments in
the Madrid region, which require solutions to ensure adequate service and
environmental protection.

Strategic objective
Promoting Canal’s integrated management in all municipalities,
consolidating the most efficient model of supra-municipal
management.
In this strategic area and through all its constituent plans, we aim to improve
levels of satisfaction among the local governments with which we work, year
after year, until we reach the highest possible rating by 2022.

Indicator for area 5
Local government
satisfaction rating
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STAR PLAN

Plan

SANEA

SANEA PLAN
100% of sewer system networks in line with master plans
This is undoubtably Canal’s most ambitious plan for 2030. The Community of Madrid’s municipal
networks require multiple measures for improvement and rationalisation. This plan will put these
measures into action to ensure that we have the most modern and efficient sanitation network in
this country, at the service of all the people of Madrid..

«Canal de Isabel II offers
all the people of Madrid
an integrated service of
the highest level at the
same cost to everyone»

Main indicator for the plan

Coverage of sewer system services in the Community of Madrid: 100% investment
tendered by 2030.

Strategic plans
included in this area
Our strategy in this area is to improve relations with all the region’s local governments, incorporating them into
our management, striving for excellence in sewer system management in all municipalities and enhancing
relationships and cooperation with the municipalities of the Sierra Norte in the Community of Madrid, where
many of our most important facilities are located. For this purpose, we have defined 3 main strategic plans
for 2018-2030:
5.1 - Plan for accessibility to local governments and urban developments, through which we want to
enhance and improve institutional relations with the different administrations with actions geared toward
better cooperation with municipalities through a one-stop shop system. This plan also includes the actions
necessary for resolving the problems associated with water management in the Community of Madrid’s older
urban developments.
5.2 - Plan for excellence in the sewer system, which includes actions aimed at developing sewer system
networks throughout the Community of Madrid, including the design and implementation of the Sanitation
Plan, the drawing up of master plans for sewer system networks in all municipalities, a programme for the
disconnection of clean water from sewer system networks and actions aimed at extending sustainable urban
drainage systems in the region.
5.3 - Plan for the Sierra Norte, aiming to integrate municipalities in the Sierra Norte into Canal’s management
model, with actions such as the design and drawing up of plans for the regulation of reservoirs and the
utilisation of synergies in infrastructures and services between Canal and the municipalities.
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SP 5.1. Plan for accessibility to local governments and
urban developments
We need to enhance and improve institutional relationships with the different administrations and urban
developments in order to expedite and improve the optimisation of resources.

% of municipalities

Indicator for SP 5.1
Municipalities in the Madrid
region with a one-stop shop
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Our relationship with the Community of Madrid’s municipalities must always be close, whether they are
shareholders or users. Canal de Isabel II manages services for water supply, sanitation and reuse in most
but not all of the 179 municipalities that make up the Community of Madrid. By improving relations with
them, we can improve our management and extend it to 100% of Madrid’s municipalities.
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At the same time, there are still many urban developments in the region which are not managed by Canal
de Isabel II, with major deficiencies in their distribution and sewerage networks, for which we can offer plans
for renovation and management.

Scope
With regard to local governments, the better we meet their expectations, the better the quality of the
service that we can offer them. Consequently, we need, firstly, to understand their opinions and degree
of satisfaction, and, secondly, to establish actions aimed at optimising resources and payments between
administrations, which will in turn lead to an improvement in relationships with third parties.
In this way, we hope to achieve a more direct and fluid relationship with local governments, with the aim of
improving the services we provide. In short, we propose to define a programme for improving accessibility
and relationships with municipalities for the joint management of the services provided by our company.
At the same time, Canal de Isabel II is aware of the deficiencies and degree of obsolescence in the water
networks and infrastructures of the region’s older urban developments which have been in existence for
around fifty years, where we do not yet manage the services. We propose to extend our water services
to these older urban developments. For this, we need to develop an action protocol for the renovation
and/or construction of new water infrastructures and their financing by means of a supplementary rate,
establishing a standardised approach to all of them without underestimating any specific requirements.
Finally, in view of the good results that have been obtained over time in supply network operation in the
municipalities that have been incorporated into our company’s management thanks to the implementation
of distribution master plans, we will continue with our plan to ensure that these are available to 100% of the
managed municipalities. We also plan to review the municipal master plans for distribution networks which
were drawn up over twenty-five years ago.
For this plan, our target is for 100% of the municipalities in the Community of Madrid to have a one-stop
shop in 2030.
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SP 5.2. Plan for excellence in the sewer system (Sanea Plan)
The main objective of this plan is to improve the sewer system network to make it the most modern
and efficient in our country, ensuring sustainable water sanitation and avoiding overflows in the drainage
systems. This is the star plan for this area.

Scope
Society needs us to manage the sewer system without incident, avoiding the generation of blockages, odours
and other inconveniences to citizens. 100% of Canal de Isabel II’s partner municipalities where our company
manages the maintenance service for the sewer system have master plans in place for urban drainage and
sewer systems, which are updated through the implementation of necessary measures and actions. These
establish priorities for sewer system renovations and estimate the investments needed to undertake them.
In line with the availability of master plans, and following legal and economic viability studies with a view to
the signing of municipal agreements, we will begin implementing the Sanitation Plan. Subsequently, we will
establish deadlines and proposals for the implementation and financing of priority actions, and define effective
plans for the implementation of investments in each municipality.
These actions aimed at developing the sewer system in the Community of Madrid will improve the network,
resulting in the reduction of uncontrolled discharges and, in turn, improvement of the receiving water channels
and a reduction in flooding risks in managed municipalities, for which this plan also includes actions to
disconnect clean water from sewer system networks and extend sustainable urban drainage systems.
Reducing the supply of clean water to sanitation networks will improve water quality in the receiving water
channels, decrease discharges in dry weather and achieve efficient energy use and treatment processes.
The extension of sustainable urban drainage systems will allow a more sustained delay of the incorporation of
stormwater into the sewer system networks in times of heavy rainfall, and retain some of the pollution carried
by the initial rainwater at source.
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The Sanitation Plan will ensure that all municipalities in the Community of Madrid have master plans for sewer
systems by 2030. During this first stage, until 2022, our goal will be to ensure that all partner municipalities that
have signed sewer system agreements (a total of 93) are signed up to the Sanea Plan.

The aim of this plan is to assist the municipalities of Madrid’s Sierra Norte by cooperating with them through
different strategic actions that foster their development, utilising the existing synergies in infrastructures
and services provided by Canal de Isabel II. Our goal is to integrate them into Canal’s management model.
Subsequently, the experience we gain may be transferable to municipalities in other areas that are in similar
situations.

Scope
Indicator for SP 5.2

No. of municipalities

Municipalities
signed up to the
Sanitation Plan

100

93

Madrid’s Sierra Norte and Canal de Isabel II have shared a common history since the creation of the company
by Queen Isabel II. Canal cannot be understood without the mountain municipalities that generously helped
to bring water to Madrid along 70 kilometres of canals and networks. This plan aims to recognise and
improve this partnership, which has endured for more than a century and a half, helping municipalities by
means of synergies that benefit their people and their water.

80

We will find the best possible option for integrating these municipalities into Canal’s model and incorporating
them into the company, so that they too can become owners and participate in its management bodies.

60

In addition, taking into account the legally established principles of cooperation, collaboration and
coordination between public administrations, Canal de Isabel II proposes to provide the municipalities of
the Sierra Norte with the necessary material means to enable accessibility to the use of new technologies
for these local administrations and internet connectivity with sufficient bandwidth through WiMAX.
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SP 5.3. Plan for the Sierra Norte
The aim of this plan is to assist the municipalities of Madrid’s Sierra Norte by cooperating with them
through different strategic actions that foster their development, utilising the existing synergies in
infrastructures and services provided by Canal de Isabel II. Our goal is to integrate them into Canal’s
management model.
Subsequently, the experience we gain may be transferable to municipalities in other areas that are in
similar situations.

The various improvement actions included in this plan aim to accelerate the incorporation of the use of
faster and more advanced digital technologies. This will allow local governments to make the necessary
adaptations in terms of electronic operation of the public sector, in order to comply with the corresponding
resolutions included in the latest changes in the legislation governing administrative and legal procedures
in the public sector.

Indicator for SP 5.3

% of municipalities

Municipalities signed up
to the Sierra Norte Plan
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Scope
Madrid’s Sierra Norte and Canal de Isabel II have shared a common history since the creation of the
company by Queen Isabel II. Canal cannot be understood without the mountain municipalities that
generously helped to bring water to Madrid along 70 kilometres of canals and networks. This plan aims
to recognise and improve this partnership, which has endured for more than a century and a half, helping
municipalities by means of synergies that benefit their people and their water.
We will find the best possible option for integrating these municipalities into Canal’s model and incorporating
them into the company, so that they too can become owners and participate in its management bodies.
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SP 5.3. Plan for the Sierra Norte
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6

REINFORCING COMMITMENT AND
ACCESSIBILITY TO USERS

Proactively pursuing user
satisfaction

Strategic context
Canal de Isabel II’s defining characteristic has always been our commitment
to our users. We need to be able to understand their needs and meet their
expectations in a proactive way, offering a true “customer experience”.
Society today increasingly needs us to listen to its voice and define coordinated
strategies with the aim of improving user satisfaction, promoting permanent
channels of communication and efficient and simple processes, making users
the focus of our activity, through direct and accessible treatment.
In addition, the current socio-economic situation and the difficulties that some
families are experiencing mean that we need to evaluate new billing and collection
formulas that facilitate payment for water consumption.
At the same time, the way that people connect to and interact with businesses
is undergoing rapid change. We live in an increasingly global and digital
environment, so we need to evolve toward systems that allow us to embrace
our digital transformation and close in on the needs of our customers and users.

