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Please note that this English report has been translated from  
the original French version. In case of doubt or difference of 
interpretation, the French version shall prevail over the English.

According to the Charter of the French Language and the Office 
québécois de la langue française, municipalities shall designate  
all official names, such as boroughs, departments, paramunicipal 
corporations as well as municipal and associated bodies by  
their French names alone, even in the English version.

This report is available on our website at:  
bvgmtl.ca.

www.bvgmtl.ca


2017 ANNUAL REPORT | PAGE 5



PAGE 6 | 2017 ANNUAL REPORT

TABLE OF CONTENTS

1. OBSERVATIONS OF THE AUDITOR GENERAL 9

 1. Observations of the Auditor General 13

2. FINANCIAL STATEMENT AUDITS AND OTHER REPORTS 23

 2.1. Introduction 27

 2.2. Consolidated Financial Statements of the Ville de Montréal 28

 2.3. Financial Statements of Other Legal Entities Subject  
  to the Cities and Towns Act 31

3. LEGAL AND REGULATORY COMPLIANCE 47

 3.1. Legal and Regulatory Compliance 51

4. VALUE-FOR-MONEY AND  
 INFORMATION TECHNOLOGY AUDIT 69

 4.1. Housing Subsidy Programs 71

 4.2. Organic Waste Management 125

 4.3. Management Of Citizen Requests and Complaints 195

 4.4. Snow Management 241

 4.5. Leak Search Program 291

 4.6. Cycling Network Management 339

 4.7. Street Food 393

 4.8. Protection of Personal Information 427

 4.9. Formula E Event 461



2017 ANNUAL REPORT | PAGE 7

TABLE OF CONTENTS

5. FOLLOW-UP ON RECOMMENDATIONS  
 OF PREVIOUS YEARS 495

6. OVERVIEW OF THE BUREAU  
 DU VÉRIFICATEUR GÉNÉRAL 507

 6.1. Financial Results 512

 6.2. Number of Audit Reports Issued 513

 6.3. Human Resources 514

7. APPENDICES 521

 7.1. Appendix 1 – Excerpts From The Cities And Towns Act 525

 7.2. Accounts Statement of The Bureau  
  du Vérificateur Général of the Ville De Montréal 537



PAGE 8 | 2017 ANNUAL REPORT



2017 ANNUAL REPORT | PAGE 9

1.
OBSERVATIONS OF 

THE AUDITOR GENERAL



PAGE 10 | 2017 ANNUAL REPORT



1. | OBSERVATIONS OF THE AUDITOR GENERAL

2017 ANNUAL REPORT | PAGE 11

1.1.  A CHANGING ENVIRONMENT

1.2.  OUR PRIORITIES

1.3.  SUMMARY OF AUDIT WORK PERFORMED IN 2017

1.4.  ACKNOWLEDGEMENTS



1. | OBSERVATIONS OF THE AUDITOR GENERAL

PAGE 12 | 2017 ANNUAL REPORT



1. | OBSERVATIONS OF THE AUDITOR GENERAL

2017 ANNUAL REPORT | PAGE 13

1. OBSERVATIONS OF THE AUDITOR GENERAL

1.1. A CHANGING ENVIRONMENT

For over 15 years, the Cities and Towns Act (CTA) has entrusted the Auditor General with 
the role of conducting the financial audit, the laws and by-laws compliance audit and per-
formance audit for the Ville de Montréal (the city) and the paramunicipal organizations, 
to the extent deemed appropriate by the Auditor General. Bill 155, tabled by the Ministre 
des Affaires municipales et de l’Occupation du territoire (MAMOT) on December 2017 and 
adopted in spring 2018 by the National Assembly, makes a series of changes, in particular 
to the role and the scope of the Auditor General’s interventions for cities with at least 
100,000 inhabitants, and introduces new stakeholders for the performance audit of cities 
with fewer than 100,000 inhabitants.

With regard to the role of the Auditor General, Bill 155 removes the obligation to conduct 
a financial audit of the municipality and the paramunicipal organizations, leaving it to the 
Auditor General’s discretion to continue to do so to the extent it is considered appropriate. 
I deem it appropriate to pursue our financial audit work for the city, to the same extent as 
before. For the paramunicipal organizations, we will pursue our financial audit work and 
our interventions will take the related risks into account. Furthermore, it is clear that the 
financial audit work is complementary to the compliance and performance audits, and 
that it also allows us to identify potential compliance and performance audit mandates. 
The expertise of the resources within the Bureau du vérificateur général de la Ville de 
Montréal (BVG) provides a valuable contribution to this process for the city.

We will also have to take into consideration in our audit plans (financial, compliance and 
performance) the expansion of the scope of the Auditor General’s interventions with 
all the organizations now covered by sections 107.7 and 107.8 of the CTA. Bill 155 has 
expanded the scope of the Auditor General’s interventions with any organization for 
which the majority of the members of its board of directors are members of the council 
or are appointed by the municipality, for which its budget is adopted or approved by the 
municipality, that is more than 50% funded by the municipality and that has an income of 
$1 million or more, that is the mandatary or agent of the municipality or that is designated 
by the MAMOT Minister as being subject to municipal contract rules and that has its main 
place of business in the territory of the municipality. The difficulty resides in identifying 
these organizations and operationalizing the new provisions introduced by Bill 155. Since 
the city will have to take variable quantitative factors into account (the dollars paid by 
a municipality and the total income of the organization), the list of target organization 
may change from year to year. This will make the Auditor General’s work more complex 
in terms of the annual and long-term planning of its audit work, and it will complicate 
the city’s work as well, as the organizations will now be subject to a set of new rules,  
in particular related to the adjudication and oversight of their contracts.
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At the time of writing these observations, we had a number of questions about the  
interpretation and operationalization of the provisions of Bill 155. Clarifications from 
the authorities are required. We will have to receive answers quickly in order to take the 
actions required to finish planning our audit work for the years ahead. Regardless of the 
answers to our questions, the new provisions in Bill 155 will have a financial impact for the 
city and its inhabitants.

1.2. OUR PRIORITIES

In 2017, we have undertaken the development of a strategic plan to guide our actions 
for the next five years. This plan is centred on three main strategic directions: increa-
sing the value-added of our interventions, ensuring the sustainability of the BVG team’s 
competencies and implementing innovative practices to guarantee the quality of our 
work. We delayed the finalization of the plan to take into account the impact of Bill 155 on  
our planning.

In terms of human resources, we reviewed the structure of the BVG and took steps  
to recruit three senior auditors. In the next few months, we will begin hiring for other posi-
tions. We intend to fill the positions with competent resources whose expertise will help 
maintain the high quality of our work, produce value-added reports and provide to the next 
generation of BVG staff.

We have also undertaken a set of projects to review the way the BVG is organized, to bring 
us into line with the new standards and develop best practices to automate our records.

1.3. SUMMARY OF AUDIT WORK PERFORMED IN 2017

In this section I summarize the work done by the BVG in 2017 and highlight the important 
aspects of each file.

1.3.1. FINANCIAL AUDIT

I issued unqualified auditor’s reports for the city’s consolidated financial statements as 
at 31 December 2017, the breakdown of mixed expenditures and the city’s overall tax rate. 

At the time of filing this report I had issued ten independent auditor reports on the financial 
statements as at 31 December 2017 of the organizations for which the Auditor General 
acts as auditor under the provisions of section 107.7 of the CTA.
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1.3 2. COMPLIANCE WITH LAWS AND BY-LAWS

LEGISLATIVE COMPLIANCE OF ORGANIZATIONS THAT RECEIVED 
A GRANT OF AT LEAST $100,000 IN 2016

As at March 31, 2018, the BVG had received the audited 2016 financial statements from 
206 (95.4%) of the 216 organizations subject to this CTA requirement, for a total of $141.6 
million. 

The city must continue its awareness efforts with the organizations in question concerning 
the requirements of section 107.9 of the CTA and resolution CM 13 1157, which requires 
them to submit an annual report every year, among other things.

1.3.3. VALUE-FOR-MONEY AND INFORMATION TECHNOLOGY AUDIT

We completed nine mandates for the year 2017.

HOUSING SUBSIDY PROGRAMS

In October 2014, the city council adopted new by-laws supporting five housing subsidy 
programs, demonstrating its desire to provide financial support for property acquisition 
and residential renovations.

The targets established for the 2014-2017 Plan to Keep Families in Montréal, which invol-
ves the majority of the housing subsidy programs, have not been reviewed since their 
approval by the executive committee, despite the evidence that they will not be achieved 
since the withdrawal of the government’s Programme de rénovation Québec.

The housing subsidy programs are not guided by objectives formulated in measurable 
terms, which does not allow for accountability on the results actually achieved, in order to 
make an informed decision about the direction the city should take with regard to housing.

The current subsidy programs budget monitoring method in the city’s accounting system 
does not take into account the commitment of subsidies when they are approved. 

It should be noted that the Government of Québec confirmed the transfer of responsibili-
ties for housing matters and the related budgets in the Act to increase the autonomy and 
powers of the Ville de Montréal (Bill 121 – September 2017).

ORGANIC WASTE MANAGEMENT

The Environment Quality Act sets the guidelines for waste management and in parti-
cular stipulates that every regional municipality must establish and enforce a plan de 
gestion des matières résiduelles. It also states that each local municipality must take  
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the necessary measures to implement this waste management plan in its territory. Diver-
ting organic waste from landfill sites is an enormous challenge for the city, given that a 
large part of its territory (the East sector) is made up of 15 of the 19 boroughs and that 
food waste represents 60% of the organic waste being generated. Unlike recycling green 
residues, recycling food waste could be difficult for residents to accept because of the 
inconveniences it creates.

Even though significant sums and efforts have been invested, it is clear that the govern-
ment target is a major environmental issue and a big challenge for the city. The most 
recent overview on residual materials for the Montréal agglomeration revealed that the 
recovery rate for organic waste was 20% in 2016, far below the government target of 60% 
by 2025.

The city will have to review its organic waste management strategy to comply with the new 
government requirements and follow up on the timeframes of the various initiatives. To 
achieve the established goals, sustained efforts will be required to inform the residents, 
raise their awareness and encourage them to participate.

MANAGEMENT OF CITIZEN REQUESTS AND COMPLAINTS

Among the many organizational challenges the municipal administration has to face, the 
quality of the services offered to the public is a defining issue. Since the creation of the 
311 service in 2007, the city has continually made changes to offer better quality service 
to its citizens. 

Despite the efforts made, the municipal administration needs to take the further steps 
to ensure that all business units support the improvement of the services offered to the 
citizens and encourage the application of recognized service standards, no matter where 
the borough is located in Montréal. To facilitate this approach, the boroughs and the cen-
tral departments should establish a shared citizen service agreement that specifies the 
level and quality of the services to be provided. 

SNOW MANAGEMENT

The city removes over 13,000,000 m3 of snow from roads and sidewalks each winter.  
It has 28 snow disposal sites: 12 surface sites and 16 sewer chutes. In compliance with 
the Regulation respecting snow elimination sites, the city had to obtain an authorization 
certificate from the Government of Québec to use these sites. To this end, it undertook not 
to exceed certain maximum quantities of accumulated snow at the surface dump sites, to 
conduct environmental monitoring of groundwater and meltwater and to carry out annual 
maintenance work on these disposal sites. 

Although the city is formulating a plan for the use of snow disposal sites, and environ-
mental monitoring is to be the carried out while the boroughs are to maintain the surface 
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sites, the snow disposal strategy is practically the same from year to year, with no effort 
to optimize total snow disposal costs and to comply with regulatory requirements. As the 
city is not aware of the environmental monitoring commitments related to all the authori-
zation certificates, it cannot confirm whether the snow disposal meets their environmen-
tal requirements. The maintenance of surface sites is not documented and for almost 
three-quarters of the surface sites and all the sewer chutes, maintenance requirements 
as set out in the authorization certificates are not known.

LEAK SEARCH PROGRAM

One of the commitments of the Politique nationale de l’eau (2002) was to develop the 
Stratégie québécoise de conservation d’eau potable which makes all financial assistance 
conditional on the adoption of measures to conserve drinking water and reduce leaks.

Although several actions have been taken by the city in recent years, the potential water 
loss rate over the agglomeration still remains high following the adoption of the Stratégie 
québécoise d’économie d’eau potable by the government (2011) and the Stratégie montréa-
laise de l’eau by the agglomeration council (2012). The existing Leak Search Program does 
not optimally reduce leaks in the water network, in keeping with the requirements and 
chosen orientations. 

The roles and responsibilities of all the units involved are not clearly defined. The leak 
search and location activities are not planned effectively in a way that achieves all the 
objectives. Located leak repair activities are not included in a work plan based on an esta-
blished priority and set repair time. Furthermore, the expected benefits and performance 
of the Leak Search Program have not been evaluated.

CYCLING NETWORK MANAGEMENT

In 2008, when the Plan de transport was adopted, the agglomeration council made a 
commitment to double over seven years its cycling network , bring up to standard the 
existing network and develop a four-season bicycle network. A revised version of the 
cycling network map was adopted by the urban agglomeration council in January 2015, 
tripling the 2008 network to a total of 1,280 km. In September 2016, city council made a 
commitment to the “VISION ZÉRO décès et blessé grave” approach. In September 2017, the 
agglomeration council also adopted the Plan-cadre vélo with the objective of increasing 
the use of bicycles in metropolitan Montréal. 

Since 2008, significant efforts have been made to develop the cycling network. Despite 
this, the new priorities that were recently approved by the authorities (Plan-cadre vélo) and 
the safety (VISION ZÉRO décès et blessé grave commitment), land use planning and needs 
of cyclists’ prerogatives are not reflected in the current Plan du réseau cyclable, of which 
nearly 430 km has yet to be developed. Development and upgrade projects are selected 
based almost exclusively on the number of kilometres.
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The people in charge do not have all the required data on the cycling network – that is, on 
its condition and compliance with standards, on the paths’ use and on the type and num-
ber of accidents involving cyclists – making it difficult to plan development and upgrades. 
No minimum maintenance standards for the existing cycling network have been establi-
shed and approved by the authorities.

STREET FOOD

As the fourth street food season is about to begin, we find that the activity is on the wane. 
In 2017, six boroughs offered sites for food trucks on their territory. For 2018, currently 
only three boroughs intend to take part. 

If the administration’s intention is to maintain or even expand the presence of food trucks 
in the public domain, the operating conditions and selection process will have to be re-eva-
luated.

PROTECTION OF PERSONAL INFORMATION – SOCIÉTÉ DE TRANSPORT DE MONTRÉAL

The Société de transport de Montréal (STM) serves over 2.9 million customers, 30,000 
of whom use adapted transport, and employs 9,700 people. Through its activities, the 
STM collects and processes a considerable amount of personal information (PI) about 
its customers and employees. As such, the STM is subject to the Act respecting Access to 
documents held by public bodies and the Protection of personal information. 

The STM has an adequate PI governance structure in terms of corporate and manage-
ment policies, accountability and awareness of the importance of protecting PI. Although 
the retention, destruction and protection measures for personal information are generally 
satisfactory, retention rules and destruction procedures should be established for certain 
applications, and an anonymization process for PI in the non-production IT environments 
should be introduced.

FORMULA E EVENT

On July 29 and 30, 2017, electric vehicle races were held in the streets of downtown  
Montréal (Event). The not-for-profit organization Montréal c’est électrique (MCE), created 
on October 14, 2016, holds the rights to present the Event.

For the Event, the city granted non-recurring financial support of $1.75 million to MCE 
and guaranteed its line of credit, to a maximum amount of $10 million. It also carried out 
infrastructure work and offered technical support to the organization. Ultimately, the total 
expenses actually incurred by the city came to $26 million.

The Event should have been considered as a major project by the municipal administra-
tion, given its complexity and the amounts invested, rather than as a series of one-off 
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interventions. Although the city adopted a complete Cadre de gouvernance des projets 
et des programmes de gestion des actifs municipaux (CGP) in 2010, clearly it was not fol-
lowed for the Event. No business files were presented to the authorities, the roles and 
responsibilities were not defined, no project lead was formally designated and the cost 
monitoring and accountability reporting were deficient. Applying the CGP would have 
ensured transparent communications among the stakeholders, effective risk manage-
ment and optimized use of the financial, material and human resources. Moreover, it 
would have encouraged the development of a comprehensive vision for the project and 
adequate accountability for the various authorities. 

1.3.4. IMPLEMENTATION OF THE RECOMMENDATIONS ISSUED  
 BY THE BUREAU DU VÉRIFICATEUR GÉNÉRAL

Each year, the BVG follows up on the recommendations of the prior year to determine the 
implementation rate of its recommendations, by central departments and boroughs.

We acknowledge that it is up to the municipal administration to decide whether or not to 
implement the Auditor General’s recommendations.

These recommendations are made with the aim of helping the municipal administration 
fully carry out its responsibilities and, by extension, encouraging a better use of resources. 
Moreover, the validation of the audit report by each business unit involved is an integral 
part of our audit process.

In response to these recommendations, the business unit submits an action plan, inclu-
ding a timeframe for its implementation. Although in nearly all cases, the business units 
concur with all the recommendations issued by the BVG, a compilation of the most recent 
follow-up results for each action plan suggests that they are slow to implement them. 
In fact, just 41% of the recommendations made in 2016 were resolved by the time of our 
first-year follow-up, whereas according to the action plans provided by the business units, 
the implementation rate should have been 78% for the performance and information tech-
nology audits (see Figure A). Last year follow-up showed a 50% result and as shown in 
Figure B, it is practically the same for the second-year follow-up.
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I am concerned since there are still business units, although fewer than last year, that have 
not yet made efforts to resolve some of their recommendations, even though the imple-
mentation date has issued. Furthermore, about 13% of all “active” recommendations1 
made in 2015 and 2016 were considered resolved by the business units even though, as 
per our review they were not. 

For these reasons, I once again urge the municipal administration to encourage all the 
business units to fulfil the commitments included their submitted action plans , in order 
to encourage the implementation of the Auditor General recommendations as per establi-
shed timeframes and to quickly institute a better use of resources.

I also want to reiterate that the municipal administration should establish performance 
indicators to measure the degree of implementation of the recommendations included in 
the Auditor General’s audit reports and follow up on it.

1 All the recommendations issued in 2015 and 2016, except those that were “resolved” at the time of 
the follow-up in April 2017.

FIGURE A - RATE OF RESOLVED 
RECOMMENDATIONS MADE IN 2016,  

ON APRIL 16, 2018

FIGURE B - RATE OF RESOLVED 
RECOMMENDATIONS MADE IN 2015,  

ON APRIL 16, 2018

Expected percentage – Recommndations 
set according to the initial action plan 
provided by business units

Actual percentage – Recommendations set 
according to BVG

Expected cumulative percentage – 
Recommndations set according to the initial 
action plan provided by business units

Actual cumulative percentage – 
Recommendations set according to BVG
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2. FINANCIAL STATEMENT AUDITS AND OTHER REPORTS

2.1. INTRODUCTION

The Auditor General conducts its audits in accordance with Canadian generally accepted 
auditing standards. The audit is planned and constructed to provide reasonable assu-
rance that the financial statements are free of material misstatement. It involves imple-
menting procedures to obtain evidence about the amounts and information provided  
in the financial statements. An audit also includes assessing the appropriateness of 
the accounting methods used and the reasonableness of accounting estimates made  
by management, as well as assessing the overall financial statements presentation.

The Auditor General’s audit of the financial statements does not in any way relieve 
management of its responsibilities, because it is responsible for the preparation and fair 
presentation of the financial statements in accordance with the applicable accounting 
framework and the internal control it considers necessary to enable the preparation  
of financial statements that are free of material misstatement.

The work done on the risk of fraud by the Bureau du vérificateur général as part of the 
audit of the financial statements does not relieve the city’s management and the organi-
zations subject to section 107.7 of the Cities and Towns Act (CTA) of their responsibility 
for the prevention and detection of fraud. Therefore, due to the limitations inherent in the 
financial audit, the risk that some material misstatements resulting from fraud are not 
detected remains despite the fact that the audit work has been planned and performed  
in accordance with Canadian Auditing Standards.

2. | FINANCIAL STATEMENT AUDITS AND OTHER REPORTS
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2.2. CONSOLIDATED FINANCIAL STATEMENTS OF THE VILLE  
 DE MONTRÉAL

In accordance with the provisions of the Cities and Towns Act (CTA) in force on December 31, 
2017, we audited the city’s financial statements. 

The Charter of Ville de Montréal, Québec’s Metropolis (Charter of Ville de Montréal) and  
the CTA both require the city to submit its financial statements to the Service du greffe by 
March 31 following the close of the preceding year and to the Ministère des Affaires muni-
cipales et de l’Occupation du territoire (MAMOT), using the prescribed form, by May 15.

The audit of the financial statements was planned and performed jointly with Deloitte,  
the independent auditor appointed by the city. Doing this work together avoids duplication 
of work and costs for the municipality.

The consolidated financial statements include the activities of the organizations included 
in the city reporting entity. The inclusion of an organization in the reporting entity is based 
on the concept of control, that is, the power to direct the financial and administrative poli-
cies of another organization so that its activities will provide expected benefits to the 
municipal organization or expose it to a risk of loss. These organizations are: Société de 
transport de Montréal, Société d’habitation et de développement de Montréal, Technoparc 
Montréal, Société du parc Jean-Drapeau, Conseil des arts de Montréal, Conseil intercultu-
rel de Montréal, Office de consultation publique de Montréal, Anjou 80, Société en com-
mandite Stationnement de Montréal, Bureau du taxi de Montréal and BIXI Montréal.

On April 13, 2018, I issued an unqualified auditor’s report on the consolidated financial 
statements of the city as at December 31, 2017. For the year ended December 31, 2017, 
the external auditor removed the reserve on the accounting of transfer payments issued 
in the past.

The auditor’s report on the city’s consolidated financial statements and the report on 
mixed expenditures are included in the annual financial report filed with the city’s Service 
du greffe on April 18, 2018.

Also, on April 16, 2018, reports on the city’s consolidated financial statements, on the 
breakdown of mixed expenditures and on the city’s aggregate taxation rate were produced 
and recorded on the form required by MAMOT. In accordance with the provisions of the 
CTA, the form required by MAMOT, along with the three above-mentioned Auditor Gene-
ral’s reports and the joint auditor’s report on the consolidated financial statements were 
filed with city council and the urban agglomeration council before being sent to MAMOT 
on May 14, 2018.



2. | FINANCIAL STATEMENT AUDITS AND OTHER REPORTS

2017 ANNUAL REPORT| PAGE 29

ORGANIZATION AND GOVERNANCE OF PUBLIC TRANSIT  
IN THE MONTRÉAL METROPOLITAN AREA

On June 1, 2017, the Act to modify mainly the organization and governance of shared  
transportation in the Montréal metropolitan area came into force. The Act provides a new 
sharing of powers to foster the mobility of persons. The Agence métropolitaine de trans-
port (AMT) has been abolished and replaced by l’Autorité régionale de transport métro-
politain (ARTM) which is in charge of the planning, development, pricing and financing 
of shared transportation services in the Montréal region and by the Réseau de transport 
métropolitain (RTM), which is tasked with operating certain shared transportation ser-
vices, including the commuter train service. The creation of these two organizations 
could lead to changes in the Société de transport de Montréal’s (STM) governance and 
consequently in its accounting treatment in terms of the city’s financial statements.  
The STM and the ARTM need to conclude an agreement that specifies the terms of  
application of this new governance.

For the year ended December 31, 2017, the status quo was maintained, given that the 
agreement between the parties was still under negotiation at the time the Auditor’s report 
was issued. Management will have to assess the impact of the negotiations and the 
ensuing agreement.

AGGREGATE TAXATION RATE

The effective aggregate taxation rate is the rate that the municipality would have  
to impose if all its tax revenues came from a tax on the property value of all its taxable pro-
perty. The Government of Québec uses the effective aggregate taxation rate to calculate 
the amounts paid to municipalities under the Act respecting municipal taxation including 
payments in lieu of taxes in respect of buildings in the health and social services system 
and the education system.

We have audited the Ville de Montréal’s effective aggregate taxation rate. This rate is set 
by the city manager of the city in accordance with division III of chapter XVIII.1 of the Act 
respecting municipal taxation (CQLR, chapter F-2.1).

On April 16, 2018, I issued an unqualified report indicating that the setting of the taxation 
rate meets compliance requirements in all material respects.

MIXED EXPENDITURES

Under the Act respecting the exercise of certain municipal powers in certain urban  
agglomerations (CQLR, chapter E-20.001), completed by the Montréal Agglomeration 
Order (order-in-council 1229-2005) as subsequently amended, expenditures incurred 
by the city in the performance by the municipal administration of an act that comes 
under both an urban agglomeration power and another power are considered mixed  
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expenditures. They are broken down between local and agglomeration powers in accor-
dance with the criteria established by management pursuant to by-law RCG06-054 
adopted by the urban agglomeration council on December 13, 2006, and its subsequent 
amendments.

I audited the table of mixed expenditures incurred by the city broken down by local 
and agglomeration powers. On April 13, 2018, I issued an unqualified report indicating  
that the breakdown of mixed expenditures meets compliance requirements in all material 
respects.

OTHER REPORTS 

On August 2, 2017, the Auditor General and Deloitte sent the city manager director general 
and the city’s audit committee a report, which consolidated deficiencies in internal control, 
as well as observations related to Information Technology General Controls (ITGCs) which 
are identified during the audit of financial statements as at December 31, 2016, and related 
to follow-up on deficiencies reported in previous years. Deficiencies in internal control and 
ITGCs identified during the audit of financial statements as at December 31, 2017, and  
the follow-up on previous deficiencies was not presented to the audit committee.



2. | FINANCIAL STATEMENT AUDITS AND OTHER REPORTS

2017 ANNUAL REPORT| PAGE 31

2.3. FINANCIAL STATEMENTS OF OTHER LEGAL ENTITIES SUBJECT  
 TO THE CITIES AND TOWNS ACT

Pursuant to section 107.7 of the Cities and Towns Act (CTA), the Auditor General is required 
to audit the financial statements of other legal entities subject to the CTA that meet any 
of the following conditions:

• It is part of the reporting entity defined in the municipality’s financial statements;

• The municipality or a mandatary of the municipality appoints more than 50% of the 
members of the board of directors;

• The municipality or a mandatary of the municipality holds more than 50% of the outstan-
ding voting shares or units.

Table 1 on the following page identifies other legal entities that are subject to the CTA  
and for which we are required to produce an audit report on their financial statements.
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TABLE 1 –  LEGAL ENTITIES SUBJECT TO SECTION 107.7. OF THE CITIES  
 AND TOWNS ACT

OTHER LEGAL ENTITIES SUBJECT TO  
THE CITIES AND TOWNS ACT

REPORTING 
ENTITY

APPOINTMENT OF 
MORE THAN 50% OF 

THE MEMBERS OF 
THE BOARD  

OF DIRECTORS

DATE OF THE AUDITOR’S 
REPORT FOR THE FISCAL 

YEAR ENDING  
DECEMBER 31, 2017

Anjou 80 (2)

BIXI Montréal April 19, 2018

Bureau du taxi de Montréal (2)

Conseil des arts de Montréal April 13, 2018

Conseil interculturel de Montréal (2)

Corporation d’habitations  
Jeanne-Mance April 12, 2018

Office de consultation publique  
de Montréal (2)

Office municipal d’habitation  
de Montréal May 17, 2018

Société de transport de Montréal 
(Financial report and MAMOT report) April 4, 2018

Société d’habitation et  
de développement de Montréal March 27, 2018

Société du parc Jean-Drapeau March 29, 2018

Société en commandite  
Stationnement de Montréal March 27, 2018

Société en commandite Transgesco (1) April 4, 2018

Technoparc Montréal March 15, 2018

(1)  Société de transport de Montréal subsidiary.

(2)  On the date of this annual report, the financial statements had not been approved  
 by the board of directors.



2. | FINANCIAL STATEMENT AUDITS AND OTHER REPORTS

2017 ANNUAL REPORT| PAGE 33

ANJOU 80

ANJOU 80 is a non-profit organization that acts on behalf of the Ville de Montréal  
(the city), incorporated by letters patent dated June 22, 1979, pursuant to the legislative 
powers granted to the ex-city of Anjou by the Government of Québec.

Its purpose is to acquire residential properties for individuals or families other than 
low- or lower-income families, acquiring, restoring, demolishing, constructing, leasing 
and administering buildings for the purposes of lodging, leisure, recreation and other 
ancillary purposes.

It administers the housing complex known as Résidences Neuville and participates 
jointly with the Anjou borough in activities that promote economic development.

REPORT

When the annual report was produced, the financial statements as at December 31, 2017, 
had not been approved by the board of directors.
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BIXI MONTRÉAL

BIXI Montréal was incorporated under part III of the Québec Companies Act on March 6, 
2014, and started its activities on April 28, 2014. It has the powers, rights and privileges of 
a non-profit organization under part III of the Quebec Companies Act (CQLR, chapter C-38).

Its mission is to manage the bike sharing system in the Montréal and the surrounding 
area in order to provide the public with an alternative mode of urban transportation, com-
plementary to the city’s public transit system, allowing its users to ride bicycles to make 
short trips.

Also, it must also encourage Montréal residents to use bicycles as an alternative means 
of urban transportation since bicycles are far less harmful to the environment than ener-
gy-consuming vehicles.

REPORT

On April 19, 2018, I issued an unqualified auditor’s report for this organization.

This is an extract from the report:

OPINION

In my opinion, the financial statements present fairly, in all material respects, the financial 
position of BIXI Montréal as at December 31, 2017, and the results of its operations, 
changes in its net financial assets and cash flows for the year then ended in accordance 
with Canadian public sector accounting standards.
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BUREAU DU TAXI DE MONTRÉAL

The Bureau du taxi de Montréal was incorporated under section 220.1 of schedule C of 
the Charter of Ville de Montréal (CQLR, chapter C-11.4) enacted by the Act to amend various 
legislative provisions respecting municipal affairs (CQLR. 2012, chapter 21) on November 
28, 2012, and it started its activities on January 1, 2014. It has the powers, rights and pri-
vileges of a non-profit organization incorporated under part III of the Quebec Companies 
Act (CQLR, chapter C-38).

Their mission is to develop the taxi industry, provide services to the taxi industry,  
supervise and improve this service, taxi driver and user safety, and the skills of drivers on 
the island of Montréal.

Also, they are responsible for exercising, at the city’s request, any powers, other than 
regulatory powers, that the city delegates to it among those arising from sub-section 9  
of division II of chapter III of its Charter and the second paragraph of section 13 of the Act 
respecting transportation services by taxi (CQLR, chapter S-6.01).

REPORT

When the annual report was produced, the financial statements as at December 31, 2017, 
had not been approved by the board of directors.
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CONSEIL DES ARTS DE MONTRÉAL

The Conseil des arts de Montréal was founded in 1956 and became a public corpora-
tion on October 25, 2007, under section 231.2 of schedule C of the Charter of Ville de  
Montréal (CQLR, chapter C-11.4.) The Conseil des arts de Montréal has the powers, rights and  
privileges of a non-profit organization incorporated under part III of the Quebec Companies 
Act (CQLR, chapter C-38).

Pursuant to section 231.3, its mandate is to:

• Draw up and keep a permanent list of the associations, societies, organizations, groups 
or persons engaged in artistic and cultural activities in the urban agglomeration of  
Montréal;

• Combine, co-ordinate and promote artistic or cultural initiatives in the urban agglome-
ration of Montréal; and

• Within the limits of the revenues available for that purpose and in conformity with the 
programs referred to in section 231.14, to designate the associations, societies, orga-
nizations, groups or persons and the artistic or cultural events to which or in respect  
of which grants, prizes or other forms of financial assistance are to be paid.

REPORT

On April 13, 2018, I issued an unqualified auditor’s report for this organization. 

This is an extract from the report:

OPINION

In my opinion, the financial statements present fairly, in all material respects, the financial 
position of the Conseil des arts de Montréal as at December 31, 2017, and the results  
of its operations, changes in its net assets and cash flows for the year then ended in 
accordance with Canadian public sector accounting standards.
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CONSEIL INTERCULTUREL DE MONTRÉAL

The Conseil interculturel de Montréal was incorporated under section 83.1 of the Charter 
of Ville de Montréal.

It advises the city council and the executive committee on municipal services and poli-
cies to facilitate the integration and participation of members of cultural communities in  
the political, economic, social and cultural life of the city and any matter of interest for  
the cultural communities.

REPORT

When the annual report was produced, the financial statements as at December 31, 2017, 
had not been approved by the board of directors.
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CORPORATION D’HABITATIONS JEANNE-MANCE

The Corporation d’habitations Jeanne-Mance was incorporated under section 231 
of the Charter of Ville de Montréal on June 25, 1958, in accordance with the National 
Housing Act adopted on August 15, 1944, and started its operations on July 16, 1959.  
The Corporation has the powers, rights and privileges of a non-profit organization under 
Part III of the Companies Act (CQLR C-38).

Its mandate is to operate, manage and administer low-rent housing for the project known 
as “Habitations Jeanne-Mance”.

REPORT

On April 12, 2018, I issued an unqualified auditor’s report for this organization. 

This is an extract from the report:

OPINION

In my opinion, with the exception of the elements described in the “Basis for qualified 
opinion” paragraph, the financial statements present fairly, in all material respects, the 
financial position of the Corporation d’habitations Jeanne-Mance as at December 31, 
2017, and the results of its operations and cash flows for the year then ended in accor-
dance with Canadian accounting standards for not-for-profit organizations.
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OFFICE MUNICIPAL D’HABITATION DE MONTRÉAL

The Office municipal d’habitation de Montréal was incorporated by letters patent  
on May 8, 2001, under the Act respecting the Société d’habitation du Québec (SHQ) (CQLR, 
chapter S-8 section 5). In accordance with the Act to reform the municipal territorial  
organization of the metropolitan regions of Montréal, Québec and the Outaouais, its official 
activities started on January 1, 2002. It was formed from the group of 15  municipal  
on the island of Montréal.

Its mission is to administer buildings on the island of Montréal for low-income indivi-
duals and for any other purpose provided for in the Act respecting the Société d’habitation  
du Québec as part of the following programs:

• Low-rental housing – public component (public LRH);

• Low-rental housing – private component (private LRH);

• Logement abordable Québec (LAQ) [Affordable Housing Quebec];

• AccèsLogis Québec (ACL) [HousingAccess Quebec];

• Supplément au loyer (PSL) [Housing supplement program].

Also, it manages the construction of non-profit community-owned housing under  
agreements with the SHQ, and, since 2007, it also manages rental properties.

REPORT

On May 17, 2018, I issued an unqualified auditor’s report for this organization. 

This is an extract from the report:

OPINION

In my opinion, the financial statements present fairly, in all material respects, the financial 
position of the Office municipal d’habitation de Montréal as at December 31, 2017, and 
the results of its operations and cash flows for the year then ended in accordance with 
Canadian accounting standards for not-for-profit organizations.
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SOCIÉTÉ DE TRANSPORT DE MONTRÉAL

The Société de transport de Montréal was incorporated under the Act respecting public 
transit authorities (CQLR, chapter S-30.01).

Until May 31, 2017, it was responsible for organizing and providing public transit in the 
territory of the agglomeration of Montréal. As of June 1, 2017, the STM has been subject to 
the Act to modify mainly the organization and governance of shared transportation in the 
Montréal metropolitan area (2016, ch. 8). This law provides for a new sharing of powers 
to foster the mobility of persons by abolishing the Agence métropolitaine de transport 
(AMT), which was replaced by two bodies, the Autorité régionale de transport métropo-
litain (ARTM), which is devoted to the planning, development, pricing and financing of 
shared transportation services in the greater Montréal region, and the Réseau de transport 
métropolitain (RTM), which is tasked with operating some shared transportation services, 
including the commuter train service.

The new governance also provides that the shared transportation service established  
by the ARTM will be delivered by operators, including the STM, under service agreements. 
In keeping with these new requirements, the STM must conclude a contractual agreement 
with the ARTM. Among other things, this agreement will specify the transportation offer, 
the performance and quality objectives for the services and the agreed compensation.  
As of June 1, 2017, the STM’s mandate has been to provide shared transportation services 
and, at the request of the ARTM, to collaborate to the planning, coordination, development, 
support and promotion of shared transportation in its territory.

REPORT

On April 4, 2018, I issued an unqualified auditor’s report for this organization.

This is an extract from the report:

OPINION

In my opinion, the consolidated financial statements present fairly, in all material res-
pects, the financial position of the Société de transport de Montréal as at December 31, 
2017, and the results of its operations, changes in its net debt and cash flows for the year 
then ended in accordance with Canadian public sector accounting standards.
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SOCIÉTÉ D’HABITATION ET DE DÉVELOPPEMENT DE MONTRÉAL

The Société d’habitation et de développement de Montréal is a non-profit organization 
that reports to the city, incorporated by letters patent on June 15, 2010, by the Government 
of Québec pursuant to chapter V of schedule C of the Charter of Ville de Montréal (CQLR, 
chapter C-11.4).

Its objectives are:

• to contribute to economic and social development through the enhancement of  
residential, institutional, industrial, commercial and cultural property assets in the city’s 
territory;

• to acquire, renovate, restore, build, demolish, sell, lease or administer buildings  
in the city’s territory;

• grant subsidies and administer programs for the construction, renovation, restoration, 
demolition and relocation of buildings in the city’s territory.

REPORT

On March 27, 2018, I issued an unqualified auditor’s report for this organization. 

This is an extract from the report:

OPINION

In my opinion, the consolidated financial statements present fairly, in all material respects, 
the financial position of the Société d’habitation et de développement de Montréal as at 
December 31, 2017, and the results of its operations, revaluation gains and losses, changes 
in its net debt and cash flows for the year then ended in accordance with Canadian public 
sector accounting standards.
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SOCIÉTÉ DU PARC JEAN-DRAPEAU

The Société du parc Jean-Drapeau is a non-profit organization that was incorporated  
on August 9, 1983, under section 223 of the Charter of Ville de Montréal.

Its purpose is to operate, administer and develop Parc Jean Drapeau, which includes 
Sainte-Hélène and Notre-Dame islands in Montréal. It manages recreational, cultural and 
tourist activities and carries out any other mandate entrusted to it by the city.

REPORT

On March 29, 2018, I issued an unqualified auditor’s report for this organization. 

This is an extract from the report:

OPINION

In my opinion, the financial statements present fairly, in all material respects, the financial 
position of the Société du parc Jean-Drapeau as at December 31, 2017, and the results of 
its operations, changes in its net financial assets and cash flows for the year then ended 
in accordance with Canadian public sector accounting standards.
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SOCIÉTÉ EN COMMANDITE STATIONNEMENT DE MONTRÉAL

The Société en commandite Stationnement de Montréal was incorporated under a limited 
partnership agreement entered into on May 10, 1994.

Since January 1, 2015, it manages paid parking activities under an agreement with  
the city.

On June 15, 2016, the Ville de Montréal agglomeration council adopted the new parking 
policy, which includes the transfer of the activities of the Société en commandite Station-
nement de Montréal to a new body. The Société is not currently able to determine when 
this new policy will be applied, since the decision is up to the Ville de Montréal agglome-
ration council. This situation suggests there is uncertainty concerning the future of  
the Société en commandite Stationnement de Montréal in its current legal form.