Strategic objective
Optimising customer experience in all contact with our users,
improving efficiency in business and operational processes.
By implementing all the plans in this strategic area, we will ensure that the
satisfaction of our customers continues to improve every year until we reach
the maximum possible rating in 2022.
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STAR PLAN

Plan
SMART
REGION

SMART REGION PLAN
Smart metering throughout the Madrid Region
The technological revolution in communications, as well as the future development of the Internet
of Things (IoT), will change our relationship with services and the companies that provide them.
Applications that will improve our quality of life and that in most cases we are not yet able to
visualise are already in design and development. What we are quite clear about is that all these
changes in our sector will revolve around smart metering and the mass analysis of the data that
smart metering makes possible. This plan will place us at the forefront of our sector in Europe in
utilising information on water consumption.

Main indicator for the plan

100% smart meters installed by 2030.

Strategic plans
included in this area
Our strategy in this area will be developed along three major axes, focusing on continuous improvement in our
business culture with the customer at the centre of the company’s activities, implementation of smart meters
and improved efficiency in business processes. For this purpose, we have defined 3 main strategic plans for
2018-2030:
6.1 - Plan to promote and develop a “customer experience” culture, Plan to promote and develop a
“customer experience” culture.
6.2 - Plan for the installation of smart meters and new billing systems for water consumption, through which
we will promote the upgrading of customers’ currently installed water consumption meters, incorporating the
most advanced technologies, and developing applications for new services that will bring added value for
customers. Within this plan, we will also evaluate new billing and collection systems for customers, to facilitate
payment for water consumption.
6.3 - Plan for improved efficiency in business processes, the aim of which is to implement a new, nextgeneration business system based on a process management model. This will allow us to move forward with
our digital transformation and will provide a mechanism for integrating all relationships with customers, as well
as the actions necessary to update and enrich customer databases.
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«We will evolve toward systems
that allow us to embrace digital
transformation and that bring
us closer to the needs of our
customers and users»
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SP 6.1. Plan to foster and develop a
“customer experience” culture
At Canal de Isabel II, we need to ensure that our company is one that recognises the needs of our customers
and users, so that our actions meet their demands and expectations. Customer experience is the sum of
all an individual’s personal experiences, whether emotional or rational, gained through their interaction with
Canal de Isabel II throughout their life cycle as a customer or user.
We aim to make our customers the focal point of the organisation, informing them and involving them in
the development of our processes and services. We want to do this in such a way that we can deliver
the desired experiences, in line with our brand promise, and generate memorable emotional impacts on
customers that enhance their perceptions of Canal de Isabel II.

Through all this, we aim to ensure that our global image ratings reach a score of 8 by 2022.

Indicator for SP 6.1

Rating (1-10)

Global image ratings
for the company
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Scope
We must ensure that every contact with Canal de Isabel II results in an exceptional customer experience,
creating a truly positive and first-rate difference in customer satisfaction, for which it is essential to extend
this culture throughout the entire organisation. In order to achieve this objective, we need to understand
customers’ needs and opinions at all times.
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All our actions in this area share several aspects; they are innovative actions for both the company and
the sector in Spain, they are completely digital and they will have a direct impact on improving processes.
These are actions that will enable us to get closer to what our customers are seeking and allow us to
identify their needs and deal with them with flexibility, transparency and commitment.
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They will also require a great deal of interaction and cooperation between different areas in the
organisation. Lastly, and most importantly, they will be valuable tools in improving customer experience
and expanding this culture within the organisation.

SP 6.2. Plan for the installation of smart meters and new
billing systems

Through this plan, we will implement a new system for measuring satisfaction, with which we intend to
incorporate the voice of the customer (VoC) into our operations and analyse all the significant processes
that impact on customers. Customer experience will be continuously measured and evaluated, with the
main aim of managing customers’ perceptions each time they contact Canal de Isabel II, analysing the
impact on processes, managing cases of dissatisfaction and providing adequate responses.

Our aim is to provide our customers with more accessible and efficient management. The installation
of smart meters incorporating cutting-edge technologies will allow us to provide new services for our
customers and obtain new utilities for Canal, based on the advanced processing of meter data.

We will also be more proactive, with the aim of enhancing customer experience. To do this, we need to
anticipate their needs and demands with the help of omnichannel technologies. This means being able
to anticipate situations through the detailed knowledge of customers and users, so that we can define
strategies enabling us to generate opportunities, manage uncertainty and bring about change in our
company culture.
Interactions with our customers and users will be analysed and monitored through the various
communication channels which are either already in place or planned for implementation, including
social media, telephone (speech analytics), documents, mobile phone apps, virtual office, commercial
applications and data capture from smart meters.

82

2017

We want to install meters across the whole of the Community of Madrid which use the latest technology,
both in terms of their accuracy in measuring water consumption and their capacity to communicate the
data that they collect.
Another of our goals is to review our tariff model, focusing more on our customers and their needs. We
want to create a new tariff model that ensures sustainable, affordable and equitable tariffs, simplifying
and adapting the tariff structure to new standards that allow rational and optimal demand management.
In addition, advanced analysis of consumption can offer added value services to customers, including
adaptation of their consumption to the tariff and of the tariff to their consumption.
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SP 6.3. Plan for improved efficiency in business processes

Scope
The plan focuses on two main areas of activity: an increased pool of smart meters and the assessment of
different forms of billing and demand management through the tariff model.
The implementation of smart meters, together with the provision of new added value services based
on technological advances in both meters and communications, is intended to ensure excellence in the
measurement of customers’ water consumption and, therefore, in their billing. This means that we need
to update our customers’ installed water meters, taking into account the most advanced technologies in
metrology, remote meter reading and data usage.
Technological progress and digital transformation should enable us to adapt more flexibly to the needs of
our customers and users. In this regard, we will carry out activities aimed at evaluating the current tariff
model and new billing plans and methods, as well as further extending the social tariff. At the same time,
this progress should also enable us to achieve our objective of optimising and reducing demand for such a
scarce and essential resource, so that we can ensure a guaranteed supply at all times.
Through this plan, we will ensure that smart meters account for 100% of the meters installed in 2030 in the
Community of Madrid.

Indicator for SP 6.2

% smart meters

Percentage of smart meters
installed out of total number
of meters

25

The main aim of this area is to ensure continuous improvement in the efficiency of all Canal de Isabel II
business processes that affect both our customers and the people of the Madrid region in general. We will
also work to improve the information available in the customer information system, which will lead to better
functioning business processes.
Lastly, we want to update the water regulations, so that we can adapt the applicable regulations to the new
times and offer a better service to our customers and the general public.

Scope
To achieve our objectives, we are carrying out actions geared toward implementing a new customer
information system. This new next-generation tool will allow us to embrace the digital transformation and
omnichannel services across all dimensions, and implement a process of continuous improvement in
business process efficiency.
The implementation of a new business system will not succeed if the initial customer data is not consistent.
The customer database is one of the most important assets for any organisation that wants to improve
its trust relationship, communications and image with its customers, but this database is only valuable
if it is of good quality. We will therefore carry out actions aimed at analysing and updating the existing
database, both filtering and enhancing it.
We will also review the regulations corresponding to business processes to try to modernise the legislation
that affects us (which predates 1985), especially the specific regulation for Canal de Isabel II and our
customers, which dates back to 1975.

23,6
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As one of our objectives for this plan, we have set out to improve customer satisfaction following the
resolution of a complaint. We want to obtain the highest possible rating by 2022.
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 onditions for measuring this indicator (both complaints about billing and complaints to the ombudsman) were
C
established in 2018.
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7

STRENGTHENING TRANSPARENCY, GOOD
GOVERNANCE AND COMMITMENT TO
SOCIETY

A company committed to people

Strategic context
Canal de Isabel II has always been a company which the people of Madrid
have been proud to call their own.
As a public company providing an essential public service, we have an
obligation to be excellent and rigorous in both our corporate governance
and our ethical behaviour. In addition, we owe it to our citizens to be
completely transparent in our management and in the area of corporate
social responsibility, and to ensure that we are able to carry out open and
participatory activities for all the groups with which we interact.
We therefore need to strengthen all the measures that enable us to ensure
that our management is aligned with the best practices of good corporate
governance and internal control, that we exercise absolute transparency and
that we enhance external communication to reinforce the public’s long-held
trust in our company.
Canal de Isabel II and Fundación Canal have always been and continue
to be benchmarks in the social and cultural spheres in the Community of
Madrid. Activities carried out by Canal and its Foundation in the field of
corporate social responsibility have been warmly welcomed by the people of
Madrid and also provide examples for other companies in Spain. We need to
strengthen and further professionalise these activities, opening up to society
so that the people of Madrid can continue to be proud of what they consider
their own water company.

Strategic objective
Ensuring transparency, good governance and commitment to
society as a public company providing an essential basic service.
Our work in this strategic area will include improving our corporate transparency
rating so that we are among the leading companies in the public sector in our
country and in the world.

Indicator for area 7

10%
increase
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data

Corporate transparency
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STAR PLAN

WATER OBSERVATORY
100 % operational in 2019

Observatory

DEL
AGUA

Canal’s Strategic Plan 2018-2030 has for the first time been drawn up on the basis of transparency
and communication with all stakeholders involved. We consider it essential to establish the
appropriate mechanisms so that the development and implementation of the projects in this
Strategic Plan can be assessed from the standpoint of a Water Observatory that integrates
stakeholders from all Madrid society.

Main indicator for the plan

«Canal de Isabel II is part of

Madrid’s patrimony and makes
its citizens proud. »

Fully operational Water Observatory in 2019..

Strategic plans
included in this area
Our strategy in this area will be focused along three major axes consisting of the continuous improvement
of our performance in corporate governance, transparency and our commitment to society. For this
purpose, we have defined 3 main strategic plans for 2018-2030:
7.1 - Plan for good governance, including a plan for continuous improvement of internal control, which
will foster corporate culture, transparency and reliability of reported information, as well as the creation of
the shareholder’s office.
7.2 - Plan for transparency, which includes a specific action for enhancing transparency, the ‘100%
Public’ plan, a programme for opening up and recognising the value of facilities and a plan to encourage
contact with interest groups, which will involve the creation of a Water Observatory.
7.3 - Plan for commitment to society, through which we aim to provide added value to the people of
Madrid with actions such as the development and expansion of social tariffs, the social and labour-market
integration of persons with disabilities or at risk of exclusion, the plan for responsible public procurement
and the creation of a water centre (museum installation) in Madrid.
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SP 7.1. Plan to improve the company’s good governance
and strengthen internal control
Canal de Isabel II provides essential services for the economic and social development of the Community
of Madrid. Today’s increasingly globalised and informed society is more and more demanding in terms of
companies’ governance practices and internal control.

Indicator for SP 7.1

% of recommendations

Implementation of the
Commission’s non-binding
recommendations for good
governance
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In our case, this demand is reinforced by our status as a public company and by the importance of our
mission. We therefore have an obligation to be rigorous in the governance of our company and in the ethical
behaviour of all those of us who are involved in Canal’s organisation.

20

Through this plan, Canal aims to be at the forefront of Spanish companies in terms of corporate governance
and internal control, implementing the best practices of Spanish companies and ensuring that we have a
body in place that provides regular information and a personalised service for our shareholders, helping to
enhance the company’s accessibility.
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Scope

SP 7.2. Plan to enhance transparency and strengthen
relationships with stakeholders

For the inhabitants of the Community of Madrid, Canal de Isabel II is more than just their water supplier; we
are a company that, by and large, they consider their own. As a public company providing an essential and
strategic public service, we have an obligation to be excellent and rigorous in our corporate governance
and ethical behaviour.

Our fundamental objective is to position Canal de Isabel II among the best performing Spanish public
companies in terms of transparency in management.

The incorporation of the best practices in corporate governance and internal control into our company will
help to continue to ensure the trust of the people of Madrid in the future. To this end, the plan will focus on
two types of activities.
Firstly, we will carry out a set of activities aimed at continuous improvement in our governance and internal
control. Taking advantage of all the advances that the company has made in recent years and modelled on
the Good Governance Code for Listed Companies, approved by the National Securities Market Commission
in 2015, this will continue our endeavour toward excellence.
Secondly, we intend to create an office for shareholder relations in order to ensure cordial, accessible
and permanent relationships with shareholders - a unique opportunity to enhance their perception of and
satisfaction with Canal’s management, and to provide a channel to encourage participation.

2022

We will establish channels for a regular, stable and cordial relationship with the public and the academic and
social entities with which we interact, determining their opinions and needs, and adapting our management
to them, through the new Water Observatory of the Community of Madrid.

Scope
Both the public and the different entities with which we are involved demand increasingly more information
about our objectives, activities and results. As a public company, we owe it to the people to act with
absolute transparency in our management. In addition, we have to be a friendly company that relates to the
different stakeholders, incorporating their opinions and needs in our decision-making.
The work in this plan will include actions corresponding to transparency, which aim to improve the tools
currently used by the company and to publish all the information relevant to the different stakeholders in our
environment, in order to reach beyond the limits set out in the legislation on transparency.

As proof of the progress we are making toward the company’s good governance, we aim to achieve the
implementation of at least 80% of the Commission’s applicable non-binding recommendations for good
governance by 2022.
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We will also work on being more accessible to society and enhancing the value of Canal de Isabel II’s
facilities, determining the possibility of opening up some of our facilities to the public for leisure, sports,
cultural or social activities.
We will also foster contact with interest groups, mainly by means of the creation of the Water Observatory,
through which we will enhance our relationship with our stakeholders, creating stable and regular channels.

Within this plan, we will create the Madrid Water Centre, a museum installation to reflect Canal’s valuable
heritage as a historic company and, at the same time, create new educational content about integrated
water management.
As part of our commitment to society, we have also set out to increase the number of people benefiting
from discounted tariffs.

This observatory will act as a consultative and participatory body to provide guidance for the company’s
management and governance. It will be established by the end of 2019.

SP 7.3. Plan to strengthen our commitment to society

Indicator for SP 7.3

No. beneficiaries
280.000

Our aim with this plan is to strengthen the company’s social engagement by developing new actions which
are complementary to those already undertaken in previous years and which consolidate our leadership as
a socially responsible company.

Beneficiaries
of discounted
tariffs

Specifically, we intend to promote social actions directly related to the company’s day-to-day activities,
such as the application of the social tariff to groups that need it most.

Scope
Canal and its Foundation have been and continue to be benchmarks in the social and cultural spheres
in the Community of Madrid. Activities carried out by Canal in the field of corporate social responsibility
have been warmly welcomed by the people of Madrid and also provide examples for other companies
in Spain.
We need to strengthen and further professionalise these activities, opening up to society so that the
people of Madrid can continue to be proud of what they consider their own water company.
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Through this plan, we will work on actions for the expansion of Canal’s social tariffs, improving its
dissemination among its existing potential beneficiaries through Canal Colabora and identifying any new
groups which might benefit from these tariffs.
Another branch of activities will be aimed at strengthening social and labour-market integration for
persons with disabilities or at risk of exclusion, in line with the guidelines in current legislation, through
the gradual implementation of a policy for reserving opportunities for people with disabilities in our new
job offers.
We will promote responsible public procurement, introducing environmental and social considerations
into our tender procedures, in order to encourage the employment of people with particular difficulties
entering the labour market, through Special Employment Centres, Occupational Centres or agencies
specialising in social and labour-market integration.
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8

FOSTERING THE TALENT,
ENGAGEMENT AND HEALTH OF OUR
PROFESSIONALS

Strategic context
At Canal de Isabel II, our main goal is to achieve excellence in our management.
We know that our professionals are the company’s greatest asset. Because
of this, we are committed to the personal recognition of every one of them.
A company committed to its workers means workers committed to their
company. We need their motivation, their involvement and, ultimately, their
pride in belonging. They are the best guarantee of meeting Canal’s goal for
the coming years: excellence in our management. To do this, it is essential
to have the best professionals and ensure their complete commitment to
the service we provide. In this area, we aspire to be the best company with
which to develop a professional career within our sector.
For this, we need to establish procedures for identifying, selecting and
retaining talent. These mechanisms must ensure that we have the best
people in each position and that, as a whole, Canal de Isabel II’s employees
form a workforce which is always equipped for the changing circumstances
in our service.

To be the best company with
which to develop a professional
career within our sector

The fundamental element for the success of this Strategic Plan is reducing
temporary employment to the levels necessary to cover specific situations.
Finally - although it may well be the primary issue in order of importance - we
need to make every effort to continue ensuring that each of Canal’s employees
works in a safe environment, integrating prevention into production processes
across all levels of the organisation, so as to serve as a benchmark for other
public companies, contractors and suppliers.

Strategic objective
Supporting our professionals, attracting, retaining and
encouraging talent and know-how, ensuring that we are the best
company with which to develop a professional career within our
industry.

We also need to encourage our employees’ effort and engagement, so
we need to optimise our evaluation of performance and management by
objectives. Engagement will also be a key element in reinforcing their sense
of belonging.
In recent years, the Spanish public sector has been affected by various
regulatory constraints and these have limited our capacity in human resources
management. We hope that this legal framework will improve in the coming
years and enable us to implement all the actions in this strategic area.
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Through the implementation of all the strategic plans and actions in this area, we
aim to make our workplace environment ratings as good as possible and ensure
that our company is the best place to work in the water sector. To do this, we will
use the workplace environment scale as an indicator for this strategic area.
During this year, we will focus on establishing the benchmark values for Canal de
Isabel II’s engagement index, which will serve as our indicator to measure progress
in this strategic area. Since this scale takes into account many categories related
to the working environment (stability, satisfaction, engagement, etc.), we will focus
on the categories whose results are lower than 50% positive.