REPORT

On March 27, 2018, I issued an unqualified auditor’s report for this organization. 

This is an extract from the report:

OPINION

In my opinion, the financial statements present fairly, in all material respects, the financial 
position of Société en commandite Stationnement de Montréal as at December 31, 2017, 
and the results of its operations, changes in its net debt and cash flows for the year then 
ended in accordance with Canadian public sector accounting standards.

OBSERVATIONS

Without qualifying my opinion with a reservation, I draw attention to note 1 of the finan-
cial statements, which states that on June 15, 2016, the Ville de Montréal agglomeration 
council adopted the new parking policy which includes the transfer of the activities of 
the Société en commandite Stationnement de Montréal to a new body. This situation 
suggests there is uncertainty concerning the future of the Société en commandite  
Stationnement de Montréal.
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SOCIÉTÉ EN COMMANDITE TRANSGESCO

The société en commandite Transgesco was formed under a partnership agreement  
on July 2, 2003, within the meaning of the Civil Code of Québec.

Its purpose is to manage various partnerships with private sector stakeholders in  
connection with business activities related to the Société de transport de Montréal.

REPORT

On April 4, 2018, I issued an unqualified auditor’s report for this organization. 

This is an extract from the report:

OPINION

In my opinion, the consolidated financial statements present fairly, in all material respects, 
the financial position of Société en commandite Transgesco as at December 31, 2017, and 
the results of its operations, changes in its net debt and cash flows for the year then ended 
in accordance with Canadian public sector accounting standards.
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TECHNOPARC MONTRÉAL

Technoparc Montréal, incorporated under part III of the Québec Companies Act, on March 5, 
1987. It has the powers, rights and privileges of a non-profit organization under Part III  
of the Companies Act (CQLR, Chapter C-38). Its mission is to:

• offer environments and real estate solutions conducive to technological innovation, 
collaboration and success, to stimulate the development of Technoparc Montréal, the 
Campus Saint-Laurent, the Éco-campus Hubert Reeves and the Quartier de la santé de 
Montréal;

• foster and support the implementation and development of high-tech projects, 
businesses and research centers on the territory of the Ville de Montréal.

On February 13, 2018, the Ville de Montréal issued a notice of non-renewal of the manage-
ment and funding agreement and asked Technoparc Montréal to cease operations and take 
steps toward its dissolution. The Technoparc Montréal financial statements do not include 
any adjustments of the amounts and the classification of assets and liabilities which would 
be required if the assumption of the organization’s survival was not certain. In this case, 
the organization would have to realize its assets and discharge its liabilities in conditions 
other than the normal course of business, in amounts different from those stated in these 
financial statements.

REPORT

On March 15, 2018, I issued an unqualified auditor’s report for this organization. 

This is an extract from the report:

OPINION

In my opinion, the consolidated financial statements present fairly, in all material respects, 
the financial position of Technoparc Montréal as at December 31, 2017, and the results of 
its operations, changes in its net debt and cash flows for the year then ended in accordance 
with Canadian public sector accounting standards.

OBSERVATIONS

Without qualifying my opinion with a reservation, I draw attention to note 1 of the financial 
statements, which states that on February 13, 2018, the Ville de Montréal issued a non- 
renewal notice for the management and funding agreement and asked the organization  
to cease operations and take steps toward its dissolution. This situation suggests there is 
uncertainty concerning the future of Technoparc Montréal.



2. | FINANCIAL STATEMENT AUDITS AND OTHER REPORTS

PAGE 46 | 2017 ANNUAL REPORT



2017 ANNUAL REPORT | PAGE 47

LEGAL AND 
REGULATORY 
COMPLIANCE

3.



PAGE 48 | 2017 ANNUAL REPORT



3. | LEGAL AND REGULATORY COMPLIANCE

2017 ANNUAL REPORT | PAGE 49

3.1. LEGAL COMPLIANCE OF ORGANIZATIONS HAVING RECEIVED  
 A SUBSIDY OF AT LEAST $100,000
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3. LEGAL AND REGULATORY COMPLIANCE

3.1.  LEGAL COMPLIANCE OF ORGANIZATIONS HAVING RECEIVED  
 A SUBSIDY OF AT LEAST $100,000

In accordance with section 107.9 of the Cities and Towns Act (CTA), “any legal person who 
receives an annual subsidy of at least $100,000 is required to have its financial statements 
audited”. This legal person’s auditor must provide the Auditor General with a copy of its 
annual financial statements, its report on these statements as well as any other report 
summarizing the auditor’s observations and recommendations to the board of directors 
or corporate officers of this legal person.

This auditor must also, when requested by the Auditor General, provide the latter with 
any document that relates to the audit works and their results, while also providing all 
information that the Auditor General considers necessary with regard to these audit works 
and their results. If the Auditor General considers that the information, explanations or 
documents obtained from the auditor are insufficient, he can arrange for any additional 
verification that he views as necessary.

In December 2013, the city council also adopted resolution CM13 1157 that requires, 
amongst other things, organizations having received a subsidy of at least $100,000 to file 
an annual report each year.

Moreover, on April 13, 2017, a set of letters identifying the organizations having received 
subsidies adding up to at least $100,000 in 2016 was provided by city manager to the 
concerned business units, asking them to provide it, as well as the Auditor General,  
with a copy of the audited financial statements of these organizations. 

OBJECTIVE AND SCOPE OF THE MANDATE

Our mandate was, first, to ensure that any corporation that benefitted from a subsidy 
of at least $100,000 from the Ville de Montréal in 2016 complied with the provisions of 
section  107.9 of the CTA concerning the submission of a copy of its audited financial 
statements to the Auditor General.

For all organizations, our procedures consisted of reconciling the amounts identified for 
the organizations in the letters sent to them by the city manager and the total subsidies in 
the Ville de Montréal financial statements. We reconciled the differences, where required, 
with the list produced by the city manager.

Since we had not received all the audited financial statements from the organizations,  
on September 25, 2017, a letter of the Auditor General was sent as a reminder to the 
business units responsible for the follow-up.
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A list of organizations that had not met the obligations of the contribution agreement 
signed by the parties by March 31, 2018, can be found below.

 
With regard to the ten non-compliant organizations, four of them submitted financial  
statements that were subject to a review engagement or a notice to readers. Section 107.9 
of the CTA requires audited financial statements, however.

ORGANIZATIONS NON-COMPLIANT AMOUNT RECEIVED

Côte-des-Neiges–Notre-Dame-de-Grâce borough

Prévention Côte-des-neiges– 
Notre-Dame-de-grâce 

Review Engagement $519,098

Maison des Jeunes Côte-des-Neiges Notice to Readers $111,860

Service de la mise en valeur du territoire

Impact de Montréal F.C Unaudited $350,000

Montréal-Nord borough

Artistes en Arts visuels du nord  
de Montréal

Not Received $182,311

LaSalle borough

Club Garçons et Filles de LaSalle Not Received $170,998

Villeray–Saint-Michel–Parc-Extension borough

Centre communautaire Jeunesse Unie 
de Parc-Extension

Review Engagement $112,598

Service du développement économique

La Pépinière, Espaces Collectifs Not Received $108,900

L’Association des restaurateurs  
de rue du Québec

Not Received $150,000

Espaces temps Not Received $104,000

Mercier–Hochelaga-Maisonneuve borough

Centre des jeunes Boyce-Viau Review Engagement $100,779

TOTAL $1,910,544
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The Bureau du vérificateur général (BVG) has established a new audit program for organi-
zations subject to section 107.9 of the CTA. As set out in the CTA, the BVG has expanded 
the scope of its work for a selection of chosen organizations based on certain criteria.  
As such, for 2017, the auditor’s files were reviewed for the following organizations:

Following our review of the external auditor’s files, we did not conduct any additional  
auditing work.

For MCE, a non-profit organization created on October 14, 2016, we examined whether 
this organization should be included in the city’s reporting entity. Every organization in 
the City’s reporting entity is consolidated in the city’s financial statements and is included  
in the corporations for which the Auditor General conducts a financial audit.

Although the organization was created in fall 2016, an analysis of the various control  
indicators evaluating whether MCE is one of the organizations in the city’s reporting entity 
was filed by the Service des finances in March 2018.

Based on the limited information available to it, it concluded that the non-profit organiza-
tion is not an organization controlled by the city, and that therefore its books should not be 
consolidated into those of the city’s financial statements. The conclusions of the Service 
des finances on each indicator were drawn from official acts carried out in 2016 and 2017. 

The statutes and general by-laws that we examined did not reveal any control element 
likely to create a relationship of proximity between the city and MCE. However, the inclu-
sion of an organization in the reporting entity is based on the concept of control, that is, 
the power to direct the financial and administrative policies of another organization so 
that its activities will provide expected benefits to the municipal organization or expose it 
to a risk of loss. 

In light of the documents and information compiled in our work on MCE, we arrive at a 
different conclusion. (See the report on the Formula E Event in Chapter 4.9.)

ORGANIZATION YEAR END AMOUNT RECEIVED

Société des célébrations du 375e anniversaire 
de Montréal 

December 31, 2016 $11,500,000

Montréal c’est électrique (MCE) September 30, 2017 $1,750,000

Montréal en histoires September 30, 2016 $930,000
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RECOMMENDATION

We recommend that the Service des finances implement mechanisms  
to better delimit the examination of questions related to de facto control 
in its analysis.

CONCLUSION 

In 2016, the city disbursed a total of $166.8 million including $143.6 million (i.e., 88.6%)  
to 216 organizations that received subsidies adding up to at least $100,000 and to which 
the requirements of section 107.9 of the CTA apply.

By March 31, 2018, the Bureau du vérificateur général had received the 2016 audited finan-
cial statements for 206 (i.e., 95.4%) of the 216 organizations affected by this requirement 
under the CTA, for a total of $141.6 million.

We encourage the city to continue its work of educating organizations on the require-
ments of section 107.9 of the CTA and of resolution CM 13 1157.

The table on the next page provides a detailed list of the organizations that received 
$100,000 or more in 2016.
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3.1.1. DETAILED TABLE –  LEGAL COMPLIANCE OF ORGANIZATIONS HAVING RECEIVED  
 A SUBSIDY OF AT LEAST $100,000 IN 2016

NAME OF ORGANIZATION AMOUNT OF  
SUBSIDY IN 2016

AUDITED FINANCIAL 
STATEMENTS MISSING  

FINANCIAL  
STATEMENTSCOMPLIANT NON- 

COMPLIANT

Ville en vert  $388,971  x 

Conseil Local des Intervenants Com-
munautaires de Bordeaux-Cartierville $353,991  x 

Prévention du crime Ahuntsic- 
Cartierville $179,068  x 

Service des Loisirs St-Martyrs- 
Canadiens $147,031  x  

Loisirs de l’Acadie de Montréal $132,198  x  

Solidarité Ahuntsic $114,359  x  

TOTAL AHUNTSIC-
CARTIERVILLE BOROUGH

$1,315,618 6 0 0

Loisirs Sportifs Côte-des-Neiges-
Notre-Dame-de-Grâce  $1,107,634  x 

Comité Jeunesse de Notre-Dame- 
de-Grâce  $693,288  x 

Prévention Côte-des-Neiges-Notre-
Dame-de-Grâce  $519,099  x 

Société Environnementale  
Côte-des-Neiges  $442,135  x 

Centre Communautaire de Loisir  
de La Côte-des-Neiges  $329,906  x 

Association de la Communauté  
Noire de Côte-des-Neiges  $152,600  x 

Centre Communautaire  
Mountain Sights  $151,648  x 

Conseil Communautaire  
Notre-Dame-De-Grâce Inc.  $141,421  x 

Centre de Ressources  
Communautaire Côte-des-Neiges  $140,000  x 

Maison des Jeunes Côte-des-Neiges  $111,860  x 

TOTAL CÔTE-DES-NEIGES–
NOTRE-DAME-DE-GRÂCE 
BOROUGH

 $3,789,591 8 2 0
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Comité de revitalisation urbaine 
intégrée du quartier Saint-Pierre

 $240,351  x 

Commission Scolaire  
Marguerite-Bourgeoys

 $142,491  x 

Groupe de recherche appliquée  
en macroécologie (Grame)

$128,147  x 

La Maison des jeunes l’Escalier  
de Lachine Inc

 $115,041  x 

Festival de Théâtre  
de Rue de Lachine

 $115,000  x 

Cyclo-Club Lachine  $105,100 x

TOTAL LACHINE BOROUGH  $846,129 6 0 0

Centre Culturel et Communautaire 
Henri-Lemieux

 $290,593  x 

Héritage Laurentien  $207,491  x 
Table de développement social  
de Lasalle

 $197,090  x 

Club de garçons et filles de Lasalle  $170,999  x 

Maison des Jeunes de Lasalle  $111,891 x

TOTAL LASALLE BOROUGH  $978,063 4 0 1

CCSE Maisonneuve  $784,326  x 
Y’a QuelQu’un l’aut’bord du mur 
(YQQ)

 $594,450  x 

Table de Quartier Hochelaga- 
Maisonneuve

 $435,738  x 

Solidarité Mercier-Est  $372,984  x 

Commission Sportive de Montréal  $296,050  x 
Hockey Québec - Région  
de Montréal

$234,000  x 

L’Antre-Jeunes de Mercier-Est $181,040  x 
La Maison des Jeunes Magi  
de Mercier-Ouest Inc.

 $146,294  x 

Service des Loisirs Sainte-Claire  $121,100  x 

NAME OF ORGANIZATION AMOUNT OF  
SUBSIDY IN 2016

AUDITED FINANCIAL 
STATEMENTS MISSING  

FINANCIAL  
STATEMENTSCOMPLIANT NON- 

COMPLIANT
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Centre Communautaire Hochelaga 
(C.C.H.)

 $120,050  x 

Comité musique Maisonneuve Inc.  $115,000  x 
Club Aquatique  
de l’Est de Montréal

 $111,600  x 

GCC La Violence!  $110,890  x 
Association régionale  
de soccer Concordia Inc.

 $109,640  x 

Centre des jeunes Boyce-Viau  $100,780 x

TOTAL MERCIER–HOCHELAGA-
MAISONNEUVE BOROUGH

 $3,833,941 14 1 0

Éconord  $201,869  x 
Artistes en Arts Visuel du nord  
de Montréal (AAVNM)

 $182,311  x 

Café-Jeunesse Multiculturel  $166,800  x 

Un itinéraire pour tous  $165,373  x 

Programme Horizon Jeunesse  $154,200  x 

Institut Pacifique  $106,363  x 

TOTAL MONTRÉAL-NORD 
BOROUGH

 $976,916 5 0 1

Action jeunesse de l’Ouest-de-l’Île 
(AJOI)

 $172,584  x 

TOTAL PIERREFONDS-ROXBORO 
BOROUGH

 $172,584 1 0 0

NAME OF ORGANIZATION AMOUNT OF  
SUBSIDY IN 2016

AUDITED FINANCIAL 
STATEMENTS MISSING  

FINANCIAL  
STATEMENTSCOMPLIANT NON- 

COMPLIANT
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Société Ressources-Loisirs  
de Pointe-aux-Trembles (SRLPAT)

 $870,009  x 

Équipe RDP  $259,987  x 

Éco de la Pointe-Aux-Prairies  $183,500  x 
Maison des jeunes  
de Pointe-Aux-Trembles

 $138,210  x 

TOTAL RIVIÈRE-DES-PRAIRIES–
POINTE-AUX-TREMBLES 
BOROUGH

 $1,451,706 4 0 0

Société de développement 
environnemental de Rosemont 
(SODER)

 $649,522  x 

Loisirs récréatifs et  
communautaires de Rosemont

 $176,530  x 

Loisirs Angus-Bourbonnière  $152,433  x 
Corporation de développement 
communautaire de Rosemont

 $133,893  x 

Regroupement des tables  
de concertation de la Petite-Patrie 
(RTCPP)

 $105,833  x 

Centre Père Marquette Montréal  $101,817  x 

TOTAL ROSEMONT– 
LA PETITE-PATRIE BOROUGH

 $1,320,028 6 0 0

Concertation Saint-Léonard  $410,119  x 

Nature-Action Québec  $277,426  x 

TOTAL SAINT-LÉONARD 
BOROUGH

 $687,545 2 0 0

Action Prévention Verdun  $174,238  x 

Maison Saint-Gabriel  $153,250  x 
Société de développement  
commercial Wellington

 $113,863  x 

TOTAL VERDUN BOROUGH  $441,351 3 0 0

NAME OF ORGANIZATION AMOUNT OF  
SUBSIDY IN 2016

AUDITED FINANCIAL 
STATEMENTS MISSING  

FINANCIAL  
STATEMENTSCOMPLIANT NON- 

COMPLIANT
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Association sportive  
et communautaire du Centre Sud

 $1,021,968  x 

Musée des beaux-arts de Montréal  $786,080  x 
Corporation du Centre  
Jean-Claude Malépart

 $694,248  x 

Sentier Urbain  $248,051  x 

Spectre de rue  $223,566  x 
Corporation de développement 
communautaire Centre-Sud

 $218,569  x 

SAESEM - Société pour l’action, 
l’éducation et la sensibilisation 
environnementale de Montréal

 $180,137  x 

Société écocitoyenne de Montréal  $163,512  x 

Action Centre-Ville  $139,176  x 
Foyer pour femmes autochtones 
de Montréal

 $132,261  x 

Loisirs St-Jacques de Montréal  $128,946  x 

Le Sac à dos (Action réinsertion)  $119,005  x 
Centre communautaire de loisirs 
Sainte-Catherine d’Alexandrie

 $118,286  x 

Association les chemins du soleil  $104,497  x 

TOTAL VILLE-MARIE BOROUGH  $4,278,302 14 0 0

Patro Le Prevost  $682,360  x 
Centre de Loisirs Communautaires 
Lajeunesse

 $446,720  x 

Vrac Environnement  $311,885  x 

Vivre Saint-Michel en santé  $281,048  x 
Maison des jeunes  
La Grande Porte

 $214,385  x 

Corporation de gestion  
des loisirs du Parc

 $167,174  x 

Projet d’Aménagement Résidentiel 
et Industriel (P.A.R.I.)  
de Saint-Michel

 $153,300  x 

CDC Solidarités Villeray  $151,160  x 

NAME OF ORGANIZATION AMOUNT OF  
SUBSIDY IN 2016

AUDITED FINANCIAL 
STATEMENTS MISSING  

FINANCIAL  
STATEMENTSCOMPLIANT NON- 

COMPLIANT
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Espace Multisoleil  $144,935  x 
Loisirs communautaires  
Saint-Michel

 $136,308  x 

Centre communautaire jeunesse 
unie de Parc-Extension

 $112,598  x 

Projet Ado Communautaire  
en Travail de Rue

 $110,014  x 

L’Organisation des jeunes  
de Parc-Extension PEYO

 $109,928  x 

TOTAL VILLERAY–SAINT-MICHEL–
PARC-EXTENSION BOROUGH

 $3,021,816 12 1 0

Groupe Information Travail  $287,323  x 

Centre du plateau  $275,442  x 

Relance des loisirs tout 9 Inc.  $143,088  x 

TOTAL PLATEAU-MONT-ROYAL 
BOROUGH

 $705,853 3 0 0

Développement économique 
Saint-Laurent - DESTL

 $1,032,354  x 

Comité des organismes sociaux 
de Saint-Laurent (COSSL)

 $376,663  x 

Musée des Maîtres et Artisans  
du Québec

 $137,773  x 

Vert Cité  $285,629  x 

TOTAL SAINT-LAURENT BOROUGH  $1,832,418 4 0 0

Centre Sportif  
de la Petite Bourgogne

 $372,711  x 

Centre de loisirs Monseigneur 
Pigeon

 $356,349  x 

Prévention Sud-Ouest  $258,930  x 
Concertation Ville-Emard  
Côte St-Paul

 $188,010  x 

Centre Récréatif, Culturel et Sportif 
(CRCS) St-Zotique inc.

 $178,921  x 

NAME OF ORGANIZATION AMOUNT OF  
SUBSIDY IN 2016

AUDITED FINANCIAL 
STATEMENTS MISSING  

FINANCIAL  
STATEMENTSCOMPLIANT NON- 

COMPLIANT
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Club Aquatique du Sud-Ouest 
(CASO)

 $120,035  x 

TOTAL SUD-OUEST BOROUGH  $1,474,956 6 0 0

Société des célébrations du 375e 
anniversaire de Montréal

 $11,500,000  x 

TOTAL BUREAU DES RELATIONS 
GOUVERNEMENTALES ET 
MUNICIPALES

 11,500,000 1 0 0

OBNL Congres Métropolis 2017  $1,500,000  x 

Montréal International (FODIM)  $500,000 x

TOTAL BUREAU DES RELATIONS 
INTERNATIONALES

 $2,000,000 2 0 0

Centraide du Grand Montréal  $151,000 x

TOTAL DIRECTION GÉNÉRALE  $151,000 1 0 0

Fondation Espace pour la vie  $250,000  x 

TOTAL SERVICE DE L’ESPACE 
POUR LA VIE

 250,000 1 0 0

Société du Musée d’Archéologie  
et d’Histoire de Montréal,  
Pointe-à-Callière

 $13,704,725  x 

Bibliothèque et Archives  
nationales du Québec

 $10,331,000 x

Partenariat du Quartier  
des spectacles

 $7,549,864  x 

Évènements Grands Prix Cyclistes 
Québec et Montréal (GPCQM)

 $1,250,000  x 

Le Festival international de Jazz 
de Montréal Inc.

 $1,173,812  x 

Montréal en Histoires  $930,000  x 

Festival Montréal En Lumière Inc.  $800,000  x 

TOHU  $688,000  x 

NAME OF ORGANIZATION AMOUNT OF  
SUBSIDY IN 2016

AUDITED FINANCIAL 
STATEMENTS MISSING  

FINANCIAL  
STATEMENTSCOMPLIANT NON- 

COMPLIANT
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Ateliers créatifs Montréal  $569,784  x 

Festival Juste pour rire  $550,000  x 

Corporation du Théâtre Outremont  $440,000  x 

Vitrine Culturelle Montréal  $400,000  x 

Les Francofolies de Montréal  $304,006  x 

Les 7 doigts de la main  $303,174  x 

Festival Transameriques  $303,148  x 
Partenariat culture et  
communauté

 $226,800 x

Programme de soutien à la diffu-
sion du patrimoine montréalais

 $207,000 x

Cirque Éloize  $205,000 x

MAI (Montréal, arts interculturels)  $200,000  x 
Festival du nouveau cinéma  
de Montréal

 $183,262  x 

MU  $174,825  x 
Société des directeurs  
des musées montréalais (SDMM)

 $160,000 x

Fondation Québec Cinéma  $151,460  x 

Festival Mode & Design Montréal  $150,000  x 
Orchestre Symphonique  
de Montréal

 $270,000  x 

Montréal en Fêtes  $150,000  x 

Vélo Québec Association  $128,853  x 
Les Productions Nuits  
d’Afrique Inc.

 $121,680  x 

Vélo Québec Évènements  $120,000  x 
Programme de Murales  
Artistiques

 $118,393 x

Carrefour de Ressources  
en Interculturel (CRIC)

 $108,245 x

Comité de la Fête nationale  
de la Saint-Jean Inc.

 $105,000  x 

Culture Montréal  $100,000  x 

Festival Fantasia  $100,000  x 

NAME OF ORGANIZATION AMOUNT OF  
SUBSIDY IN 2016

AUDITED FINANCIAL 
STATEMENTS MISSING  

FINANCIAL  
STATEMENTSCOMPLIANT NON- 

COMPLIANT
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Bureau du cinéma et  
de la télévision du Québec (BCTQ)

 $100,000 x

TOTAL SERVICE DE LA CULTURE  $42,378,031 35 0 0

Tennis Canada - Stade Jarry  $1,745,417  x 
Le Club des petits déjeuners  
du Canada

 $1,633,856  x 

Comité organisateur de la Finale 
des Jeux du Québec - Montréal, 
Été 2016

$1,410,145  x 

La Maison d’Haïti  $1,049,700  x 
Intégration Jeunesse  
du Québec (IJQ)

 $951,000  x 

Les YMCA du Québec  $834,712  x 
Centre de prévention de la radicali-
sation menant à la violence

 $800,000  x 

AlterGo  $695,500  x 
Excellence sportive de l’île  
de Montréal

 $325,000  x 

Société de développement social 
de Ville-Marie

 $275,000  x 

Cégep Marie-Victorin  $250,850  x 

Lester B. Pearson School Board  $242,121  x 

Mission Old Brewery  $238,620  x 
La Société Canadienne  
de la Croix-Rouge

 $221,000  x 

Collectif des entreprises  
d’insertion du Québec

 $210,000  x 

Rue Action Prévention Jeunesse  $209,500  x 
Championnats du monde  
de gymnastique artistique 2017

 $200,000  x 

Moisson Montréal Inc.  $178,000  x 

Accueil Bonneau Inc.  $176,865  x 
Regroupement des Magasins- 
Partage de l’île de Montréal

 $175,000  x 

La rue des Femmes de Montréal  $167,564  x 

NAME OF ORGANIZATION AMOUNT OF  
SUBSIDY IN 2016

AUDITED FINANCIAL 
STATEMENTS MISSING  

FINANCIAL  
STATEMENTSCOMPLIANT NON- 

COMPLIANT
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Fédération Québécoise de hockey 
sur glace Inc.

 $155,000  x 

La Mission Bon Accueil  $150,000  x 

Triathlon International de Montréal  $145,000  x 
Mouvement pour mettre fin  
à l’itinérance à Montréal

 $140,000  x 

CARI St-Laurent  $132,365  x 

Gai Écoute inc.  $125,000 x

Relais Laurentien $149,135  x 

Maison du Père  $125,000  x 
Service National  
des Sauveteurs Inc.

 $104,375  x 

Association communautaire 
d’emprunt de Montréal (ACEM)

 $100,000 x

TOTAL SERVICE DE LA DIVERSITÉ 
SOCIALE ET DES SPORTS

 $13,315,726 31 0 0

Regroupement des Éco-Quartiers  $244,191  x 

TOTAL SERVICE DE L’EAU  $244,191 1 0 0

Havico et Caisse d’Économie 
Solidaire Desjardins

 $750,000  x 

Impact de Montréal F.C.  $350,000  x 

Société des Arts Technologiques  $302,588  x 

TOTAL SERVICE DE LA MISE  
EN VALEUR DU TERRITOIRE

 $1,402,588 2 1 0

Polytechnique de Montreal  $875,000  x 

TOTAL SERVICE DE 
L’ENVIRONNEMENT

 $875,000 1 0 0

NAME OF ORGANIZATION AMOUNT OF  
SUBSIDY IN 2016

AUDITED FINANCIAL 
STATEMENTS MISSING  

FINANCIAL  
STATEMENTSCOMPLIANT NON- 

COMPLIANT
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NAME OF ORGANIZATION AMOUNT OF  
SUBSIDY IN 2016

AUDITED FINANCIAL 
STATEMENTS MISSING  

FINANCIAL  
STATEMENTSCOMPLIANT NON- 

COMPLIANT

La Société de verdissement du 
Montréal métropolitain (SOVERDI)

 $932,418  x 

Centre de la Montagne  $386,000  x 

TOTAL SERVICE DES GRANDS 
PARCS, DU VERDISSEMENT  
ET DU MONT-ROYAL

 $1,318,418 2 0 0

ICLEI  $500,000 x

TOTAL SERVICE DU 
DÉVELOPPEMENT DURABLE

 $500,000 1 0 0

Société de développement  
commercial

 $12,060,975  x 

PME MTL Centre-Ville  $4,680,750  x 

PME Montréal  $3,745,708  x 

PME MTL Centre-Est  $2,566,481  x 
Concertation régionale  
de Montréal

 $2,500,000  x 

Office des congrès et  
du tourisme du grand Montréal

 $2,250,000  x 

PME MTL Centre-Ouest  $2,201,417  x 

PME MTL West Island  $1,750,611  x 

Montréal c’est électrique  $1,750,000  x 

PME MTL Est-de-l’Île  $2,184,205  x 

PME MTL Grand Sud-Ouest  $1,287,561  x 
Société de développement com-
mercial Hochelaga-Maisonneuve

 $1,181,608  x 

Société de développement  
commercial du village

 $629,500  x 

Société de développement  
commercial du Vieux-Montréal- 
quartier historique

 $380,258  x 

Société de développement  
du Quartier latin

 $356,000  x 

École des entrepreneurs  $300,000  x 
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Développement économique 
Lasalle

 $285,673  x 

Printemps Numérique  $250,000  x 

SDC Pignons rue Saint-Denis  $248,886  x 

C2.MTL  $200,000  x 
Société du Quartier de l’innovation 
de Montréal

 $175,300  x 

Société de développement  
commercial du quartier du canal

 $164,625  x 

Association des gens d’affaires  
de Gouin Ouest

 $163,125  x 

Comité des commerçants et 
riverains de la rue Jarry Est

$161,112  x 

Association des restaurateurs  
de rue du Québec (ARRQ)

 $150,000  x 

La Ruche Solution de Financement  $127,000  x 

Chantier de l’Économie sociale  $117,000  x 
Regroupement des producteurs 
multimédia

 $109,572  x 

La Pépinière, Espaces Collectifs  $108,900  x 

Espaces temps Montréal  $104,000  x 

CHU Sainte-Justine  $100,000  x 
Institut international d’études 
administratives de Montréal Inc

 $100,000  x 

Organisation du Sommet Mondial 
du Design

 $100,000  x 

TOTAL SERVICE DU 
DÉVELOPPEMENT ÉCONOMIQUE

 $42,490,267 30 0 3

 TOTAL 
 $143,552,036 

216 
100%

206
95.37%

5 
2.31%

5 
2.31%

NAME OF ORGANIZATION AMOUNT OF  
SUBSIDY IN 2016

AUDITED FINANCIAL 
STATEMENTS MISSING  

FINANCIAL  
STATEMENTSCOMPLIANT NON- 

COMPLIANT
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In addition to these 
results, we have 
made various rec-
ommendations to 
the business units. 

The details of these 
recommendations 
and our conclusions 
are outlined in our 
audit report, which 
is presented in the 
following pages. 

Note that the 
business units have 
had the opportunity 
to formulate their 
comments, which 
appear after the 
audit report recom-
mendations.

AUDIT SUMMARY

PURPOSE
Evaluate to what extent housing subsidies:

• are being objectively awarded to applicants;

• are subject to rigorous monitoring in their compliance with the conditions set out in the 
applicable by-laws; and

• meet the priorities of the municipal administration.

RESULTS

We believe that the Service de la mise en valeur du territoire must justify the results achieved 
for each of the Subsidy programs in terms of the municipal administration's priorities. This 
is an opportune time to carry out such an evaluation as the Government of Québec has 
confirmed the transfer of responsibilities on housing matters and their related budgets 
in the Act to increase the autonomy and powers of the Ville de Montréal, the metropolis of 
Québec, approved in September 2017.

In our opinion, managing these programs will require a number of improvements with 
respect to the key findings below.

• Targets originating from the municipal administration's priorities regarding the Plan  
to Keep Families in Montréal have not been reviewed since they were approved by the 
Executive Committee in 2014;

• The objectives of the subsidy programs are not defined in measurable terms;

• Rigorous follow-up regarding the receipt of documents required from applicants for the 
analysis of files has not been demonstrated;

• Compliance with the eligibility criteria following the analysis of applications and compli-
ance with the conditions set out in the by-laws before the granting of subsidies have not 
been clearly demonstrated;

• The processing times for subsidy applications are not being analyzed;

• The current method for budget monitoring of subsidy programs in the city's accounting 
system does not take into account the commitment of subsidies when they are approved;

• Current accountability mechanisms do not allow for the provision of all relevant informa-
tion on subsidy programs with respect to their allotted budgets and the results reached 
in order to make informed decisions.
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LIST OF ACRONYMS 

MEC  
Maximum Eligible Cost

RIRE  
Répertoire informatisé des rues et  
des emplacements

RQP  
Renovation Québec Program

  

SDSR  
Système des demandes  
de subvention à la rénovation

SHQ  
Société d’habitation du Québec 
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1. BACKGROUND

The Société d’habitation du Québec (SHQ) is responsible for housing in Québec. The SHQ 
contributes, through its actions, to the well-being of citizens by providing suitable housing 
conditions based on their financial resources and needs. To carry out its mission, the SHQ 
specifically promotes the development and implementation of programs for the construc-
tion, acquisition, development, restoration and administration of housing with the munici-
palities, including the Ville de Montréal (the city). 

In 2001, the SHQ announced a significant acceleration of investment in housing, by cre-
ating several new framework programs for cost-sharing with municipalities, including the 
Renovation Québec Program (RQP). To achieve this goal, an agreement went into force in 
2003, specifying the responsibilities of the city and the SHQ. This agreement helped the 
city develop its own version of the RQP. Further to the agreement, city council adopted a 
series of six (6) municipal by-laws aiming to pave the way, each in a specific area of inter-
vention, for the granting of housing subsidies for the following programs: 

• Stabilization of Residential Building Foundations;

• Minor Residential Renovation;

• Housing construction and conversion and demolition-reconstruction of non-residential 
buildings for housing purposes;

• Demolition of Accessory Buildings;

• Residential Renovation and Demolition-Reconstruction;

• Home Ownership.

Through its financial assistance programs, the SHQ also promotes the building of social 
and community housing for low- and moderate-income households, and for people with 
specific housing needs. To continue this mission, other agreements between the city and 
the SHQ were signed from 2002 to 2004, specifying the responsibilities of each party in 
managing the following government programs: 

• AccèsLogis;

• Home Adaptation for Senior Citizens (HASC);

• Program for Residences Damaged by Pyrrhotite;

• Shelter Enhancement Program (SEP);

• Home Adaptation (HAP);

• Logement abordable Québec – Social and community housing;

• Logement abordable Québec – Private housing.

Some agreements provide that the city act as an agent of the SHQ, others that investments 
be made using cost-sharing. As for the AccèsLogis program, the Government of Québec 
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has decreed the granting of additional subsidies directly through the RQP. These subsidies, 
designated as the "AccèsLogis bonus" for the purposes of this audit report, were shared 
between the two parties. 

In 2008, when retention of families became an important issue for the city's vitality and its 
demographic balance, city council adopted a family policy. The municipal administration at 
the time was committed to launching a number of actions in the housing sector, including 
the adoption of a new by-law establishing a subsidies program to aid residential projects 
intended for families, to be integrated into the RQP. In 2010, other measures were also 
announced by the Executive Committee, including an additional contribution by the city to 
the RQP for the Home Ownership program (refund of the "welcome" tax). Also, in October 
2012, the municipal council made a declaration aimed at strengthening and implementing 
measures intended to keep families in Montréal. In August 2013, the Executive Committee 
approved the 2014-2017 Plan to Keep Families in Montréal, which should continue the 
actions undertaken over the last few years. 

In 2014, the Government of Québec announced in tabling its 2014-2015 budget that it no 
longer planned to provide funding to the RQP for any new commitments. It nevertheless 
pointed out that the amounts required to fulfil previous commitments were in fact planned 
for in the budget. In August 2014, the municipal administration announced its intention  
to relaunch subsidy programs on its own, using the entire amount that had been set 
aside by the city within the framework of the RQP in order to meet municipal priorities.  
The amounts of the RQP subsidies were revised downwards. The city also made known its 
intention to maintain its contribution to the AccèsLogis bonus. 

Thus, in October 2014, city council adopted five new by-laws creating more municipal 
programs for financial assistance and housing. These new programs, modelled on the 
preceding ones, are now entirely funded by the city. The programs are as follows:

• Urban Housing for Families program (By-law establishing a subsidy program for the 
development of projects intended for families [by-law 14-034, previously 08-034]);

• Home Ownership program (By-law concerning municipal subsidies for home ownership 
[by-law 14-035, previously 03-168]);

• Major Residential Renovation program (By-law concerning municipal subsidies for  
residential renovation and demolition-reconstruction [by-law 14-036, previously 03-013]);

• Renovation à la carte program (By-law concerning municipal subsidies for minor residential 
renovations [by-law 14-037, previously 03-006]);

• Stabilization of Residential Building Foundations program (By-law concerning munici-
pal subsidies for the stabilization of foundations of residential buildings [by-law 14-038,  
previously 03-005]).
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As for the AccèsLogis bonus, this is not a specific subsidy program, but rather an addi-
tional municipal subsidy complementing the financial package for a social housing project 
that is eligible for the AccèsLogis program. It should be noted that this program provides 
that an eligible project receive a subsidy representing 65% of the Maximum Eligible Cost 
(MEC), made up of the basic subsidies from the SHQ (50% of the MEC) and the city (15% of 
the MEC). The budget required for these subsidies comes from the AccèsLogis program. 
Since 2002, some supported projects have benefited from an additional subsidy shared 
between the SHQ and the city, coming from the budget allocated to the RQP. Following 
the government's withdrawal from new RQP commitments, the city has announced its 
willingness to maintain its contribution, this being an AccèsLogis bonus. It consists of a 
maximum subsidy of 15%, calculated in relation to the basic SHQ and city subsidies. To 
take into account any changes made to budget availability, modifications have been made 
to the By-law concerning subsidies for the development of non-profit cooperative housing 
(by-law 02-102)1. 

Following the withdrawal of the SHQ from the subsidy programs, the budget for housing 
subsidies dropped from $26.3 million in 2013 to $13.8 million in 2016. Excluding any dis-
bursements related to previous RQP commitments, the amounts paid out to programs in 
2016 were distributed as follows: Home Ownership (33%), Major Residential Renovation 
(10%), Renovation à la carte (32%), Stabilization of Residential Building Foundations (8%) 
and the AccèsLogis program, social housing bonus (17%). 

Subsidy programs are managed by three divisions of the Direction de l’habitation within 
the Service de la mise en valeur du territoire. The AccèsLogis program falls under the 
responsibility of the Division du logement social et de l’adaptation de domicile. The Home 
Ownership program is under the responsibility of the Division du développement résiden-
tiel. The other three programs – Major Residential Renovation, Renovation à la carte and 
Stabilization of Residential Building Foundations – report to the Division de l’amélioration 
de l’habitat.

When we undertook this audit mission, the Direction de l’habitation was reviewing whether 
its subsidy programs should be maintained in their present form. Also, on December 8, 
2017, the Government tabled Bill no. 121: An Act to increase the autonomy and powers 
of Ville de Montréal, the metropolis of Québec, in the National Assembly of Québec with 
a view to its forthcoming adoption. A framework agreement on the commitments of the  
Government of Québec and the city to recognize the special status of the metropolis was 
nevertheless signed on December 8, 20162.

This agreement includes a statement that the SHQ will transfer to the city the budgets 
and responsibility for housing development on its territory. The SHQ also undertook, as 
of April 1, 2017, to allow the city to manage the budgets provided for its territory based 
on criteria adapted to its situation and certain government guidelines, in particular the 

1 At the time of its adoption in December 2014 by city council and the Urban Agglomeration Council, the 
description (new program) was used to distinguish this by-law from the preceding one.