STAR PLAN

CENTRE FOR ADVANCED STUDIES IN WATER MANAGEMENT
Dual vocational training and Master’s Degree in Water Management
CENTRO DE
ESTUDIOS
AVANZADOS
DEL AGUA

There is a shortage of skilled professionals in water management, whether holders of intermediate
and higher-level diplomas or university postgraduates (engineers, scientists, lawyers and
economists). The Centre for Advanced Studies in Water Management is intended to offer specialist
training for those who will in the future become the best water management professionals in Spain
and abroad. This will put Canal at the forefront of training for water experts in our country and
consolidate Madrid’s position as a centre of excellence for training.

Main indicator for the plan

100 students trained per year by 2022.

Indicator for area 8

5% increase

Target
data

Workplace environment scale

Strategic plans
included in this area

2% increase
Determination
of scale

Baseline
data

Our strategy in this area will be focused along four main axes, which will encompass enhancing employee engagement,
ensuring a skilled workforce tailored to the evolution of the company’s needs, fostering adequate career development for
professionals and managers, and upholding our commitment to ensuring that all Canal employees work in safe environments.
For this purpose, we have defined 4 main strategic plans for 2018-2030:
2017

2018

2019

Engagement
factors
(1) S
 enior management
Supervision
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2020
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2022

8.1 - Plan to increase employees’ engagement and sense of belonging, which involves three strategic actions aimed at
stabilising the workforce by reducing temporary employment, standardising working conditions for all employees and
reinforcing their involvement, motivation and loyalty through new channels of communication, transparency, equality,
promotion, work-life balance, leadership and teleworking.

Leadership
(1)

(4) Benefits/Safety
Working environment
Work-life balance

(2) Career Opportunities
Training and
development
Performance
management
Recognition and
rewards

(5) Communication
Customer orientation
Diversity and inclusion
Support infrastructure
Talent and staffing levels

(3) Teamwork
Autonomy/Tasks

(6) Reputation/Brand
Corporate responsibility

Brand
(6)

Performance
(2)
Work
experience

Business
practices
(5)

Work
(3)
The basics
(4)

8.2 - Plan for workforce management to ensure that the workforce is ready for future needs and includes the most suitable
professionals. To work toward this goal, we will establish continuous analysis of the necessary resources, a succession plan,
talent development plans and the promotion of collective intelligence, collaborative culture and innovative global vision.
8.3 - Plan for the development and promotion of managerial skills, aimed at all professionals in our organisation, including
those who manage teams and partners, through performance management and, where appropriate, management by
objectives. Among the resources we will employ will be their enrolment in training programmes at the Centre for Advanced
Water Studies.
8.4 - Plan to ensure safe environments for all employees, which includes strategic actions for the permanent reduction of
workplace incidents and accidents, implementation of a “zero risk” culture in the workplace and continuous improvement in
safety at all our partner companies.
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SP 8.1. Plan to increase employees’ engagement and sense
of belonging

Indicator for SP 8.1
Workplace environment
scale

Baseline
data

If our professionals are sure that their company takes care of them and recognises their value, they will take
Canal’s Strategic Plan on board. We need employees who are motivated and involved, who feel listened to
and who know and feel that they are the key component in our present and future standing, not only as a
benchmark company in the technical arena but also as a model for social enterprise, professional training
and work-life balance.

To increase engagement and pride in belonging, we will improve workforce stability by reducing temporary
employment. In this way, we will be able to stem the loss of talent associated with temporary employment
by increasing the number of permanent employees, enabling us to maintain a stable core of professionals
who are ready to take on new challenges while they have opportunities to gain promotion and further their
careers.
We will also standardise our employees’ working conditions, since our incorporation as a public company
entails embracing very different working conditions for employees who joined our workforce after June 2012.
Endorsed by our 1st Collective Agreement, we will work towards a scenario in which professionals in the
same position receive the same remuneration. We will also adjust remuneration levels to the responsibilities
and tasks involved in structural positions and structural support positions.
Lastly, we will strengthen employees’ engagement, motivation and pride in belonging along three key
axes: recognition of personal and collective achievements and efforts, active listening and effective
communication. We will promote cooperative environments and management accessibility, fostering the
trust and participation of everyone with whom we work.
To measure achievement in this plan, we will again use an engagement index based on different factors that
we will measure through the workplace environment survey

2% increase
Determination
of scale

The aim of this plan is to recognise employees as the basic driving force of our company. Facilitating
participation and recognising both personal and collective achievements, as well as improving employment
stability and implementing wage harmonisation, will increase employee engagement. This is a key factor in
implementing the company’s strategic plan, which will at the same time encourage employees to feel that
Canal de Isabel II is both accessible and their own.

Scope

5% increase
Target
data
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2021

2022

SP 8.2. Plan to ensure a workforce ready to meet changing
needs and comprising the most suitable professionals
The aim of this plan is to guarantee the availability of a properly prepared workforce, able to adapt to
changing needs and ready to rise to Canal’s present and future challenges, by analysing and measuring,
both quantitatively and qualitatively, the workforce required for each area or service, taking into account
both actual needs and growth forecasts.
Designing and planning career trajectories with our professionals allows us to help them develop their skills
and match them with the needs of the organisation.

Scope
This plan is a major opportunity for Canal de Isabel II, since it entails a significant qualitative change in
human resource management, allowing us to identify those professionals who at any given time can
assume positions of greater responsibility within the company.
To this end, our efforts will focus first on identifying the differences between an employee’s starting situation
and their target position and tailoring career development actions to minimise these differences. In this way,
we will be in the best possible position to face the challenges ahead.
We will also work on aligning the company’s objectives with those of all our professionals, together planning
their development and progress through annual reviews and interviews and the tailored career development
plans that result from them.
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We also plan to carry out continuous analysis of the human resources necessary to perform our work,
both quantitatively (adequate staffing levels) and qualitatively (level of training, expertise and responsibility).
All this stems from an in-depth knowledge of our workers’ talent and potential, which allows us to
accurately predict their performance in future positions involving higher levels of seniority, complexity and
responsibility, in line with the provisions of a succession plan.

Scope

Through the implementation of tailored career development plans, the hours of training received by each
employee will increase progressively, year by year, to reach the established target.

By providing continuing training and coaching in both leadership skills and the best use of management
tools, we will be supporting the cultivation of excellence among our teams, while at the same time fostering
accessibility and engagement.

No. of hours of training

Indicator for SP 8.2

60

Hours of training per
employee

50

50
45

The first objective will focus on two fundamental elements: the creation and incorporation of the leadership
model, based on the organisation’s values, and the development of tools for performance management and
management by objectives to transform them into a process of continuous development and feedback.

It is a common feature in companies such as ours, with a strong technical component, that the leadership
structure is geared more toward solving complex technical issues than to performing the tasks involved in
managing the people who are absolutely critical to the framework of the organisation, and here lies the key
difference between technical and managerial responsibilities.
The company intends to have direct involvement in professionals’ internal and external training, whether
university-based or vocational, ensuring the future availability of qualified, committed and competent
workers, capable of satisfying the increasing demands in the world of water management and ensuring
that we have sufficient human resources for the future challenges that we will have to address.
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SP 8.3. Plan to develop and promote the performance of
management activities by team leaders

Indicator for SP 8.3
Employees trained at the
Centre for Advanced Studies
in Water Management

%
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The goal of this plan is to group all the people in the organisation who manage teams within the same
leadership model, allowing us to create a proactive workspace where each member can participate, promote
new ideas and advance their development, as well as contribute to the achievement of our organisational
goals in an innovative, collaborative manner which is not dependent on hierarchical relationships.

8

This plan offers an opportunity for cultural change in the organisation and improvement in the development
of all our processes, which will address the potential lack of alignment and specialisation in managerial and
administrative duties.
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At the same time, we want to align people’s development with the needs of the organisation, by means of
a planned, organised and advanced training system.
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SP 8.4. Plan to ensure that all Canal professionals work in
safe environments

Indicator for SP 8.4
Incident rate

No. of work-related accidents resulting in medical leave per thousand workers

25

21

The main objective of this plan is to strengthen the incorporation of prevention in the production process at
all levels of the company, providing a benchmark for other public companies, contractors and suppliers, with
the aim of reducing the company’s accident rates. It is also essential to take prevention into account in the
design, implementation and operation of the company’s infrastructures, in order to minimise occupational
risks for both our workers and those of partner companies.

20

15

15

10

Scope

5

This strategic plan was created with the aim of reducing the number and the seriousness of workplace
accidents at Canal de Isabel II and our partner companies. Through this plan, we will work to achieve a
permanent reduction in the number of accidents, especially the most serious accidents which result in
medical leave.
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To achieve this objective, we will work along two fundamental axes, the first seeking to improve prevention
culture within the company, integrating occupational risk prevention into all company activities, and the
second aiming to improve unsafe conditions in our workplaces and facilities.
All work-related accidents will be analysed with a view to establishing corrective measures to prevent similar
events in the future. Other actions will include reviewing risk assessments and working methods, enhancing
safety inspections and implementing the measures set out in the planning of preventive activities.
To reduce work-related accidents, we will undertake actions focused on incorporating a culture of zero risk
into the company’s workplaces. To this end, it is essential that occupational risk prevention is embedded
in the working culture of all company employees and the processes that we carry out, and this requires
commitment across the whole structure of the company and cooperation from preventive resources, as
catalysts for cultural change.
At the same time, we will also pursue the continuous improvement of safety at Canal de Isabel II and
our partner companies’ facilities. By achieving a permanent reduction in unsafe conditions in the physical
environments where we carry out our work, we will also reduce the likelihood of accidents occurring.
The goal of this plan is to reduce the incident rate by 6% each year to reach a target of 15 per year by 2022.
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«Excellence in

management is Canal’s
challenge: our target is to
be the best company to
develop a career in the
water sector»
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9

Innovating in all our actions so
we can cultivate the services our
society demands

LEADING INNOVATION AND
DEVELOPMENT

Strategic context
Society’s rapid evolution and transformation over recent years has created
new challenges in all productive sectors and for all companies providing
services to the public. Technological developments create new opportunities
for advancement and progress. At the same time, faced with the global
prospect of accelerated growth, it is increasingly necessary to ensure the
sustainability of social, economic and environmental development.
As with other sectors, the urban water service industry develops in
step with the rhythm of society as a whole, although as a provider
of an essential public service, it does so under highly specific
conditions. Within this global context of responsibility and commitment
to sustainability, environmental requirements increase every day.
The same applies with respect to social needs and expectations.
For this reason, Canal de Isabel II must tackle new challenges with a
proactive attitude which is, above all, supported by research, development
and innovation.

Canal has also decided to change its current growth model outside the
Community of Madrid, reorienting toward new customer services, the right
balance between direct and indirect management and enhancing the value
of our know-how and experience in management, through consultancy and
technical support in integrated water management.

Strategic objective
Innovating our actions so that we are a benchmark for our sector
and developing the technologies and services demanded by our
customers in the future.

Among the challenges we have set out to become a benchmark for innovative
companies in both service provision and R&D&I itself. This objective will
be achieved by aiming from the outset toward a strategic approach to
innovation that encompasses all the company’s branches of activity. This
will range from planning, project management and knowledge management
to the development of company talent and collective intelligence, and the
administration of the company itself.
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Thanks to all the projects coordinated and promoted within this strategic area,
we will increase the percentage of our turnover earmarked for innovation to
2% by 2022.
% of turnover

Indicator for area 9

2,5

Percentage of turnover
earmarked for innovation

2,0

STAR PLAN

Plan
INNOVA
100

2,0

INNOVA 100 PLAN
100 viable research or innovation projects by 2022
The challenge in innovation lies in making it viable, efficient and useful to society as a whole.
We want to position our company as a centre of excellence in innovation, research and
development in our sector. To this end, we will develop 100 innovation projects with viable
and efficient outcomes during the 2018-2022 period.

Main indicator for the plan

100 research or innovation projects with viable and efficient outcomes accounted for
by the end of 2022.
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Strategic plans
included in this area
This strategic area aims to drive progress at Canal de Isabel II through 4 major plans for the period 20182030. This area will provide the technological and innovative support necessary for the other areas, working to
promote innovation culture within the company and striving to be a sectoral benchmark at international level.
9.1 - Plan for innovative support for strategies, which includes three strategic actions: development of a new
standard for assessing the quality of our urban water service and the risk of non-compliance, a programme for
improved management and strategic planning of infrastructures, and the development of a new smart system
for improving security and resilience in supply operations.
9.2 - Plan for internal development and innovation, which includes strategic actions such as a plan for
improving innovation culture within the company, the implementation of Canal’s 2017-2020 R&D&I Strategy
and a plan for efficient public procurement in innovation.

9.3 - Plan for the digital transformation of Canal de Isabel II (Canal 4.0), which sets out to boost the company’s
digital transformation through the implementation of technology (cloud computing, IoT, big data, data mobility),
the incorporation of robotic solutions in integrated water management and a plan for accessibility to our
customers through innovative technological tools.
9.4 - Plan for positioning as an innovative company, which includes the creation of centres of excellence in
water research, the development of a plan for positioning and partnerships in the international arena, a plan to
promote entrepreneurs in the integrated water management sector and, lastly, a plan for the development of
skills and experiences for bringing added value to third parties through engineering and consultancy projects.
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SP 9.1. Plan for innovative support for strategies

SP 9.2. Plan for internal development and innovation

Our main objective is to incorporate innovation into the ten strategic areas set out in the Strategic Plan,
developing R&D&I projects and activities to reach our specific target of one hundred viable projects amassed
between 2018 and 2022, and a volume of investment/expenditure in R&D&I representing 2% of Canal de
Isabel II’s turnover from 2022 onwards.

The aim of this plan is to promote and encourage a cultural shift among Canal de Isabel II’s professionals
toward innovation culture, necessary for the development of the company and for improving current and
future service provision, creating an environment that facilitates and encourages innovation, as well as
internal and social cooperation.

Scope

Scope

This plan is intended to strengthen innovation as a transversal and integrating element in all the processes
carried out at Canal de Isabel II, providing innovative support for the development of all the other areas of
our Strategic Plan for 2018-2030.
Thanks to our Strategic Plan, Canal de Isabel II has a major opportunity to consolidate our position as
a leading and innovative company in the sector. To do this, we need to maintain this spirit of innovation
throughout the process of implementing these strategic actions. And this is why it is essential to be able to
rely on support from research, development and innovation when we implement all our projects.
The scope of this plan includes the pursuit of improved service, utility, applicability and efficiency to
provide innovative and cross-cutting support for the development of the Strategic Plan, which involves
the undertaking of numerous projects until we reach the figure of one hundred viable projects amassed
between 2018 and 2022. Our first task will be to identify, monitor and supervise all of them.
Some of those which have already been identified to an advanced state of definition and which also
constitute strategic actions in this plan include the development of a new standard for assessing the level of
the urban water service and the risk of non-compliance, the plan to improve the management and strategic
planning of infrastructures and the development of a new smart system for improving security and resilience
in urban water management operations.

Indicator for SP 9.1

No. of projects

Indicator for SP 9.1

100

100

The internal development and innovation plan will ensure the implementation of the tools, processes and
systems that will guarantee the company’s proactive and efficient pursuit of development opportunities. It
will ensure that development and innovation encompass planning, project management and knowledge
management as well as the development of company talent and collective intelligence, and the administration
of the company itself.
Action is the basis for innovation. The basis for this plan for internal development and innovation will be
the creation of stimuli and facilities that enable Canal de Isabel II’s people and areas to put innovative
initiatives into action. Innovation will flourish and encourage the incorporation of new habits and a new, more
innovative culture. The company’s innovation model will be reinforced by the provision of innovation channels
and resources that facilitate and foster innovative actions, and help to overcome and eliminate cultural and
procedural barriers to innovation.
One of the highlights in this area is the development of a plan to enhance innovation culture within the company,
which aims to incorporate innovation and development into our company’s DNA as we work toward disruptive
innovation and continuous improvement.
The internal development and innovation plan will include the implementation of the R&D&I Strategy for
2017-2020. This includes important goals such as improving applied technologies and processes to improve
their efficiency and the quality assurance of the services provided. It is equally important, within the levels of
efficiency, to maximise the application of our own resources in the development of R&D&I projects. This will
ensure the generation and retention of talent, and enhance our image and leadership in R&D&I within the
sector.
The plan will also encompass our progression from traditional management systems to continuous
improvement systems with a focus on innovation-friendly methodologies.
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Another of the key elements consists in the efficient promotion and use of contracting instruments: the public
procurement of innovation (procurement of innovative technology and pre-market public procurement), and
the partnership procedure for innovation. This will ensure agile and efficient processes.
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With all this, we can improve Canal de Isabel II’s innovation culture (measured using an indicator based on
different innovation-related factors) to reach a value of 3.2 points by 2022.
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Indicator for SP 9.2
Evaluation of innovation
culture

Rating (1-4)

The exponential growth of data requires us to promote initiatives to turn data into information and information
into business value, especially in support of decision-making. New information and communications
technologies will be the catalysts that facilitate this business development.

4,0
3,5

3,2

3,0

We will work on identifying needs, exploring initiatives and driving digital transformation through the
application of technologies for the company’s development, in order to improve processes, offer new
services and establish new forms of interaction both internally and externally. IoT, big data, machine
learning, cloud computing, AI and data mobility are some of the new technological approaches that will
enable the company to evolve toward a new business model. They will also provide support for all projects
based on new ICT, including smart metering and new forms of predictive maintenance.
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SP 9.3. Plan for the
Canal de Isabel II (Canal 4.0)

2018

digital

2019

2020

transformation

2021

2022

of

This plan has three fundamental objectives. First, we will boost the incorporation of new information and
communications technology (ICT) into the company’s operational, managerial and relational processes, as
levers for Canal de Isabel II’s digital transformation, in order to optimise processes and offer new services.