2 "Réflexe Montréal" agreement.
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objectives to be met with regard to implementing housing development programs for low- 
and moderate-income households. Another agreement was to have been signed on April 1, 
2017 to agree to the transfer of responsibilities and amounts for housing programs. At 
the time of writing of this audit report, that agreement had not yet been signed, and con-
sequently the amounts of the investments planned by Québec and by the city were not 
officially known. The city was still considering the amounts to be allocated, as well as the 
specific direction to be taken by the subsidy programs, namely maintaining, modifying or 
abandoning them.

2. PURPOSE AND SCOPE OF THE AUDIT

The purpose of this audit was to assess the extent to which housing subsidies:

• are being objectively awarded to applicants;

• are subject to rigorous monitoring in terms of compliance with the conditions set out in 
the applicable by-laws; and 

• are making it possible to meet the priorities of the municipal administration. 

To this end, we examined the objectives of the subsidy programs, the analysis of subsidy 
applications and calculations, compliance with the conditions set out in the by-laws, analy-
sis of processing times, budget monitoring and accountability. 

Our audit work focused on subsidy applications that were considered to be received3, after 
adoption of the five housing subsidy by-laws passed by city council on October 27, 2014:

• By-law establishing a subsidy program for the development of projects intended for families 
(14-034);

• By-law concerning municipal subsidies for home ownership (14-035);

• By-law concerning municipal subsidies for residential renovation and demolition-reconstruc-
tion (14-036);

• By-law concerning municipal subsidies for minor residential renovations (14-037);

• By-law concerning municipal subsidies for the stabilization of foundations of residential 
buildings (14-038).

For some aspects, data prior to October 27, 2014 were considered. 

We also took into consideration the financial assistance given to the AccèsLogis bonus, 
since this is funded from the housing subsidy budget. Regarding the processing of these 
subsidy applications, we have only examined any analyses that supported the granting of 
these subsidies. 

3 Applications approved after October 27, 2014, regardless of the date received.
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Our work was carried out at the Direction de l’habitation. It was undertaken mainly between 
August and December 2016, but we also took into consideration information sent to us up 
to June 2017. 

Our audit work consisted of interviewing personnel, examining various documents and 
conducting surveys that we considered appropriate in obtaining audit evidence. This audit 
is based on a review of the evaluation criteria presented in Appendix 5.1.

Upon completion of our work, we presented a draft audit report for discussion purposes 
to the appropriate staff of the Service de la mise en valeur du territoire (Direction de l’habi-
tation) and the Service des finances (Direction du conseil et du soutien financier). Subse-
quently, the final audit report was forwarded to the Direction générale and to the Service de 
la mise en valeur du territoire to obtain an action plan and a timeline for its implementation. 
A copy of the final report was also sent to the Direction générale adjointe, Services institu-
tionnels, responsible for housing.

3. AUDIT RESULTS

In the following sections, we will first address the municipal administration's housing pri-
orities and the objectives of the subsidy programs. Then we will address the processing of 
subsidy applications, budget monitoring and accountability.

• Urban Housing for Families program (By-law establishing a subsidy program for the 
development of projects intended for families [by-law 14-034, previously 08-034]):

 – This program aims to support the construction of properties suitable for the needs 
of families that appreciate and seek an urban lifestyle. It is intended for developers 
who develop projects that include the construction of housing that meets the needs of 
these families. Financial assistance of $10,000 or $12,500, depending on the type of 
construction per family dwelling, up to a maximum of $375,000 per project is available.

 – It is now in force in certain areas of the city as part of the inclusion projects, in con-
junction with the Strategy for the Inclusion of Affordable Housing in New Residential 
Projects of at least 200 dwelling units, of which a minimum of 15% are reserved for 
social and affordable housing.

• Home Ownership program (By-law concerning municipal subsidies for home ownership 
[by-law 14-035, previously 03-168]):

 – This program offers financial assistance to new buyers of certain types of residential 
units in the city who will occupy their dwelling as their principal residence:

 › Buyers of a new residential property benefit from a lump sum payment (from $2,250 
to $6,250) and a refund of the "welcome" tax;

 › Families buying an existing residential building benefit from a refund of the "welcome" 
tax and facilitated access to major residential and renovation à la carte programs.
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 – The program offers financial assistance to experienced buyers of certain types of 
residential units in the city:

 › Families benefit from a refund of the "welcome" tax.

• Major Residential Renovation program (By-law concerning subsidies for residential reno-
vation and demolition-reconstruction [by-law 14-036, previously 03-013]):

 – This program relates to the renovation of an entire residential building.

 – It provides financial assistance to owners of residential buildings:

 › To renovate any parts of their building requiring it;

 › Financial assistance ranges from $7,500 to $47,625, depending on the type of 
dwelling unit4, up to a maximum of $500,000 ($750,000 for a non-profit organization 
[NPO]);

 › Eligibility for the program is made easier for families.

• Renovation à la carte program (By-law concerning municipal subsidies for minor residential 
renovations [by-law 14-037, previously 03-006]):

 – This program offers owners financial assistance to renovate or replace certain exter-
ior or interior components of their residential or mixed-use building.

 – It provides financial assistance from $1,000 to $11,250 per dwelling unit, up to a max-
imum of $150,000 or 66% of the renovation cost (up to $275,000 or 75% of the cost of 
the work for a non-profit organization [NPO]).

 – Eligibility for the program is made easier for families.

• Stabilization of Residential Building Foundations program (By-law concerning munici-
pal subsidies for the stabilization of foundations of residential buildings [by-law 14-038,  
previously 03-005]):

 – The purpose of this program is to help homeowners cope with significant expenses 
caused by foundation instability problems in their primary residence due to ground 
subsidence.

 – It provides a maximum of $19,500 in financial assistance.

3.1. MUNICIPAL ADMINISTRATION PRIORITIES AND  
 SUBSIDY PROGRAM OBJECTIVES

Following the identification of housing needs in the city, areas of intervention must be 
prioritized and overall objectives established. One way to achieve these broad objectives 
is to set up subsidy programs. To assess the extent to which the granting of subsidies has 

4 Could be a room in a rooming house, a studio apartment or a three-to-six room dwelling unit.
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achieved the objectives, they must first be formulated in measurable terms and clearly 
defined over time. Also, realistic performance indicators and targets must be established 
to measure the achievement of results. 

3.1.1. MUNICIPAL ADMINISTRATION PRIORITIES 

3.1.1.A. BACKGROUND AND FINDINGS

When the RQP was set up within its jurisdiction,the city had the following broad objectives: 

• Work mainly in rundown neighbourhoods;

• Promote socio-economic mixing within neighbourhoods;

• Improve quality of life for residents;

• Maintain the residential housing stock in good condition;

• Consolidate the city's tax base;

• Support the implementation of a housing action plan.

To achieve these broad objectives, the Direction de l’habitation created subsidy programs 
starting in 2003. In the subsequent years, the municipal administration adopted certain 
housing priorities, such as the Strategy for the Inclusion of Affordable Housing in New 
Residential Projects, the Plan to Keep Families in Montréal and the Action Plan to Combat 
Unsanitary Housing. The subsidy programs already in place were expected to help address 
most of these priorities.

The Plan to Keep Families in Montréal, adopted by the Executive Committee in August 
2013, stems from the family policy5 whose objective was to keep families in Montréal 
throughout their residential journey. Over the 2014-2017 period, the Plan to Keep  
Families in Montréal has been based on a set of measures grouped around four interven-
tion approaches, two of which involve the awarding of subsidies through programs that 
were the subject of our audit. Targets were established for these two areas: 

• Approach 1: Influence the choice of a larger number of buyers: 

 – Assistance when buying: 4,040 families (by-law 14-035);

 – Assistance when renovating: 2,200 families (by-laws 14-036 and 14-037).

• Approach 2: Stimulate construction of housing products that meet the needs of families: 

 – Encourage the construction of some 1,750 three-bedroom dwelling units (by-laws  
14-034, 14-036, 02-229, 02-002).

5 Adopted by city council in 2008.
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To carry out this plan, the Direction de l’habitation estimated that a budget of $136.4 mil-
lion was needed, with nearly $71 million coming from the SHQ and $65.4 million from 
the city. When the plan was submitted, the Direction de l’habitation also stated that its 
implementation largely depended on the renewal of the two SHQ housing programs (RQP 
and AccèsLogis) and that abandoning or reducing these programs would necessitate a 
review of the Plan. 

At the time of our audit work, the Plan to Keep Families in Montréal 2014-2017 was in its 
third year. Although the budget expected from the SHQ for carrying out the planned actions 
was not obtained, the targets initially set were not revised. We have nevertheless evaluated 
the extent to which these targets had been met between January 1, 2014 and December 
31, 2016. Tables 1 and 2 present the results of the comparison.



4.1. | HOUSING SUBSIDY PROGRAMS 

2017 ANNUAL REPORT | PAGE 85

(SERVICE DE LA MISE EN VALEUR DU TERRITOIRE)

TABLE 1 – PLAN TO KEEP FAMILIES IN MONTRÉAL 2014-2017 
APPROACH 1 – INFLUENCE THE CHOICE OF A LARGER NUMBER OF BUYERS

ASSISTANCE WHEN BUYING 
AND RENOVATING A 
PROPERTY

TARGET[A]
NUMBER OF FILES APPROVED % OF TARGET 

MET
2014 2015 2016 TOTAL

BUYING

Family – 2 br.[B] 1,400 156 130 122 408 29%

Family – 3 br.[B]  

Experienced buyer – 3 br.[C] 1,380 80 70 85 235 17%

TOTAL – NEW PROPERTY 2,780 236 200 207 643 23%

Duplex, triplex[C] 420 126 142 254 522 124%

Single-family home[C] 840 51 236 580 867 103%

TOTAL – EXISTING PROPERTY 1,260 177 378 834 1,389 110%

TOTAL – PURCHASE 
(BY-LAW 14-035) 4,040 413 578 1,041 2,032 50%

RENOVATION

Single-family home[D] 895 133 69 65 267 30%

Family received buying 
assistance

1,305 20 30 18 68 5%

Total – Renovation (by-laws 
14-036 and 14-037)

2,200 153 99 83 335 15%

TOTAL – APPROACH 1 6,240 566 677 1,124 2,367 38%

[A] Data from a table appended to the decision-making summary submitted when the Plan to Keep Families in 
Montréal was approved. 

[B] Subsidy consists of a lump sum and a refund of the "welcome" tax.
[C] Subsidy consists of a refund of the "welcome" tax.
[D] Data compiled between January 1, 2014 and June 30, 2016. Estimates are based on a survey to identify fam-

ilies. About 56% of beneficiaries responded to this survey. The data were extrapolated.

Note: The abbreviation "br." means "bedroom."

Source: Direction de l’habitation.
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For both approaches, note that the targets initially set were not met in the first three years; 
neither are they on track to be met for 2017. 

Also, for approach 1, note that:

• Some 50% of the target of 4,040 families for assistance in purchasing has been reached 
overall. A review of the more detailed targets reveals that the Home Ownership program 
exceeded them for the "existing" component, with a result of 110%. However, this same 
program did not meet the targets for new home acquisition, with an achievement of just 
23% of the planned target after the first three years.

• Some 15% of the target of 2,200 families that was set for renovation assistance has been 
achieved overall. The subsidies granted were primarily for the renovation of residential 
units for non-family clients. In fact, families seem to have benefited very little in terms of 
renovation assistance. 

TABLE 2 – PLAN TO KEEP FAMILIES IN MONTRÉAL 2014-2017 
APPROACH 2 –  STIMULATE CONSTRUCTION OF HOUSING PRODUCTS  
  THAT MEET THE NEEDS OF FAMILIES

ASSISTANCE FOR 
CONSTRUCTION OF DWELLING 
UNITS

TARGET

NUMBER OF DWELLING UNITS  
FOR FILES APPROVED

% OF 
TARGET MET

2014 2015 2016 TOTAL

Urban Housing for Families 
program (by-law 14-034)

600 93 – – 93 16%

Demolition-reconstruction 
of family dwellings[A] 

(by-law 14-036)
170 – – – – –%

Affordable Housing  
program – private[B] 

(by-law 02-229)
100 – – – – –%

AccèsLogis program,  
regular MEC adjustments 
(by-law 02-102)

875 89 57 60 206 24%

TOTAL – APPROACH 2 1,745 182 57 60 299 17%

[A] No applications have been received and approved since this program was introduced.
[B] This program has been inactive since 2006. Québec City's involvement was required to reactivate it.
Source: Direction de l’habitation.
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It should be noted that the statistics provided by the Direction de l’habitation on reno-
vations to single-family homes were extrapolated from data derived from surveys of 
subsidy recipients. Since these results are estimates only, and to the extent that the 
municipal administration considers that the targets are still relevant in assessing the 
achievement of objectives, we are of the opinion that mechanisms must be put in place 
to obtain relevant and reliable data. 

With respect to approach 2, the Plan to Keep Families in Montréal aimed to increase 
financial assistance for the construction of family dwellings (three bedrooms) through 
four programs, including two municipal programs (urban housing for families and 
major residential renovation) and two others to be carried out in partnership with the 
SHQ (Logement abordable Québec – private component and AccèsLogis regular MEC 
adjustments). After three years, we see that two of the programs have contributed to the 
results, but that the targets are far from being reached, with a result of 17%.

Such outcomes were to be expected following the withdrawal of the SHQ from the fund-
ing of the RQP subsidies program. In addition, although the city adopted new subsidy 
programs in 2014, the fact remains that the amount of subsidies awarded has been 
reduced compared to the old programs, making them less attractive to citizens or making 
projects more difficult to implement in the case of the AccèsLogis program. We believe 
that when the SHQ withdrew from the funding of the RQP, the targets set out in the Plan 
to Keep Families in Montréal were no longer realistic and either they or the timeline 
should have been revised. We used the Plan to Keep Families in Montréal as an example, 
but our observations would apply to any other municipal administration priority in the 
event of major changes to budget availability. Considering the results obtained, we are 
of the opinion that the Direction de l’habitation must revise its Plan to Keep Families in 
Montréal, propose new realistic targets and submit them to the authorities for approval. 

RECOMMENDATIONS

3.1.1.B. We recommend that the Service de la mise en valeur du territoire 
periodically review the targets established under municipal 
priorities, including the Plan to Keep Families in Montréal, and 
submit them to the authorities for approval to confirm the direction 
to be taken. 

3.1.1.C. We recommend that the Service de la mise en valeur du territoire 
put in place a mechanism to obtain reliable data in order to meas-
ure the achievement of established targets and to make informed 
decisions. 
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BUSINESS UNIT’S RESPONSES

3.1.1.B. Service de la mise en valeur du territoire

[TRANSLATION] A 10-year strategic housing vision and a 5-year action 
plan are being developed. The action plan, which will be adopted by city 
council, will include SMART targets.  
(Planned completion: September 2018)

3.1.1.C. Service de la mise en valeur du territoire

[TRANSLATION] As part of the program redesign that started in fall 2017, 
revision of data collection mechanisms. (Planned completion: June 2018)

3.1.2. OBJECTIVES OF RESIDENTIAL SUBSIDY PROGRAMS

3.1.2.A. BACKGROUND AND FINDINGS

We mentioned in the previous section that subsidy programs were created to meet the 
broad housing objectives of the municipal administration. However, objectives must also 
be established for each individual subsidy program in order to periodically evaluate their 
effectiveness. 

As part of our audit work, we identified the objectives of each subsidy program, as posted 
on the city website, to determine the extent to which they could be made accountable and 
their effectiveness periodically evaluated. 
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TABLE 3 – OBJECTIVES OF THE HOUSING SUBSIDY PROGRAMS

PROGRAM GOALS

Urban Housing  
for Families 
(by-law 14-034)

• Support the production of housing for families in projects of 200 dwelling units 
or more that subscribe to the Strategy for the Inclusion of Affordable Housing in 
New Residential Projects;

• Act as an intervention tool in designated areas of the RQP and those subject  
to urban planning exercises (e.g., programmes particuliers d’urbanisme [PPU]) 
for which housing production objectives have been stated;

• Also act as an intervention tool in development sectors resulting from the draft 
Montréal Development Plan.

Home Ownership 
(by-law 14-035)

• Help Montréal tenants access property within the city;
• Indirectly encourage developers to build affordable properties, especially  

for families;
• Improve the quality of life of households and encourage families to settle in 

Montréal, especially young families and those that are already homeowners 
looking for a larger property and wishing to stay in Montréal;

• Increase the number of families that own and occupy existing two- or three-unit 
above-ground residential buildings to encourage better building maintenance 
and neighbourhood revitalization.

Major Residential 
Renovation 
(by-law 14-036)

• Mandatory restoration of all building components that require it;
• Improve the quality of dwelling units;
• Revitalize the most rundown areas of the city and tear down vacant buildings  

in poor condition in all neighbourhoods.

Renovation 
à la carte 
(by-law 14-037)

• Prevent the deterioration of buildings;
• Encourage their modernization through selective renovation work, particularly in 

the most rundown areas;
• Help families put down roots in Montréal;
• Promote the use of energy-efficient products and materials;
• Combat unsanitary housing;
• Encourage modernization.

Stabilization 
of Residential 
Building 
Foundations 
(by-law 14-038)

• Help homeowners deal with significant expenses caused by problems of 
instability of the foundations of their principal residence related to ground 
subsidence.

Source: City website.
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As we can see, targets have been established for each of the existing subsidy programs. 
Some are linked to municipal priorities, such as the Plan to Keep Families in Montréal 
and the Action Plan to Combat Unsanitary Housing. With others (e.g., the Stabilization 
of Residential Building Foundations program), it is more difficult to align the targets with 
municipal priorities. 

However, we note that the objectives are not formulated in measurable terms. Based on the 
information obtained, performance indicators and targets to determine the achievement 
of these objectives have not been established. This situation does not allow the Direction 
de l’habitation to assess the extent to which the amounts paid in subsidies are helping  
to achieve the set objectives and, consequently, the effectiveness of the programs. 

RECOMMENDATION

3.1.2.B. We recommend that the Service de la mise en valeur du territoire 
reformulate the objectives pursued by each subsidy program in 
measurable terms, ensure that they are in line with the priorities 
established by the municipal administration and set targets 
accordingly so that their achievement and the effectiveness of  
the programs can be periodically evaluated.

BUSINESS UNIT’S RESPONSE

3.1.2.B. Service de la mise en valeur du territoire

[TRANSLATION] Renovation programs: As part of the redesign of 
programs that started in fall of 2017, in-depth revision of program 
objectives to ensure, in particular, that they are linked to the objectives  
of the Plan that we will table in 2018.

Home Ownership and Urban Housing for Families programs:  
The Home Ownership program is currently under review in line with the 
objectives of the administration and the Direction de l’habitation as part 
of its action plan. Targets are being planned. The Urban Housing for 
Families program must be reviewed in the context of the action plan  
of the Direction de l’habitation. (Planned completion: June 2018)

3.2. PROCEDURE FOR PROCESSING SUBSIDY APPLICATIONS

In light of the adoption of the new subsidy programs in October 2014, we examined certain 
steps in the processing of applications, namely analysis of eligibility, calculation and pay-
ment of subsidies, subsequent monitoring of payment and processing times. 

In our audit work, we reviewed 25 files for which a subsidy was approved after the new 
subsidy programs came into effect. The files examined break down as follows: Urban 
Housing for Families (0, since no applications were received at the time of our work),  
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Home Ownership (12), Major Residential Renovation (2), Renovation à la carte (5),  
Stabilization of Residential Building Foundations (5) and AccèsLogis bonus (1).

3.2.1. ANALYSIS OF SUBSIDY APPLICATIONS SUBMITTED

Clear eligibility criteria must be established and known to applicants when they file their 
applications. In order for the Direction de l’habitation to approve or refuse applications 
(as the case may be), mechanisms must be put in place to be able to judge, in a fair and 
transparent manner, whether they meet the eligibility criteria. 

First, we noted that the subsidy programs reviewed were available on the city website and 
that each made reference to the corresponding official by-law. Each of the by-laws in force 
contains provisions specifying the scope of application and the eligibility criteria that apply 
to it. According to the by-law, the eligibility criteria generally cover the following:

• Applicant: their profile (owner-occupant, family, etc.);

• Building: location, use, typology, age, property value, purchase price, condition, etc.;

• Type of work eligible.

For all programs, applicants may submit requests for a subsidy in person to the Direction 
de l’habitation. Applications can also be mailed, faxed (Home Ownership and the Renova-
tion à la carte programs) or emailed (Home Ownership program). 

Applications for subsidies will differ depending on the program. For the Home Ownership 
program, applicants must complete a financial assistance request form. For the Renova-
tion à la carte program, following the submission of a subsidy request, applicants must 
complete an evaluation form. However, in the case of the Major Residential Renovation 
and Stabilization of Residential Building Foundations programs, there is no initial form to 
be completed by the applicant. When a subsidy request is submitted, general information 
must be provided to permit administrative verification. Subsequently, the eligibility of the 
work to be done is established through a visit by an inspector or subsidy officer. For all pro-
grams, applicants must also append certain documents to their request to allow analysis 
of their eligibility. 

Upon receipt, applications for financial assistance are recorded in the computerized  
Système des demandes de subvention à la rénovation (SDSR). Throughout the processing 
of an application, all interventions by personnel involved are entered, thus enabling a request 
to be followed up in real time. At the administrative verification stage, it is possible to valid-
ate, if necessary, certain information concerning the building covered by the application, 
using an interface of the RIRE application6 (e.g., maximum property value, location, age)  
to determine eligibility. 

6 Répertoire informatisé des rues et des emplacements.
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After this administrative verification, the analysis of the request’s eligibility continues with 
a review of the documents obtained from the applicant and the inspections carried out, 
where required under the procedure (e.g., in the case of the Major Residential Renovation, 
Renovation à la carte and Stabilization of Residential Building Foundations programs). 

Our audit work consisted in ensuring that the required documents had been obtained  
from the applicants and that they had been reviewed to assess their compliance with the 
eligibility criteria. 

3.2.1.1. RECEIPT OF DOCUMENTS REQUIRED TO EVALUATE ELIGIBILITY

3.2.1.1.A. BACKGROUND AND FINDINGS

As mentioned in the introduction, the by-laws governing subsidies set out the eligibil-
ity criteria, as well as a list of documents and reports to be submitted by the applicant. 
Regarding the latter, the Direction de l’habitation has provided, in its internal rules, dead-
lines for applicants to transmit the required information. Depending on the program, these 
deadlines vary. They range from 30 to 90 days for renovation programs (Major Residential 
Renovation, Renovation à la carte and Stabilization of Residential Building Foundations) 
and six months for the Home Ownership program. Depending on the procedure in place, 
a letter requesting missing documents for possible approval is sent to the applicant. This 
letter informs the applicant of the deadlines for submitting the information required to 
complete the analysis of the subsidy application, failing which the file will be closed with-
out further notice. 

In the course of our work, we found that, with the exception of one file reviewed, all docu-
ments requested from applicants had been received. The exception concerned a Major 
Residential Renovation program file that was missing some documentation. However, we 
found no evidence of a follow-up requesting the documents or indicating that they were 
not required. We are of the opinion that any follow-up to the receipt of required documents 
should be documented, for example, with the use of a checklist.

Although we tracked all the documents required in the subsidy files, we found that the 
Direction de l’habitation did not follow up specifically to ensure that the deadlines it had 
established and communicated to applicants were being met. In most cases, the date of 
receipt of documents was not indicated, making it impossible to gauge compliance with 
the established deadlines for submission. We noted, however, that the SDSR application 
makes it possible to track the time taken to receive documents, since the date of the letter 
sent to the applicant and the latest date for receiving the documents are recorded. On the 
other hand, we found that the Direction de l’habitation was prepared to extend the deadline 
in the case of the Major Residential Renovation, Renovation à la carte and Stabilization of 
Residential Building Foundations programs, since the timeline as recorded in the SDSR 
application was double that stated in the letter sent to the applicant. 
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According to the information obtained, it is common practice not to strictly apply the dead-
line that is communicated to applicants in order to keep a file open. The managers consider 
that the purpose of the files is home acquisition or the completion of renovation work, as 
the case may be, plus the payment of the subsidy. They also believe it is unproductive to 
have to close a file because the deadlines were not complied with and to open another one 
shortly thereafter, should the applicant re-apply. 

We are of the opinion that setting rules and not following them sends a message to appli-
cants that there is a lack of rigour on the part of the city. In addition, not following up on 
established deadlines increases the time required to complete projects for which a subsidy 
request is being made. We believe that for tracking purposes, the date of receipt should be 
stamped on all required documents. We also believe that rigour should be exercised with 
respect to meeting announced deadlines. 

Insofar as the established rules are relevant to the management of file follow-up, we believe 
files should be reviewed so that they reflect the actual control being exercised.

RECOMMENDATIONS

3.2.1.1.B. We recommend that the Service de la mise en valeur du territoire 
take the necessary steps to document the follow-up after receipt 
of the required documentation under the housing subsidy by-laws, 
to demonstrate regulatory compliance. 

3.2.1.1.C. We recommend that the Service de la mise en valeur du 
territoire take the necessary steps to follow up on the deadlines 
communicated to applicants regarding submission of the required 
documents, in order to demonstrate rigour in applying the rules 
governing the subsidy awarding process.

BUSINESS UNIT’S RESPONSES

3.2.1.1.B. Service de la mise en valeur du territoire

[TRANSLATION] Use of a seal (stamp) allowing the date to be entered 
manually on each document and the initials of the person who enters the 
date of receipt at the city and not at the Direction de l’habitation.  
A second stamp, signed by the manager, to certify regulatory compliance. 
(Planned completion: December 2017)

3.2.1.1.C. Service de la mise en valeur du territoire

[TRANSLATION] The content of the various letters sent to applicants 
throughout the application process, as well as the content of the website, 
will be reviewed to clarify and highlight the various deadlines.  
(Planned completion: June 2018)



4.1. | HOUSING SUBSIDY PROGRAMS 

PAGE 94 | 2017 ANNUAL REPORT

(SERVICE DE LA MISE EN VALEUR DU TERRITOIRE)

3.2.1.2. EVIDENCE DEMONSTRATING ANALYSIS OF ELIGIBILITY CRITERIA

3.2.1.2.A. BACKGROUND AND FINDINGS

Documents received from applicants must be analyzed to determine compliance with the 
eligibility criteria set out in the applicable by-laws. Determining their eligibility requires 
expertise in the matter and it is sometimes difficult for an uninitiated person to judge 
the merits of the application. The files must therefore demonstrate the evidence of such  
an analysis. 

Under the current procedure, when a subsidy application is approved by the Direction de 
l’habitation (or delegated person), all the eligibility criteria set out in the program con-
cerned have been met. However, our review of the files selected for all programs, including 
the AccèsLogis bonus, did not always offer evidence that those responsible for the files 
approved the documents received from applicants or the latest version of the work pro-
gram7 (in case of the Major Residential Renovation program), to determine the eligibility 
of the subsidy request. Also, in our audit work, we had to search the files for information 
demonstrating compliance with the eligibility criteria. We did not find any evidence that a 
person with authority made a decision on whether these criteria were being met. In fact, we 
had to infer that all the documents in the files met the program requirements and that the 
eligibility criteria had all been met. In conclusion, we did not find evidence that the docu-
ments had actually been studied prior to acceptance, or that this was the most up-to-date 
version, or that all eligibility criteria had been analyzed.

We are of the opinion that the use of a checklist containing each of the eligibility criteria, 
on which an authorized person has made a judgment, would demonstrate evidence of their 
analysis, which would facilitate the file review process by the manager responsible.

RECOMMENDATION

3.2.1.2.B. We recommend that the Service de la mise en valeur du territoire 
make the necessary arrangements for personnel who are 
responsible for cases, to confirm the validity of the documents 
received by initialling and dating them, while formally determining 
whether the eligibility criteria have been met, in order to 
demonstrate that the eligibility analysis has been conducted.

BUSINESS UNIT’S RESPONSE

3.2.1.2.B. Service de la mise en valeur du territoire

[TRANSLATION] Systematize the practice of using a seal (stamp) 
certifying that the documents are valid.  
(Planned completion: December 2017)

7 Basis for establishing which work is eligible.
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3.2.2. CALCULATION AND APPROVAL OF SUBSIDIES 

3.2.2.A. BACKGROUND AND FINDINGS

The calculation of a subsidy must be done in accordance with the provisions laid down 
in the applicable by-laws. Control mechanisms must be in place to ensure the accuracy 
and the compliance of the resulting amount. When the subsidy application formalities are 
completed and the application has been reviewed to determine that the applicant and the 
home ownership or renovation project meet the requirements of the by-laws, the applica-
tion is approved. 

Within the Direction de l’habitation, subsidies are calculated using the SDSR application. 
Calculations are based on data that have already been set, as well as on the collection 
of data specific to each subsidy application. The main elements used to calculate the 
subsidies are presented in Table 4. 
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TABLE 4 – HOUSING SUBSIDY PROGRAMS 
 CRITERIA USED TO CALCULATE SUBSIDIES

PROGRAM BASIC SUBSIDY CALCULATION

Home Ownership 
(by-law 14-035)

The subsidy amount awarded is fixed and determined based on 
buyers' profiles.

Major Residential  
Renovation  
(by-law 14-036)

The subsidy is calculated on the lesser of: 

• Total recognized cost:

 – corresponding to the lesser of:

 › the estimated cost of the work;

 › the price paid (bid); and

• Maximum amount of eligible renovation work.

Renovation à la carte  
(by-law 14-037)

The subsidy calculation is the least of three amounts:

• Percentage of eligible work costs;

• Lump sum amount established per component;

• Amount of assistance per dwelling unit within a range.

Stabilization of Residential 
Building Foundations 
(by-law 14-038)

The subsidy calculation is the least of three amounts:

• Percentage of eligible work and related costs;

• Maximum amount of the subsidy depending on the type of 
work (basic amount, amount granted per pile installed, amount 
per linear metre replaced);

• Maximum subsidy amount for a building, net of previous 
subsidies in this program.

AccèsLogis bonus  
(by-law 02-102)

Maximum of 15% of the total of:

• the global subsidy from the SHQ:[A] 

 – 50% of MEC; and

• the basic municipal subsidy:[A]

 – 15% of MEC

[A] Basic subsidy of the AccèsLogis program.
Source: City website.
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As part of our audit, we first ensured in the files examined that the amount of the authorized 
subsidies complied with the provisions of the by-laws. We also looked for evidence that 
control mechanisms were in place to ensure the accuracy and compliance of the subsidy 
calculation.

First, our work showed that in all the files examined, the calculation of subsidies complied 
with the provisions of the by-laws.

However, beyond the accuracy of the subsidy calculation, the data used to establish each 
component must be reliable. In the case of the Major Residential Renovation program, 
we questioned the reliability of the fair value of the work recognized by the Direction de 
l'habitation (or delegated person), since the unit costs used are based on the 2011 market. 
Although such a situation did not have any consequences in the two cases examined, 
since the calculation of the subsidy was limited to the maximum amount of eligible costs, 
we are of the opinion that the value used to establish the calculation of a subsidy must be 
updated to be representative of the market.

Second, as far as control mechanisms are concerned, they must deal with factors that 
could be a source of interpretation or error. 

According to the procedure described to us, control mechanisms involve reviewing the 
file and the signing of an explanatory note by a designated manager8. The explanatory 
note is prepared by the file manager and recorded in the SDSR application. It mainly 
includes a summary of the main information about the building, the owner, the property 
value, the cost of the work and the calculation of the subsidy. It may be modified through-
out the review of the subsidy request, as long as the type and amount of eligible work 
and the calculation of the subsidy are not final. The manager responsible must therefore 
place their signature on the final version of the explanatory note, signed by the person 
in charge of the file, by way of verification. According to the information obtained, at the 
time of this signature, the designated manager reviews certain elements of the file on 
a test basis. Thereafter, the Direction de l'habitation (or delegated person) notifies the 
applicant that their subsidy has been provisionally approved or denied, by means of a 
written notice. 

In our audit work, we expected to find at least some evidence in the explanatory note that 
the latest version had been reviewed, since it results from the file manager’s analysis of 
the subsidy application, and also since its approval by the Direction de l'habitation (or 
delegated person) leads to a commitment of the subsidy allocation. However, while the 
explanatory note is signed by the manager responsible, in reviewing the file we were not 
always able to find evidence of a file review to be sure that the calculation of the subsidies 
was compliant. In some files, we found some indications of a review only in the draft ver-
sions of the explanatory note, but not in the final version. Failure to demonstrate the appli-
cation of a control mechanism suggests that it indeed may not have been applied and that 

8 In the case of the Home Ownership program, the review is conducted by a designated person, other 
than a manager.
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errors may not have been detected. We are of the opinion that files must show evidence of 
verification supporting the signature of the designated manager. 

In addition, since the Direction de l'habitation (or delegated person) relies on this verifica-
tion to approve the decision to grant the subsidy and commit the budget allocations9, we 
also believe that, for greater transparency, the manager should demonstrate the nature of 
their verification. 

RECOMMENDATIONS

3.2.2.B. We recommend that the Service de la mise en valeur du territoire 
put in place mechanisms to use up-to-date unit costs to establish 
the cost estimates of eligible work for the purposes of determining 
the subsidy amount from the Major Residential Renovation 
program in order to ensure a representative market value. 

3.2.2.C. We recommend that the Service de la mise en valeur du territoire 
ensure that the persons responsible show evidence in the files 
that the subsidy calculation has been verified, in order to minimize 
the risk of errors occurring before the Direction de l'habitation 
approves the subsidy request. 

BUSINESS UNIT’S RESPONSES

3.2.2.B. Service de la mise en valeur du territoire

[TRANSLATION] As part of program redesign that started in fall 
2017, revision of these terms and conditions so that they are more 
representative of the market. (Planned completion: June 2018)

3.2.2.C. Service de la mise en valeur du territoire

[TRANSLATION] In conjunction with element 3.2.1.1.B., the manager 
places his initials in the stamp space on each document, combined  
with a signature on the explanatory note (existing procedure).  
(Planned completion: December 2017)

9 At the time of the approval from the Direction de l'habitation (or delegated person), the budget com-
mitment is made in the SDSR request and not in the city's accounting system.
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3.2.3. CONDITIONS FOR DISBURSING SUBSIDIES 

3.2.3.A. BACKGROUND AND FINDINGS

The payment of a subsidy10 must be made when all the conditions in the relevant by-law 
have been met (e.g., time required to carry out the renovation work, receipt of documents 
or reports confirming compliance of the subsidized work, receipt of the notarial deed). 
Mechanisms must be put in place to ensure that these conditions have been met. Con-
versely, failure to comply with the conditions set in the by-law should delay or even cancel 
the payment of the subsidy. Oversight of the conditions should be documented. 

In the course of our audit, we looked for evidence from the selected files that mechanisms 
were in place to ensure compliance with the conditions set out in the by-law, before the 
subsidy was paid. 

Depending on the procedure in place, after approval of the subsidy application by the  
Direction de l’habitation (or delegated person), the file, in the case of the Major Residential 
Renovation, Renovation à la carte and Stabilization of Residential Building Foundations 
programs, is taken over by a subsidy officer of the Programme de subvention à la rénova-
tion Section. Throughout the execution of the work, the officer is in contact with the appli-
cant in order to receive the expected documents and to follow up on the work carried out, 
in particular by making site visits. When all the conditions set out in the by-law have been 
met, the manager responsible authorizes a request for a cheque to be issued. 

As part of our audit work, we expected to find evidence that mechanisms had been put in 
place to ensure that subsidy conditions had been met. However, in reviewing the selected 
files we did not find evidence that all the conditions set out in the by-laws had been met. In 
the following paragraphs, we will make some observations.

For example, in several files reviewed that related to the Home Ownership, Renovation à la 
carte and Stabilization of Residential Building Foundations programs, although the docu-
ments meeting the conditions were generally found in those files reviewed, we did not find 
evidence that they had been received before the subsidies were disbursed. We also saw 
no evidence that they had been analyzed by the persons responsible. In such a situation, 
we are not in a position to say that all conditions had been met before the subsidies were 
disbursed. We believe that files should show evidence pertaining to the date on which the 
documents were received and evidence that they were analyzed prior to the payment of 
the subsidies. 

10 The subsidy is paid in one instalment for the Home Ownership, Renovation à la carte and Stabilization 
of Residential Building Foundations programs, but is paid in four instalments under the Major Residen-
tial Renovation program.
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Our review of the selected files also revealed other situations where we had no evidence 
of compliance with the conditions set out in the by-laws prior to the payment of subsidies. 
For example:

• Major Residential Renovation program:

 – One of the conditions required by the by-law is the prior approval of any changes to the 
work originally authorized. Examination of one file did not provide us with evidence of 
prior approval, although the applicant was reminded of the condition in writing. 

 – One of the conditions of the by-law is the receipt of an attestation from the contractor 
that the work is compliant with the building code. Another condition is that an attesta-
tion must be obtained from an engineer indicating that the work has been carried out 
in accordance with the plans and specifications. However, examination of one file did 
not provide us with evidence that these two conditions had been met. 

• Renovation à la carte program: One of the conditions is that the work must be completed 
on time before the subsidy is paid. The by-law also provides that, at the owner's request, 
the Direction de l'habitation (or delegated person) may grant an extension. In reviewing 
the files, we were not able to find evidence that the completion time had been analyzed, 
since the date of work completion was not included in any of the documents reviewed. 
It should be noted that the by-law provides that, in the event of a failure to meet the 
deadline, the subsidy application and approval must be cancelled. 

• Stabilization of Residential Building Foundations program: One of the applicants must 
be an owner-occupant at the time the subsidy is paid. Although this requirement was 
already verified when judging the eligibility of the application, we did not find evidence 
that the verification had been performed prior to the payment of the subsidy.

To correct the situation, we are of the opinion that the person in charge of the file should 
make a judgment on the compliance with the conditions set out in the subsidy by-law 
before the subsidy is paid. 

RECOMMENDATION

3.2.3.B. We recommend that the Service de la mise en valeur du territoire 
put in place a control mechanism to ensure that the personnel 
responsible sign an attestation that all conditions set out in the 
by-laws have been met prior to the payment of subsidies to ensure 
compliance with laws and regulations. 

BUSINESS UNIT’S RESPONSE

3.2.3.B. Service de la mise en valeur du territoire

[TRANSLATION] The signatures on the explanatory note of the person 
in charge and the manager already serve this purpose. We will add a 
sentence on the explanatory note making the attestation more visible. 
(Planned completion: December 2017)
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3.2.4. MONITORING OF COMPLIANCE WITH SPECIFIC CONDITIONS 

3.2.4.A. BACKGROUND AND FINDINGS

With some subsidy programs, applicants who have received a subsidy may have to meet 
certain conditions for a specified period in order to retain the right to the subsidy. The 
Home Ownership and Major Residential Renovation programs include such conditions. 
The beneficiary of a subsidy must undertake to comply with these conditions for the  
prescribed period. This commitment is recorded in the Québec Land Register so that any 
potential buyer can be aware of it. 

In accordance with the applicable by-laws, failure to comply with these obligations results 
in reimbursement of the subsidy for the remaining period on a pro rata basis. To ensure 
that applicants abide by these obligations, there must be mechanisms in place to detect 
non-compliance. 