In this modern era of new digital technologies, the industry is engaged in a transformation akin to the level
of previous industrial revolutions. This fourth industrial revolution, known as Industry 4.0, is the result of the
implementation of digital technology, intelligent automation and total connectivity in industrial processes. In
the not too distant future, the evolution of robotics will cause the working environment to change drastically
from what we know now. Industrial plant operators will be technically trained workers who are skilled in new
technologies that will manage connected automated production cells.
Through this strategic plan, Canal de Isabel II will identify the processes in our integrated water management
that will benefit from the implementation of robotic solutions, with the aim of improving their productivity,
quality, reliability and safety and, at the same time, boosting innovation within the company so that we have
implemented a total of 15 initiatives by 2022.

We will incorporate advanced automation technology and robotic solutions into our integrated water
management. Together with ICT, these will help to transform operational processes and make Canal de
Isabel II a benchmark for Industry 4.0 in the water sector.
We will define and test a digital transformation indicator for companies in the water sector, with which we
can measure our initial level of digital maturity, quantify our degree of progress in digital transformation and
identify opportunities to improve processes through the implementation of ICT.

Scope

Indicator for SP 9.3

N.°

ICT initiatives and/or
solutions for improved
processes

20

It is equally important to have a digital transformation strategy which includes measuring our level of digital
maturity, so that we can see our current situation and identify opportunities for process improvements
through the use of digital technologies.
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Through this strategic plan, Canal de Isabel II will work on defining and testing a new indicator for digital
transformation, specific to companies in the water sector. Through self-assessment, this indicator will
enable us to calculate our level of digital maturity, so that we can identify and promote actions to improve
processes and services, and, consequently, the indicator itself. The testing of this indicator across other
water service companies will enhance Canal de Isabel II’s standing as a modern and digital company, and
as a benchmark in the water sector.
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ND: No data available
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SP 9.4. Plan for positioning as an innovative company
Our main objective is to be an international benchmark for innovation within the sphere of water and
environmental management. We want to be an example for public companies and, to this end, we will
work to promote and forge alliances in the international arena that, on the one hand, allow us to share our
experience with other countries and, on the other, to seek out more best practices, procedures and tools
that will serve to advance the continuous improvement that is the hallmark of Canal de Isabel II.

Indicator for SP 9.4
Centres of excellence and
engineering and consultancy
projects implemented

No. of projects
12
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10
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6

We want to be leaders in efficient and sustainable water management, developing and implementing
centres of excellence in the field of water and environmental management, based on innovation and new
technologies.
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In addition, we will enhance our value in know-how through water engineering and consultancy services.
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Establishing international partnerships enables Canal to form beneficial relationships for sharing experience
and expertise, collaborating in innovation, expanding our activities in consulting, and enhancing the
company’s image as an international leader in innovation within the sector. The creation of an international
centre of excellence in water research underpins this endeavour and pursues a future geared toward more
research, innovation and internationalisation.
These partnerships will involve international organisations, companies, public bodies, universities and
research centres, prioritising partnerships with entities similar to Canal in terms of size and importance.
We will propose the creation of various centres of excellence in water research, with the aim of becoming a
global benchmark in our field, able to influence systemic research in the sphere of water and environmental
management.
We will also develop a plan to promote entrepreneurs in the integrated water management sector to guide
them from the development of initial ideas through to their transformation into a finished product, ready to
be offered to society through Canal.
Lastly, in order to compete in the international arena and export our know-how, we have a plan to package
the skills and expertise that offer added value to third parties, and that will allow us, as a benchmark company
in the sector, to access international markets through water engineering and consultancy services.

«Our challenge is to

become a reference in
innovation related to our
services and also to the
activity related to R&D&i»

Our goal is to ensure that, by 2022, we have launched a water centre and a consultancy package every year
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10

Ensuring the company’s
sustainability, with rigour and
transparency, to benefit the
people of Madrid

ENSURING SUSTAINABILITY AND
EFFICIENCY IN MANAGEMENT

Strategic context
The economic and social sustainability of public organisations is an
increasingly significant element in our model for growth and well-being.

Alongside economic sustainability, the company must also guarantee social
sustainability by establishing affordable and equitable tariffs that not only
cover service costs and safeguard future resources, as required by EU
directives, but also allow adjustment of the tariff structure to consumption
and socio-economic variables.

As a benchmark company which is wholly public, Canal de Isabel II has an
obligation to guarantee its economic sustainability, acting as a mechanism
for economic growth and recovery and job creation. We must be an efficient
company in all our actions and offer the public both social and environmental
returns.

Strategic objective

In this area, we need to review and update our internal processes, as well
as improve efficiency, in order to carry out our activities with flexibility and
efficiency, while optimising administration expenses and overheads.

Undertaking rigorous, efficient and transparent public
management, ensuring the correct economic and social balance

The levels of investment required in an infrastructure management company
mean that we need to have a process in place for project evaluation and
prioritisation, so that we can ensure the best use of economic resources and
guarantee transparency in our economic management.
It is also essential that we establish a policy and reference limits for our level
of debt, as one of the significant factors in decision-making, with the aim of
ensuring economic and financial balance in the future and, at the same time,
enabling the company to meet all our commitments.
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To fulfil our goals in this strategic area we have set out to reduce our net debt
and bring our net debt-to-EBITDA ratio down to 1.2 by 2022.

Strategic plans
included in this area
Our strategy in this area will be focused along three main axes, aimed at ensuring efficient use of economic
resources, adjusting our level of debt to follow company strategy and improving the efficiency of our internal
processes. For this purpose, we have defined 3 main strategic plans for 2018-2030:

Indicator for area 10

Net debt-to-EBITDA ratio

Net debt-to-EBITDA
ratio

2,5

10.1 - Plan to ensure the efficient use of economic resources, which includes two strategic actions, consisting
of a review of the criteria used in the Strategic Infrastructure Plan and its analysis model, and the analysis and
implementation of plans for optimising overheads without affecting workers’ rights.

2,05
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10.2 - Plan for the progressive adjustment of our level of debt to the development strategy, including the
formalisation of our debt policy and financial analysis and planning with respect to bond maturity.
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10.3 - Plan to improve process efficiency, including actions to substantially reduce tender process timeframes.
This plan also aims to minimise customers’ commercial debt to the company, ensure efficient management
of energy purchasing through the establishment of an energy management centre and, finally, launch a
comprehensive plan for business process reengineering.
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STAR PLAN

Freezing

TARIFF
2019

2019 TARIFF FREEZING
0% increase in domestic, industrial and business tariffs until 2019
We are committed to keeping drinking water supply and sanitation tariffs unchanged until 2019,
while improving our efficiency and lowering our level of debt, all at the lowest cost to the people
of Madrid.

«Since Canal de Isabel II

Main indicator for the plan

Zero increase in all domestic, industrial and commercial tariffs.
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is a 100% public company,
it has the obligation to
guarantee its economic
sustainability»
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SP 10.1. Plan to ensure the efficient use of economic
resources
Canal de Isabel II is a public company that provides an essential service to society. For this reason, one of
our goals is to ensure that Canal makes efficient and transparent use of the resources that society puts at
our disposal so that we can meet our commitments.

Indicator for SP 10.1
Overall expenditure*/
turnover

%
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Efficient management of economic resources will guarantee economic and financial sustainability over the
long term, enabling Canal de Isabel II to fulfil our objectives while ensuring social sustainability through the
establishment of efficient and equitable tariffs, without affecting workers’ economic rights, as guaranteed in
our company’s first collective agreement.
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With a significant volume of annual investment, Canal aims to prioritise investment projects, transparently
allocating resources to the projects that can deliver the most to the company and to society (based on a
combination of technical, social, economic and environmental factors).
From an operational point of view, the evaluation of investments and their prioritisation on the basis of
various factors will also contribute to operational improvements in the company’s infrastructure system,
which will in turn lead to improvements in our operating margins.

Scope
Due to the nature of the company and our commitments to society, the prioritisation model for Canal de
Isabel II’s investments must combine technical, social, economic and environmental factors. This model
must ensure balance in the evaluation and weighting of the different factors, as well as transparency
and consistency with the company’s overall strategy. Likewise, we need to ensure rigorous and efficient
management, which optimises the company’s expenditure and enables us to meet all our objectives.
We will establish an analysis model for prioritising the investments included in the Strategic Investment
Plan, incorporating criteria for technical, social, economic and environmental evaluation.
The investment projects will be assessed from different standpoints (technical, social, economic and
environmental), not only on an individual basis but as an interrelated set, taking into account any synergies
arising from their joint implementation. Likewise, the technical scaling and design of the projects must take
into account their operational impact on the overall system of both current and planned infrastructures
and networks.
This will also include the formalisation of the economic and budgetary approval process for all the
investment projects once they have been assessed and prioritised according to the defined criteria.
With regard to expenditure, we will analyse the processes that generate the company’s various
overheads, administrative and support costs, on the basis of which we will define and implement plans
to optimise costs, identifying the processes which would benefit from reorganisation or improvement,
whether through synergies or the implementation of better practices.
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* Not including personnel expenditure.

SP 10.2. Plan for the progressive adjustment of our level of
debt to the development strategy
This strategic plan will enable us to meet our objective of ensuring the right economic and financial balance
for the future of the company.
The establishment of a debt policy will provide greater transparency and act as a reference framework
for decision-making, which will also be based on objective analysis and assessment. It will also help to
control financial management and associated costs, optimise resources and, at the same time, enable the
company to meet its growth targets.

Scope
Establishing reference limits for the level of debt and incorporating this as a relevant factor in decisionmaking helps to ensure the company’s future economic and financial balance and our ability to meet our
obligations.
Financial planning for the redemption of the 500 million euros’ worth of bonds which will mature in 2025 will
enable optimal financing arrangements that will contribute to sustainable growth, balancing the investments
made and the funds generated, and ensuring solvency and viability.
We will formalise and implement a debt policy that establishes a limit on the level of debt in absolute
and relative terms, so as to ensure the company’s economic and financial balance over the medium and
long term. This debt policy should enable us to meet the objectives defined in the strategic plan, at the
same time as leading to optimal financing arrangements for the company, with management based on
sustainable growth that balances the investments made and the funds generated, ensuring solvency and
viability, and that also allows us to generate funds to significantly reduce our level of debt.
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To reduce tender procedure timeframes, we will set up a multi-departmental team that will analyse our contracting
processes to identify all opportunities for improvement. This will include seeking to reduce the timeframes involved
in the phases and stages of the process that are the exclusive responsibility of procurement managers, through
the participation of the different areas of the company that handle tender processes, to achieve more streamlined
timeframes for those procedures whose implementation are their direct responsibility. Another important factor will
be the specific involvement of the systems areas in all actions related to the digital support system for the contracting
process, automated processes, etc. We also anticipate the need for training actions for all those involved in order to
strengthen the implementation of changes.

Based on the financial projections derived from the Strategic Plan, analysing different scenarios and taking
into account developments in the banking sector, financial market and bond market, we will carry out a
financial planning review with the aim of assessing the various financial strategies and alternatives open to
Canal de Isabel II in light of the maturity of the 500-million-euro bond issue in February 2025.
These strategic actions will meet the objective of rigorous and transparent financial management by basing
financial decision-making on an established debt policy and objective analyses and assessments.
To monitor compliance and progress in this plan, we will use the following indicator to measure the
appropriate level of debt with respect to the company’s cash flow and capital expenditure.

Indicator for SP 10.2

Net debt/cash flow - CapEx

Net debt/cash flow CapEx

8,0

With regard to commercial debt, without sidelining customer and user satisfaction, and always guaranteeing
access to water for those who need this essential service, we intend to boost measures to improve overdue debt
recovery and maximise current debt collection ratios.
In addition, for the rest of the company’s processes, we will systematically analyse each of the operational and
business support processes (including the processes of planning, construction, operation, procurement and
contracting, sales, customer service, talent management and financial management) with a view to their redesign
and optimisation, in order to achieve better business efficiency and effectiveness.
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SP 10.3. Plan to improve process efficiency
In order to ensure economic and social sustainability, especially within the framework of this Strategic
Plan which sets ambitious goals for the coming years, we need to take into account not only economic
aspects but also undertake a review of the company’s internal processes.
This will help us improve efficiency at Canal de Isabel II, enabling us to carry out our activities with greater
agility and efficiency, at the same time as improving productivity and the added value of our services,
increasing flexibility and responsiveness, improving customer and user satisfaction, reducing costs by
eliminating inefficiencies and increasing employee satisfaction.

Alcance

Business process re-engineering will enable us to cut activities with no added value and keep the organisation
focused on the defined strategy. While the analysis and implementation of re-engineering will be managed in a
coordinated and centralised way by those responsible for this action, we also intend to expand the culture of
continuous improvement in the organisation by encouraging each area of the company to engage in constructive
self-criticism of the processes for which they are responsible and generate and develop their proposals for
improvement.
Finally, alongside the actions aimed at improving energy usage in the operational processes and production facilities
included in other strategic plans, and with the aim of ensuring efficient management of energy purchasing - one
of the company’s main operating costs - we will set up an Energy Management Centre. Its main functions will be
to handle energy contracting (purchase and sale), ensuring adequate risk management through risk identification
and assessment, the establishment of risk guidelines and thresholds, the implementation of risk protection, and the
monitoring, measurement and control of these risks.
We have set out to reduce the average tender procedure timeframe for open procedures to 200 days by 2022.

Days

Indicator for SP 10.3
Average tender procedure
timeframe for all procedures
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This plan encompasses a number of strategic actions, including reducing tender procedure timeframes, minimising
customers’ commercial debt, re-engineering business processes and ensuring efficient management in energy
purchasing.
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Canal de Isabel II’s firm commitment to the implementation of the Strategic Plan is reflected in both the
volume of resources allocated and in the sizeable increase in annual investment compared to the years
prior to its establishment.
For this first five-year plan (2018-2022), based on the expected targets, the total estimated investment
amounts to 1,548 million euros, which entails a sharp increase in investment, representing an annual
investment rate of more than twice the current rate.

Investment
programme for
2018-2022

Millions of euros
377
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Replacements

• 21,1
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• 27,2
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Works funded through supplementary fees
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Sharp increase in investment
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• 183,7

• 188,7

• 190,6

200
150
100
50
0
New investments, expansions and improvements

Economic aspects
of the strategic plan

In addition, efficient management of economic resources, together with selective divestments in non-strategic
assets, will allow us to generate cash with which we can significantly reduce our level of debt. Our objective is
to reduce net debt by more than 55% during the period 2018-2022, leaving it at around 400 million euros, with
a debt ratio of 1.2 times EBITDA in 2022, which represents half of the lowest average level of debt in our sector.

Developing a Strategic Plan of this magnitude
requires allocating the necessary economic
and human resources to achieve the objectives
derived from Canal’s mission.
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Net debt

Millions of euros

New investments, expansions and improvements

1.000

A total amount of 824 million euros will be invested during the period 2018-2022, with major investments
including supply and sanitation projects.
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Important work in the area of supply includes improvements to the abstraction systems and spillways at
the Puentes Viejas and El Villar reservoirs, new large-scale water transport pipelines for the eastern branch
of Torrelaguna and the La Jarosa-El Escorial pipeline and improvement of the water storage tanks at Tres
Cantos and Colmenar Viejo.
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With regard to the sanitation system, 150 million euros will be earmarked for the expansion and improvement
of waste water treatment plants in the region, with the aim of improving the quality of water discharged into
rivers. Action will be taken to adapt and improve various waste water treatment plants in compliance with
the National Water Quality Plan, and work will be undertaken on various collection tanks, storm tanks and
waste water pumping stations.
Below, we outline some of the most representative actions that will be undertaken during this period.

• New DWTP at Colmenar
Based on efficient resource management, this debt policy will allow us to achieve the objectives defined in
the Strategic Plan and fulfil the estimated investments, taking into account the frozen tariffs until 2019 and
without affecting workers’ economic rights, as guaranteed in Canal de Isabel II’s 1st Collective Agreement.
The following paragraphs outline some of the main investments for 2018-2022, indicating the different
sources of funding for the plans, whether external (supplementary fee) or internal funding, and in this case
differentiating between major replacement investments and new investments.

Major replacement investments
This group of budget items relates mainly to network renovation (Network Plan), although it also includes all
replacement investments in other facilities.
Some of the different materials that have been used in the construction of Canal’s 17,000-kilometre
distribution network have been found to be of lower quality than those that are currently being installed.
This Plan will enable us to maintain the best water quality by replacing all this outdated pipework by 2030.
During the period 2018-2022, we intend to replace 1,200 kilometres of pipework, through an investment
of 300 million euros.

Its scale alone makes Colmenar’s new treatment plant stand out. This construction will replace the
existing plant and entail a tender procedure worth an estimated 150 million euros and an investment
of 55 million euros between 2018 and 2022.
This drinking water treatment plant has the largest treatment capacity in the region and one of the
largest in Spain. It will treat water from the Lozoya River and supply water to more than 3 million
people every day.

• Investments in R&D
To achieve the strategic objectives set out in area 9, we need to implement various actions geared
toward providing technological support for the organisation, innovation and internal development
of the company and the digital transformation of Canal de Isabel II. Thanks to our Innovate 100
Plan, these actions will allow us to position ourselves as the most innovative company within our
sector in Spain.
Some of our most important projects include a “mother plant” for experimentation in efficient
technologies for waste water treatment and reuse, technology projects for sustainable urban
drainage and testing of flow meters.
For the period 2018-2022, the budget set aside for innovation and research projects amounts
to 41 million euros.
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• New business system
The development of a new next-generation business tool will allow us to embrace the digital
transformation and manage all channels for interaction with our customers. The funds allocated
to the new business system will involve an investment of approximately 40 million euros during
2018-2022.