In our audit work, we wanted to ensure that the Direction de l’habitation could count on 
the existence of such mechanisms. Table 5 presents the specific conditions of these two 
programs and the mechanisms that are in place to detect non-compliance. 
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TABLE 5 –  HOUSING SUBSIDY PROGRAMS 
 MECHANISMS IN PLACE TO DETECT NON-COMPLIANCE 
 WITH SPECIFIC CONDITIONS

SPECIFIC CONDITIONS TO BE MET MECHANISMS TO HELP DETECT NON-COMPLIANCE  
WITH COMMITMENTS

HOME OWNERSHIP PROGRAM (BY-LAW 14-035)

The beneficiary, or one of the 
beneficiaries, of a subsidy must 
remain the owner-occupant during the 
three years following the date of the 
notarial transaction, unless he or she 
has acquired another property on the 
territory of the city within a period of 
less than one month.

• A commitment signed by the beneficiary at the time  
of acquisition protects the Direction de l’habitation;

• In the event of a sale of the subsidized unit, the acting 
notary has the professional responsibility to repay the 
portion of the subsidy calculated for the remaining 
period;

• Mechanisms for detecting changes of address, using 
an interface between the Direction de l’habitation's 
SDSR system and the RIRE application that is used  
to issue property tax bills.

In the case of a residential building, 
it must not be converted into divided 
co-ownership within three years of the 
subsidy being granted.

• A commitment signed by the beneficiary at the time  
of acquisition protects the Direction de l’habitation.

MAJOR RESIDENTIAL RENOVATION PROGRAM (BY-LAW 14-036)

For a period of five years from the date 
of the last subsidy payment, the owner 
undertakes that the subsidized property 
will not change its type of occupancy.

• Mechanisms have not been put in place for all aspects 
foreseen in the Regulation.

The "landlord-occupant" agrees  
to continue occupying the premises  
for a period of three years from the date 
of the last payment of the subsidy.

• Proof of residency (control implemented during 2016).

The landlord agrees to comply with 
certain rent control measures after  
the work is completed.

• Proof of rent required (control implemented during 
2016).

Source: By-laws for the corresponding subsidy programs.
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With regard to the Home Ownership program, we are of the opinion that the registration of 
the beneficiaries' commitment in the Québec Land Register, combined with the monitoring 
mechanisms already in place, will provide the Direction de l’habitation with a reasonable 
assurance of compliance with the specific conditions. 

However, in the case of the Major Residential Renovation program, monitoring mechan-
isms have not been established to ensure compliance with one of the conditions. With 
regard to the other two specific conditions, mechanisms were put in place by the Direction 
de l’habitation. We believe, however, that simple enforcement mechanisms must be estab-
lished for all special conditions in order to comply with the by-law pertaining to the subsidy. 

RECOMMENDATION

3.2.4.B. We recommend that the Service de la mise en valeur du territoire 
implement simple enforcement mechanisms to ensure compliance 
with all specific conditions concerning the Major Residential 
Renovation program in order to comply with the provisions of  
the applicable by-law. 

BUSINESS UNIT’S RESPONSE

3.2.4.B. Service de la mise en valeur du territoire

[TRANSLATION] As part of the program redesign that started in fall 2017, 
revision of methods related to the requirements and their appropriate 
monitoring mechanisms. (Planned completion: June 2018)

3.2.5. TIME REQUIRED FOR PROCESSING SUBSIDY APPLICATIONS

3.2.5.A. BACKGROUND AND FINDINGS

Depending on the programs in effect, there are several stages in the processing of subsidy 
applications, from the receipt of an application to the final payment of the subsidy. In addi-
tion to Direction de l’habitation staff, several other personnel are involved in processing 
these applications, each contributing to the overall processing time. These are external par-
ties (e.g., applicants, engineers, architects, contractors) or individuals from other business 
units (e.g., boroughs). Given the large number of subsidy applications and the processing 
time associated with the very nature of the programs and their requirements, effective 
tools must be available to enable the staff involved to monitor files on a daily basis. These 
tools should include periodic management reports on processing times, in order to assess  
the level of service provided. 

As part of this audit, we wanted to know the extent to which subsidy applications were 
being processed within a reasonable timeframe. 
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Note that subsidy applications are processed using the SDSR application and that each 
step in the process, from the receipt of a request to the payment of the subsidy, is recorded 
along with the corresponding date. This SDSR application makes it possible to know on 
a daily basis the evolution of subsidy request files. Although the data is recorded and it 
is possible to calculate the timeframe between two stages of processing, management 
reports on such timeframes are not being regularly produced, which does not facilitate 
analysis and monitoring. 

Regarding the current operations of the Direction de l’habitation, we have analyzed the 
processing times of subsidy requests based on data recorded in the SDSR application. We 
looked at active files between from July 14, 201411 to June 30, 2016. During this period, 
some 5,081 files were processed. As shown in Table 6, 49.2% (2,501/5,081) of files were 
closed with subsidies and 40.2% (2,041/5,081) of files were closed without subsidies. 
Also, as of June 30, 2016, 7.9% of files (402/5,081) were open and approved, and 2.7% of 
files (137/5,081) were open but not approved. 

 

11 These were files that had been received, approved and closed with or without subsidies since July 14, 
2014, the date on which the SHQ ended the RQP. All applications for financial assistance received be-
fore July 14, 2014, in accordance with the old subsidy programs and which had not been approved by 
that date, are deemed to have been received in conformity with the new programs.
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TABLE 6 –  ACTIVE FILES FROM JULY 14, 2014 TO JUNE 30, 2016  
 BASED ON PROGRAM AND BY-LAW

PROGRAM
CLOSED WITH 

SUBSIDIES

CLOSED  
WITHOUT  

SUBSIDIES

OPEN  
APPROVED

OPEN NOT 
APPROVED

TOTAL

NO. %

Urban Housing for Families 
(by-law 14-034)

1 4 4 – 9 0.2

Home Ownership 
(by-law 14-035)

1,649 474 191 32 2,346 46.2

Major Residential 
Renovation (by-law 14-036)

73 558 20 23 674 13.3

Renovation à la carte 
(by-law 14-037)

404 627 138 62 1,231 24.2

Stabilization of Residential 
Building Foundations 
(by-law 14-038)

354 377 33 19 783 15.4

AccèsLogis bonus  
(by-law 02-102)

20 1 16 1 38 0.7

TOTAL 2,501 
49.2%

2,041  
40.2%

402  
7.9%

137  
2.7% 5,081 100.0

Source: Extracted from the SDSR applications database.

In our analysis of processing times, we specifically examined closed applications, with 
and without subsidies. These two categories account for almost 90% of the files that were 
active during the reporting period. 

CLOSED APPLICATIONS WITH SUBSIDIES

For the reference period, we note that 2,501 files were closed following the payment of  
a subsidy. The average processing time for all the files, as shown in Table 7, was 375 days 
(a little over a year). Looking more specifically at each of the subsidy programs, we observe 
that two of them have an average processing time that is shorter than this average, namely 
the Home Ownership and the Stabilization of Residential Building Foundations programs 
(about nine months). We also observe that other subsidy programs have had longer than 
average processing times (20 to 77 months). 



4.1. | HOUSING SUBSIDY PROGRAMS 

PAGE 106 | 2017 ANNUAL REPORT

(SERVICE DE LA MISE EN VALEUR DU TERRITOIRE)

 

As these are average processing times, we do understand that some files take less 
time and others more. To be able to make an informed judgement, it should also be 
understood that the home ownership and renovation programs do not have the same 
degree of complexity since the requirements and execution time of projects are different, 
depending on the program. In this respect, when the Direction de l’habitation makes its 
payment forecasts, it estimates that projects involving home acquisition and the stabil-
ization of residential building foundations will in most cases be completed within a year. 
As for the Renovation à la carte projects, in almost all cases these should be completed 
within two years. Major residential renovation projects are expected to be completed 
within two to three years. Lastly, projects related to Urban Housing for Families and the 
AccèsLogis bonus should be completed within three years.

We therefore examined the age of the files for each of the programs in order to determine 
their allocations based on various time periods. The results are presented in Table 8. 

TABLE 7 –  ACTIVE FILES FROM JULY 14, 2014 TO JUNE 30, 2016 
 OVERALL PROCESSING TIME FOR CLOSED FILES  
 WITH SUBSIDIES

PROGRAM

CLOSED FILES WITH SUBSIDIES

NUMBER OF FILES

AVERAGE OVERALL TIME –
FROM APPLICATION 

TO FINAL DISBURSEMENT

DAYS MONTHS

Urban Housing for Families 
(by-law 14-034) 1 2,318 77

Home Ownership (by-law 14-035) 1,649 299 9

Major Residential Renovation 
(by-law 14-036) 73 1,185 39

Renovation à la carte 
(by-law 14-037)

404 596 20

Stabilization of Residential 
Building Foundations 
(by-law 14-038)

354 278 9

AccèsLogis bonus  
(by-law 02-102) 20 841 27

TOTAL 2,501 375 12

(% TIME REQUIRED FOR THE STEP) 100%

Source: Data extracted from SDSR applications.
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Thus, we observe that approximately:

• 65% of files (1,620/2,501) were processed in less than one year. As estimated by the 
Direction de l’habitation, the vast majority of these files concern the programs of Home 
Ownership (78% [1,263/1,620]) and Stabilization of Residential Building Foundations 
(16% [262/1,620]);

• 27% of files (681/2,501) were processed within one to two years. These were mainly 
files from the programs of Home Ownership (52% [355/681]) and Renovation à la carte  
(31% [211/681]);

• 5% of files (132/2,501) were processed within two to three years. These were mainly 
files from the programs of Renovation à la carte (55% [73/132]), Home Ownership  
(21% [28/132]) and Major Residential Renovation (17% [22/132]);

• 3% of files (68/2,501) took over three years to be processed. These were mainly files 
from the programs of Major Residential Renovation (50% [34/68]) and Renovation  
à la carte (40% [27/68]).

We then compared these completion times with those expected by the Direction de  
l’habitation. The results are presented in Table 9.

TABLE 8 –  AGE OF ACTIVE FILES FROM JULY 14, 2014 TO JUNE 30, 2016 
 CLOSED FILES WITH SUBSIDIES

PROGRAM
0 TO 6 

MONTHS
6 TO 12 

MONTHS
1 TO 2 YEARS 2 TO 3 YEARS 3 YEARS AND 

OVER

TOTAL 
NUMBER OF 

FILES

NO. % NO. % NO. % NO. % NO. % NO. %

Urban Housing for Fam-
ilies (by-law 14-034) – – – – – – – – 1 100.0 1 100.0

Home Ownership 
(by-law 14-035) 253 15.3 1,010 61.3 355 21.5 28 1.7 3 0.2 1,649 100.0

Major Residential Reno-
vation (by-law 14-036) – – 1 1.4 16 21.9 22 30.1 34 46.6 73 100.0

Renovation à la carte 
(by-law 14-037)

9 2.2 84 20.8 211 52.2 73 18.1 27 6.7 404 100.0

Stabilization of  
Residential  
Building Foundations 
(by-law 14-038)

106 29.9 156 44.1 91 25.7 1 0.3 – – 354 100.0

AccèsLogis bonus 
(by-law 02-102) 1 5.0 – – 8 40.0 8 40.0 3 15.0 20 100.0

TOTAL 369 14.7 1,251 50.0 681 27.3 132 5.3 68 2.7 2,501 100.0

Source: Data extracted from SDSR applications.
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This analysis demonstrates that 25% (616/2,501) of home acquisition or renovation pro-
jects required a timeframe that exceeded expectations. This is explained in part by the 
suspension of the study of applications received between July and October 2014, the per-
iod during which the city needed to get new by-laws approved by city council, in order to be 
able to maintain the subsidy programs. 

Also, in taking our analysis further, we split the average overall timeframe into two periods, 
the first being from when the subsidy application was received until it was approved by 
the Direction de l’habitation (or delegated person), and the second being from approval 
to final payment of the subsidy. Table 10 presents the average timeframes for these two 
periods. For all programs, results show that it took about six months until the applicant 
was informed that their subsidy application had been approved. It took six more months 
after approval for the applicant to receive the subsidy. Individually, we observe that the 
programs of Home Ownership and Stabilization of Residential Building Foundations show 
lower than average results, whereas the other programs show better than average results. 

TABLE 9 –  EVALUATION OF PERCENTAGE OF FILES EXCEEDING 
 DIRECTION DE L’HABITATION TIMEFRAMES

PROGRAM
DIRECTION DE 
L’HABITATION 
TIMEFRAME[A]

NUMBER OF  
FILES EXCEEDING 

TIMEFRAME (%)

Urban Housing for Families (by-law 14-034) 3 years 1 (100%)

Home Ownership (by-law 14-035) 1 year 386 (23%)

Major Residential Renovation (by-law 14-036) 3 years 34 (47%)

Renovation à la carte (by-law 14-037) 2 years 100 (25%)

Stabilization of Residential Building 
Foundations (by-law 14-038) 1 year 92 (26%)

AccèsLogis bonus (by-law 02-102) 3 years 3 (15%)

TOTAL 616 (25%)

[A] Based on estimate of payment period forecast by Direction de l’habitation.
Source: Data extracted from SDSR applications.



4.1. | HOUSING SUBSIDY PROGRAMS 

2017 ANNUAL REPORT | PAGE 109

(SERVICE DE LA MISE EN VALEUR DU TERRITOIRE)

We are not in a position to say whether the processing times of subsidy applications were 
reasonable or not. Overall, we believe that the results of each program should be com-
pared with a benchmark to determine whether they are acceptable. For the purposes of 
this analysis of timeframes, the processing of applications should be divided into the main 
steps, which would help identify the areas needing improvement. 

Examination of some selected files allowed us to observe two problems that impacted on 
the overall processing time:

• The first problem concerns the timeframe given to applicants for receiving documents, 
in order to complete the eligibility analysis or the work needing to be done before the 
subsidy is approved. This timeframe is not prescribed in the by-laws, but is more of an 
internal management rule of thumb. As we observed in section 3.2.1.1., there was no 

TABLE 10 –  ACTIVE FILES FROM JULY 14, 2014 TO JUNE 30, 2016 
 PROCESSING TIMES FOR CLOSED FILES WITH  
 SUBSIDIES

PROGRAM

CLOSED FILES WITH SUBSIDIES

NUMBER 
OF FILES

AVERAGE TIME – 
FROM APPLICATION 

TO APPROVAL

AVERAGE TIME – 
FROM APPLICATION 

TO FINAL 
DISBURSEMENT

AVERAGE TIME – 
FROM APPLICATION 

TO FINAL 
DISBURSEMENT

DAYS MONTHS DAYS MONTHS DAYS MONTHS

Urban Housing for Families 
(by-law 14-034) 1 351 12 1,967 65 2,318 77

Home Ownership 
(by-law 14-035) 1,649 171 5 128 4 299 9

Major Residential 
Renovation (by-law 14-036) 73 389 13 796 26 1,185 39

Renovation à la carte 
(by-law 14-037)

404 259 9 337 11 596 20

Stabilization of Residential 
Building Foundations 
(by-law 14-038)

354 167 5 111 4 278 9

AccèsLogis bonus  
(by-law 02-102) 20 44 1 797 26 841 27

TOTAL 2,501 190 6 185 6 375 12

(% TIME REQUIRED FOR THE STEP) 51% 49% 100%

Source: Data extracted from SDSR applications.
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rigorous monitoring of the timeframes required by the city. This not only has an impact 
on the overall timeframe, but also on the perception that the city is not complying with its 
own guidelines. We have made recommendation 3.2.1.1.C. on this subject. 

• The second problem concerns the timeframe for issuing renovation permits required in 
the programs of Major Residential Renovation, Renovation à la carte and Stabilization of 
Residential Building Foundations. After the subsidy application is approved by the Direc-
tion de l’habitation (or delegated person), the Direction de l’habitation makes a request 
for a renovation permit from the borough concerned. Based on the information obtained, 
this procedure had been set up to make the applicant's task easier and to avoid hav-
ing to deal with several intermediaries. Even though the Direction de l’habitation is not 
responsible for this delay, it still has an impact on the overall processing time. In the files 
examined, we noticed that the time it took for a renovation permit to be issued varied 
from one day to an entire year. Although we have no data on the average time taken to 
issue permits for all files closed with subsidies, we are of the opinion that this aspect 
should be examined when analyzing processing times for subsidy applications and that 
any problems identified should be reported to the Direction générale.

From another perspective, we understand that the Direction de l’habitation requests 
permits from the boroughs concerned in order to ensure a better service offer. How-
ever, after reading the by-laws in force for the programs of Major Residential Renovation, 
Renovation à la carte and Stabilization of Residential Building Foundations, we note that 
the timeframe allowed for execution of the work is calculated from the date of approval 
of the subsidy. We note also that this timeframe includes the time taken to issue the 
permit. However, considering that meeting the deadline for completing the work is one 
of the conditions required for payment of a subsidy, we believe that the time required to 
obtain a renovation permit could sometimes have a significant impact on the deadlines. 
We are of the opinion that to ensure fairness among applicants, the time allotted for 
completing the work should start from the later of two dates: approval of the subsidy or 
issuance of the permit. Should the subsidy program by-laws be amended, we think that 
the Direction de l’habitation should include this point among the changes to be made.

CLOSED APPLICATIONS WITHOUT SUBSIDIES  
(ABANDONED OR REJECTED)

Our examination of active files between July 14, 2014 and June 30, 2016 showed that 40% 
(2,041/5,081) of the subsidy applications received did not result in a subsidy. Either the 
applicant abandoned their request or the Direction de l’habitation rejected it. This percent-
age seems high to us. 

As part of our audit work, we first examined the age of all files that had been active dur-
ing our reporting period and for which the subsidy application was either abandoned or 
rejected; then we sought to identify the reasons, to ensure that the decision was justified. 
To do this, we examined the status of a number of subsidy applications based on a sam-
pling of 12 files involving the programs of Home Ownership, Major Residential Renovation, 
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Renovation à la carte and Stabilization of Residential Building Foundations. An analysis  
of these results is presented in Tables 11 and 12. 

 

Overall, the ages of the 2,041 subsidy applications that were either abandoned or rejected 
reveal that 47% of files (953/2,041) were closed in less than six months, 29% (589/2,041) 
between six months and one year, 18% (362/2,041) after one to two years, 5% (111/2,041) 
after two to three years, and 1% (26/2,041) after more than three years. The files closed 
after more than two years were mainly those from the Home Ownership program (57% 
[78/137]) and the Renovation à la carte program (34% [47/137]). We cannot understand 
why these files took so long to be rejected or abandoned.

Based on the surveys carried out, Table 12 presents the reasons for closing the selected 
files.

TABLE 11 –  AGE OF ACTIVE FILES FROM JULY 14, 2014  
 TO JUNE 30, 2016 
 CLOSED FILES WITHOUT SUBSIDIES

PROGRAM
0 TO 6 

MONTHS
6 TO 12 

MONTHS 1 TO 2 YEARS 2 TO 3 YEARS 3 YEARS  
AND OVER

TOTAL 
NUMBER  
OF FILES

NO. % NO. % NO. % NO. % NO. % NO. %

Urban Housing  
for Families  
(by-law 14-034)

1 25.0 2 50.0 1 25.0 – – – – 4 100.0

Home Ownership 
(by-law 14-035) 219 46.2 97 20.5 80 16.9 65 13.7 13 2.7 474 100.0

Major Residential  
Renovation 
(by-law 14-036)

330 59.1 157 28.1 63 11.3 8 1.5 – – 558 100.0

Renovation à la carte 
(by-law 14-037)

254 40.5 148 23.6 178 28.4 35 5.6 12 1.9 627 100.0

Stabilization of  
Residential Build-
ing Foundations 
(by-law 14-038)

149 39.5 185 49.1 40 10.6 3 0.8 – – 377 100.0

AccèsLogis bonus 
(by-law 02-102) – – – – – – – – 1 100.0 1 100.0

TOTAL 953 46.7 589 28.9 362 17.7 111 5.4 26 1.3 2,041 100.0

Source: Data extracted from SDSR applications.
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Our audit work revealed the following reasons for files being considered ineligible:

• The cost of property acquisition was too high for the requirements of the Home Owner-
ship program.

• The inspector had not obtained the key to enter the building at the time of the inspection as 
part of the Major Residential Renovation program (when a subsidy had been requested);

• The renovation work had already been completed (in the case of applications to  
the programs of Major Residential Renovation or Stabilization of Residential Building 
Foundations).

In the case of files closed due to failure to meet the deadlines required by the Direction 
de l’habitation for receiving documents (to allow time to complete the analysis), our audit 
work reveals that the Direction de l’habitation's decision was justified. 

As for the time taken to close files, our work was focused more on files that were closed 
due to non-compliance with deadlines. For seven of the files, the subsidy application 
process was aborted after the Direction de l’habitation had established their eligibility or 
pre-qualification. At this stage, applicants must meet certain requirements, including the 
payment of fees for examining the file, obtaining bids, powers of attorney, etc. In the case 
of applications for subsidies when purchasing a home, the deadline is six months. For the 
renovation programs (Major Residential Renovation, Renovation à la carte and Stabilization 
of Residential Building Foundations), the documents are required within 60 to 90 days 
during the pre-qualification or preparation stage of the work program.

In our work, we compared the time given to the applicant to send the required documents 
to the city with the date the file was closed. Table 13 shows the outcomes of seven files 

TABLE 12 – REASONS FOR CLOSING FILES WITHOUT SUBSIDIES

REASON HOME 
OWNERSHIP

MAJOR 
RESIDENTIAL 
RENOVATION

RENOVATION  
À LA CARTE

STABILIZATION 
OF RESIDENTIAL 

BUILDING 
FOUNDATIONS

TOTAL

Applicant's withdrawal – – 1 – 1

Not eligible 1 2 – 1 4

Non-compliance  
with deadlines 2 1 2 2 7

TOTAL 3 3 3 3 12

Source: Data extracted from SDSR applications.
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examined based on their closing times, i.e., the number of days from the deadline that was 
communicated to the applicant following eligibility or pre-qualification, to the date the file 
was closed.

Our examination revealed that nearly all the files in our sample had been closed more than 
three months after the deadline given to the applicant. Two files were even closed after 
more than 365 days; these were two Home Ownership files, for which the completion times 
were 442 days (15 months) and 799 days (26 months).

These results confirm the situation we addressed earlier: there was no rigorous monitor-
ing of the deadline for receiving documents so that the study of the application could be 
completed prior to approval. The lack of rigour in closing some files is resulting in files 
being kept open too long, which skews the data on processing times. This situation is 
also underlined by the results on the age of files, as presented in Table 11. We believe that 
prompt closing of subsidy request files in which applicants failed to follow the guidelines 
of the Direction de l’habitation would require rigorous monitoring and compliance with 
the agreed deadlines. Otherwise, the real number of active files being processed will be 
skewed. Also, such a practice can unduly influence the estimation of subsidy payments.

Furthermore, we observed that file follow-up was not uniform. The form or eligibility letter 
sent to the applicant at the eligibility or pre-qualification stage specifies that, in order for 
analysis of the file to continue, the applicant must submit all the documents listed, and do 
so within the prescribed time limit, "failing which we assume that you have abandoned your 
project and we will close your file without further notice".

However, with all the rejected subsidy applications in the renovation programs (Major 
Residential Renovation, Renovation à la carte and Stabilization of Residential Building 
Foundations), a letter advising that the file had been closed was sent to the applicant, 

TABLE 13 –  APPLICATIONS ABANDONED OR REJECTED 
 TIME FOR CLOSING FILES WITHOUT SUBSIDIES 
 REASON: NON-COMPLIANCE WITH DEADLINES

TIME TO CLOSING FROM DEADLINE COMMUNICATED 
TO APPLICANT FOR RECEIVING DOCUMENTS TOTAL

0 to 90 days (0 to 3 months) 1

91 to 181 days (3 to 6 months) 3

182 to 365 days (6 to 12 months) 1

365 days or more (12 months or more) 2

TOTAL 7

Source:  Files selected for examination by the Bureau du vérificateur  
 général.
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and this was done within three to five months after the deadline had been passed. More 
specifically with regard to the Major Residential Renovation file, while it had been clearly 
indicated in the pre-qualification inspection form that the file would be closed without 
further notice at the expiry of the agreed deadline, a reminder letter was nonetheless sent 
to the applicant six weeks after the deadline, setting another deadline of 60 days.

While the Direction de l’habitation's efforts are laudable in trying to grant the greatest num-
ber of subsidies possible, we believe that its approach should be reflected in the require-
ments it makes of applicants. For example, the Direction de l’habitation should look into 
the value of notifying the applicant that the file will be closed without notice, if that is not 
what is being practised. Moreover, sending a reminder to the applicant before closing the 
file is contrary to the process that we observed in section 3.2.1.1. for application files with 
subsidies, where reminder notices were not sent. With a view to ensuring that subsidy 
application files are monitored more rigorously, we believe that the processing of these 
files should be standardized with respect to whether a reminder letter is sent about the 
required documents.

RECOMMENDATIONS

3.2.5.B. We recommend that the Service de la mise en valeur du territoire 
analyze the processing times for subsidy applications for every 
housing subsidy program, based on reasonable set deadlines,  
and identify possible areas of improvement in order to evaluate  
the city's performance in allocating subsidies. 

3.2.5.C. We recommend that the Service de la mise en valeur du territoire 
promptly close all abandoned or rejected subsidy applications in 
order not to skew the number of active files to be processed or  
the estimates of subsidies to be paid. 

3.2.5.D. We recommend that the Service de la mise en valeur du territoire 
establish, if necessary, measurable objectives to reduce the 
processing times of subsidy applications in order to comply with 
reasonable set deadlines and thus improve the city's service 
offering.

3.2.5.E. We recommend that the Service de la mise en valeur du territoire 
 take the necessary measures to amend the current by-laws for  
 housing subsidy programs, in order to take into consideration  
 the date of issuance of a permit when calculating timeframes for  
 work to be done, so as not to disadvantage applicants when they are  
 demonstrating compliance with the conditions prior to the payment  
 of subsidies. 
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BUSINESS UNIT’S RESPONSES

3.2.5.B. Service de la mise en valeur du territoire

[TRANSLATION] Renovation programs: As part of the program redesign 
that started in fall 2017, analyze subsidy files in order to identify:

1. The nature and significance of various factors that are taken into 
consideration in the deadlines for processing applications;

2. Target deadlines for processing financial assistance files;

3. Areas of improvement to be integrated into the redesign of renovation 
financial assistance programs. (Planned completion: June 2018)

Home Ownership and Urban Housing for Families programs:  
The redesign of the Home Ownership program, presented to the Executive 
Committee in September 2017, included mechanisms to accelerate  
the process of granting financial assistance. The by-law should enter  
into force on May 1, 2018. A program review is also planned for the  
Urban Housing for Families program. Currently this program, though  
in operation, has not received a single new application since 2014.  
(Planned completion: December 2017 [Home Ownership program];  
June 2019 [Urban Housing for Families program])

3.2.5.C. Service de la mise en valeur du territoire

[TRANSLATION] Renovation programs: Review of practices (agreed 
deadlines) based on results of the analysis undertaken following 
recommendation 3.2.5.B. (Planned completion: June 2018)

Home Ownership and Urban Housing for Families programs: Actions  
were undertaken and inactive files are now closed on a regular basis.  
(Planned completion: September 2017)

3.2.5.D. Service de la mise en valeur du territoire

[TRANSLATION] Renovation programs: Review of practices (agreed 
deadlines) and setting of objectives based on results of the analysis 
undertaken following recommendation 3.2.5.B.  
(Planned completion: June 2018)

Home Ownership and Urban Housing for Families programs:  
The redesign of the Home Ownership program currently under way 
includes mechanisms to accelerate the process of granting financial 
assistance. A program revision is also planned for the Urban Housing for 
Families program. Currently this program, though in operation, has not 
received a single new application since 2014.  
(Planned completion: September 2018)
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3.2.5.E. Service de la mise en valeur du territoire

[TRANSLATION] As part of the program redesign that started in fall 2017, 
revision of data collection mechanisms. (Planned completion: June 2018)

3.3. BUDGET MONITORING

3.3.A. BACKGROUND AND FINDINGS

From 2014 to 2016, the Direction de l’habitation had an annual budget envelope of 
approximately $11.5 million dedicated to the revitalization of central neighbourhoods, to 
be used in providing subsidies for the programs of Home Ownership, Major Residential 
Renovation, Renovation à la carte and Stabilization of Residential Building Foundations,  
as well as the AccèsLogis bonus.

First, we should note that the processing of housing subsidies involves the commitment 
of a certain sum when the amount of a provisional subsidy has been approved by the Dir-
ection de l’habitation (or delegated person). Subsidies are paid only when the acquisition 
of the property is completed or the renovation work is finished, and when all the conditions 
set out in the by-laws have been met. Under the current programs, the disbursement of 
subsidies can take one, two or even three years. 

We should also note that the Direction de l’habitation uses the SDSR application to process 
subsidy requests (from receipt to final payment). All commitments and subsidy payments 
are recorded via this SDSR application. Although it is only an auxiliary application to the 
city's accounting system, the two systems do communicate with each other when issuing 
subsidy cheques.

In our audit, we wanted to examine how the budget envelope was distributed among 
the current subsidy programs. We also wanted to assess whether this budget allocation 
was in keeping with the city's priorities in housing policy (e.g., the Plan to Keep Families  
in Montréal). Lastly, we examined how this envelope was being used in the granting of 
subsidies. 

Each year, when the budget envelope is being distributed among the subsidy programs, 
the Direction de l’habitation must first take into consideration any commitments made in 
previous years which, according to its forecasts, will need to be disbursed that year. The 
balance of the budget envelope will then be available for disbursements arising from new 
subsidy applications. 

To evaluate the extent to which the funds in the budget envelope were being allocated 
in line with the city's priorities, we examined working documents obtained from the  
Direction de l’habitation. Our examination revealed that the distribution of funds among 
the subsidy programs basically corresponded to the total disbursements of the previous 
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year, and not to the priorities arising from the targets set. Since some subsidy programs 
had not stimulated the desired public interest and had failed to generate sufficient volumes 
of applications, the Direction de l’habitation was able to respond to all requests received 
and did not have to choose among programs, nor prioritize which clienteles to support. 
For example, the Direction de l’habitation did not have to screen the applications received 
under the Home Ownership and Major Residential Renovation programs to favour families, 
so as to meet the targets of its Plan to Keep Families in Montréal and to reject subsidy 
applications not coming from families. Based on the information obtained, it would have 
been desirable to allocate the housing subsidy budget according to priorities, but to do so 
would have required sufficient public demand. On this subject, we believe that a review of 
the subsidy programs should be carried out to meet the set targets. We will come back to 
this point in the section dealing with accountability.

As for the management of the budget envelope in the city's accounting system, the  
Direction de l’habitation administers its budget envelope to meet its operating budget.  
It has to plan its yearly expenses on an annual basis. 

In our opinion, financing the subsidies out of the operating budget makes the management 
of housing budgets risky, since the progress of planned projects is often beyond the con-
trol of the Direction de l’habitation. When a subsidy application is approved by the Direction 
de l’habitation, it implies that funds are committed for work to be carried out over a period 
of up to three years, among other things. But there is no assurance that the budgets for 
this will be renewed in subsequent years. In addition, if renovation projects have to be 
delayed in the course of the year, the disbursements will not be made as planned. Such 
a situation would entail the risk of creating budget surpluses at the end of the year that 
could not be used by the Direction de l’habitation since, in the accounting system, they 
would be transferred to accumulated surpluses. Furthermore, the Direction de l’habitation 
would have to disburse the subsidy the following year, which would reduce the amounts 
available for granting new subsidies (new commitments). We are of the opinion that using 
a disbursement budget is not a suitable method for managing subsidy programs. 

In examining the financial results of the last few years, we noted that in 2016 only $6.8 mil-
lion was disbursed, compared to a budget of $13.8 million. The discrepancy can in part be 
explained by disbursements that were planned for the AccèsLogis bonus but not carried. 

Our research shows that, for several years, other Québec municipalities have been admin-
istering their subsidies based on their Three-Year Capital Works Program. This allows 
them to commit budgets when the subsidies are approved and thus avoid losing part of 
them if the disbursement forecasts do not work out as expected. Considering that housing 
subsidies, by their very nature, cannot be capitalized, this method is debatable. To facilitate 
management of the budget envelope dedicated to housing subsidies, we think that other 
options should be studied (e.g., a dedicated fund for subsidy programs). We are of the 
opinion that a review is in order, given that a framework agreement on the commitments 
of the Government of Québec and the city to recognize the special status of the metrop-
olis was signed in December 2016. As mentioned in the introduction, this provides for  
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the signing of another agreement regarding the transfer of housing responsibilities and 
related budgets currently administered by the SHQ. Given that the budget envelope to 
be administered will be even larger, we believe that the accounting mechanisms should  
be reviewed to facilitate their management. 

 

RECOMMENDATION

3.3.B. We recommend that the Direction générale review the accounting 
mechanisms for budgets dedicated to housing subsidy programs, 
in order to determine the most suitable method for administering 
them, with a view to facilitating their management and ensuring 
that these funds are used for their intended purposes.

BUSINESS UNIT’S RESPONSE

3.3.B. Direction générale

[TRANSLATION] At the request of the Direction générale, the Service 
des finances has already begun a review of the possible avenues for 
managing the budgets dedicated to housing: operating budget, loan 
by-law (even if this spending cannot be capitalized) or other formulas.  
The review will be completed in 2018. (Planned completion: June 2018)

If required, changes to the way these budgets are managed will be 
implemented in the 2019 budget. (Planned completion: budget 2019)

3.4. ACCOUNTABILITY

3.4.A.  BACKGROUND AND FINDINGS

Accountability must demonstrate the alignment between mission, priorities and results 
achieved. It requires that structured accountability mechanisms be put in place to hold 
those responsible accountable for their management of the activities being carried out. 
These accountability mechanisms must also enable the managers responsible to report 
on the achievement of set objectives. 

Regarding the management of the programs for housing subsidies, management reports 
should be produced periodically to evaluate the results obtained for each of the pro-
grams. These reports should at a minimum establish links between the budgets allocated,  
the number of subsidy applications anticipated and received, the number of applications 
authorized, the amounts committed and disbursed for each program, and the results com-
pared to previous years. 

Considering that the subsidy programs have existed for some years, periodic reports 
should make it possible to reconcile the results achieved for each of the programs with the 
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objectives set. In addition, results should be compared to the cost. These reports should 
also permit an assessment of the effectiveness of existing programs.

As part of our audit, we evaluated whether the accountability mechanisms in place were 
able to provide relevant and useful information to aid the decision-making of the Direction 
de l’habitation and the municipal administration. 

We found that many management reports had been produced monthly for the Direction de 
l’habitation. Reports were also produced for the responsible elected official on the Execu-
tive Committee. We examined the following accountability documents as they related to 
the subsidy programs: 

• Bilan des programmes municipaux d’aide financière en habitation (November 2014 - 
April 2015): This was conducted to assess the impact of the new financial terms and 
conditions of municipal programs. In our opinion, when this report was produced, little 
time had elapsed since the programs were created. No further reporting was subse-
quently produced for these programs. 

• 2017 Budget Estimates: These were produced by the Service de la mise en valeur du 
territoire and submitted to the members of the Commission sur les finances et l’admin-
istration in December 2016. In this document, the Direction de l’habitation summarizes 
its objectives and achievements for the past year (2016), and objectives for the following 
year (2017). Regarding the subsidy programs, we note that the 2016 targets were not 
measurable. Most of the stated achievements are quantified, but we are unable to assess 
the achievement of the objectives. The primary purpose of the exercise is to approve the 
budget of the Service de la mise en valeur du territoire and, in turn, that of the Direction 
de l’habitation. However, the information presented does not permit an evaluation of  
the actual performance of the subsidy programs for the previous year.

• Mid-term review of the Plan to Keep Families in Montréal (June 2016): Since this Plan has 
come into force, it has been the first accountability report submitted to the elected official 
responsible for housing on the Executive Committee. It should be noted that the Plan to 
Keep Families in Montréal, adopted by the Executive Committee on August 21, 2013, had 
set clear objectives and targets. In addition, the overall objectives of this Plan had been 
recognized as housing issues for the city. Costs had also been estimated for the Plan. 

Upon examining this document, we noted that the mid-term accountability review of the 
Plan identifies set targets for the acquisition of residential dwelling units, and the reno-
vation and construction of family dwellings12, which are then compared to the results 
obtained for housing units. This accountability review also identifies possible solutions 
to correct the situation, but does not specify what actual corrective actions will be 
specifically taken (e.g., no decision was made to increase the proposed lump sums). 
Furthermore, we note that no reconciliation has been made between the results and  
the budget allocations granted, which we believe would have been appropriate. 

12 Dwelling units with three or more bedrooms.
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In addition, we did not find any specific accountability for each of the renovation and home 
ownership programs (Major Residential Renovation, Renovation à la carte and Stabilization 
of Residential Building Foundations) – the subject of our audit. As mentioned earlier in this 
report, the objectives set for each of the subsidy programs have not been expressed in 
measurable terms, which makes it difficult to report on the results achieved in comparison 
with the objectives. On the other hand, aspects of these programs were taken into con-
sideration in the mid-term review of the Plan to Keep Families in Montréal in so far as they 
contributed to the achievement of targets.

In conclusion, we are of the opinion that after three years of subsidy programs, the Direc-
tion de l’habitation should justify the results achieved for each one in terms of municipal 
administration priorities. Such an evaluation would be useful in making decisions regard-
ing each program – whether to maintain, revise or abandon it – as appropriate. We believe 
that the time is ripe for such an evaluation since an agreement will soon be signed with 
the Government of Québec on the transfer of housing responsibilities and corresponding 
budgets. 

RECOMMENDATIONS

3.4.B. We recommend that the Service de la mise en valeur du territoire 
put in place periodic accountability mechanisms for each of the 
housing subsidy programs that relate to the objectives set and that 
reflect the priorities of the municipal government, in order  
to evaluate the achievement of expected results. 

3.4.C. We recommend that the Direction générale obtain an evaluation 
of the results achieved for each subsidy program in relation to the 
municipal administration's priorities, in order to be able to make 
informed decisions about its future, i.e., whether to maintain, 
revise or abandon it. 

BUSINESS UNITS’ RESPONSES

3.4.B. Service de la mise en valeur du territoire

[TRANSLATION] A 10-year strategic housing vision and a 5-year action 
plan are being developed. The action plan will include, among other 
things, SMART targets and accountability mechanisms.  
(Planned completion: September 2018)

3.4.C. Direction générale
[TRANSLATION] The Direction générale agrees with this recommendation:  
it will ask the Service de la mise en valeur du territoire to provide an 
accountability report annually starting in 2018, taking into account the 
objectives of the Plan d’action en habitation that this department is  
tabling in 2018, and the objectives specific to each of the programs.  
(Planned completion: August 2019)
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4. CONCLUSION

In October 2014, city council adopted five new by-laws supporting five housing subsidy 
programs, demonstrating its willingness to financially support property acquisition and 
residential renovation, despite the withdrawal of financial assistance by the Government 
of Québec, as announced in its 2014-2015 budget. The new by-laws replaced those that 
had existed since 2003.

This decision made it possible, among other things, to continue encouraging families 
to stay in Montréal by granting them more advantageous subsidies when purchasing a 
property and by facilitating their qualification for renovation programs (Major Residential 
Renovation, Renovation à la carte). The targets of the Plan to Keep Families in Montréal, 
developed by the Direction de l’habitation and adopted in August 2013 by the Executive 
Committee, were kept despite the Government of Québec's withdrawal from the Renova-
tion Québec Program in 2014 and the knowledge that some targets could not be reached 
without Québec’s contribution. 

Considering that funding for housing subsidies comes out of public funds, the Service de 
la mise en valeur du territoire must demonstrate that such subsidies are being granted 
objectively and that all the requirements set out in the by-laws are being met at the sched-
uled time. The established procedure for processing subsidy applications must therefore 
be sufficiently rigorous and in compliance with the by-laws. In our audit work, we were not 
always able to obtain evidence of any such rigour with respect to follow-up on documents 
received in order to judge the eligibility of applications. Also, we were not always able to 
obtain evidence that the eligibility criteria and conditions were being met, either before or 
after the subsidies were paid, depending on the case. 

Although processing times for subsidy applications were summarily established by the 
Direction de l’habitation for each program for budget forecasting purposes, we found that 
the Direction de l’habitation does not always measure them systematically. In our opinion, 
this situation neither allow us to evaluate the efficiency of the city's service offering for 
each of the programs nor to identify, where appropriate, the improvements to be made. 

The budget envelope for housing subsidy programs is managed from the operating 
budget, while the Direction de l’habitation commits its subsidies over a period ranging 
from one to three years, with no certainty that the budget envelopes will be renewed from 
one year to the next. We believe that the accountability method for subsidies should be 
reviewed in order to facilitate the management of budget envelopes and to ensure that all 
funds are used for their intended purposes. 

Lastly, program-specific accountability mechanisms have not been put in place to evalu-
ate the extent to which each program’s specific objectives are being achieved. The fact 
that these objectives are currently expressed in non-measurable terms makes it difficult 
to evaluate them. With regard to municipal administration priorities, a mid-term review 
has been produced for the Plan to Keep Families in Montréal. This review shows that the 
set targets are unlikely to be achieved by the end of 2017. 



4.1. | HOUSING SUBSIDY PROGRAMS 

PAGE 122 | 2017 ANNUAL REPORT

(SERVICE DE LA MISE EN VALEUR DU TERRITOIRE)

Considering our overall findings and the amount of funding disbursed by the city since 
2014 – almost $29 million – we believe that the Service de la mise en valeur du terri-
toire must justify the results achieved for each of the subsidy programs in terms of the 
municipal administration's priorities. We also believe that the timing of this evaluation 
is appropriate since an agreement is expected to be signed regarding the transfer of 
housing responsibilities and related budgets by the Government of Québec under Bill 121  
(law on the metropolis). 
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5. APPENDIX

5.1. PURPOSE AND EVALUATION CRITERIA

PURPOSE

The purpose of the audit was to evaluate the extent to which housing subsidies:

• are being objectively awarded to applicants;

• are subject to rigorous monitoring in their compliance with the conditions set out in  
the applicable by-laws; and

• meet the priorities of the municipal administration.

EVALUATION CRITERIA

• A general objective guides the allocation of subsidies within the framework of the  
programs adopted by city council.

• All subsidy applications are analyzed on the basis of recognized criteria within a reason-
able time.

• The calculation and payment of subsidies comply with the provisions set out in the hous-
ing subsidy by-laws.

• Following the payment of subsidies, a follow-up on the beneficiaries' obligations,  
as provided for in the by-laws (special conditions), is performed.

• Accountability mechanisms are in place to demonstrate the use of the housing subsidy 
amounts in relation to the priorities established by the municipal administration.
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In addition to these 
results, we have 
formulated various 
recommendations 
for the business 
units. 

The details of these 
recommendations 
and our conclusion 
are outlined in 
our audit report, 
presented in the 
following pages. 

Note that the 
business units have 
had the opportunity 
to formulate their 
comments, which 
appear after the 
audit report recom-
mendations.

SUMMARY OF THE AUDIT

OBJECTIVE
To ensure that the city has taken the measures required to reach the objectives on organic 
waste management set out in the Sustainable Montréal 2016-2020 Plan and in the Plan 
directeur de gestion des matières résiduelles 2010-2014 of the Montréal agglomeration in 
keeping with the Québec residual materials management policy.

RESULTS

In recent years, the management of organic waste has become a major environmental 
issue. Significant efforts have been made to date to increase the recovery rate of these 
materials. However, given that the 20% recovery rate for 2016 is relatively low compared  
to the government’s target of 60% – a target whose deadline is constantly being postponed 
– we believe that improvements in the following main areas are needed:

• The city’s organic waste management strategy needs to be reviewed to ensure compli-
ance with the government’s new requirements on the recycling of reclaimable municipal 
sludge and organic waste produced by the Industrial, Commercial and Institutional (ICI) 
sectors.

• No alternative measures regarding the capacity of future treatment plants have been 
developed or documented by the city to handle a situation involving an organic waste 
diversion rate that would different from what is expected.

• Government funding provided for the construction of organic waste treatment plants 
could be in jeopardy should the number of residential occupancy units the city plans  
on serving by 2019 is not increased with the addition of residential buildings of nine  
or more units.

• No measure has been taken to present and enforce the city by-law on collection services 
(organic waste).

• A performance evaluation of organic waste collection in all sectors where it has been 
implemented will need to be conducted periodically.

• The communication and awareness plans and their related budgets have not been 
aligned to ensure the long-term sustained growth of citizen participation rates in organic 
waste collection.

• The boroughs are not providing periodic reports to the executive committee or the Ser-
vice de l’environnement on the responsibilities assigned to them under the organic waste 
management regulation, even though this requirement is explicitly mentioned.
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1. BACKGROUND

For decades, the management of residual materials1 involved diverting all waste to landfill 
sites, where it would be buried. This approach is now a thing of the past. For more than 
20 years now, Quebecers have been made aware of the importance of recycling paper, 
cardboard, metal, glass and plastic. In the last ten years or so, attention has now turned 
to avoiding the disposal of organic waste2, considered to be the main source of pollution 
associated with landfill sites. Based on a characterization study carried out for Recyc-
Québec in 2012-2013, of all the residual materials produced by households in Québec, 
organic waste makes up the largest proportion, with an overall share of 47%. This is 
followed by recyclable materials (35%), Construction, Renovation and Demolition waste 
(CRD) (8%) and bulky items (4%). The remaining 6% corresponds to Hazardous Household 
Waste (HHW), textiles and other various materials3.

The advantage of diverting organic waste away from landfills is two-fold. On the one 
hand, landfills have a limited capacity and sending waste that could otherwise be reused, 
recycled or reclaimed reduces the lifespan of these sites. On the other hand, when organic 
waste decomposes in the absence of oxygen, as is the case in landfill sites, it produces 
methane (CH4), a greenhouse gas with global warming potential 21 times greater than  
carbon dioxide (CO2)

4. Over time, the CH4 can return to the surface and escape into the 
atmosphere, not to mention that the organic components released during the fermentation 
of the material can contaminate both surface and ground water, making it unfit for drinking 
and even for aquatic life5. 

Conversely, the sustainable management of organic waste can still involve the absence  
of oxygen as in landfill sites, but this time under controlled conditions in order to maximize  
the production and recovery of CH4. Thus recovered, the CH4 can then be used in other 
ways, such as introducing it into the natural gas distribution network, rather than allowing  
it to be released into the atmosphere. This technology is known as “biomethanization.” 
Organic waste can also be processed in the absence of oxygen using “composting” 
technology, which involves producing compost that can subsequently be used to fertilize 
farmland or green spaces. Including the sustainable management of organic waste into  
a wider residual materials management strategy is actually one of the ways to fight climate 
change.

1 Refers to materials and items discarded by households and by the industrial, commercial and  
 institutional sector for reclaiming (recovered, recycled, reused or converted into compost)  
 or disposal. Refers to residual materials considered to be organic (leaves, grass, table scraps, 
 sludge) and residual materials considered to be recyclable (metal, glass, cardboard, paper, plastic).
2 Broadly speaking, organic waste includes food waste, yard waste (also called green waste)  
 and municipal sludge (including sludge from septic tanks).
3 Rapport synthèse - Caractérisation des matières résiduelles du secteur résidentiel 2012-2013,  
 Recyc-Québec et Eco Entreprises Québec, August 2015. (In French only).
4 Source: Changes in Atmospheric Constituents and in Radiative Forcing, chapter 2, page 212.
5 Source: Ministry of Sustainable Development, Environment and Fight against Climate Change.
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On the legislative front, it should be noted that the Environmental Quality Act6 sets the 
guidelines for the management of residual materials. It stipulates, among other things, that 
each regional municipality, such as the Communauté métropolitaine de Montréal (CMM), 
is required to develop and maintain in force a residual materials management plan (sec-
tion 53.7). It also states that each local municipality must take the necessary measures to 
implement this residual materials management plan in its territory (section 53.24). In other 
words, Ville de Montréal (the city), along with the 81 other municipalities of the CMM, are 
required to follow the CMM’s management plan on residual materials. 

The Environmental Quality Act led to the February 2011 adoption by the Minister of Sustain-
able Development, Environment and Parks7 of the Québec residual materials management 
policy (the Policy). The Policy establishes, among many things, the objectives and strat-
egies in the recycling, reclaiming and reduction of residual materials to be disposed of in 
the short, medium and long term. It is accompanied by the 2011-2015 Five-Year Action Plan, 
which had set targets to be reached by the end of 2015, more specifically to recycle: 

• 70% of paper, cardboard, plastic, glass and metal waste;

• 60% of putrescible organic waste.

On January 28, 2017, following its review and approval by the provincial government, the 
Plan métropolitain de gestion des matières résiduelles (PMGMR) of the CMM for 2015-
2020 came into force. The new plan makes it a priority to reclaim organic waste rather 
than diverting it to landfills. It should be pointed out that following amendments8 to the 
Environmental Quality Actmade in March 2017, the management plan is now to be reviewed 
every seven years, rather than every five years. In light of the 2017 amendments and given 
that the current PMGMR of the CMM came into force two years late, it will be valid until 
2024. That being said, for the purposes of this report, we will refer to the CMM plan as the 
PMGMR 2015-2020.

For its part, the Montréal agglomeration developed the Plan directeur de gestion des 
matières résiduelles (PDGMR). The most recent PDGMR to date covers the period from 
2010 to 2014. According to the information obtained, the next PDGMR could be adopted 
in 2019.

In June 2016, the Montréal agglomeration also adopted the Sustainable Montréal 2016-
2020 Plan which replaced the Montréal Community Sustainable Development Plan 2010-
2015. The new plan provides the framework governing sustainable development for the 
next five years and aims to reach, by 2020, the government objectives for the reclaiming of 
recyclable materials (70%) and organic waste (60%).

6 CQLR, chapter Q-2, section 53.4, paragraph 53.24.
7 Now the Ministry of Sustainable Development, Environment and Fight against Climate Change.
8 Act to amend the Environmental Quality Act to modernize the environmental authorization scheme and 
  to amend other legislative provisions, in particular to reform the governance of the Green Fund, CQLR.,  
 2017, chapter 4.
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In terms of the division of powers in matters related to the management of residual materi-
als, let us begin by noting the following: 

• Under the Act respecting the exercise of certain municipal powers in certain urban 
agglomerations9, the agglomeration is responsible for the development of the PDGMR, 
for reclaiming and disposing of residual materials and for any other aspect involving 
the management of hazardous materials and infrastructures. According to this Act,  
as a central municipality, the city has jurisdiction in its own territory and in the territory 
of any other related municipality. At the city level, these responsibilities are handled  
by the Service de l’environnement reporting to the Direction générale adjointe au 
développement, which is in charge, among many things, of producing the PDGMR and 
managing the operations involving the processing of collected residual materials for  
the purpose of reclaiming or disposing of them;

• The boroughs of the city (under the Charter of Ville de Montréal10 (the “Charter”)) and 
related municipalities (under the Municipal Powers Act11) are responsible for the collec-
tion and transportation of residual materials to recovery sites or landfills determined 
by the agglomeration (i.e., the Service de l’environnement). Regarding the boroughs, 
however, in 201412 and for the purpose of harmonizing collection services, city coun-
cil declared its jurisdiction over the removal, transportation and disposal of residual 
materials for a period of two years under section 85.5 of the Charter as of January 1, 
2015. In 2016, this declaration of jurisdiction was extended until December 31, 201813.  
The related municipalities have maintained their responsibilities in this respect.

Following the 2014 declaration of jurisdiction by the city council, the Service de l’environne-
ment is now in charge of planning and coordinating the awarding of contracts for the collec-
tion and transportation of residual materials, in collaboration with the boroughs. In return, 
all operational activities have been delegated to the boroughs following an amendment 
made to the internal regulation on the delegation of the city council powers to borough 
councils14, which stipulates the following with regard to residual materials: 

[TRANSLATION] “City council delegates the following powers to the borough councils: 

[…] the application of the by-law on the removal, transportation and disposal of residual 
materials and related responsibilities, including the follow up and management of contracts, 
communication with citizens, the management of citizen requests and the distribution  
of collection receptacles […]. "

9 CQLR, chapter E-20.001, chapter II, section 19.
10 CQLR, chapter C-11.4.
11 CQLR, chapter C-47.1.
12 Resolution CM14 1126.
13 Resolution CM16 1455.
14 City council, by-law 02-002, adopted on December 18, 2001, subparagraph 1, section 1, paragraph 12.
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That being said, the mission of the Service the l’environnement is to improve the quality  
of life and living environments of the citizens of the agglomeration of Montréal by:

• Raising public awareness on environmental issues;

• Promoting and managing the quality of the physical environment;

• Working on the responsible management of residual materials and resources in the ter-
ritory.

Two divisions under the Direction de la gestion des matières résiduelles are particularly 
involved in this front.

• The Division collecte, transport et traitement des matières résiduelles;

• The Division soutien technique, infrastructure, Saint-Michel Environmental Complex 
(SMEC).

Other business units support the Service de l’environnement in implementing organic 
waste management. These include the Service des communications directly under  
the Direction générale, which works closely with the Service de l’environnement on devel-
oping and implementing public awareness campaigns to encourage citizen participation 
in organic waste collection. In addition, the Service de l’eau, under the Direction générale 
adjointe au développement, ensures, among other things, the management of sludge from 
wastewater treatment plants.

For its part, the Bureau du développement durable, under the Direction générale adjointe 
à la qualité de vie, is in charge of developing and coordinating the implementation of  
the Sustainable Montréal 2016-2020 Plan and of monitoring its progress and mobilizing 
partner involvement in this respect. 

Lastly, based on information from the latest compilation in the Portrait 2016 des matières 
résiduelles de l’agglomération de Montréal, the diversion rate for organic household waste15 
was 20%, up three percentage points compared to the previous year (17%). It is clear that 
the rate of organic waste recovered and diverted away from landfills is on the rise and 
moving toward the government target of 60%. However, much remains to be done in order 
to change the daily habits of citizens and encourage their participation in the recovery  
of the organic waste they produce every day.

15 Refers to the overall built environment including residential buildings of eight units or less and those  
 of nine units or more.
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2. PURPOSE AND SCOPE OF THE AUDIT

In accordance with the provisions of the Cities and Towns Act, we have conducted a value-
for-money audit of organic waste management. This audit was performed in compliance 
with the Canadian Standard on Assurance Engagement (CSAE) 3001 of the CPA Canada 
Handbook – Assurance. 

The purpose of the audit was to ensure that the city has taken the measures required  
to reach the objectives of organic waste management set out in the Sustainable Montréal 
2016-2020 Plan and in the Plan directeur de gestion des matières résiduelles 2010-2014  
of the Montréal agglomeration in keeping with the Québec residual materials management 
policy.

The role of the Auditor General of Ville de Montréal is to provide a conclusion regarding 
the purpose of the audit. To do so, we have collected a sufficient amount of relevant evi-
dence on which to base our conclusion and to obtain a reasonable level of assurance.  
Our evaluation is based on criteria we have deemed valid for the purpose of this audit.  
They are presented in Appendix 5.3.

The Auditor General of Ville de Montréal applies the Canadian Standard on Quality Control 
(CSQC 1) of the CPA Canada Handbook – Assurance and, consequently, maintains a com-
prehensive quality control system that includes documented policies and procedures with 
respect to compliance with ethical guidelines, professional standards and applicable legal 
and regulatory requirements. It also complies with regulations on independence and other 
ethical guidelines of the Code of Ethics of Chartered Professional Accountants, which  
is governed by fundamental principles of integrity, professional competence, diligence, 
confidentiality and professional conduct. 

Our audit work focused on the years 2015 to 2017. However, for some aspects, data prior 
to these years were also considered. Most of the audit work was carried out from June 
2017 to October 2017, but we also took into consideration information given to us until 
December 2017. 

This work was performed primarily with the following business units:

• Le Service de l’environnement (Division collecte, transport et traitement des matières 
résiduelles et Division du soutien technique, infrastructure, SMEC both under the Direc-
tion de la gestion des matières résiduelles);

• Le Service des communications (Direction Partenaires d’affaires en communication);

• Le Service de l’eau (Direction de l’épuration des eaux usées – Division ingénierie  
et procédés);

• Le Bureau du développement durable;
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• Mercier–Hochelaga-Maisonneuve borough:

 – Direction des travaux publics: Division des études techniques, Division de la voirie 
under the Direction des travaux publics;

 – Direction de l’arrondissement: Division relations avec les citoyens et communication;

• Rivière-des-Prairies–Pointe-aux-Trembles borough;

 – Direction des travaux publics: Division de la voirie – Section des travaux et déneige-
ment;

 – Direction de l’arrondissement: Division relations avec les citoyens et communication;

 – Direction du développement du territoire et des études techniques: Division de 
l’ingénierie;

• Rosemont–La Petite-Patrie borough:

 – Direction des travaux publics: Division de la voirie;

 – Direction de l’arrondissement: Division des communications;

• Saint-Laurent borough:

 – Direction des travaux publics: Division de l’environnement et de la protection du  
territoire;

 – Direction de l’arrondissement: Division des communications et des relations avec les 
citoyens.

Upon completing our audit work, we presented a draft audit report to the managers of each 
of the audited business units for discussion purposes. The final report was then forwarded 
to the Direction générale and to each of the business units involved in the audit in order  
to obtain action plans and timetables for their implementation.
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3. AUDIT RESULTS

3.1. ORGANIC WASTE MANAGEMENT STRATEGY

3.1.1. GOVERNMENT AND REGIONAL REQUIREMENTS 
 FOR ORGANIC WASTE MANAGEMENT

3.1.1.A. BACKGROUND AND FINDINGS

To promote the sustainable management of residual materials in Québec and encourage 
the recycling and reclaiming of organic waste rather than its landfilling, the government 
has stepped up its efforts by adopting over the years a legislative framework to promote 
its collective management. The responsibilities given to municipalities in this respect rep-
resent a challenge, since they are required to take measures that comply with government 
standards and reach recycling targets set by the government. 

As such, this section features an overview of the evolution of government and regional  
(in this case the CMM) requirements regarding measures to be included in the manage-
ment plan on residual materials and how it compares to the strategy introduced by the city.

It should also be added that under the provisions of the Environmental Quality Act16, 
the provincial government adopted the Québec residual materials management policy 
(the Policy), with the latest version dating back to 2011. The Policy aims to encourage 
behaviour that is more respectful of the environment and promote better residual materials 
management and consumption practices. To this end, it specifies that residual materials 
management is based on a regional planning approach for all waste produced in municipal 
territories. Moreover, it makes regional municipalities (in this case the CMM) responsible 
for this planning and for ensuring that their management plan covers all generators of 
residual materials within their boundaries. 

The Policy aims to create a zero-waste society that maximizes added value through the 
sound management of residual materials. To help meet this goal, the Policy includes 
measures that address three major challenges of residual materials management: 

• Ending resource waste;

• Promoting the achievement of the goals of the Climate Change Action Plan and of the 
Québec Energy Strategy;

• Making all stakeholders involved responsible for residual materials management.

16 CQLR, chapter Q-2, a.53.7.
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As previously mentioned, this Policy is accompanied by the 2011-2015 Five-Year Action 
Plan, which set targets to be reached by the end of 2015, including recycling: 

• 70% of paper, cardboard, plastic, glass and metal waste;

• 60% of putrescible organic waste.

The 2011-2015 Plan also proposed ten strategies on residual materials management,  
one of which is to ban the disposal of organic waste in landfills by 2020. One of the actions 
implemented by the government to reduce the amount of organic waste to be landfilled 
and to promote the achievement of the 60% recycling target was the launch of a fund-
ing program for the construction of Organic Waste Treatment Plants (OWTP), known as 
the Program for the Treatment of Organic Matter through Biomethanization and Composting  
(a provincial financial aid program)17. This program, which is under the responsibility of the 
Minister of the Environment, will be further discussed in the section 3.1.3 on the implemen-
tation of OWTP.

The 2011 Policy replaced the policy that covered the period from 1998 to 2008. In terms  
of scope, the 2011 Policy applies to all residual materials generated in Québec by house-
holds (residential buildings of eight units or less and residential buildings of nine units or 
more) and by the Industrial, Commercial and Institutional (ICI) sector. These materials also 
include municipal sludge generated by the city’s wastewater treatment plants. In contrast, 
the previous Policy (1998-2008) had established reclaiming targets that differed based 
on the sector (municipal, ICI or CRD) and type of material (e.g., organic, HHW, textiles) 
involved. At that time, municipalities were only responsible for taking measures to reclaim 
organic waste produced in its territory (food and green waste), but not for municipal sludge 
or materials generated by the ICI sector, which was responsible for the disposal of its own 
waste. In both of these policies, however, the target for reclaiming organic waste was set 
at 60%.

For its part, the CMM adopted a PMGMR in accordance with the legislative provisions of 
the Environmental Quality Act. The PMGMR sets out, for the 82 municipalities of the CMM, 
the orientations and targets to be met in terms of recycling, reclaiming and disposing of 
residual materials and a description of the measures to be implemented in order to reach 
these objectives. The most recent PMGMR of the CMM for 2015-2020 came into force 
in January 2017. The plan replaced the former PMGMR, which covered the period from 
2006-2011. 

The former PMGMR of the CMM, which reflected the principles of the 1998-2008 Policy, 
featured a 60% organic waste recycling target as one of its goals. Consequently, municipal-
ities were required to implement the following measures: 

17 The initial legislative framework of this provincial funding program for 2012-2019 was approved  
 by the Conseil du trésor du Québec on July 3, 2012. A new legislative framework for 2012-2022  
 was approved on August 29, 2017.
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• Implement a door-to-door collection service for food and green waste in residential 
buildings of eight units or less;

• Conduct a pilot project on the collection of organic waste in residential buildings of nine 
units or more;

• Carry out a study to evaluate the feasibility of reclaiming the sludge produced by waste-
water treatment plants.

The new 2015-2020 PMGMR of the CMM, which reflects the principles outlined in the 2011 
Policy, also has a 60% target for the recycling of organic waste. However, in addition to the 
measure of the door-to-door collection of food and green waste in residential buildings  
of eight units or less, the new plan also requires municipalities of the CMM to implement 
the main following measures:

• Ensure service to members of the ICI sector that produce organic waste that is similar 
in terms of quality and quantity to the organic waste produced by households (house-
hold-type organic waste). For ICI members that are similar to households in terms  
of organic waste production, the city is required to provide them a collection receptacle 
(e.g., a bin) and proceed with the collection and transportation of these materials; 

• Install recycling receptacles for organic waste in all municipal buildings and public areas, 
where traffic warrants it;

• Send reusable sludge to a recycling facility.

As for residential buildings of nine units or more, the PMGMR does not contain any obliga-
tions for the municipalities, but the CMM proposes to support municipal projects that aim 
to increase the quantity of organic waste recycled.

In light of these new obligations, it is clear that any evaluation of progress made toward 
the 60% target (recycling rate) will now need to include organic waste collected from resi-
dential buildings of eight units or less, ICI members that produce household-type organic 
waste and reusable sludge from wastewater treatment plants. 

As for the city, the Montréal agglomeration, represented by the Service de l’environnement, 
opted for a PDGMR18. The adoption of this plan is not mandatory since, by law, all muni-
cipalities of the CMM are required to follow the CMM’s PMGMR. Should a city choose to 
adopt its own plan, however, it must comply with the minimum requirement of the CMM 
plan and be as restrictive. The most recent PDGMR to date covers the period from 2010 
to 2014. In this PDGMR, the Montréal agglomeration set a target for the management of 
residual materials of recycling 60% of organic waste generated by households within five 
years of its coming into force and of 80% in the subsequent five years (in other words, ten 

18 Adopted by the urban agglomeration council, resolution CG09 0346, August 27, 2009.
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years after the introduction of the PDGMR). The main measures of the 2010-2014 PDGMR 
are as follows: 

• Provide collection receptacles for food and green waste to residential buildings of eight 
units or less;

• Offer a collection service for food and green waste for residential buildings of eight units 
or less;

• Operate organic waste treatment infrastructures (for food and green waste);

• Carry out a study on recycling municipal sludge from wastewater treatment plants.

In Appendix 5.1 a diagram shows the periods covered by the two Québec policies on  
the management of residual materials, the different PMGMR of the CMM and the PDGMR 
of the Montréal agglomeration. The diagram shows that when the 2010-2014 PDGMR  
of the agglomeration came into effect, the current Québec policy and its 2011-2015 action 
plan were not yet in force. It is primarily for this reason that the 2006-2011 PMGMR of the 
CMM and the 2010-2014 PDGMR of the agglomeration focus exclusively on the residential 
sector for the collection of organic waste, since this reflects the only obligation munici-
palities had under the former Policy (1998-2008). In fact, this Policy made a distinction 
between residual materials to be managed by municipalities and those to be managed 
privately by the ICI sector. While the former government policy required municipalities to 
focus on the totality of the built environment, the actions to be taken under the 2006-2011 
PMGMR and the 2010-2014 PDGMR targeted only residential buildings of eight units or 
less in terms of organic waste management.

In addition, to carry the actions of the PDGRM, the Service de l’environnement developed 
the Stratégie montréalaise d’implantation de la collecte des résidus alimentaires 2015-2019 
(the Strategy). We noted that the Strategy uses an Excel spreadsheet that lists the number 
of organic waste collection bins to be distributed every year from 2015 to 2019 in order 
to reach 100% coverage by 2019. The spreadsheet shows this information for each of  
the 19 boroughs of the city and is based on the respective number of residential buildings 
of eight units or less19. The related municipalities of the agglomeration are not covered  
by this Strategy. It should be noted that this is a local responsibility and that unlike the bor-
oughs of the city, whose responsibilities in this respect were transferred to the central city, 
related municipalities are still responsible for the collection and transportation of resid-
ual materials under the Municipal Powers Act20. Based on information obtained from the 
employees of the Service de l’environnement, this Strategy was approved by the Direction 
générale and presented to the senior management committee in August 2015. We did not, 
however, find explicit evidence of its approval.

19 Calculated based on data from the land register of February 2015.
20 CQLR, chapter C-47.1.
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As can be seen, the strategy used thus far to manage organic waste deals with food and 
green waste produced by residential buildings of eight units or less. The actions featured 
in the PDGMR 2010-2014 focused on these materials and generators of waste. There is, 
however, another source of organic waste the city now needs to take into account in order 
to comply with government requirements and the new PMGMR adopted by the CMM on 
January 28, 2017. 

First, as previously mentioned, the CMM’s new 2015-2020 PMGMR does not require  
the city to introduce organic waste collection in residential buildings of nine units or more. 
On this front, while we have found no formal evidence for this in the documents pertaining 
to the strategy, it would seem that the Service de l’environnement allows boroughs to 
extend the collection of organic waste to a few residential buildings of nine units or more. 
A maximum equal to 10% of the number of residential buildings of eight units or less was 
allowed. Certain boroughs availed themselves of this option. The topic will be covered  
in the section 3.1.2, which deals with the implementation of food waste collection. 

During our audit work, the Service de l’environnement mentioned its intention to carry out 
a survey among the boroughs to obtain a more complete picture of the number of resi-
dential buildings of nine units or more that already have collection receptacles. It also 
asked the Research Chair in Waste Recovery of École Polytechnique de Montréal to study 
the variation in the quantity of organic waste generated by buildings of nine units or more 
and whether the type of organic waste set out in the bins comply with the requirements 
in this respect. This survey and research will help the Service de l’environnement to target 
the types of buildings with nine units or more where organic waste collection could be 
introduced.

Second, when the new PMGMR of the CMM came into effect in January 2017, it made  
it mandatory for the city to include in its collection service the ICI generating household-type 
organic waste. In light of the information obtained, it would appear that the Service de 
l’environnement is not able to say how many such ICI members in its territory could be 
targeted by this measure. The Service de l’environnement also mentioned that certain ICI 
members previously had access to collection receptacles, but it does not have a specific 
list of these members. Boroughs will need to be surveyed on this topic. Under the circum-
stances, we believe that the Service de l’environnement will need to make every effort  
to produce a complete, up-to-date inventory of all ICI members that produce household-type 
organic waste in its territory so that the necessary measures can be taken to serve and 
inform this sector, thus complying with the requirements of the government and of the 
PMGMR of the CMM.

Third, reusable municipal sludge (in particular sludge from wastewater treatment plants) 
must now be diverted away from landfills. In the former PMGMR of the CMM and current 
PDGMR, the city was required to conduct various studies to determine the feasibility of 
reusing sludge and whether the energy balance of the current sludge incineration process 
could be positive – in other words, whether its incineration generates more energy than 
it requires. Let us recall that wastewater treatment plants are operated by the Service de 
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l’eau, which is responsible for finding ways to reuse the sludge generated by the wastewater 
treatment process. According to data we obtained, the plants generate 330,000 tons (t) 
of sludge annually, which when incinerated produces 45,000 t of ashes. The managers 
of this business unit we met explained that measures have been taken for some years 
now in order to find ways to reuse the sludge or ashes generated by the incineration  
process. In 2014, a study on the characterization and recycling of the ashes was conducted. 
A research program was also carried out to evaluate the possibility of using the ashes  
for agricultural purposes. The results opened promising avenues and, in 2016, the Service 
de l’eau obtained from the Canadian Food Inspection Agency a certificate recognizing the 
“Fertili Cendres” as agricultural fertilizer, which allows the ashes to be used by farmers 
as a soil amendment. According to the managers we met, many measures still need to 
be implemented. For example, the incinerators need to be improved to make them more 
energy efficient. In this respect, in August 2017, a public call for tenders was launched for 
professional engineering services to prepare a feasibility study on alternative solutions to 
incinerators of the city’s wastewater treatment plant. The technical specification of the call 
for tenders included the analysis of various solutions previously identified by the Service 
de l’eau, one of which was processing the sludge using biomethanization. Other uses must 
also be found for the ashes, since their use on farmland is limited to a few months a year. 
The Service de l’eau has followed up on the actions required under the 2010-2014 PMGMR 
of the agglomeration regarding a study on the reclaiming of municipal sludge. 

That being said, we are of the view that the Service de l’environnement will have no other 
choice but to take steps to implement the measures set forth in the new PMGMR of 
the CMM, which includes updating its organic waste management strategy. Regarding  
the achievement of the targets, the Service de l’environnement will need to refer to the time-
table set by the Ministère de l’Environnement and the CMM. Moreover, it should be noted 
that the timetables featured in various documents produced by these agencies do not have 
the same timing, meaning that they are not perfectly harmonized with one another. In our 
opinion, this situation creates confusion and makes it more difficult to align the actions  
to be taken with the deadlines to be respected.

• The 2011-2015 action plan that accompanies the latest government Policy is the last 
one published by the Ministère de l’Environnement. It stipulates that the 60% target  
for the recycling of organic waste was to be reached by 2015 and aimed to ban these 
materials from landfill sites by 2020;

• In early 2017, the Ministère de l’Environnement approved the new 2015-2020 PMGMR  
of the CMM. However, after reviewing this PMGRM, we note that the CMM aims to reach 
the 60% organic waste recycling and zero percent landfilling targets by 2025. While the 
documents we have consulted from the Ministère de l’Environnement do not explicitly 
mention this, we are assuming that the timetables can be postponed;

• Moreover, as previously mentioned, a few months after the January 2017 introduc-
tion of the 2015-2020 PMGMR of the CMM, the law was amended making the review 
of the management plan a requirement every seven years rather than every five years. 
According to the information obtained, this amendment is actually extending the current 
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PMGMR of the CMM to 2024. As a result, the timetables for the various measures of  
the plan may need to be revised.

Under the circumstances, given that the Montréal agglomeration may possibly produce  
a new updated PDGMR, we believe it may be advisable for the city to lobby the CMM 
and, at the same time, the Ministère de l’Environnement, so that measures may be taken  
to harmonize the timetables, thus avoiding any confusion and ensuring that all stakeholders 
involved may contribute to the achievement of the objectives within the same timetables.

RECOMMENDATIONS

3.1.1.B. We recommend that the Service de l’environnement take the 
necessary measures to obtain a comprehensive and up-to-date 
inventory of all members of the institutional, commercial and 
industrial sector targeted by the Plan métropolitain de gestion 
des matières résiduelles in its territory and all existing residential 
buildings of nine units or more so that it may have, at its disposal, 
all the relevant information needed to develop its strategy on  
the management of organic waste.

3.1.1.C. We recommend that the Service de l’environnement review its 
organic waste management strategy to include all recyclable 
materials targeted by the Plan métropolitain de gestion des matières 
résiduelles 2015-2020 of the Communauté métropolitaine  
de Montréal and that it comply with government requirements  
in this respect, thus contributing to the achievement of the targets 
established.

3.1.1.D. We recommend that the Service de l’environnement lobby  
the Communauté métropolitaine de Montréal and the Ministère  
de l’Environnement so that the timetables for the targets related  
to the management of organic waste be harmonized by way  
of avoiding all confusion and promoting compliance with these 
deadlines.

BUSINESS UNIT’S RESPONSES

3.1.1.B. Service de l’environnement

[TRANSLATION] Develop an action plan to estimate the deposits of 
household-type organic materials from institutions, businesses and 
industries, evaluate the current service and follow-up.

•   Submission of the action plan. (Planned completion: October 2018)

•   Achievement of plan actions in accordance with the timeframe.  
(Planned completion: June 2019)



4.2. | ORGANIC WASTE MANAGEMENT

PAGE 144 | 2017 ANNUAL REPORT

Develop a tracking tool that includes all existing buildings of nine  
or more units.

•  Integration of previously completed inventory of buildings served. 
(Planned completion: June 2019)

3.1.1.C. Service de l’environnement

[TRANSLATION] Based on the current processing capacity of external 
contracts, the strategy is to prioritize the gradual implementation of 
organic waste collection by 2019 in buildings of eight residential units 
or fewer and to collect organic waste from other client groups once the 
infrastructure is in place in 2020. In this situation, it will be necessary to: 

•   Specify the integrated strategy for the progressive deployment of  
household-type food waste management in buildings of nine residential 
units or more, as well as institutions, businesses and industries.  
(Planned completion: June 2019)

•   Collect data on municipal sludge from the Direction de l’épuration  
des eaux usées and add it to the annual residual materials management 
report (ref.: Recommendation 3.3.1.B).  
(Planned completion: March 2019)

3.1.1.D. Service de l’environnement

[TRANSLATION] Make the required presentations to the Communauté 
métropolitaine de Montréal and the Ministère du Développement durable, 
de l’Environnement et de la Lutte contre les changements climatiques 
to express our desire to harmonize the deadlines set for organic waste 
management targets. (Planned completion: June 2018)

3.1.2. IMPLEMENTATION OF THE ORGANIC WASTE MANAGEMENT  
 STRATEGY

3.1.2.A. BACKGROUND AND FINDINGS

To achieve the organic waste recycling target set forth in the 2010-2014 PDGMR for 
residential buildings of eight units or less, starting in 2015, the implementation of food 
waste collection in the Montréal territory intensified, just as the Service de l’environnement 
developed and deployed its Stratégie d’implantation de la collecte des résidus alimentaires 
2015-2019. The coordination of this initiative is under the responsibility of the Division  
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collecte, transport et traitement des matières résiduelles, which reports to the Service  
de l’environnement. As a reminder, this Strategy applies only to the city’s 19 boroughs. 
Municipalities related to the agglomeration are not covered by it. However, based on 
information obtained from the personnel of the Service de l’environnement, the majority 
of related municipalities have already implemented organic waste collection within their 
respective boundaries.

The Strategy developed by the Service de l’environnement took into consideration the fact 
that eight of the 19 boroughs had already started implementing the collection of food 
waste in 2014 or earlier. Consequently, approximately 18% of residential buildings of eight 
units or less already had access to this collection service. In addition, when the Strategy 
was launched, the green waste collection service, which was already in place, was serving 
100% of buildings.

The implementation of food waste collection entails the acquisition and distribution 
of collection receptacles: the counter bin used for table scraps and waste from meal 
preparation and the brown wheeled bin used to place the content of the counter bin for  
the weekly collection. Given that on January 1, 2015, in accordance with section 85.5 of the 
Charter, city council took over the responsibility of collecting, transporting and disposing 
of residual materials, the acquisition of collection receptacles is now under the respons-
ibility of the Service de l’environnement. Following the implementation of the Stratégie 
d’implantation de la collecte des résidus alimentaires, a $12 million loan by-law for the 
acquisition and distribution of organic waste collection receptacles in the boroughs over a 
five-year period was adopted by the city council in May 201521. It should be mentioned that 
the purchase of residential organic waste collection bins is eligible for a 33 1/3% subsidy 
under the provincial funding program governed by the Ministère de l’Environnement.

In accordance with the division of powers, boroughs are responsible for the mass distribution 
of collection receptacles to the citizens in their territory. Based on the information obtained 
from the boroughs audited, the distribution was carried out by employees (blue collar)  
of the borough, by private companies selected following the awarding of a contract 
or by a Non-profit organization (NPO) - in most cases, the organization spearheading the 
Éco-quartier program in the boroughs. The initiative was supported by a communication and 
awareness-raising campaign designed to inform citizens of the new collection receptacles.

Two modes of organic waste collection are used in the agglomeration. In the West Island 
sector, where 95% of residences are single-family or semi-detached homes, green waste 
and food waste are collected together (mixed collection), given that there is a high propor-
tion of green waste to be collected due to the size of yards. In the East sector, where there 
is a high percentage of attached dwellings, reduced green spaces and greater population 
density (just over three-quarters of the population on the Island of Montréal)22, green waste 

21 City council resolution,CM15 0681, session held on May 25, 2015.
22 Based on property assessments of April 2017, there were approximately 1,539,000 people living in  
 the East sector and approximately 458,000 people living in the West sector (Source: Portrait 2016 des 
 matières résiduelles de l’agglomération de Montréal).
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and food waste are collected separately23 (see Appendix 5.2 for the boundaries of these 
two sectors). In terms of percentages, the West sector generates 60% of green waste 
and 40% of food waste, while it is the opposite for the East sector. In the West, citizens 
can place both types of organic waste in the brown bin. As needed, paper bags can also 
be used for green waste. In the East, the brown bin is used exclusively for food waste. 
Green waste must be placed in one of the containers described in the By-Law concerning 
collection services (16-049). The division between these two sectors is therefore based  
on the quantity of waste generated and the related type of processing required. Of the 19 
boroughs in the city’s territory, 4 are located in the West, while 15 are located in the East.