• New connections and meters
Many of the applications and service demands that we are not yet even able to envision will
require the installation of smart meters with networked communication capability with other
devices. Budget items assigned for this purpose include the installation of new connections and
new smart meters, which is included in the Smart Region Plan. Investment in this respect for the
period is estimated at more than 77 million euros.

• New investments in remote control and systems

Business Plan
The table below shows the main aggregated figures for the 2018-2022 five-year plan.

(as of 31 December, in millions of euros)

Income statement
summary

2018
budget

2019
estimate

2020
estimate

2021
estimate

2022
estimate

879,21

875,27

888,91

908,89

929,21

EBITDA

326,89

330,17

331,93

337,77

336,12

EBIT

227,20

227,23

224,86

226,32

221,75

216,64

275,60

206,89

209,15

204,38

2018
estimate

2019
estimate

2020
estimate

2021
estimate

2022
estimate

3.340,05

3.432,29

3.505,63

3.580,22

3.653,96

Net revenues

Reported profit
before tax

Most of the new investments will become part of Canal’s network, alongside the infrastructures
which are already installed, and will therefore be controlled remotely. New projects for automated
control of facilities, as well as new licenses and applications for systems and remote control,
including a project for a remote meter reading application, will entail an estimated investment of
50 million euros.
(as of 31 December, in millions of euros)

Investments funded through supplementary fees

Equity

This item includes work on municipal distribution networks financed through a supplementary fee, which
represents a total investment amounting to 106 million euros for the period 2018-2022, as well as the new
investments to be made in the sanitation and sewer system networks linked to the Sanitation Plan.

• Sanea Plan
Canal de Isabel II manages municipal sewer system networks through management agreements
with local governments in the Community of Madrid.
To accelerate and facilitate the modernisation of municipal sewer systems (which are a municipal
responsibility), as of 2018, Canal de Isabel II will bring forward priority investments arising from
the master plans for sewer systems set out in the municipal agreements.
Canal will allocate an investment of 500 million euros to this plan over the next 10 years, financed
through supplementary fees over the next 30 years. This new plan will significantly improve
quality of life, generating a significant boost to economic growth and contributing to the creation
of employment in the Community of Madrid.
During 2018-2022, we plan to allocate 130 million euros to this measure.
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At Canal we must be able to redirect our actions to ensure that we meet the commitments set out in our
Plan. These commitments are spread across each of its 10 strategic areas and 35 strategic plans and
reflected in the objectives, indicators and investments set out in the previous chapters.
For these reasons, we did not conceive the Plan as a series of actions that would be systematically
allocated the same budget every year; our Strategic Plan is a dynamic and flexible tool, through which
we aim to achieve objectives requiring constant improvement and which, therefore, need systems for
monitoring and implementation, as well as for examining the results of its overall management.
The following paragraphs will offer a brief overview of the Plan’s organisational and managerial structure,
our new Strategy Implementation Office and the Madrid Water Observatory, which in combination
will ensure the implementation as well as the control, monitoring and societal assessment of the new
Strategic Plan.
These support structures are not intended to replace or compete with Canal de Isabel II’s formal
governance structures, consisting of the Board of Directors and its Audit and Appointments Committees,
and the Steering Committee, nor with the company’s current entities of external control, such as (most
importantly) the Regional Government of the Community of Madrid, the Assembly of Madrid, the Chamber
of Auditors and the National Securities Market Commission.

Management structure for the Plan

Structure and control
of the strategic plan
In the 21st century, when we find ourselves in an ever-changing
environment while demand is increasing across all aspects of
management, one of the main challenges facing public water
service companies in the pursuit of excellence is planning our
actions, which are by necessity long-term.
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The implementation of the Strategic Plan entails the launch of cross-cutting projects, involving
professionals and workers from different areas in the company. Consequently, we need to superimpose
an ad hoc transversal structure for the implementation of the plans and actions in each strategic area
over Canal’s formal and hierarchical structure.
Each of the 10 strategic areas is coordinated by an area coordinator. The area coordinators in turn direct
the managers of the plans associated with their area. In total, 35 plan managers have been appointed
and assigned their respective teams. Plan managers, in turn, coordinate the operations involved in the
various actions and the tasks that will enable them to meet the objectives set out in the plans.
While the area coordinators will be ultimately responsible for the implementation of the plans and actions
associated with their areas, they will also be supported by a member of the Steering Committee (liaison)
who will be responsible for liaising with and representing the area to the Steering Committee.
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On an annual basis and whenever necessary, it will be responsible for drawing up follow-up documents
on progress in the different strategic areas and for proposing any changes necessary to improve the
implementation and incorporation of the Plan. This information will be made available to Canal de Isabel II’s
Steering Committee and our other supervisory and management bodies.

Steering
Committee

Board of
Directors

Liason

e

entation o
ffic
plem
Im

Organisational
structure
(Sub-divisions
and areas)

Madrid
Water
Observatory

Management
structure

Water Observatory
During the different phases of development of the Strategic Plan, we sought opinions from various social
associations and organisations, internal and external experts, employees and managers, as well as 11
focus groups from among our customers. This enabled us to design the Strategic Plan that is in place
today, with all of its strengths as well as weaknesses.
The challenge now is to continue to maintain a framework that takes into account the opinions of all our
different stakeholders in the future development of Canal and the service we provide to society.
Our commitment is to have a mechanism, which we have initially called the Madrid Water Observatory,
in place before the end of 2019. This advisory body will be one of the main points of interaction between
Canal and the various social and professional groups who wish to offer their opinions on the company’s
progress and development.
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Implementation office
During the pre-development phases of Canal’s Strategic Plan, various studies were carried out and
approaches were made to other large companies at international level that already had strategic plans in
operation. One of the most common obstacles to the successful implementation of new projects is the
difficulty of promoting actions which cut across all areas of a company and encompass a large number of
actions at the same time in very diverse areas.
To solve this problem, an internal task force, called the Strategic Plan Implementation Office, has been in
place since the launch of the new Strategic Plan, with the aim of supporting and supervising the Plan’s
implementation. It will also be a key element in promoting the transparency of the Plan, ensuring the internal
and external flow of information on the Plan’s progress and monitoring the indicators that reflect its outcomes.
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STRATEGIC AREAS

USERS LOCAL
tGOVERNMENTS

3

Management
sustainability
and efficiency
2019 TARIFF
FREEZING

2
1

Environmental quality
and energy efficiency
0.0 KWH CLEAN
GENERATION PLAN

4

5

COMMITMENT
ACCESSIBILITY
TRANSPARENCY
EXCELLENCE
SUSTAINABILITY

10

Leading innovation
and development
INNOVA 100
PLAN

9
Talent,
engagement
and health of our
proffesionals
CENTRE FOR
ADVANCED STUDIES

8

OPERATION

Municipal cooperation
SANEA PLAN

6
7

Commitment
and accessibility
SMART REGION
PLAN
INTERNAL
MANAGEMENT

Transparency,
good governance
and commitment
to society
WATER
OBSERVATORY

Promoting Canal’s integrated
management in all municipalities,
consolidating the most efficient model
of supra-municipal management.

Optimising customer experience in
all contact with our users, improving
efficiency in business and operational
processes.

ENSURING A
GUARANTEED
SUPPLY
Maintaining the current
level of guaranteed
supply in the foreseeable
scenarios of climate
change and a sustained
increase in population
equivalent to the average
for the past 15 years.

STRENGTHENING
TRANSPARENCY,
GOOD
GOVERNANCE
AND
COMMITMENT TO
SOCIETY
Ensuring transparency,
good governance and
commitment to society
as a public company
providing an essential
basic service.

HUMAN RESOURCES
INNOVATION
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REINFORCING
COMMITMENT AND
ACCESSIBILITY TO USERS

Service continuity
365-DAY SERVICE
CONTINUITY PLAN

Drinking water
quality
NETWORK PLAN

Ensuring a
guaranteed
suppy
-25 PLAN

DEVELOPING COOPERATION
WITH MADRID’S
MUNICIPALITIES

GUARANTEEING
THE QUALITY
OF DRINKING
WATER

STRENGTHENING
CONTINUITY OF
SERVICE

Guaranteeing the quality
of drinking water from
its origin, preserving our
sources of supply, right
to the point of use.

Ensuring continuity of
service in the event of
any faults that might
affect the networks,
the quality of drinking
water supplied or Canal’s
information systems.T

ENSURING
SUSTAINABILITY
AND
EFFICIENCY IN
MANAGEMENT

PROMOTING
ENVIRONMENTAL
QUALITY
AND ENERGY
EFFICIENCY

Undertaking rigorous,
efficient and transparent
public management,
ensuring the correct
economic and social
balance.

FOSTERING THE TALENT,
ENGAGEMENT AND HEALTH
OF OUR PROFESSIONALS
Supporting our professionals, attracting,
retaining and encouraging talent and
know-how, ensuring that we are the
best company with which to develop a
professional career within our industry.

Promoting the circular
economy and sustainable
development, addressing
the challenges
associated with climate
change through
the corresponding
adaptation and
mitigation plans.

LEADING INNOVATION AND
DEVELOPMENT
Innovating our actions so that we are a
benchmark for our sector and developing
the technologies and services demanded
by our customers in the future.
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