The purpose of the Stratégie d’implantation de la collecte des résidus alimentaires is that 100% 
of occupancy units (located in the city’s territory), representing a total of approximately 
538,00024 dwellings in residential buildings or eight units or less (just over 2/3 of  
residences), have at their disposal collection receptacles by the end of 2019 and thus be 
able to participate in food waste collection or food and green waste collection, depending 
on the sector. 

Since boroughs are responsible for the distribution of collection receptacles, the Service 
de l’environnement has asked them to determine a distribution rate for the receptacles 
for the period from 2015 to 2019 in order to ensure that 100% of residential buildings of 
eight units or less are served by the end of this period. For the boroughs we have audited, 
we noted that Rivière-des-Prairies–Pointe-aux-Trembles and Rosemont–La Petite-Patrie, 
which had voluntarily launched the collection of food waste in their territory since 2014 or 
earlier, chose to complete the implementation by 2015. The Saint-Laurent borough com-
pleted the implementation in 2016, while the Mercier–Hochelaga-Maisonneuve borough 
postponed part of the implementation and will complete it in 2017 rather than 2016 as was 
initially set in the implementation strategy developed by the Service de l’environnement.

Furthermore, as part of the implementation of this Strategy, the Service de l’environnement 
gave boroughs the option of extending the collection of organic waste to a few residential 
buildings of nine units or more. A maximum equal to 10% of the number of residential 
buildings of eight units or less was allowed. The permission to extend organic waste col-
lection to buildings of nine units or more was given to avoid a situation where a building of 
nine units or more located on a street with a majority of buildings with eight units or less 
would be the only one excluded from the collection. In practice, as of September 2017, 
data received from the Service de l’environnement indicated that only 8 of the 19 boroughs 
had residential buildings of nine units or more with organic waste collection receptacles. 
Residential buildings of nine or units or more represent less than one-tenth of the 4.1%  
of the total number of residential buildings of eight units or less. This figure is even lower 
in some boroughs. In order words, the ratio is far from the allowable maximum of 10%. 

23 Source: PDGMR 2010-2014.
24 Source: Portrait 2016 des matières résiduelles de l’agglomération de Montréal,  
  Service de l’environnement – Data from the April 2017 property assessment.
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The Stratégie d’implantation de la collecte des résidus alimentaires was thus implemented 
based on the number of residential buildings of eight units or less in each borough and on the 
rate of distribution set by the boroughs for the period between 2015 and 2019. The details of 
the implementation were recorded in an Excel spreadsheet. This planning of the number of 
collection receptacles (bins) required annually by each of the boroughs was to enable the Ser-
vice de l’environnement to coordinate the purchase and delivery of the bins to each borough  
to avoid shortages during the implementation phase.

Overall, based on the follow-up done by the Service de l’environnement, at the end of 2016, 
60% of occupancy units across the 19 boroughs of the city had access to a collection 
receptacle (a bin), which was relatively similar to what was set out in the implementation 
strategy. In early 2017, if we include the Mercier–Hochelaga-Maisonneuve borough, which 
postponed to 2017 part of the implementation operation, there were still 13 boroughs that 
had not yet completed the implementation of food waste collection in residential buildings 
of eight units or less. While the strategy deployed by the Service de l’environnement set 
out to have the implementation completed by the end of 2019, it should be pointed out that 
the new 2015-2020 PMGMR of the CMM has a target date of 2020 for the implementation 
of organic waste collection in buildings of eight units or less. The PMGMR also aims to 
complete the implementation of food waste collection among ICI members producing 
household-type organic waste by the end of 2019. It also mentions that the implemen-
tation of marked collection receptacles in all municipal buildings and public areas where 
traffic warrants should be completed by the end of 2020. Much work still needs to be done 
to complete the implementation in all 19 boroughs. That being said, our audit work has 
shown that other than the Saint-Laurent borough, the three boroughs audited have offered 
on a voluntary basis food waste collection services to certain ICI members wishing to 
participate in the collection. According to information obtained, the recyclable materials 
produced by participating ICI members are included with the collection of materials from 
residential buildings of eight units or less. In addition, of the four boroughs audited, only 
the Saint-Laurent borough has started to implement food waste collection in municipal 
buildings under its responsibility.

To comply with the targets set out in the 2015-2020 PMGRM of the CMM and those of 
the 2015-2015 implementation strategy, we believe that the Service de l’environnement, 
in collaboration with the boroughs, will need to take necessary measures to ensure that 
the implementation of food waste collection in residential buildings of eight units or less 
is completed within the established deadlines. Given the timetables established in the 
PMGMR of the CMM, the Service de l’environnement will also need to take steps to make 
sure that the collection of household-type organic waste produced by ICI members and 
collection in municipal buildings are implemented as well. Once implementation among 
ICI members and municipal buildings has been instigated, we believe that a status report 
on the implementation should be produced in order to have a clear picture of progress 
made for each of these sectors.
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RECOMMENDATIONS

3.1.2.B. We recommend that the Service de l’environnement ensure 
that the implementation of food waste collection in residential 
buildings of eight units or less in the territory of Montréal be 
completed in accordance with the timetable established in its 
own implementation strategy in order to comply with the 2020 
target date set out in the Plan métropolitain de gestion des matières 
résiduelles 2015-2020 of the Communauté métropolitaine  
de Montréal.

3.1.2.C. We recommend that the Service de l’environnement take 
the necessary steps to ensure that the implementation of 
the collection of household-type food waste generated by 
the institutional, commercial and industrial sector and the 
implementation of food waste collection receptacles in municipal 
buildings and public areas be instigated in order to meet the 
timetables of the Plan métropolitain de gestion des matières 
résiduelles 2015-2020 of the Communauté métropolitaine  
de Montréal.

3.1.2.D. We recommend that the Service de l’environnenment produce 
periodic status reports on the implementation of organic waste 
collection in the institutional, commercial and industrial sector and 
in municipal buildings in order to show the state of progress being 
made in each sector in keeping with the timetables of the Plan 
métropolitain de gestion des matières résiduelles 2015-2020 of  
the Communauté métropolitaine de Montréal.

BUSINESS UNIT’S RESPONSES

3.1.2.B. Service de l’environnement

[TRANSLATION] Continue to roll out food waste collection in buildings  
of eight units or fewer, based on the strategy adopted in August 2015.

Implementation results for a total of 540,000 residential units:

•   End 2017: 76%, 9 boroughs completed;

•  End 2018: 91%, 12 boroughs completed;

•  Spring 2019: 100%, 19 boroughs completed.  
(Planned completion: June 2019)
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3.1.2.C. Service de l’environnement

[TRANSLATION] Specify the action plan to gradually implement the 
collection of household-type food waste in institutions, businesses  
and industries.

•   Submission of the action plan and beginning of implementation  
(ref.: Recommendation 3.1.1.C). (Planned completion: June 2019)

Develop an action plan to step up the implementation of organic waste 
management tools in municipal buildings.

•   Submission of the action plan. (Planned completion: June 2019)

•   Beginning of implementation. (Planned completion: January 2020)

Identify public areas where traffic justifies the implementation of organic 
waste management tools and commence collection.

•   Identification of public areas concerned.  
(Planned completion: October 2019)

•   Implementation of collection tools and service.  
(Planned completion: July 2021 (after OWTP))

3.1.2.D. Service de l’environnement

[TRANSLATION] Establish a tracking procedure for the implementation 
of organic waste management for household-type food waste from 
institutions, businesses, industries and municipal buildings, based on the 
timeframe established by the Plan métropolitain de gestion des matières 
résiduelles.

•   Submission of tracking procedure. (Planned completion: June 2019)

•   Publication of information in every annual residual materials  
management report. (Planned completion: June 2020 (2019 report))
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3.1.3. IMPLEMENTATION OF ORGANIC WASTE TREATMENT PLANTS

3.1.3.A. BACKGROUND AND FINDINGS

For over 10 years now25, the Service de l’environnement has been working on a project 
involving the design, construction and operation of five OWTP to be located throughout  
the territory of the Montréal agglomeration. In accordance with the governance framework 
for municipal asset management projects and programs, this large-scale project is subject 
to an approval and coordination process by the municipal administration. 

As a reminder, the implementation of structures like OWTP and the processing of materi-
als are under the responsibility of the Montréal agglomeration through its Service de l’en-
vironnement. The Division du soutien technique, infrastructures and the SMEC business 
unit is responsible for this major initiative.

The project is one of the commitments made by the Montréal agglomeration in its 2010-
2014 PDGMR, which, in terms of organic waste management, includes the requirement 
to [TRANSLATION] “Operate organic waste management infrastructures (for food and 
yard waste).” The new 2015-2020 PMGMR of the CMM has confirmed the relevance of 
this project in its orientations. On the one hand, these orientations aim to contribute to 
the reduction of greenhouse gas emissions through the use of regionally based residual 
materials management infrastructures with a view to reducing dependency on facilities 
located outside26 the Greater Montréal region. On the other, they aim to optimize collection 
and transportation activities through the proximity of OWTP by limiting the distance to be 
travelled27. It should be mentioned that in 2016, the food waste collected was sent to Saint-
Thomas near Joliette for processing. Mixed waste (food and green) and green waste were 
sent to Brownsburg-Chatham in the Lachute region. Only wood chips and bulk leaves were 
composted locally at the SMEC.

The previous PMGMR (2006-2011) also requested an evaluation of the [TRANSLATION] 
“Feasibility of options for the implementation of new waste processing/disposal infrastructures 
to promote regional autonomy.” The CMM’s vision in the new PMGRM, which involves the 
“4Rs28 and zero landfilling” objectives to be reached by 2025 is based on regional auton-
omy in managing residual materials. Based on the principle of regional autonomy and 
given the lack of a private organic waste treatment plant on the Island of Montréal capable 
of handling to annual tonnage produced by the agglomeration of Montréal, it was clear for 
the Service de l’environnement that the agglomeration of Montréal needed to have its own 
treatment facilities for residual materials.

25 A study dated November 2006 on the feasibility of organic waste treatment technologies was  
 commissioned by the Service de l’environnement.
26 Refers to the organic waste management plants, recyclable material sorting centres and disposal  
 sites.
27 Source: PMGMR 2015-2020, orientation 2.
28 The 4Rs of residual materials management are, in order, reduction, reuse, recycle and recover.
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More specifically, the major project spearheaded by the Service de l’environnement involves 
the construction of the five following OWTP:

• A pretreatment pilot centre (with mechanical-biological sorting) – The purpose of this 
centre is to identify effective and adapted ways to recycle the largest share of household 
waste possible starting with the sorting of organic waste29;

• Two biomethanization treatment centres – Materials are processed using a fermenta-
tion process without oxygen. This process produces biogases30 and digestate, a paste 
that is sent to composting centres;

• Two composting treatment centres – Materials are processed using a fermentation pro-
cess with oxygen. The result is compost that can be used for soil amendment.

The five OWTP will be designed to have a total processing capacity of 224,000 t per 
year. Table 1 below presents the characteristics and processing capacity of these OWTP. 
Excluding the pretreatment pilot centre, whose capacity is 25,000 t per year, the four other 
facilities to be built by the city will have an annual organic waste processing capacity of 
199,000 t. The construction of the OWTP will be carried out in two phases. The second 
biomethanization treatment centre will be built only once the first centre has reached its 
maximum operational capacity. 

In parallel with the OWTP, the Service de l’environnement has adopted a scenario whereby 
a total of 40,000 per year of green waste (mostly dead leaves) will need to be transported 
off the island to be composted and 16,000 t of green waste will be composted locally at 
the SMEC (for an overall total of 56,000 t). The rationale behind this choice is based on the 
seasonality of the tonnage involved. In fact, there is more green waste to be processed in 
October and November. The Service de l’environnement did not want to develop large-scale 
OWTP capable of handling this large, yet seasonal volume of green waste, only to have to 
operate these oversized centres all year long, which are expensive to run based on per-ton 
cost. There is also a plan to set aside a capacity of 15,000 t per year for each of the two 
biomethanization treatment centres (a total of 30,000 t/year) for the processing of organic 
waste generated by the ICI sector. In this regard, while no agreement has yet been signed, 
the Service de l’environnement plans on prioritizing public and para-public organizations 
for the supply of food waste from the ICI to the OWTP. According to the selected scenario, 
the cost of processing would be taken on by these ICI members, as they currently do with 
private firms, since the collection and processing of materials generated by public and 
para-public institutions are not a municipal responsibility.31

29 Source:  Dossier d’approbation – Centre de traitement des matières organiques de l’agglomération 
  de Montréal, May 12, 2016 version.
30 Once refined, biogas is similar to natural gas considered to be a renewal energy that can be used  
 locally, introduced into the distribution network or liquefied to be used as fuel by the transportation 
 industry.
31 Definition: Digestate (solid or liquid waste) is the material remaining after the methanization process.
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TABLE 1 – CHARACTERISTICS AND CAPACITIES OF THE FIVE  
 FUTURE OWTP

INFRASTRUCTURES SECTOR 
SERVED

MATERIALS 
PROCESSED

LOCATION OF 
THE CENTRE

TREATMENT CAPACITY  
(GROSS AND NET)

ANTICIPATED 
START OF 

OPERATIONS 
(YEAR)

PHASE 1
Pretreatment pilot 
centre East/West Household 

waste Montréal-East 25,000 t/year 2021

Closed composting 
centre West

Mixed food 
and green 

waste
Saint-Laurent

50,000 t/year, with  
11,000 t/year for processing 

of digestate31  
in anaerobic digesters  

Actual Remaining Treatment 
Capacity for Residential 

Sector   
39,000 t/year

2020

Anaerobic digester #1 
(Biomethanization) East Food waste Montréal-East

60,000 t/year, with  
15,000 t/year reserved  

for ICI sector  
Actual Remaining Treatment 

Capacity for Residential 
Sector  

45,000 t/year

2020

Closed and  
semi-closed  
composting centre

East Green waste

Rivière-des-
Prairies–

Pointe-aux-
Trembles

29,000 t/year, with  
25,000 t/year for processing 

of digestate in anaerobic 
digesters  

Actual Remaining Treatment 
Capacity for  

Residential Sector  
4,000 t/year

2020

PHASE 2

Anaerobic digester #2 
(Biomethanization) East Food waste LaSalle

60,000 t/year, with 15,000 t/
year reserved for ICI sector 

Actual Remaining Treatment 
Capacity for Residential 

Sector  
45,000 t/year

2024

GROSS TREATMENT CAPACITY 224,000 t

GROSS TREATMENT CAPACITY  
(EXCLUDING PRETREATMENT PILOT CENTRE)

199,000 t

GROSS TREATMENT CAPACITY FOR RESIDENTIAL SECTOR 
(EXCLUDING PRETREATMENT PILOT CENTRE)

133,000 t

Source:  Service de l’environnement - Dossier d’affaires des CTMO de l’agglomération de Montréal, final version  
 of November 26, 2012.
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For information, it should be mentioned that during our audit work, three public calls for 
tenders were launched in May, June and July 2017 for the design, construction and main-
tenance of the Rivière-des-Prairies–Pointe-aux-Trembles composting centre, the Montréal-
East biomethanization centre and the Saint-Laurent composting centre.

ESTABLISHING THE TREATMENT CAPACITY OF ORGANIC WASTE 
TREATMENT PLANTS

In order to comply with both the 2010-2014 PDGMR and the 2006-2011 PMGMR, which 
were in effect during the development of the OWTP construction project, at least 60% of 
residential organic waste (food waste and green waste) need to be diverted away from 
landfills. 

Yet the business record prepared by the Service de l’environnement in this respect mentions 
that the treatment capacities of OWTP were determined based on the volume of organic 
waste generated by citizens. In the recommended scenario, the Service de l’environnement 
retained an organic waste collection ratio of 188 kilogram (kg) per year of food waste per 
occupancy unit for the East sector and a ratio of 344 kg of food and green waste (mixed 
collection) per occupancy unit for the West sector. These ratios correspond to a recycling 
rate of 80% of the total amount of organic waste produced by residential buildings of eight 
units or less. These findings were based on two studies carried out by a firm specialized  
in the management of residual materials. This firm recommended evaluating the tonnage 
to be processed, in other words the capacity of the OWTP based on a diversion rate of 60%. 
The Service de l’environnement preferred, however, retaining a higher rate in order to have 
leeway in terms of the objective to be achieved. Since OWTP will be processing organic 
waste from residential buildings of eight units or less, limiting capacity to 60% of tonnage 
of this share of the built environment would not have been sufficient to reach the 60% 
recycling rate for the overall built environment.

Using the number of occupancy units in 2017 in residential buildings of eight units or less 
(see Table 2), we notice that upon reaching the 80% recycling target for organic waste, 
the East sector would be generating nearly 91,400 t of food waste per year. Yet the two 
biomethanization centres each have a capacity of 45,000 t per year (or 90,000 t per year)  
if we remove the 15,000 t per year reserved by each centre for the ICI sector. For its part,  
the West sector would be generating nearly 39,900 t per year of green waste and food 
waste combined. The composting centre in this sector is designed to process 39,000 t 
per year, once a portion of the digestate from biomethanization centres has been inte-
grated in the treatment process. We note that these quantities are similar to the theoretical 
capacities of the OWTP centres, which allows us to conclude that the OWTP are actually 
designed to process up to 80% of organic waste generated by residential buildings or eight 
units or less.
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Moreover, the Portrait 2016 des matières résiduelles de l’agglomération de Montréal indi-
cates that in the agglomeration as a whole, 71,125 t was diverted, for a recycling rate  
of 20%. This means that the total tonnage of organic waste generated by the municipal 
sector equals 355,000 t32. We therefore wanted to evaluate whether the scenario selected 
by the Service de l’environnement for the treatment of organic waste at the future OWTP 
would enable the city to reach the 60% target set for the recycling of municipal organic 
waste (excluding sludge) featured in the 2010-2014 PDGMR and in the new 2015-2020 
PMGMR of the CMM. That being said, our exercise was not to establish with absolute 
certainty the recycling rate that would be reached. What we did want to determine,  

32 Estimate calculated using a factor for the characterization of residual materials produced by  
 the residential sector in Québec from 2006-2007.

TABLE 2 – NUMBER OF RESIDENTIAL OCCUPANCY UNITS  
 IN THE AGGLOMERATION (IN 2017) PER TYPE OF   
 BUILDING AND ANTICIPATED TREATMENT CAPACITY

TYPE OF 
BUILDINGS

SECTORS
VILLE DE 

MONTRÉAL
RELATED  

MUNICIPALITIES
AGGLOMERATION

ANTICIPATED TREATMENT 
CAPACITY U.O X KG (IN t) 

EAST 
(188 KG/

U.O.)

WEST 
(344 KG/

U.O.)

8 units or 
less

East 480 115 
51.1%

6 237  
0.6%

486 352  
51.7% 91,434

West 58 644 
6.2%

57 417  
6.1%

116 061  
12.3% 39,925

TOTAL
538,759 

57.3%
63,654 

6.8%
602,413  

64.1%

9 units or 
more

East 270,023 
28.7%

4,541  
0.5%

274,564  
29.2%

West 36,508 
3.9%

26,369  
2.8%

62,877  
6.7%

TOTAL
306,531 

32.6%
30,910  

3.3%
337,441  

35.9%

TOTAL

East 750,138 
79.8%

10,778  
1.2%

760,916  
81.0%

West 95,152 
10.1%

83,786  
8.9%

178,938  
19.0%

TOTAL
845,290 

89.9%
94,564 
10.1%

939,854 
100.0%

Source:  Portrait 2016 des matières résiduelles de l’agglomération de Montréal, Service de l’environnement –  
 Data from the April 2017 property assessment.
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using data published by the city and other information provided by the Service de  
l’environnement, was whether the government target could be reached based on the  
capacity of the treatment centres.

Based on data obtained from the Service de l’environnement, approximately 60,800 t  
of food waste and green waste was collected in the entire Montréal agglomeration territory 
in 2016. The 10,325 t difference between the total recycled tonnage of 71,125 t presented 
in the Portrait 2016 and this 60,800 t is due to the upstream collection by citizens (domes-
tic composting and grasscycling33 and green waste management contracts awarded  
by related municipalities to local farmers for the production of compost. However, all of  
this goes into the calculation of the organic waste recycling rate and must also be taken into 
consideration to determine if, overall, OWTP will be capable of achieving the 60% recycling 
target. Given that the tonnage recycled upstream is invariable and that the total tonnage 
of the four OWTP and the tonnage of green waste will be subject to a contract in order  
to avoid major seasonal fluctuations (56,000 t), we have estimated that at the full capacity 
of OWTP, the agglomeration could reach an organic waste recycling rate just below the 
60% target, which was set out in the PDGMR for the residential sector (see Table 3). 

The Service de l’environnement is of the view that adjustments will need to be made 
along the way in order to possibly process more organic waste. The focus has been on 
using composting OWTP at full capacity and having digestate (36,000 t from biometh-
anization treatment centres – see Table 1) processed in external centres not owned by  
the city instead of sending it the OWTP, as originally planned. By freeing up this additional 
36,000 t/year of processing capacity of composting OWTP, the recycling rate could reach 
66% (see Table 3).

33 Grasscycling refers to the practice of leaving grass clippings on a lawn after mowing it.
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TABLE 3 –  EVALUATION OF THE SCENARIO FOR THE PROCESSING  
 OF ORGANIC WASTE WITH REGARD TO ACHIEVING  
 THE 60% RECYCLING TARGET34 

Based on these estimates, and given that studies in treatment capacity from the Service 
de l’environnement also feature several hypotheses, we can conclude that it would be  
possible for the agglomeration to reach a recycling rate close to the 60% target. 

Given that the Québec government plans on eventually further restricting the landfilling 
of organic waste – even banish it altogether – two issues must be addressed along with 
the selected scenario on the implementation of OWTP. For one, OWTP will only be able  
to reach their full capacity if citizens participate in the collection. In this regard, in order 
to contribute to the achievement of the recycling targets and ensure that the OWTP are 
not under-utilized, sustained communication and awareness-raising efforts will no doubt 
be required to bring about change in citizen behaviour and habits. Second, under the new 
PMGRM of the CMM, it should be kept in mind that both the ICI producing household-type 
organic waste and municipal buildings need to be served. Should the agglomeration face  
a situation whereby the amount of waste collected is greater than the capacity of OWTP, 
provisions will need to be made to find alternatives in order to increase the recycling  
capacity. In addition, since all Québec municipalities are also seeking ways to comply  
with the new government regulations by diverting organic waste away from landfills, it is 
very likely that this will drive up prices charged by private companies for the treatment of 
such materials. 

In any event, based on the actual evolution of the performance of organic waste collec-
tion, we believe that the Service de l’environnement will need to adjust the scenario it has 
selected for the implementation of OWTP.

34 Calculation based on data from the Portrait 2016 des matières résiduelles de l’agglomération de  
 Montréal and information provided by the Service de l’Environnement.

TREATMENT PROCEDURE BASIC CONCEPT  
(IN t)

EXTERNAL 
TREATMENT OF 

DIGESTATE (IN t)

2 OWTP - Biomethanization (East) 90,000 90,000 

OWTP Composting (East) 4,000 29,000 

OWTP Composting (West) 39,000 50,000 
Green waste management  
(internal and external)

56,000 56,000 

Upstream recycling 10,325 10,325 

TOTAL FOR RECYCLING 199,325 235,325 

TONNAGE TO BE PROCESSED 355,000 355,000 

POTENTIAL RECYCLING RATE 56% 66%
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RECOMMENDATION

3.1.3.B. We recommend that the Service de l’environnement analyze, 
document and propose to the municipal administration different 
scenarios demonstrating various alternative solutions should  
the recycling rate of organic waste be lower or greater than  
the capacity of the treatment centres, in order to be prepared  
to make appropriate decisions based on the hypotheses selected 
should the time come.

BUSINESS UNIT’S RESPONSE

3.1.3.B. Service de l’environnement

[TRANSLATION] The existing scenarios were presented. These scenarios 
deal with two-phase biomethanization and the possibility of granting 
external processing contracts.

•   Annually verify the volumes and collection and report to the municipal 
administration if the scenarios change.  
(Planned completion: annually, beginning February 2019)

FINANCIAL CONTRIBUTION OF THE FEDERAL AND PROVINCIAL  
GOVERNMENT FOR THE IMPLEMENTATION OF ORGANIC WASTE 
TREATMENT CENTRES

The OWTP construction project falls under the provincial funding program of the Ministère 
de l’Environnement on the implementation of organic waste treatment facilities for the 
recycling of compost and digestate and for the replacement of fossil fuel with biogas35. 
The aim of the provincial funding program is to reduce both:

• organic waste for disposal;

• greenhouse gas emissions due to the breakdown of organic waste in landfill sites.

This provincial funding program requires that infrastructures be operational by Decem-
ber  31, 202236. There is, however, one exception in the program’s legislative framework 
regarding the city, which is authorized to proceed in two phases. The first phase entails 
commissioning the infrastructures no later than December 31, 2022, and the second 
involves commissioning a biomethanization facility no later than June 30, 2026. The city 

35 Once refined, biogas is similar to natural gas, a non-renewal fossil fuel, which can be used locally,  
 introduced into the distribution network or liquefied to be used as fuel by the transportation industry.
36 Initially, the cities receiving funding under this provincial program (including Ville de Montréal) had  
 until the end of 2019 to commission their OWTP. In September 2015, however, as part of the Accord  
 de partenariat avec les municipalités (a partnership agreement among the municipalities),  
 the government postponed this obligation to December 31, 2022.
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has chosen to proceed in two phases in order to ensure the gradual commissioning of the 
biomethanization centres in keeping with their recycling capacity. Based on information 
obtained, the date for commissioning of the first-phase centres is 2020, while the com-
missioning of the second-phase anaerobic digester #2, which will be located in LaSalle, is 
2024 (see Table 1). So instead of having two centres operating in the early years with little 
tonnage, the Service de l’environnement opted to maximize the use of the first biomethan-
ization treatment centre, then, when the tonnage warrants, commission the second centre. 
The Ministère de l’Environnement approved this approach. According to the implementa-
tion schedule of the four OWTP, the project complies with the maximum deadlines of the 
program for their commissioning. 

Based on the approval record (March 2017 version) prepared by the Service de l’environne-
ment, the gross investment required for all five OWTP (including the pretreatment pilot 
centre) was $344 million. In February 2010, the provincial government, through its funding 
program, and the federal government, through its Green Infrastructure Fund, announced 
that they would both participate in funding the OWTP project of the agglomeration. Based 
on the information we have found in the legislative framework of the provincial funding 
program, dated August 29, 2017, the provincial share of the contribution is $68.5 million 
and the federal share is $67.1 million, for a total of $135.6 million. So the net cost of the 
project for the city is $208.4 million.

The financial contribution of both upper levels of government for the project is conditional 
upon compliance with the deadlines on the commissioning of the infrastructures, as men-
tioned above. Another condition is that, no later than five years following the commis-
sioning of the infrastructures, 70% of residential occupancy units in the Montréal agglom-
eration are to have access to an organic waste collection service. After the second year in 
operation of the OWTP, the city will be required to submit an action plan on reaching the 
70% target, if it has not been attained at that time. 

Yet, as previously mentioned, organic waste collection is currently limited almost exclu-
sively to residential buildings of eight units or less. The design of the OWTP is also based 
on a recycling rate of 80% of materials generated by residential buildings of eight units or 
less. Based on updated information from the April 2017 property assessment (see Table 2 
shown previously), we note that if it serves only residential buildings or eight units or less 
in the agglomeration of Montréal, the city will only reach 64.1% of residential occupancy 
units, which is below the target required under the provincial funding program. To reach 
the target set by the program, the collection of organic waste will need to be extended 
to 55,485 residential occupancy units in buildings of nine units or more. This represents 
16.4% of all occupancy units in this type of building for the agglomeration of Montréal 
as a whole. As of July 2017, based on data provided by the Service de l’environnement, 
the collection service for organic waste was available to only 5,632 occupancy units in 
buildings of nine units or more in the city’s 19 boroughs. As for related municipalities, the 
Service de l’environnement did not obtain information on the number of occupancy units 
in buildings of nine units or more who already have access to the organic waste collection 
service, but this number is estimated to be minimal. According to Table 2, shown previously,  
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the total number of occupancy units in residential buildings of nine units or more in related 
municipalities was less than 31,000.

So while the 2010-2014 PDGMR currently in effect and the new 2015-2020 PMGMR of 
the CMM do not deal with the collection of organic waste from residential buildings of 
nine units or more, it would seem that, due to the requirements of the provincial fund-
ing program, the city will have no other choice but to extend the organic waste collec-
tion service to a significant proportion of these buildings. According to the Service de 
l’environnement, the boroughs are gradually extending this collection service. However, 
we have seen no evidence that the Service de l’environnement has established, in collab-
oration with the boroughs, a clear strategy on implementing organic waste collection to 
a significant proportion of residential buildings of nine units or more in order to ensure 
compliance with the eligibility criteria of the provincial funding program. Admittedly, when 
the Stratégie montréalaise d’implantation de la collecte des résidus alimentaires 2015-
2019 was developed, the Service de l’environnement allowed boroughs to provide service 
to occupancy units in buildings of nine units or more not exceeding 10% of the number of 
occupancy units of eight units or less. However, the information provided by the Service 
de l’environnement indicates that only 8 of the 19 boroughs have taken advantage of this 
opportunity so far. 

Against this backdrop and to ensure the maximum share of provincial and federal funding 
for the OWTP project, the Service de l’environnement must identify various measures to 
be implemented in order to comply with the eligibility criteria of the provincial funding 
program regarding the provision of service to 70% of residential occupancy units in the 
agglomeration of Montréal.

RECOMMENDATION

3.1.3.C. We recommend that the Service de l’environnement analyze 
various measures to extend the collection of organic waste to 
a larger share of residential buildings of nine units or more in 
order to meet the eligibility criteria of the provincial Program for 
the Treatment of Organic Matter through Biomethanization and 
Composting, and thus take advantage of the funding available.

BUSINESS UNIT’S RESPONSE

3.1.3.C. Service de l’environnement

[TRANSLATION] Specify the progressive implementation strategy  
for food waste management to comply with the service established by  
the Program for the Treatment of Organic Waste through 
Biomethanization and Composting. 

•   Submission of implementation strategy.  
(Planned completion: June 2019)
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•   Implementation and service of targeted buildings.  
(Planned completion: spring 2021 (based on processing capacity  
of external contracts))

3.1.4. APPLYING THE REGULATION GOVERNING COLLECTION SERVICES

3.1.4.A. BACKGROUND AND FINDINGS

To support the recycling objectives of the 2010-2014 PDGMR, while taking into account 
the fact that the provincial government, through its Policy, aims to ban organic waste from 
landfill sites, measures have been taken to harmonize the city by-law governing the collec-
tion service in the city’s 19 boroughs and related municipalities. 

In terms of the boroughs, let us recall that under section 85.5 of the Charter, following 
amendments made by the city council as of January 1, 2015, on the sharing of responsibil-
ities for residual materials management, city council is now in charge of adopting by-laws 
in this matter. So even if many boroughs were already applying their own by-laws on 
household waste and recyclable materials, in the process of implementing organic waste 
collection and in the interest of fairness to all citizens of the 19 boroughs, a new by-law on 
collection services was adopted by the city council in August 201637. The responsibilities 
for the application of this by-law were delegated to the boroughs through amendments 
made to the internal by-law on the transfer of powers from the city council to borough 
councils38 (02-002).

Based on information obtained, the by-law, which was developed in consultation with all 
the boroughs, focuses exclusively on operations related to the collection and transporta-
tion of: 

• household waste;

• recyclable materials;

• organic waste (food waste and green waste);

• CRD;

• bulky items.

The new by-law is meant to help the city oversee citizen actions and practices in light 
of government objectives. As such, it defines the categories (e.g., food waste, green 
waste, recyclable materials) and types of materials (e.g., fruits and vegetables, grass, 
newspapers) to be collected. More specifically, it includes provisions that prohibit placing 

37 By-law concerning collection services (16-049), Ville de Montréal, city council (CM16 0985),  
 adopted on August 23, 2016.
38 City council, by-law 02-002, subparagraph 1, section 1, paragraph 12.
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household waste with organic waste mentioned in by-law 16-049. For example, fruits and 
vegetables for food waste collection and grass for green waste collection cannot be mixed 
with household waste. To this end, the by-law allows for penalties that range from $200 
for a first offence to $4,000 for a repeat offence, based on whether the offender is an 
individual or a corporation. 

While the by-law came into effect in August 2016, we note that in light of information 
obtained from each of the four boroughs audited, none has implemented the necessary 
mechanisms to ensure oversight of the application of this by-law regarding organic waste. 
Generally speaking, the boroughs have indicated that the focus is currently on raising 
awareness among citizens to encourage them to participate in organic waste collection. 
No effort has yet been made to apply the by-law and no special measure is planned in this 
respect. However, the boroughs audited have mentioned that their inspectors do intervene 
in the event of complaints. They also reported difficulty in applying the by-law due to both 
a lack of resources to inspect the content of household waste and to the challenge of prov-
ing who actually mixed the organic waste with the household waste. Practically speaking, 
the process involves an inspector on the street who opens a garbage bag, looks for organic 
waste in the bag and a proof of residence (e.g., an invoice) to be able to trace it back to 
the owner of the garbage bag. With paper recycling and online billing, there are fewer and 
fewer paper documents in garbage bags to make this association between the garbage 
bag and its owner.

That being said, if the by-law was enacted to encourage citizens to participate in the 
organic waste collection, or at least serve a tool to dissuade them from placing every-
thing in with the household waste, it is clear that the goal has not yet been reached. In 
addition, we have no evidence to suggest that the Service de l’environnment has been 
monitoring the application of this by-law in the Montréal territory. In our opinion, there 
should be a discussion to help find solutions to ensure that the by-law has the intended 
impact on changing citizen behaviour and that it encourages them to participate in the 
collection of organic waste. 

Moreover, a review of the documents and communication and awareness-raising tools 
obtained from the boroughs, the Service de l’environnement and the Service des communi-
cations did not show any evideznce that awareness-raising activities are being conducted  
in the boroughs or in the city as a whole regarding the by-law as it pertains to organic 
waste collection. 

Since the city has not yet reached its objective on the recycling of organic waste,  
we believe that activities to raise public awareness of the new by-law should be carried out 
in order to inform citizens of the existence of the by-law and of the requirements it entails 
for them regarding the collection of organic waste. We also believe that boroughs should 
implement mechanisms to promote the application of the by-law. For example, warning 
tickets could be given to citizens when they fail to comply with the provisions of the by-law 
regarding organic waste collection.
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In terms of related municipalities, while they have jurisdiction over the collection of resid-
ual materials within their respective boundaries, they must nevertheless take steps similar 
to those taken by the city in order to comply with the commitments of the agglomeration 
featured in the PDGMR and strive to reach the government objective on the ban of organic 
waste in landfills. In this context, to ensure consistent interventions by both the city and 
related municipalities with regard to the management of residual materials, the Service de 
l’environnement has developed a by-law similar to that of the city. On February 23, 2017, 
the agglomeration council39 adopted by-law RCG 17-009 entitled, “By-law of the urban 
agglomeration council to encourage coherent interventions concerning the exercise of powers 
regarding residual materials.” The wording of this by-law is identical to the city’s by-law. 
Consequently, related municipalities are also under the obligation of immediately applying 
the by-law and its provisions that prohibit citizens from placing food and green waste with 
their household waste and are also required to contribute to the achievement of the recyc-
ling target for organic waste set out in the PDGMR. As a result, there is consistency across 
the agglomeration regarding the by-law of organic waste recycling.

RECOMMENDATIONS

3.1.4.B. We recommend that the Service de l’environnement,  
in cooperation with the boroughs, initiate a collective discussion 
on the best way to apply the by-law on collection services in order 
to improve the participation rate of citizens in organic waste 
collection.

3.1.4.C. We recommend that the boroughs of Mercier–Hochelaga-
Maisonneuve, Rivière-des-Prairies–Pointe-aux-Trembles, 
Rosemont–La Petite-Patrie and Saint-Laurent take the necessary 
measures to ensure the application of the by-law concerning 
collection services (16-049) in order to comply with its delegation 
of responsibilities in this matter and to contribute to the 
achievement of the recycling target set out in the Québec  
residual materials management policy.

3.1.4.D. We recommend that the Service de l’environnement in cooperation 
with the Service des communications and the boroughs of 
Mercier–Hochelaga-Maisonneuve, Rivière-des-Prairies–Pointe-
aux-Trembles, Rosemont–La Petite-Patrie and Saint-Laurent take 
the necessary measures to raise awareness of the requirements 
set out in the by-law concerning collection services (16-049) 
pertaining to the collection of organic waste when developing 
communication tools and awareness-raising activities for citizens.

39 Resolution CG17 0058, agglomeration council.
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BUSINESS UNITS’ RESPONSES

3.1.4.B. Service de l’environnement

[TRANSLATION] Launch a collective discussion at meetings with  
the boroughs.

•   Discussions with borough managers. (Planned completion: May 2018)

•   Summary of discussions. (Planned completion: September 2018)

3.1.4.C. Mercier–Hochelaga-Maisonneuve borough

[TRANSLATION] The borough of Mercier–Hochelaga-Maisonneuve  
will take part in the development and implementation of a strategy  
to improve the application of the Règlement sur les services de collecte, 
in collaboration with the Service de l’environnement.  
(Planned completion: October 2018 (based on Service de l’environnement 
timeframes))

Rivière-des-Prairies–Pointe-aux-Trembles borough

[TRANSLATION] The methods and resources will be identified in an action 
plan to allow for the effective, standardized application of the Règlement 
sur les services de collecte. (Planned completion: based on Service  
de l’environnement timeframe)

These methods and resources will be identified by the Éco-quartier,  
the Direction des travaux publics, the Division des permis et  
de l’inspection and the Service de l’environnement, as part of the 
development of an action plan.

The action plan will also identify under-performing sectors and confirm 
interventions to apply if awareness-raising efforts do not achieve  
the desired results. (Planned completion: September 2018)

Rosemont–La Petite-Patrie borough

[TRANSLATION] Participate actively in the discussion process launched 
by the Service de l’environnement on how to effectively apply the 
Règlement sur les services de collecte (ref.: Recommendation 3.1.4.B.).  
(Planned completion: May 2018)

Draft an action plan that establishes the awareness-raising strategies to 
put in place in collaboration with the Éco-quartier. This awareness-raising 
strategy will identify problematic streets in under-performing sectors. If 
the problem recurs despite awareness-raising efforts, borough inspectors 
will step in to enforce the regulation. (Planned completion: July 2018)
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Saint-Laurent borough

[TRANSLATION] The borough of Saint-Laurent will participate in  
the Service de l’environnement collective discussion process to develop 
and implement a strategy to improve the application of the Règlement 
sur les services de collecte and will implement the appropriate measures 
(ref.: Recommendation 3.1.4.B.). (Planned completion: October 2018)

3.1.4.D. Service de l’environnement

[TRANSLATION] The application of the Règlement sur les services de 
collecte (16-049) is a local responsibility. To convey a standard message 
to all citizens, however, a global communication plan is required.

Collaborate with the Service des communications and all boroughs  
to include, where appropriate, the requirements set out in the Règlement 
sur les services de collecte (16-049) concerning organic waste 
management in the development of communication tools and awareness 
activities for the public, as part of the communication plan to relaunch  
the Bien manger, bien jeter promotion campaign. The boroughs will be 
able to adapt this communication plan to their needs, if required.  
(Planned completion: May 2018)

Service des communications

[TRANSLATION] The Service des communications, in partnership with  
the Service de l’environnement, is currently developing a communication 
plan to relaunch the Bien manger, bien jeter promotion campaign.  
This promotion strategy will include a section on the regulation.

Consequently, the currently available communication tools  
(e.g., brochures, website, green patrol toolkit) will be updated and  
the promotional messages broadcast over the various channels and  
the awareness activities for the public will be adjusted to communicate 
the requirements set out in the regulation.  
(Planned completion: May 2018)

Mercier–Hochelaga-Maisonneuve borough

[TRANSLATION] The borough of Mercier–Hochelaga-Maisonneuve will 
develop and implement, in collaboration with the Service de l’environne-
ment and the Service des communications, a communication and aware-
ness-raising plan that includes the publication of the requirements set out 
in the Règlement sur les services de collecte, public participation in organic 
waste management and the publication of the organic waste management 
performance results in its territory. (Planned completion: October 2018 
(based on Service de l’environnement timeframes))
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Rivière-des-Prairies–Pointe-aux-Trembles borough

[TRANSLATION] Based on the communication plan of the city’s Service 
des communications, articulate the actions and means of communication 
identified in the Rivière-des-Prairies–Pointe-aux-Trembles borough’s local 
plan. Ensure that the idea of the requirements set out in the Règlement 
sur les services de collecte is integrated in our messages.

Examples: webpage update, Facebook promotion, media relations... 
(Planned completion: October 2018)

Rosemont–La Petite-Patrie borough

[TRANSLATION] Work with the Service de l’environnement and the Service 
des communications on the development of communication tools and 
awareness activities for the public, as part of the communication plan  
to relaunch the Bien manger, bien jeter promotion campaign  
(ref.: Recommendation 3.1.4.D.). (Planned completion: May 2018)

Write an action plan that will establish awareness-raising strategies 
in collaboration with the Éco-quartier. The communication plan that 
accompanies the implementation of this strategy will involve developing 
communication tools and updating current tools.  
(Planned completion: July 2018)

Saint-Laurent borough

[TRANSLATION] The borough of Saint-Laurent will develop and implement, 
in collaboration with the Service de l’environnement and the Service  
des communications, a local communication and awareness-raising  
plan that communicates the requirements set out in the Règlement  
sur les services de collecte (ref.: Recommendation 3.1.4. D.).  
(Planned completion: October 2018)
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3.1.5. TRACKING THE PERFORMANCE OF ORGANIC WASTE COLLECTION

3.1.5.A. BACKGROUND AND FINDINGS

To ensure that the collection of organic waste in boroughs operates in a manner that  
promotes the achievement of the targeted recycling rate, progress toward this goal must 
be tracked. This step is important since it will not only provide us with a status report 
regarding citizen participation and recycling rates, but it will also enable us to assess  
compliance in terms of the materials placed in the bins. 

As part of implementing the collection of organic waste, boroughs are responsible for 
local communication and awareness-raising activities in accordance with the delegation  
of powers granted to them. In the boroughs audited, awareness-raising activities for citizens 
have generally been given to NPOs, which in most cases operate the borough’s Eco-quar-
tier program. Through service agreements signed with a borough, these NPOs have also 
been tasked with conducting various activities to track the performance of organic waste 
collection. Following these activities, the NPO is expected to produce status reports. While 
the specific mode of operation varies from one borough to the next, our audit has revealed 
that all boroughs have asked the NPOs for an evaluation of citizen participation in the col-
lection following its implementation. The performance tracking activities of organic waste 
collection were conducted either in the month that followed the distribution of collection 
receptacles and implementation of the collection service or during the normal course of 
borough activities following the implementation of the collection service. For example:

• In the boroughs of Mercier–Hochelaga-Maisonneuve, Rivière-des-Prairies–Pointe-aux-
Trembles and Rosemont–La  Petite-Patrie, monitoring visits were carried out by the 
organizations responsible for evaluating citizen participation in the collection service fol-
lowing its implementation. Observations were recorded regarding the number of people 
reached and the number of bins set out on the curb. Following these activities and based 
on information we obtained, the borough of Mercier–Hochelaga-Maisonneuve identified 
a participation rate ranging from 20% to 25% depending on the sector visited. In the 
Rivière-des-Prairies–Pointe-aux-Trembles borough, the report by the organization in 
charge produced in August 2016 indicated that 35,000 bins had been distributed, while 
every week an average of 5,349 bins were collected. The participation rate was estimated 
between 14.3% and 16.3% for the borough as a whole. In the Rosemont–La Petite-Pat-
rie borough, according to the report produced in December 2015 by the organization in 
charge, monitoring visits were conducted in the five sectors of the borough involved in 
organic waste collection. The report indicated a participation rate of approximately 17%.

• These tracking activities on the implementation of organic waste collective also included 
a review of the contents of the bins set out on the curb in order to verify compliance in 
terms of materials placed in the bins. On collection days, patrollers would inspect the 
contents of the bins to look for prohibited waste, in which case they would give citizens 
a courtesy ticket to inform them of the problem. In the Mercier–Hochelaga-Maisonneuve 
borough, this operation revealed that depending on the sectors visited, 10% to 17%  
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of bins set out on the curb contained prohibited waste (e.g., cat litter). In the Rivière-
des-Prairies–Pointe-aux-Trembles borough,according to the 2016 report, 1,980 bins 
were inspected during monitoring visits. Following this operation, the organization in 
charge noted that 26% of bins contained prohibited waste and that, in 22% of bins,  
the organic waste was placed in an oxo-biodegradable bag, which is not permitted. In the 
Rosemont–La Petite-Patrie borough, according to the final report produced in 2015 by 
the organization in charge, the main area of non-compliance in terms of bin content was 
the use of prohibited bags, either oxo-biodegradable bags or garbage bags.

• In the Saint-Laurent borough, door-to-door canvassing was done prior, during and follow-
ing the implementation of the collection service. This on-the-ground follow-up involved  
a survey to rate the satisfaction of citizens with the implementation of the organic waste 
collection service (mixed collection of food and green waste). The survey questions 
were also meant to determine whether they always, sometimes or never participate in 
the collection. Based on the report produced by the organization in charge in December 
2016, over 1,300 people were met between September and December 2016. The findings 
revealed that a majority of people surveyed reported being satisfied with the organic 
waste collection service. 

It should be mentioned that in the Saint-Laurent borough, the brown wheeled bins are 
equipped with a RFID tag40. During the distribution of the collection receptacles, the code 
on each bin was assigned to a physical address corresponding to a residential building 
of eight units or less. When collecting organic waste, trucks equipped with a scanner 
positioned in the rear can read the code on the bin when its content is discharged into 
the truck. The information is then electronically transferred to the borough into a special 
software designed for this purpose. This lets the borough know the day and time on 
which the bin was collected and which truck did the pick-up. The borough is currently 
using the software primarily to track its bin inventory. Based on the information obtained 
from borough staff, the software application has not yet been used to track the perform-
ance of the collection service, but it is capable of doing so. The main reason mentioned 
is that the technical specifications of the contract did not include a provision that would 
require the service provider to supply vehicles equipped with bin-scanning technology.  
As a result, the information in the databases in not comprehensive, making it impossible 
for the borough to conduct a conclusive analysis on the performance of the collection 
service. Based on the information obtained, to date, the efforts of the borough have 
focused on citizen awareness and satisfaction following the implementation of the  
collection service. However, now that the implementation of the organic waste collec-
tion service has been completed, measures could be taken to track its performance  
to evaluate the participation of citizens and their compliance in terms of the waste 
placed in the bins.

40 Referred to as a Radio frequency identification tag.
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• All boroughs audited mentioned that during the summer season, they ask the organiz-
ation in charge of public awareness to send green patrols to sectors where sanitation  
is an issue to remind citizens of the different collection services available. However, this 
operation is not intended only for organic waste collection.

In our opinion, the physical observation of the number and content of brown bins is a 
good practice that should be periodically implemented by all boroughs in order to assess 
the rate of participation of citizens and check their compliance with the waste placed in  
the bins. Given that participation rates remain low even though the implementation has 
almost been completed in most of the boroughs audited41, we believe that performance 
tracking should not only be done on a periodic basis but also planned for the long term. 

That being said, it should also be mentioned that the Service de l’environnement produces 
a monthly table that tracks the tonnage collected by boroughs and by related municipal-
ities42. The East sector also calculates the mass ratio43 of food waste collected per occu-
pancy unit for each of the boroughs of the city, for related municipalities and for the East 
sector as a whole. At the time of our audit in October 2017, the ratio of the East sector 
was 62 kg/occupancy unit. In the West sector, only the tonnage by borough and by related 
municipality is calculated. The Service de l’environnement does not calculate the mass 
ratio per occupancy unit as does the East sector. In the West sector, since food and green 
waste are collected together in the same bin, it is more difficult to determine a conclusive 
ratio for each type of waste. This information on tonnage collected and recycling rates per 
occupancy units are forwarded to the boroughs.

Furthermore, we have noted that two surveys on the collection of organic waste had 
been commissioned by the Service de l’environnement. The first was conducted in 
2013 and included the Island of Montréal as a whole. It was a telephone survey carried 
out using a sample of respondents living in residential buildings of eight units or less.  
The purpose was primarily to measure citizens’ knowledge of food waste, green waste, 
and mixed waste, measure the level of participation in territories where the collection was 
implemented and learn more about their motivations for participating or their reservations 
about doing so. The second survey was conducted from October 22, 2015, to November 8, 
2015, and involved a follow-up study after the implementation of food waste collection. 
It was also a telephone survey, which was carried out among 1,000 citizens living in resi-
dential buildings of eight units or less located in one of the nine boroughs that were at 
that time partially covered by the food waste collection service. The goal of the study was 

41 At the end of 2015, implementation was 100% completed in the boroughs of Rivière-des-Prairies– 
 Pointe-aux-Trembles and Rosemont–La  PetitePatrie. The Saint-Laurent borough completed its  
 implementation in 2016 and the Mercier–Hochelaga-Maisonneuve borough postponed part  
 of its implementation until 2017.
42 Before starting a collection in a borough, each truck receives a ticket authorizing it to dispose of the 
  waste collected at a given treatment centre. The driver hands in the ticket upon arrival at the treatment  
 centre. The truck is then weighed before discharging its contents. This is how the centre is able to 
  send the city specific information for each truck regarding tonnage, boroughs or related  
 municipalities.
43 Mass ratio: per units of mass (in kg).
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to learn the habits and satisfaction of participants regarding the collection, the reasons 
for not participating, the interest and concerns of citizens not yet covered by the service, 
the perceptions and knowledge of citizens with respect to food waste collection and  
suggested improvements by citizens. While both of the surveys are useful for assessing  
the performance of the collection service, it is clear that these date back to a time when 
the implementation of organic waste collection was not as advanced as it is today. Ultim-
ately, we believe that performance tracking should include not only residential buildings 
of eight units or less but also other sectors of activities where food waste collection will 
possibly be phased in (e.g., buildings of nine units or more, ICI producing household-type 
waste, municipal buildings and public spaces). In addition, when the implementation of  
the Stratégie d’implantation de la collecte des résidus alimentaires was launched, the Ser-
vice de l’environnement mentioned that all buildings were already covered by the green 
waste collection service. In our opinion, green waste collection should also be subject  
to a performance review. 

Given certain reservations that citizens may have about organic waste collection, more 
specifically about food waste (e.g., smell, white grubs), we find it important to track the 
performance of the collection service on a periodic basis and over the long term for all  
the sectors of activity in order to obtain a status report and thus be able to target the types 
of measures needed to encourage a higher level of participation. 

In addition, we have observed in certain annual activity reports or bulletins produced by the 
boroughs that the total annual tonnage of organic waste collected was mentioned. While 
this initiative is worthy of note, we believe that providing this number without indicating the 
frame of reference in terms of targeted amounts or the previous amounts collected does 
not give citizens the opportunity to truly assess the information, nor does it encourage 
them to take action in order to participate in reaching the recycling target established. 
Yet every month, the boroughs receive the performance of the organic waste collection 
service within their boundaries from the Service de l’environnement. In the East sector, it 
is even presented as a quantity per occupancy unit, which can easily be compared to the 
design parameters of the OWTP (188 kg of food waste per occupancy unit). In the interest 
of transparency, but more importantly to maintain the interest of citizens and allow them to 
see the results of their effort in reaching the recycling target, we believe that the boroughs 
should periodically inform citizens on the performance of organic waste collection in  
a manner that is accessible and user friendly.

RECOMMENDATIONS

3.1.5.B. We recommend that the boroughs of Mercier–Hochelaga-
Maisonneuve, Rivière-des-Prairies–Pointe-aux-Trembles, 
Rosemont–La Petite-Patrie and Saint-Laurent provide for the 
planning of periodic measures to assess the performance of 
organic waste collection (food waste and green waste) in support 
of sound decision making on steps that need to be taken to 
improve under-performing sectors.
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3.1.5.C. We recommend that the boroughs of Mercier–Hochelaga-
Maisonneuve, Rivière-des-Prairies–Pointe-aux-Trembles, 
Rosemont–La Petite-Patrie and Saint-Laurent disseminate on  
a regular basis the results of the performance evaluation of 
organic waste collection within their boundaries in order to report 
on the evolution of the recycling rate compared to the established 
target as a way of encouraging citizens to participate in  
the collection.

3.1.5.D. We recommend that the Service de l’environnement provide for the 
periodic tracking of the performance of organic waste collection 
(food waste and green waste) for all sectors of activity where the 
implementation has been gradually completed in order to obtain 
an overview of the situation and guide decision making to promote 
the achievement of the recycling targets established.

BUSINESS UNITS’ RESPONSES

3.1.5.B. Mercier–Hochelaga-Maisonneuve borough

[TRANSLATION] The borough of Mercier–Hochelaga-Maisonneuve will 
put in place appropriate measures to assess the performance of organic 
waste management in its territory. This exercise will be carried out with 
the participation of the Service de l’environnement, which will provide 
data specific to our borough for performance analysis purposes.  
(Planned completion: gradually beginning in May 2018)

Rivière-des-Prairies–Pointe-aux-Trembles borough

[TRANSLATION] The tonnage data compiled by the Service de 
l’environnement (ref.: Recommendation 3.1.5.D.) will be used, with the 
assistance of the Éco-quartier, to target the under-performing sectors and 
add to the information gathered by the green patrol that is in place during 
the summer of 2018. The development of this methodology will be further 
clarified in the action plan. (Planned completion: September 2018)

Annually, in spring and fall, weigh the trucks (in-house or private) 
assigned to organic waste collection (food waste and green waste). 
(Planned completion: April 2018)

 Rosemont–La Petite-Patrie borough

[TRANSLATION] Establish a diagnostic measurement strategy, using 
tonnage data compiled from the weighing tickets, to identify under-
performing sectors. The diagnostic and improvement strategies will be 
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developed in collaboration with the Éco-quartier. These strategies will be 
clearly set out in the action plan. (Planned completion: July 2018)

Take part in the optimization process for the periodic organic waste 
management performance tracking planned by the Service de 
l’environnement (ref.: Recommendation 3.1.5.D.).  
(Planned completion: continuous – October 2018 to January 2019)

 Saint-Laurent borough

[TRANSLATION] Based on information about the Service de 
l’environnement’s periodic organic waste management performance 
tracking, the borough of Saint-Laurent will implement the appropriate 
measures to foster informed decision-making about the steps to take 
to improve under-performing sectors (ref.: Recommendation 3.1.5.D.). 
(Planned completion: February 2019)

3.1.5.C. Mercier–Hochelaga-Maisonneuve borough

[TRANSLATION] The borough of Mercier–Hochelaga-Maisonneuve 
will develop and implement, in collaboration with the Service de 
l’environnement and the Service des communications, a communication 
and awareness-raising plan that includes the publication of the 
requirements set out in the Règlement sur les services de collecte, public 
participation in organic waste management and the publication of the 
organic waste management performance results in its territory.  
(Planned completion: October 2018 (based on Service de l’environnement 
timeframes))

 Rivière-des-Prairies–Pointe-aux-Trembles borough

[TRANSLATION] Based on data provided by the borough’s Direction 
des travaux publics, the Division des relations avec les citoyens will 
periodically release the tonnage by neighbourhood, using its various 
means of communication, to foster participation and encourage 
the achievement of targets. This action will be identified in the local 
communication plan to be developed (ref.: Recommendation 3.2.D.). 
(Planned completion: December 2018)

 Rosemont–La Petite-Patrie borough

[TRANSLATION] The communication plan that accompanies the action 
plan will also involve communication actions concerning the regular 
public broadcast of the performance results (based on diagnostic 
measures implemented) (e.g., Facebook post, public newsletter). 
(Planned completion: August 2018)
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 Saint-Laurent borough

[TRANSLATION] The borough of Saint-Laurent will develop, in 
collaboration with the Service de l’environnement and the Service des 
communications, a local communication and awareness-raising plan 
that includes the regular publication of the organic waste management 
performance results in its territory, to encourage the public to participate 
in the collection (ref.: Recommendation 3.1.5.D.).  
(Planned completion: March 2019)

3.1.5.D. Service de l’environnement

[TRANSLATION] Periodically track organic waste management 
performance based on information already available and data related to 
Québec’s new definition of residual materials (data available in fall 2018).

• Continuation of monthly data sharing. (Planned completion: continuous)

• Optimization of performance tracking tools. 
(Planned completion: October 2018)

• Implementation of optimized performance tracking tools.  
(Planned completion: January 2019)

This action will allow the boroughs to evaluate the performance in order 
to make informed decisions to improve the under-performing sectors  
(ref.: Recommendation 3.1.5.B.).

3.2. COMMUNICATION AND AWARENESS

3.2.A. BACKGROUND AND FINDINGS

One of the main issues related to the implementation of organic waste collection is, with-
out a doubt, the importance of sustained communication and awareness-raising efforts 
made to encourage a change in mentality so that citizens participate in the collection. 
More than 20 years ago, citizens needed to be convinced to separate recyclable materi-
als from household waste. Today, they must learn to separate organic waste so that this 
new type of collection service becomes a regular part of their daily lives. This education 
and change in mentality require an action plan, the development and dissemination of 
communication and awareness-raising tools and, ultimately, an evaluation of the perform-
ance of the measures deployed to track their impact on citizens' participation rates and on 
organic waste recycling rates. 
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For the city, this challenge is even greater in the East sector (where 1544 of the 19 boroughs 
can be found), given that more than three-quarters of the population of Montréal lives 
in this sector (which has very few green spaces) and that food waste represents 60% of 
organic waste to be recycled. Unlike the collection of green waste, which is more acceptable  
to citizens, the collection of food waste is more of a challenge due to the inconveniences 
it entails compared to other types of collection. These include odours, insects, white grubs 
and, in winter, waste that freezes in the bins. These inconveniences could deter or dis-
courage citizens from participating, which is why it is crucial to drive home the message  
on the importance of participating in the collection. In addition, given the considerable 
sums involved in the transportation of organic waste and the hundreds of millions of dol-
lars that will be invested in building organic waste treatment plants, citizens participation 
is essential. Without it, the success of the project and the targets set by the provincial 
government for the diversion of organic waste away from landfills could be compromised.

During the development of Stratégie montréalaise d’implantation de la collecte des résidus 
alimentaires 2015-2019, the Service de l’environnement worked in collaboration with  
the Service des communications on a project charter for the planning of a communication 
campaign to accompany the launch of the food and mixed (food and green) waste col-
lection service. In 2015, the Service des communications produced a document entitled, 
“Charte de projet – Implantation des collectes de résidus alimentaires et mélangés, 2015-
2020” intended for the city’s 19 boroughs. In terms of the roles and responsibilities of  
the stakeholders involved, the project charter set out the following:

• The Service des communications is to be in charge of developing a concerted communi-
cation strategy with the boroughs to support the achievement of the objectives on the 
implementation of food waste collection in Montréal. It is also responsible for helping 
the boroughs implement the communication campaign by supplying them with the tools 
they need for its launch. The project charter established a target of 80% participation rate 
by January 1, 2020, the date on which the future OWTP will become operational;

• The Service de l’environnement is to be responsible for securing the budgets for the 
overall project;

• The boroughs are to be in charge of operational communications (local) by implementing 
the concerted communication strategy developed to inform citizens about the new food 
waste collection service.

Concurrently, on May 13, 2015, the Service des communications produced a Plan de com-
munication - Phase 2015-2016 to accompany the gradual implementation of food or mixed 
waste collection in buildings of eight units or less in the territory of Montréal. It featured 
various communication and awareness measures for the pre-implementation, implemen-
tation and post-implementation phases. At the time of our audit work, in early October 
2017, the 2015-2016 communication plan was the only existing plan. However, during the 

44 The four boroughs of the West sector are Saint-Laurent, Lachine, Pierrefonds-Roxboro l’île-Bizard– 
 Sainte-Geneviève.
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audit, on October 17, 2017, the Service des communications produced a document entitled, 
“Stratégie et actions de communication 2015-2017 – Collecte des résidus alimentaires”.  
This document provides a status report on the measures deployed, the sums budgeted 
and the communication tools produced for 2015 and 2016. For the year 2017, it mentions 
that the 2016 communication objectives will be maintained for another year. It also pre-
sents the communication activities and measures launched to date.

It should be noted, however, that the project charter of 2015 provided for a communication 
budget of $5.5 million broken down annually from 2015 to 2019, the details of which are 
shown in Table 4.

Based on the budgetary breakdown set out in the project charter, the largest sums were 
to be dedicated to the roll-out phase of the implementation strategy in 2016 and 2017. 
The information obtained, however, indicates that the budget for 2016 was reduced  
to $650,000, which was 62.7% lower than the budget set out in the project charter. Of this 
$650,000 budget, a sum of approximately $450,000 was reserved for the boroughs to con-
duct their local awareness-raising initiatives, including door-to-door canvassing. In most 
cases, this was carried out by an NPO with which the borough had signed an agreement 
for the purpose of educating citizens on the collection service and the use of collection 
receptacles. In this respect, the Service de l’environnement reimburses the boroughs for 

TABLE 4 – EVOLUTION OF THE BUDGET AND EXPENDITURES  
 EARMARKED FOR PUBLIC COMMUNICATION AND  
 AWARENESS RAISING ON THE IMPLEMENTATION  
 OF ORGANIC WASTE COLLECTION

YEAR

BUDGET 
ALLOCATED 

BY THE 2015[A] 
PROJECT 
CHARTER

ORIGINAL 
BUDGET[B]

AMENDED 
BUDGET[B]

VARIATION 
BETWEEN THE 
ORIGINAL AND 

AMENDED 
BUDGET (C-B)

ACTUAL 
EXPENDITURES 

AND 
COMMITMENTS[B]

A B C D E

2015 $350,000 $0 $780,000 $780,000 $388,571

2016 $1,743,000 $650,000 $1,162,697 $512,697 $1,138,993

2017 $1,452,000 $0 $555,000 $555,000 $534,636[C]

2018 $978,000

2019 $975,000

TOTAL $5,498,000

[A] Source: Service des communications, charte de projets, 2015-2019.
[B] Data from Montréal’s integrated accounting system (referred to as the SIMON application).
[C] Balance on the books as of November 1, 2017.



4.2. | ORGANIC WASTE MANAGEMENT

2017 ANNUAL REPORT | PAGE 175

the cost of the door-to-door canvassing based on the agreements signed between the 
boroughs and the service provider. Based on the information obtained, the unitary cost of 
the awareness-raising initiative generally varies between $3 and $4 per occupancy unit. 
According to the Food Waste Collection Strategy, the boroughs planned on distributing 
the collection receptacles to a little under 134,00045 occupancy units in 2016, for a public 
awareness budget of $450,000 in 2016. The remaining $200,000 of the budget was used to 
create communication tools, such as pamphlets, postcards and stickers for the counter bins.

As shown in Table 4, in fall 2016, the Service de l’environnement nevertheless managed 
to secure an additional budget of just over $500,000. This additional budget was used 
to develop the first phase of an advertising campaign, including a series of Web videos, 
entitled, “Off the plate, to the bin.” The campaign took place primarily in December and 
January, but according to staff of the Service des communications and the Service de 
l’environnement surveyed, this was not the best time of year to get citizens to pay attention 
to an environmental issue. 

In 2017, the budget allocated was also $555,000 – or 61.8% less than the amount set out 
in the project charter (see Table 4). As we noted, the actual budgets allocated to communi-
cation and awareness raising were significantly different from the budgets set out in the 
2015-2019 project charter. Once the sums for awareness-raising activities had been spent 
during the distribution of the collection receptacles, there was little leeway left to carry out 
large-scale advertising campaigns to continue promoting the message. 

It should also be mentioned that starting in 2017, a decision was made by the municipal 
administration to entrust the communication budget, including public awareness activities, 
to the Service des communications rather than to the Service de l’environnement, as was 
previously the case. However, it is the Service de l’environnement that continues to manage 
the implementation of collection receptacles. It is also better positioned to authorize  
the payment of invoices submitted by the boroughs, since it is familiar with the agreements 
signed between the boroughs and the organizations selected to conduct the door-to-door 
canvassing. Based on the information obtained from the Service de l’environnement,  
the latter agreed to approve the invoices submitted by the boroughs, allowing the Service 
des communications to proceed with the payment of invoices, which had been given prior 
validation and authorization.

However, we call into question this significant decrease in the budgets previously earmarked 
for communication and awareness-raising activities at a time when the implementation of 
food and mixed waste collection reached the most critical phase of its deployment. Given 
the issues related to this type of collection, we believe it is crucial that the planning of com-
munication and awareness-raising activities and the budgets earmarked for such activities 
be allocated, barring a major shift of the parameter, and that the initiative as a whole be 
managed with a view to continuity in order to maintain citizen interest by reminding them of 
the changes in their daily habits they must make when it comes to separating organic waste 

45 For 2017, 2018 and 2019, the Food Waste Collection Strategy planned on implementing the service 
  93,734, 54,980 eta 52,055.
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from household waste. The implementation phase of organic waste collection is more than 
just an important step of the project. In fact, its success will determine the fate of the project 
as a whole. Without the participation of citizens, the city runs the risk of having an insufficient 
amount of waste to enable the future OWTP to operate at full capacity. This would jeopardize 
the city’s ability to reach the organic waste recycling target set by the provincial government. 
In this respect, having had to review the communication and awareness-raising strategy due 
to major budget cuts and subsequently having had to review it once again late in the year 
following additional budgetary allowances will only serve to diminish the effectiveness of the 
strategy, potentially resulting in the loss of gains made with regard to citizen participation.

In addition, while the Service de l’environnement was given broader powers over the collec-
tion and transportation of residual materials starting in 2015, which subsequently developed 
an implementation of Stratégie d’implantation de la collecte des résidus alimentaires, and 
while boroughs were granted additional powers46 for local communication with citizens, 
some of them47 had already started even before the implementation of organic waste  
collection. In this respect, we noted during our audit work that four boroughs audited had 
local communication plans to promote the implementation of organic waste collection in 
their territory. Unlike the communication plan of the Service des communications, the local 
plans developed by the boroughs focused on activities specific to the need of their con-
stituents. For example, the Saint-Laurent borough prepared an information document in five 
different languages to reach as many citizens as possible, given the multiethnic character 
of the borough. Generally speaking, we noted that the local communication plans included 
objectives, a message, a communication strategy, a target audience, a timetable for the 
actions to be taken and a list of communication tools, such as the use of a Facebook page, 
press releases, borough Website, brochures, stickers. The plans, which were developed for 
a brief period of one to two years, relied on a variety of means to communicate and raise 
awareness among citizens. In general, we find these activities and tools to be useful since 
they are sufficiently varied to reach the greatest number of citizens possible. 

While efforts have been made to develop communication plans, we nevertheless believe 
that it is important for these communication plans to be renewed and extended over longer 
time periods in order to educate citizens on the new behaviour to be adopted. 

For these reasons, we believe that the communication and awareness-raising actions 
should be recurring and included in long-term communication plans, which at minimum 
correspond to the Stratégie montréalaise d’implantation de la collecte des résidus  
alimentaires 2015-2019 and the commissioning of the OWTP expected for 2020 (phase 1) 
and 2024 (phase 2). This is all the more justified given that one of the measures of  
the 2015-2020 PMGMR of the CMM requires municipalities to: [TRANSLATION] “Organize 
information, awareness and education activities at least once a year on the reduction, recyc-
ling, recyclable materials and organic waste for all groups48.”

46 By-law 02-002, internal by-law on the transfer of powers from the city council to borough councils.
47 The Rosemont-La  Petite-Patrie borough (started in 2010) and the Rivière-des-Prairies–Pointe- 
 aux-Trembles borough (started in 2013).
48 PMGMR 2015-2020, measure 24, page 68.
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RECOMMENDATIONS

3.2.B. We recommend that the Direction générale re-evaluate the budget 
allocations with a long-term perspective given the evolution of  
the diversion rate and the Stratégie montréalaise d’implantation  
(2015-2019) by way of ensuring that communication and 
awareness-raising efforts be maintained over time in order 
to increase the participation rate of citizens in organic waste 
collection, to ensure the adequate supply of organic materials  
for future treatment plants and to promote the achievement of  
the recycling target.

3.2.C. We recommend that the Service des communications in 
collaboration with the Service de l’environnement develop a long-
term communication and awareness-raising plan identifying  
the actions to be implemented in order to ensure the sustained 
growth of citizen participation rate in organic waste collection, 
thus promoting the achievement of the recycling target.

3.2.D. We recommend that the boroughs of Mercier–Hochelaga-
Maisonneuve, Rivière-des-Prairies–Pointe-aux-Trembles, 
Rosemont–La Petite-Patrie and Saint-Laurent maintain their local 
communication and awareness-raising plans in order to identify 
the measures specific to their constituencies in support of  
the long-term participation of citizens.

BUSINESS UNITS’ RESPONSES

3.2.B. City Manager

[TRANSLATION] As organic waste management is progressively deployed 
and the objectives for this activity are identified, communication needs 
will be evaluated and budgets will be planned accordingly. 
(Planned completion: December 2018)

3.2.C. Service de l’environnement

[TRANSLATION] Development of a long-term communication and 
awareness-raising plan that identifies budgets and actions to implement 
in order to enhance public participation (ref.: Service des communications 
action plan). (Planned completion: June 2018)

 Service des communications

[TRANSLATION] The Service des communications, in partnership 
with the Service de l’environnement and the boroughs, will develop a 
communication and awareness-raising plan to relaunch the Bien manger, 
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bien jeter promotion campaign, in order to foster the sustained increase 
of public participation in the collection of organic waste and support  
the achievement of the target set by the Communauté métropolitaine  
de Montréal Plan métropolitain de gestion des matières résiduelles  
(60% by 2025).

The action plan will cover the period through October 2018 and be 
adjusted in the following years based on the results achieved and 
budgetary amounts allotted to this project. In the interest of fairness, 
the residents of all boroughs will be targeted by the promotional actions.
(Planned completion: June 2018)

3.2.D. Mercier–Hochelaga-Maisonneuve borough

[TRANSLATION] The borough of Mercier–Hochelaga-Maisonneuve 
will develop and implement, in collaboration with the Service de 
l’environnement and the Service des communications, a communication 
and awareness-raising plan that includes the publication of the 
requirements set out in the Règlement sur les services de collecte,  
public participation in organic waste management and the publication  
of the organic waste management performance results in its territory.  
(Planned completion: October 2018 (based on Service de l’environnement 
timeframes))

 Rivière-des-Prairies–Pointe-aux-Trembles borough

[TRANSLATION] The Division des relations avec les citoyens et 
communications will arrange a meeting with the borough’s Direction  
des travaux publics and the Éco-quartier to identify the problems in  
the various sectors of its territory. (Planned completion: June 2018)

Based on these data, the Division des relations avec les citoyens et 
communications will develop a local communication plan that identifies 
means to raise public awareness and encourage participation in organic 
waste collection. (Planned completion: September 2018)

Implementation of actions identified in the communication plan and 
annual relaunch to support the message and foster long-term compliance. 
(Planned completion: December 2018)

Consider the objectives identified in the communication plan that 
will be developed by the city’s Service des communications (ref.: 
Recommendation 3.2.C) and relay the resulting campaign locally.

Maintain at least one annual meeting with the borough’s Direction des 
travaux publics to get an update on issues in the field in order to guide 
communication actions. (Planned completion: December 2018)
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 Rosemont–La Petite-Patrie borough

[TRANSLATION] Work with the Service de l’environnement and  
the Service des communications to develop a long-term communication 
and awareness plan. (ref.: Recommendation 3.2.C.).  
(Planned completion: June 2018)

A complete communication plan identifying the objectives, means of 
communication and projected timeframes will accompany the action 
plan. (Planned completion: June 2018)

 Saint-Laurent borough

[TRANSLATION] The borough of Saint-Laurent will develop,  
in collaboration with the Service de l’environnement and the Service des 
communications, a local communication and awareness plan to maintain 
public participation over the long term (ref.: Recommendation 3.2.C.). 
(Planned completion: June 2018)

Finally, as part of our audit work, we also tried to determine whether there was a correla-
tion between the cost per occupancy unit (for both the boroughs and the central city) for 
the communication and awareness-raising activities and the subsequent performance 
of organic waste collection (mass ratio per occupancy unit). 

It appears, however, that neither the Service de l’environnement nor the Service des 
communications obtains all the data from the boroughs regarding the cost of the aware-
ness-raising activities they conducted using their own operating budgets. On the one hand, 
the Service de l’environnement, which was responsible for the communication and public 
awareness budget prior to the 2017 transfer of the related budgets to the Service des 
communications, did not compile or produce a comprehensive report on the overall com-
munication and awareness-raising activities, including those carried out by the boroughs 
for the purpose of analysis and performance tracking. On the other hand, the Service des 
communications, did not, starting in 2017, prepare a report on the overall expenses for 
communication and awareness-raising activities (including those of the boroughs). Nor 
did the boroughs keep a record of all their expenses related to communication and aware-
ness-raising activities taken from their own operating budgets with the goal of evaluating 
the impact of these activities on the participation rates in organic waste collection. Under 
the circumstances, we were unable to establish a direct causal link between the amount 
invested in awareness raising and the performance of the collection.

In our opinion, it would be highly useful to obtain, collate and evaluate all the data on 
communication and awareness-raising expenses in order to assess the participation and 
recycling rates. Without this information, it could be difficult for the municipal adminis-
tration to properly assess the effectiveness and efficiency of the measures undertaken 
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to encourage citizen participation in the collection. This performance evaluation based 
on expenses could also facilitate informed decision-making by helping to determine if 
additional efforts and budgets are needed to improve citizen awareness, thus increasing  
the participation rate of citizens, as the case may be.

RECOMMENDATIONS

3.2.E. We recommend that the boroughs of Mercier–Hochelaga-
Maisonneuve, Rivière-des-Prairies–Pointe-aux-Trembles, 
Rosemont–La Petite-Patrie and Saint-Laurent ensure that all 
spending on communication and awareness-raising activities 
in connection with organic waste periodically be compiled 
and forwarded to the Service de l’environnement so that the 
information may be used to evaluate the performance of these 
measures and their impact on the recycling rate.

3.2.F. We recommend that the Service de l’environnement periodically 
collect information on the expenditures incurred in the territory  
of Montréal for communication and awareness-raising activities  
in connection with organic waste and that it proceed to an analysis 
of the performance of the measures taken and their impact on the 
recycling rate in order to facilitate informed decision-making and 
increase the rate of citizen participation.

BUSINESS UNITS’ RESPONSES 

3.2.E. Mercier–Hochelaga-Maisonneuve borough

[TRANSLATION] The borough of Mercier–Hochelaga-Maisonneuve  
will periodically forward to the Service de l’environnement, based  
on its requests, information about the expenses related to organic waste 
management communication and awareness-raising.  
(Planned completion: October 2018 (based on Service de l’environnement 
timeframes))

 Rivière-des-Prairies–Pointe-aux-Trembles borough

[TRANSLATION] Creation of a specific budget code associated with 
expenses for this activity, to generate a year-end report that identifies  
all expenses. (Planned completion: September 2018)

Transmit associated expenses to the Service de l’environnement. 
(Planned completion: January of each year)
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 Rosemont–La Petite-Patrie borough

[TRANSLATION] The action and communication plans will identify  
the assessed costs and expenses incurred for their application. 
(Planned completion: September 2018)

Transmit the compiled information about the expenses to the Service  
de l’environnement. (Planned completion: January 2019)

Work with the Service de l’environnement and the Service  
des communications to evaluate the performance of the communication 
and awareness activities (ref.: Recommendation 3.2.F.).  
(Planned completion: May 2019)

 Saint-Laurent borough

[TRANSLATION] The borough of Saint-Laurent will periodically send 
the Service de l’environnement, based on its requests, the information 
about the expenses related to organic waste collection awareness 
communication and awareness activities (ref.: Recommendation 3.2.F.).  
(Planned completion: January 2019)

3.2.F. Service de l’environnement

[TRANSLATION] In collaboration with the Service des communications 
and the borough, received, in January of each year, and compile the 
expenses incurred for the organic waste communication and awareness 
activities. (Planned completion: February 2019)

In collaboration with the Service des communications and the boroughs, 
assess the performance of the communication and awareness activities. 
(Planned completion: May 2019)

3.3. ACCOUNTABILITY REPORTING

3.3.1. PROGRESS OF THE ORGANIC WASTE RECYCLING RATE

3.3.1.A. BACKGROUND AND FINDINGS

The agglomeration of Montréal made certain commitments when it adopted its 2010-2014 
PDGMR, one of which was to reduce by 60% the landfilling of organic waste produced  
by the residential sector, more specially by buildings of eight units or less (food waste 
and green waste). In this respect, every year, the Service de l’environnement produces a 
report on the mass balance for the agglomeration of Montréal. The Excel report illustrates  
the annual tonnage of each type of residual material (e.g., recyclable materials, organic 



4.2. | ORGANIC WASTE MANAGEMENT

PAGE 182 | 2017 ANNUAL REPORT

waste, textiles, dry waste and bulky items) collected, the recycling rate and the recycling 
ratio (kg/occupancy unit). The information presented includes all boroughs and related 
municipalities. This mass balance report is forwarded to the CMM every year.

In addition, every year, the Service de l’environnement produces a report that presents 
the progress being made toward the targets for residual materials management, includ-
ing the target for organic waste presented in its PDGMR. Moreover, in even-numbered 
years, it publishes a report that provides an overview of residual materials management.  
The results of the current year and the evolution of activities for the last five years are  
presented. This overview includes the state of the quantity of residual materials recycled 
and discarded by municipal collection services. The most recent report produced in 
2016 is entitled, “Portrait 2016 des matières résiduelles de l’agglomération de Montréal”.  
In odd-numbered years, it publishes the “Bilan des matières résiduelles de l’agglomération 
de Montréal”. This document is more concise and presents charts of the progress being 
made toward the targets of the PDGMR for the agglomeration as a whole, by borough and 
by related municipalities. The last report was produced in 2015. The Service de l’environne-
ment also published in 2016, the “Bilan du plan directeur de gestion des matières résiduelles 
de l’agglomération de Montréal”, which presents a detailed account of achievements made 
by the Montréal agglomeration for each of the 49 projected actions of the PDGMR since  
its implementation. It includes a section focused specifically on progress being made in  
the area of organic waste, on the awareness-raising measures taken and on municipal sludge.  
The last summary report covered the period from 2010 to 2015. All of these reports are 
available on the Montréal agglomeration Website on residual materials management. 

The reports contain the calculation of the organic waste recycling rate (20% in 2016 versus 
17% in 2015). To arrive at this ratio, the Service de l’environnement uses the methodol-
ogy recommended by the CMM, which provides comparable data on the overview of the 
situation in each of the cities of the agglomeration. This approach takes into account the 
tonnage collected by the cities, waste diverted through upstream composting and green-
cycling by citizens and through other green waste treatment contracts managed by cities 
in addition to the official organic waste management contracts. The tonnage calculated 
primarily49 takes into consideration food waste and green waste from the residential sector 
(buildings of eight units or less and a few buildings of nine units or more). 

As shown in the diagram in Appendix 5.1 of this report, it is important to put the 2010-
2014 PDGMR in context: it was adopted under the former 2006-2011 PMGMR, which  
in turn aligned with the former 1998-2008 Québec residual materials management policy. 
It is important to take this timing into account, since shortly after the agglomeration  
of Montréal adopted it 2010-2014 PDGMR, the Québec government reviewed its Québec 
residual materials management policy, adding important clarifications. Table 5 summar-
izes the differences between both versions of the Québec residual materials management 
policy. Overall, the difference pertains to the materials included and the sectors targeted. 
But both seek to reduce by 60% the tonnage to be landfilled. What is important to under-

49 Based on information obtained from the Service de l’environnement, materials collected from  
 the ICI sector may be included in the data, but they cannot be clearly identified.
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stand is that with more materials and more activity sectors included in the current policy, 
additional effort needs to be made to reach the 60% target set out in the former policy.

We present these differences because, in our view, there is confusion regarding the account-
ability reporting of the Service de l’environnement in the Bilan du plan directeur de gestion 
des matières résiduelles de l’agglomération de Montréal (2010-2015) and in the Portrait 2016 
des matières résiduelles de l’agglomération de Montréal. In both documents, we note that 
the Service de l’environnement clearly indicates that its PDGMR and the 49 actions to be 
undertaken align with the most recent Québec Residual Materials Management Policy – 
2011-2015 Action Plan This policy, however, was adopted after the 2010-2014 PDGMR of 
the Montréal agglomeration. Now that the CMM has adopted its new 2015-2020 PMGMR, 
which aligns with the new policy, the agglomeration of Montréal may (but is not required 
to) also develop a new PDGMR in keeping with the current policy. In this way, the Service 
de l’environnement would be able to connect the achievements under a new PDGMR with 
the current Québec policy.

This confusion has repercussions that go beyond an issue of inaccurate dates in the 
accountability reporting by the Service de l’environnement. In fact, the 2016 Portrait  
des matières résiduelles of the agglomeration indicates that 71,125 t of organic waste 
were diverted away from landfills, for a recycling rate of 20%. This recycling rate pertains 
primarily to organic waste from residential buildings of eight units or less (food waste and 
green waste). This figure reflects the information the city is required to present under its 
2010-2014 PDGMR, which is based on the former Québec policy. Where we note confusion 
is when the Service de l’environnement mentions that the target to be reached is 60% and 
that it is associated with the current policy. In other words, once the agglomeration has 
reached its 60% target for food and green waste, it will not have reached the 60% target  
of the current policy, since the latter now includes municipal sludge and the ICI sector.  
The situation is similar in the 2010-2015 PDGMR highlight document, where it is clearly 

DATE DOCUMENT ORGANIC WASTE 
TARGETED

ACTIVITY 
SECTOR 

TARGETED
TARGET

September 
2000

1998-2008 Québec Residual 
Materials Management Policy

Food waste and 
green waste

Municipal 
(residential)[A] 60%

February 
2011

Québec Residual Materials 
Management Policy –  
2011-2015 Action Plan

Food waste, 
green waste and 
municipal sludge

Municipal 
(residential) 

and ICI
60%

TABLE 5 –  EVOLUTION OVER TIME OF THE CONTENT OF  
 THE QUÉBEC RESIDUAL MATERIALS MANAGEMENT  
 POLICY

[A] ICI had their own section in the policy with their own recycling target.
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indicated that the organic waste recycling rate for 2015 (17%) is 43% away from the 
Québec policy target, and that the reference being used is the new policy and the 2011-
2015 action plan50.

Starting in 2017, given that the CMM has now adopted its new 2015-2020 PMGMR, which 
aligns with the current Québec policy, and that the agglomeration is now required to 
report on the new PMGMR rather than the former version, it will be necessary to include 
a section on municipal sludge recycling and on the ICI sector (at least, as mentioned in 
the PMGRM, those generating household-type organic waste). The Service de l’environne-
ment will need to collect information from the Service de l’eau to establish the tonnage of 
sludge generated and the quantity recycled in order to be able to include this information 
in the report. 

In addition, the change in the calculation of the organic waste recycling rate, which will now 
include more materials and sectors, will certainly have an impact on this rate. When read-
ing the summaries and overviews on residual materials collection, people have become 
accustomed to seeing the organic waste recycling rate progress by a few percentage 
points every year. In the next reports, it will probably be necessary to explain why the recyc-
ling rate differs or to find a way to present the information that is comprehensive yet allows 
readers to compare the agglomeration’s performance to previous years.

RECOMMENDATION

3.3.1.B. We recommend that in order to comply with the Plan métropolitain 
de gestion des matières résiduelles 2015-2020, the Service de 
l’environnement take the necessary measures to ensure that  
the next summary and overview reports on residual materials in 
the agglomeration of Montréal present the recycling rate obtained 
compared to the 60% target for all the sectors involved in a way 
that clearly shows the results and the evolution of  
the agglomeration’s performance.

BUSINESS UNIT’S RESPONSE

3.3.1.B. Service de l’environnement

[TRANSLATION] In collaboration with the Communauté métropolitaine  
de Montréal, review the methodology for including municipal sludge in  
the residual materials management report.

•   Review of the methodology. (Planned completion: January 2019)

•   Application of the methodology from the 2018 annual residual materials 
management report. (Planned completion: April 2019)

50 Source: Bilan 2010-2015 du PDGMR de l’agglomération de Montréal, page 14.
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3.3.2.  APPLYING THE PROVISIONS OF THE INTERNAL BY-LAW ON  
 THE TRANSFER OF POWERS FROM CITY COUNCIL TO BOROUGH  
 COUNCILS

3.3.2.A. BACKGROUND AND FINDINGS

Let us recall that following a change made by the city council in 2014 under section 85.5  
of the Charter regarding the division of roles and responsibilities between the Service 
de l’environnement and the boroughs regarding the management of residual materials, 
amendments were also made to the internal by-law on the transfer of powers from the 
city council to borough councils (By-law 02-002). The new responsibilities of the boroughs 
included:

“the application of the by-law on the removal, transportation and disposal of residual materi-
als and related responsibilities, including the follow up and management of contracts, 
communication with citizens, the management of citizen requests and the distribution  
of collection receptacles51”.

In terms of the powers delegated to the boroughs, by-law 02-002 specifies obligations 
when it comes to accountability reporting. It stipulates52 that the borough council must: 

[…] provide the executive committee and the director of the Service de l’environnement,  
in the format the latter determines, with: 

a) a semi-annual report of the budgetary evolution; 

b) a report on the exercise of delegated activities on March 15, and another one on Nov-
ember 15 of every year, containing in particular technical information used to develop 
production indicators concerning the management of activities;

c) an annual review of expenditures relating to the exercise of delegated activities;

d) any recommendations it deems appropriate for the improvement of the exercise  
of delegated activities […].

Our audit work, however, has not found evidence that this accountability reporting require-
ment set out in the by-law has been applied by the boroughs or that the Service de l’en-
vironnement is making such a request. Moreover, we noted that the boroughs audited were 
not aware of these provisions of by-law 02-002. We believe that applying the provisions  
of the by-law with regard to accountability reporting would enable the Service de l’environne-
ment to provide relevant data on many factors related to organic waste management  
(e.g., status of bin distribution, performance of the collection, compliance with materials 
placed in bins, overview of the evolution of complaints). Accountability reporting of this 
nature by the boroughs would help to inform the Service de l’environnement and the exec-
utive committee on the status of the implementation of organic waste collection.

51 City council, by-law 02-002, adopted on December 18, 2001, subparagraph 1, section 1, paragraph 12.
52 Municipal council, Ville de Montréal, By-law 02-002, December 15, 201, subparagrah 6e.
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Along the same lines, as part of the implementation of organic waste collection , we have 
observed that information sharing between the boroughs and the Service de l’environne-
ment could be improved. In fact, two of the four boroughs we met presented implementa-
tion reports produced by the organization in charge of distributing collection receptacles. 
These reports included the number of bins actually distributed by category of bins – stan-
dard 46 litre bins for residential buildings of eight units or less and 240 litre bins for the East 
sector with residential buildings of nine units or more. Based on information obtained from 
the individuals we met, it would seem that the Service de l’environnement does not require 
the boroughs to obtain these implementation reports from the organizations tasked with 
carrying out the distribution. Nor does it require the boroughs receiving this type of report 
to forward it to the Service de l’environnement. Yet this is the most accurate information 
available on the actual number of collection receptacles distributed. 

Moreover, three of the four53 boroughs audited mentioned keeping an inventory of resi-
dential buildings of nine units or more and of ICI members that have received collection 
receptacles. In our view, this is information that the Service de l’environnement should 
have sought to obtain from the start in order to ensure the proper planning of future inter-
vention strategies. Let us recall that under the Policy and the new 2015-2020 PMGMR of 
the CMM, many issues will need to be formally addressed. For example, the overview of the 
situation of ICI producing household-type organic waste will need to be made clearer so 
that this sector may be integrated into the collection. The same goes for the installation of 
recycling receptacles for organic waste in all municipal buildings and public areas, where 
traffic warrants it. Obtaining data from the boroughs regarding the sectors currently served 
will become an indispensable source of information for the planning future strategies.  
To date, this information has not been sent by the boroughs. There is therefore a resulting lack  
of efficiency in this regard, since the Service de l’environnement must now validate with 
each borough whether the information exists.

RECOMMENDATIONS

3.3.2.B. We recommend that the Service de l’environnement specify and 
standardize the information it obtains from the boroughs following 
the delegation of powers under by-law 02-002 in order to obtain 
harmonized information from all the boroughs.

3.3.2.C. We recommend that the boroughs of Mercier–Hochelaga-
Maisonneuve, Rivière-des-Prairies–Pointe-aux-Trembles, 
Rosemont–La Petite-Patrie and Saint-Laurent periodically report 
on the powers delegated to them regarding residual materials 
management in compliance with the requirements set out in  
the internal by-law on the transfer of powers from the city council  
to borough councils (02-002).

53 The Saint-Laurent borough has not yet rolled out its food waste collection in residential buildings  
 of nine units or more or in the ICI sector.
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3.3.2.D. We recommend that the Service de l’environnement take the 
necessary measures to ensure that all the boroughs comply 
with the requirements of the accountability reporting on the 
management of residual materials set out in the internal by-law 
on the transfer of powers from city to borough council (02-002) 
in order to obtain all the relevant information to support informed 
decision-making.

BUSINESS UNITS' RESPONSES

3.3.2.B. Service de l’environnement

[TRANSLATION] Develop a joint matrix to compile information from  
the boroughs about the Internal By-law concerning the delegation of city 
council powers to borough councils (02-002).  
(Planned completion: October 2018)

3.3.2.C. Mercier–Hochelaga-Maisonneuve borough

[TRANSLATION] The borough of Mercier–Hochelaga-Maisonneuve will 
provide the Service de l’environnement with the information it requests 
concerning the responsibilities delegated to it under 02-002.  
(Planned completion: October 2018 (based on Service de l’environnement 
timeframes)) 

Rivière-des-Prairies–Pointe-aux-Trembles borough

[TRANSLATION] With the Service de l’environnement, establish items  
that must be included in the accountability reporting and the frequency  
of the measures to obtain comparables at the same periods each year.  
This strategy will also be part of the borough’s general action plan. 
(Planned completion: September 2018)

Rosemont–La Petite-Patrie borough

[TRANSLATION] Collaborate on the implementation of an accountability 
reporting process with respect to the requirements of the Internal  
By-law concerning the delegation of city council powers to borough 
councils (02-002, ref.: Recommendation 3.3.2.D.).  
(Planned completion: October 2018)

A report, based on the action and communication plan matrix transmitted 
by the Service de l’environnement, will be drafted and submitted each 
year. (Planned completion: January 2019)
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Saint-Laurent borough

[TRANSLATION] The borough of Saint-Laurent will provide the Service  
de l’environnement with the information it requests concerning  
the responsibilities that were delegated to it under Regulation 02-002 
(ref.: Recommendations 3.3.2.B. And 3.3.2.D.).  
(Planned completion: November 2018)

3.3.2.D. Service de l’environnement

[TRANSLATION] In conjunction with the borough managers, introduce a 
specific accountability reporting process to comply with the requirements 
set out in the Internal By-law concerning the delegation of city council 
powers to borough councils (02-002).  
(Planned completion: October 2018) 



4.2. | ORGANIC WASTE MANAGEMENT

2017 ANNUAL REPORT | PAGE 189

4. CONCLUSION

The Environmental Quality Act sets the guidelines for the management of residual materi-
als. It stipulates, among other things, that each regional municipality, such as the Com-
munauté métropolitaine de Montréal (CMM), is required to develop and maintain in force 
a Plan de gestion des matières résiduelles. It also states that each local municipality must 
take the necessary measures to implement this residual materials management plan in  
its territory.

This law lead to the adoption in February 2011 of the Québec residual materials manage-
ment policy. It is accompanied by the 2011-2015 Five-Year Action Plan, which had set 
targets to be reached by the end of 2015, include the recycling of 60% of organic waste. 
This policy aims to ban organic waste from landfill sites by 2020.

The diversion of organic waste from landfill sites is a tremendous challenge for municipal-
ities. In fact, this type of waste represents a significant share (nearly 47% in 2012-2013)  
of the residual materials generated by Québec households. And unlike the recycling of 
green waste, which was easily accepted by citizens, the recycling of food waste is more 
of a challenge for them to integrate in their daily lives since it generates certain inconven-
iences (insects, odours, white grubs). For the city, this challenge is even greater given that 
a large swath of its territory (the East sector) is composed of 15 of 19 boroughs and that 
food waste represents 60% of the organic waste generated.

The most recent overview on residual materials for the agglomeration of Montréal revealed 
that the recycling rate of organic waste was 20% in 2016 and 10% in 2010. The government 
target of 60% has been postponed to 2025 in the Plan de gestion des matières résiduelles  
of the CMM. In addition, the latest Québec residual materials management policy has more 
stringent requirements, since it extends its scope to other materials (sludge generated by 
wastewater treatment plants) and to the Industrial, Commercial and Institutional (ICI) sector.

To reach the target set by the government, the city has undertaken two major initiatives. 
To start, it developed and implemented the Stratégie montréalaise d’implantation de  
la collecte des résidus alimentaires 2015-2019, which sets out the need to offer the service 
to occupancy units (eight units or less) in the Montréal territory so that all citizens may 
participate in the collection of organic waste. Its implementation is progressing based  
on its established timetable.

In addition, the city has worked on a large-scale project involving the design, construction 
and operation of five Organic Waste Treatment Plants (OWTP) located across the Montréal 
agglomeration territory. Three of these centres are expected to be operational in 2020.  
The initiation of phase 1 of this large-scale construction project involving the first three 
OWTP was approved by the executive committee with the launch of three calls for tenders 
carried out in May, June and June 2017.

To date, it is clear that we are still far from the government target, despite major 
efforts being made in this respect. Our audit work identified certain aspects, which,  
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while not exhaustive, could help support the achievement of this target by creating 
favourable conditions.

1. The city will need to review its management strategy to include not only organic waste 
generated by the residential sector but also the waste produced by the ICI sector and 
the recycling of municipal sludge.

2. The city will also need to ensure that its Stratégie d’implantation de la collecte des résidus 
alimentaires is rolled out according to the established timetable so that all occupancy 
units involved have access to the service as planned.

3. Even if the Plan de gestion des matières résiduelles of the CMM does not require muni-
cipalities to provide service to the entire residential sector, it would be imperative for 
the city to provide it to a larger share of residential buildings of nine units or more if  
it wishes to significantly improve its recycling rate.

4. The city will need to make sure that it has taken all the measures to meet the require-
ments of the provincial funding program regarding the commissioning date of OWTP 
and the percentage of occupancy units to be served.

5. The city will need to develop a communication and awareness-raising plan aligned with 
the Stratégie d’implantation de la collecte des résidus alimentaires, the commissioning  
of OWTP and the results of the diversion rate.

It would also be advisable to correlate the total spending on communication and 
awareness-raising activities with the impact on the participation rate in order to adjust  
the content of the message and the sums budgeted for these activities, as needed.

6. Boroughs will need to implement mechanisms to ensure the follow-up of the new 
regulation on collection services adopted by the city council in 2016. It would also be 
advisable to launch a collective discussion on ways to effectively apply the regulation 
and, most importantly, on ways to make citizens aware of its existence and of the pen-
alties it carries. A by-law has transferred responsibilities to the boroughs. Our audit has  
demonstrated that the boroughs are not clear on this regulation. 

Finally, the evolution of the organic waste recycling rate will need to be closely monitored 
as it relates to the capacity of the OWTP. In this regard, alternative solutions will be required 
to guide decision-making should the amount of organic waste generated be greater or less 
than expected as a result of the measures deployed to implement the collection among all 
producers of organic waste.

Ultimately, the city will need to make sure it reports on the achievement of the recycling 
target set for the sectors identified given the new requirements established.
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5. APPENDICES

5.1. DIAGRAM OF THE QUÉBEC POLICY AND THE VARIOUS PLANS  
 ON THE MANAGEMENT OF RESIDUAL MATERIALS
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1998-2008 Québec 
residual materials 

management policy
September 2000

PMGMR 2006-2011
Entry into force on  
August 22, 2006

Up for review every 5 years 
by law

PMGMR 2010-2014
Adopted by the urban 
agglomeration council 

on August 27, 2009

Sustainable Montréal 
2016-2020 Plan adopted 

by the urban  
agglomeration council
Adopted by the urban 
agglomeration council  

on 2016-06-22

PMGMR 2015-2020
Entry into force on  
January 28, 2017

Review every 7 years by law 
(the law was amended)

Main Measures:
• Municipal target: 60% recycling  

of organic waste

• Separate target for ICI: 60% 
recycling of organic waste

Main Measures:
• Municipal target: 60% recycling  

of household organic waste

• Carry out pilot projects on collection  
of food waste from 9 units or more

• Demonstrate the recycling potential  
of municipal sludge

Main Measures:
• Municipal target: 60% recycling 

of household food waste within 
5 years and 80% within 10 years

• Demonstrate the recycling 
potential of municipal sludge

Main measure:
• Reach the organic waste 

recycling target of 60% set by 
the Québec government

Main Measures:
• Implement collection of food waste in 8 units 

or less by 2020

• Ensure the collection of food from ICI sector 
producing household-type organic waste

• Collect food waste from municipal buildings

• Support municipal initiatives on the collection 
of food waste from 9 units or more

• Recycling municipal sludge

Main measure:
• Targets per activity sector, 

including ICI: 60% recycling 
of organic waste, including 
sludge

2011 Québec residual 
materials management 

policy
February 2011:

(Order in Council  
100-2011)
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5.3. GOALS AND ASSESSMENT CRITERIA

OBJECTIVE

The purpose of the audit was to ensure that the city has taken the measures required  
to reach the objectives on organic waste management set out in the Sustainable Montréal 
2016-2020 Plan and in the Plan directeur de gestion des matières résiduelles (PDGMR) 
2010-2014 of the Montréal agglomeration in keeping with the Québec residual materials 
management policy.

ASSESSMENT CRITERIA

• A structured action properly aligned with the objectives set for the recycling and reclaim-
ing of organic waste was implemented and aims to secure the largest share of provincial 
funding available;

• The city’s business units involved in the management of organic waste are efficiently 
fulfilling the responsibilities assigned to them;

• Accountability reporting mechanisms are in place and periodically used to evaluate  
the proper functioning of the operations and the degree of success in achieving  
the established objectives.
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4.3.
MANAGEMENT OF 

CITIZEN REQUESTS 
AND COMPLAINTS

March 1st, 2018
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In addition to these 
results, we have 
formulated various 
recommendations 
for business units. 

The details of these 
recommendations 
and our conclusion 
are outlined in 
our audit report, 
presented in the 
following pages.

Note that the 
business units have 
had the opportunity 
to formulate their 
comments, which 
appear after the 
audit report recom-
mendations.

SUMMARY OF THE AUDIT

OBJECTIVES 
To ensure that the Ville de Montréal (the city) has established an adequate framework 
and set of practices for managing citizen requests and complaints, that is, a way to esta-
blish the norme de service (NDS), effectively resolve problems related to requests and  
complaints, and monitor and report on the handling performance.

To ensure that the city identifies and takes measures to resolve systemic problems 
concerning citizen requests and complaints, to serve them better with a view to  
continuous improvement.

RESULTS

Among the many organizational challenges the municipal administration has to face,  
the quality of the services offered to the public is a defining issue. To this end, since 2007, 
the city has continually made changes to offer a better quality 311 service to its citizens. 
We believe, however, that improvements should be made with regard to the following  
key aspects:

• The Gestion du Réseau Accès Montréal (RAM) administrative framework, approved by 
the Direction générale in November 2007 is obsolete. No update has been made to date 
to reflect all the changes the 311 service has undergone over the years.

• The city does not have a statement of citizen services. This tool should be the linchpin 
of the administration’s continuous improvement process for service delivery. 

• Nearly a decade after its implementation, the 311 service is still relatively unknown  
to Montrealers. Three out of four citizens do not really know about its existence or  
the various ways of submitting their requests.

• The Banque d’information 311, which contains documentation about the services offe-
red by the city, is not regularly updated, so it cannot provide full, accurate information  
to the citizens.

• There is no continuing education program for the Agents de communications sociales 
(ACS) to update their knowledge about the various topics related to the city’s activities. 

• The request and complaint resolution times are not consistent from one borough  
to another, and each borough sets its target resolution times based on its own criteria.

• A significant portion of the requests and complaints that are conveyed by elected offi-
cials who are approached directly by citizens are prioritized, affecting initial scheduling.

• There are no formal mechanisms to analyze the causes behind the requests and  
complaints in order to take permanent corrective measures.
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LIST OF ACRONYMS 

ACS  
Agent de communications sociales

APT  
Average Processing Time

BAM  
Bureau Accès Montréal

GDC  
Gestion des demandes clients 

GDT  
Gestion des demandes de travail

NDS  
norme de service

 

RAM  
Réseau Accès Montréal

RFS  
Request for Services

SCA  
Service de la concertation  
des arrondissements

SPO  
Service de la performance 
organisationnelle
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1. BACKGROUND

To fulfil its mission, the city must successfully administer the services offered to  
the public. The residents’ quality of life depends on the way local services are offered 
by the boroughs. In the city, each business unit is responsible for answering questions 
from citizens based on the responsibilities assigned to it. The 311 service1 is therefore the 
citizens’ ideal gateway to the city when they want to find information, submit a request, 
make a complaint or offer a comment related to a service received. The city dedicates 
human and technological resources to respond to citizens within a reasonable time, and 
yet if the citizen feels dissatisfied after their exchanges with the city, after exhausting all 
the available recourse, they can also contact the office of the Bureau de l’ombudsman, 
which can launch an investigation and make recommendations concerning complaints 
addressed to the city.

In December 2007, the administration set up the 311 services to facilitate contact and 
communication between the city and its citizens. At that time, the service was under the 
responsibility of the Service des communications et des relations avec les citoyens in the 
“Centre de services 311” section and the Division de la qualité des services aux citoyens, 
which played a significant role in the provision of the 311 service. It relied on the Réseau 
Accès Montréal (RAM) to connect the boroughs in order to serve the citizens of the city and 
meet their needs. An administrative framework (Gestion du RAM – C-OG-SDG-D-07-001) 
explicitly defined the activities to be offered by the boroughs.

From 2007 to November 2017, the 311 service underwent changes in governance and in 
the provision of call-taking services. From 2007 to September 2011, call-taking for activi-
ties during evenings, weekends and holidays was under the responsibility of the central 
unit, the Centre de services 311, which, as mentioned, was under the jurisdiction of the 
Service des communications et des relations avec les citoyens. 

Beginning in October 2011, under article 85 of the Charter of Ville de Montréal the borough 
of LaSalle was entrusted with the responsibility of answering 311 calls during evenings, 
weekends and holidays for all boroughs of the city, and answering all emails other than 
those addressed to specific boroughs, to replace the Centre de services 311. This was 
the subject of a service agreement between the borough of LaSalle and all of the city’s 
boroughs2. This service was offered until the end of January 2016.

Beginning in February 2016, the Division du 311 and des interventions rapides et priori-
taires of the Service de la concertation des arrondissements (SCA) took responsibility 
for answering calls during evenings, weekends and holidays, which had until then been 

1 The 311 service includes all the activities that allow the city to take calls from citizens, record  
 requests in the service’s dedicated information system and forward them in the form of Request  
 for Services (RFS) to the business unit in question.
2 This agreement stipulated that the borough of LaSalle agreed to answer 311 calls from Monday  
 to Friday, from 5:00 p.m. to 8:30 p.m. and from 9:00 a.m. to 5:00 p.m. on Saturdays, Sundays and  
 holidays and to offer the level of service outlined in the RAM Norme de service (NDS) for telephone 
  service, as defined in the Gestion du RAM administrative framework (C-OG-SDG-D-07-001).
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handled by the borough of LaSalle, and answering all emails sent to the city that were 
not addressed to a specific borough. This transfer of responsibilities was made through 
a service offer identical to the one offered by the borough of LaSalle in compliance with 
article 85 of the Charter of Ville de Montréal. In addition to answering calls, the Section  
des interventions rapides et prioritaires took over the Request for Services (RFS) calls 
requiring rapid or urgent intervention related to public works and maintenance.

From 2007 to November 2017, daytime 311 calls between 8:30 a.m. and 5:00 p.m. were 
always answered by the citizen relations divisions of the 19 boroughs, through the RAM. 
RFS during these times were handled by the operational units in each borough3.

After taking a call and recording a request from a citizen, depending on the nature of the 
request, the Agent de communications sociales (ACS) creates a RFS for a request, a com-
plaint or a comment, based on the Gestion des demandes clients (GDC) guide, defined as 
follows:

• Request: Any request from a citizen requiring follow-up for authorization (e.g., a permit), 
support (e.g., a subsidy), service (e.g., an inspection or repair), claim or intervention on 
the part of the city;

• Complaint: Any complaint from a citizen concerning municipal services or the behaviour 
of municipal managers or employees for inadequate service, a lack of service (following 
a request and a reminder), an unacceptable action, an infraction, an abuse of power, etc.;

• Comment: Any comment or suggestion expressing a citizen’s opinion about a matter of 
municipal jurisdiction.

These requests are forwarded to the appropriate business units in the boroughs,  
where they are handled and closed. 

During the audited period, that is, January 2015 to April 2017, the boroughs received 
from citizens 953,252 requests for information, 886,961 requests, 11,845 complaints, 
97,176  miscellaneous calls (comments, follow-up calls for uncompleted, reactivated or 
cancelled requests), for a total of 1,949,234 calls. The details concerning the type of call 
for each borough are presented in Appendix 5.2. Diagram 1 presents the distribution  
of the calls by type. 

3 The boroughs’ operational units are the Directions de la culture, des sports, des loisirs et  
 du développement social, the Directions de l’aménagement urbain et des services aux entreprises, 
 the Directions des travaux publics and the Directions des services administratifs, des relations avec 
  les citoyens et du greffe.
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DIAGRAM 1: DISTRIBUTION OF CALLS BY TYPE

Beginning in August 2017, to support the strategic vision of the organization as a smart 
city, the operating methods of the future Centre de services 3114 were largely based on 
the best 311 practices for North American cities, particularly client experience, greater 
transparency in the handling of requests and complaints, request resolution on the first 
call and a more consistent quality of service in all means of access offered to the citizens 
through 311.

2. PURPOSE AND SCOPE OF THE AUDIT

In accordance with the Cities and Towns Act, we conducted a performance audit engage-
ment on the management of requests and complaints in compliance with the Canadian 
Standard on Assurance Engagements (CSAE) 3001 in the CPA Canada Handbook –  
Assurance.

One of the objectives of this audit was to ensure that the city has established an adequate 
management framework and practices for handling citizen requests and complaints, that 
is, a way to establish the Norme de service (NDS) , effectively resolve problems related to 
requests and complaints, and monitor and report on the handling performance. Another 
was to ensure that the city identifies and takes steps to resolve systemic problems related 
to citizen requests and complaints, to serve citizens better with a view to continuous 
improvement.

The responsibility of the Auditor General of the Ville de Montréal is to offer a conclu-
sion on the audit objectives. To do so, we gathered sufficient and appropriate evidence 
to establish our conclusion and achieve a reasonable level of assurance. Our evaluation 
is based on the criteria we deemed valid under the circumstances. These are set out in 
Appendix 5.1.

4 To this end, the Direction générale created a Direction du Centre de services 311 that would report,  
 as of January 2018, to the Direction générale adjointe – arrondissement de Ville-Marie et  
 Concertation des arrondissements and authorized the creation of a permanent position of Director, 
 Centre de services 311, which was filled in September 2017.
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The Auditor General of the Ville de Montréal applies the Canadian Standard on Quality 
Control (CSQC 1) in the CPA Canada Handbook – Assurance and, consequently, maintains 
an exhaustive quality control system that includes documented policies and procedures 
related to conformance with rules of ethics, professional standards and the applicable 
legal and regulatory requirements. Furthermore, it conforms to the rules of independence 
and the other ethical rules of the Code of Ethics of Chartered Professional Accountants, 
which are based on the fundamental principles of integrity, professional competency and 
diligence, confidentiality and professional conduct. 

Our audit work covered the activities related to the management of requests and com-
plaints received by the city in the period from January 2015 to April 2017. For some 
aspects, data prior to these years were also considered. Our work was carried out mainly 
from June 2017 to November 2017, but we also took into consideration information given 
to us until January 2018.

Our audit work did not include requests for information submitted by citizens, because 
these do not require the creation of an actual RFS, or citizen comments, which are gene-
rally suggestions or opinions. We also want to point out that RFS addressed to the central 
services were excluded from our audit, because they represent less than 1% of all requests 
and complaints recorded between 2015 and April 2017.

This work was performed primarily with the following business units:

• The Bureau de l’expérience client;

• The SCA5;

• The Service de la performance organisationnelle (SPO);

• Ahuntsic-Cartierville borough;

• Anjou borough;

• Côte-des-Neiges–Notre-Dame-de-Grâce borough;

• Pierrefonds-Roxboro borough;

• Rivière-des-Prairies–Pointe-aux-Trembles borough;

• Verdun borough.

When our work was completed, a draft report was presented for discussion purposes to 
the managers in question in each of the audited business units. A final report was then 
submitted to the Direction générale and to each of the business units in question to obtain 
action plans and time frames for the implementation of the recommendations. A copy of 
the final report was also submitted, for information purposes, to the director of the Bureau 
de l’expérience client, the director of the SPO and the directors of the boroughs not direc-
tly targeted by our audit, so they could implement the recommendations if appropriate.

5 On January 1, 2018, the Centre de services 311 was created. Some of the responsibilities of the SCA  
 were transferred to it.
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3. AUDIT RESULTS

3.1.  FRAMEWORK, STATEMENT OF SERVICES  
 AND COMMUNICATIONS STRATEGY

3.1.1. ADMINISTRATIVE FRAMEWORK

3.1.1.A. BACKGROUND AND FINDINGS

Service quality is a constant concern for a city’s administration. To this end, when 
the city created its 311 service, it produced the RAM administrative framework C-OG-
SDG-D-07-001, which was approved by the Direction générale in November 2007.  
The framework stated that all the boroughs and central services must comply with it.  
The objectives of the framework were as follows:

1. To encourage the boroughs and central services to adopt a shared vision and commit-
ment for the provision of services to the citizens (shared culture of citizen service);

2. To allow the boroughs – which have the primary responsibility for local services –  
and the central services to directly and quickly take charge of handling, tracking and 
resolving citizen requests;

3. To offer optimal, coordinated management from the RAM in order to improve the qua-
lity of the direct and indirect services offered by the boroughs and the central services;

4. To give the boroughs and central services reliable management tools (e.g., manage-
ment reports, dashboards, databanks).

A report6 dated March 2011 to the Direction générale identified several deficiencies, such 
as the service offer on holidays, fact sheet updates and accountability reporting. In light 
of the comments received by the boroughs and the Division du 311 that we examined  
in our audit, we offer the following observation:

The way the 311 service is organized reflects the general guidelines set out in the 2007 
framework as regards:

• receipt of citizen requests;

• analysis and recording of citizen requests;

• transmission and handling of citizen requests;

• handling of requests and complaints by the operational services in the boroughs;

• production of reports.

6 Report to the Direction générale – Gestion des demandes des citoyens de la Ville de Montréal et  
 Bilan de l’année 2010.
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Some shortcomings have been corrected and others, to a lesser extent, are ongoing,  
in particular as concerns the Banque d’information 311 and the consistency of request 
handling parameters.

The 311 service has undergone more changes over the years (2007 to 2017), but the 
framework adopted in 2007 was not adjusted based on the changes made, in terms of 
transferred responsibilities, new applications and tools used, such as the termination 
of the Sherlock database and its replacement by the Banque d’information 311 and the 
capacity for citizens to report problems related to potholes, graffiti, park cleanliness, etc., 
directly to work crew supervisors.

All these factors mean that the framework requires a formal update, especially since 
major changes are planned for 2018.

RECOMMENDATION

3.1.1.B. We recommend that the Direction générale update the 
administrative framework for the 311 service in order to reflect 
the changes made over the years and to encourage the consistent 
and effective handling of all citizen requests by the business 
units.

BUSINESS UNIT’S RESPONSE

3.1.1.B. Direction générale

[TRANSLATION] The Direction générale agrees with this recommendation 
and will produce an updated administrative framework.  
(Planned completion: March 2019)

3.1.2. STATEMENT OF 311 SERVICES

3.1.2.A. BACKGROUND AND FINDINGS

The administrative framework adopted in 2007 identifies and specifies certain aspects 
that may be included in a statement of citizen services in terms of the management of 
service requests:

• accessibility;

• speed;

• staff competencies;

• courtesy, respect and additional effort;

• impartiality and equity in handling;

• outcome.
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For each of these aspects, the city has defined the content of the actions and the stan-
dards expected for services offered by telephone, in person at the counter, through the 
web portal and by email.

Furthermore, the administrative framework states under heading 10.4 that [TRANSLATION] 
“by January 2010, the boroughs and central services must adopt a shared commitment to 
citizen services”. This commitment was to specify their intentions concerning the level 
and quality of the services offered to the citizens, to demonstrate that service quality is an 
important value for them. This shared commitment to citizen services was to be a public 
document that included the following items:

• A statement of vision, mission and values;

• Service quality intentions;

• Service hours;

• Contact information for the various service methods (311, Internet and counter);

• Citizen rights and responsibilities;

• The handling process for citizen requests;

• The publication date of the commitment.

Although no official statement has been drawn up and published, some of these items are 
currently stated for all business units (e.g., service hours, 311 service methods). No formal 
citywide statement of 311 services has been adopted for all these items, however. 

And yet in the last four years, the city has undertaken a continuous improvement process, 
leading to the creation of the SPO in 2014 and the Bureau de l’expérience client in 2015 and 
the launch of the 311 service re-engineering program, to allow the city to provide better 
service to its citizens and improve information transparency. 

Finally, in 2017, to face the challenge of improving client service with the complex gover-
nance of the 311 service (20 call centres with practices that are not always aligned), 
the Direction générale authorized the creation of a Direction du Centre de services 311 
with two divisions, the Division des opérations 311, to coordinate calls during evenings  
(5:00 to 8:30 p.m.), weekends and holidays and handle rapid, priority interventions, and the 
Division – Bureau de projets 311 et soutien aux opérations to pursue the re-engineering of 
the 311 service and processes, in order to harmonize RFS processing. This new structure 
will be in place as of January 2018.

In this audit, however, with the exception of the public service policy adopted by the 
Ahuntsic-Cartierville borough in 2015, we found that the city does not have a statement 
of services and nor do the other boroughs that were part of our sample. By articulating 
its commitments, the city would give itself leverage to mobilize the entire organization 
toward the achievement of shared objectives.
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RECOMMENDATIONS

3.1.2.B. We recommend that the Direction générale develop a statement 
of citizen services to establish the Norme de service it intends 
to uphold for the handling of citizen requests. This statement 
must not only provide measurable commitments for all the city’s 
business units but also take the citizens’ expectations  
into account.

3.1.2.C. We recommend that the Direction générale periodically update  
the statement of citizen services with regard to the 311 services, 
to support the achievement of a defined level of service and 
provide a shared incentive for the entire organization.

BUSINESS UNIT’S RESPONSES

3.1.2.B. Direction générale

[TRANSLATION] The Direction générale agrees with this recommendation 
and will ask the Bureau de l’expérience client to produce a general 
service statement with specific provisions for each of the main municipal 
sectors of activity. Given the governance framework established by the 
Charter of Ville de Montréal, this service statement cannot be imposed 
upon the boroughs; the boroughs will instead be encouraged to comply. 
(Planned completion: in stages until September 2021)

3.1.2.C. Direction générale

[TRANSLATION] The Direction générale agrees with this recommendation 
and will have its service statement reviewed on a regular basis.  
(Planned completion: March 2020)

3.1.3. COMMUNICATIONS STRATEGY

3.1.3.A. BACKGROUND AND FINDINGS

On the website of each borough, a user-friendly menu allows the citizens to obtain infor-
mation to contact the city through 311 and submit information requests, requests, com-
plaints or comments, 365 days of the year, from Monday to Friday, 8:30 a.m. to 8:30 p.m., 
and on Saturdays, Sundays and holidays from 9:00 a.m. to 5:00 p.m. They can also receive 
additional information during the day by contacting the city directly:

• by phone (by dialling 311) or in emergency situations (by dialling 911);

• in person by going to a Bureau Accès Montréal (BAM) service point (BAM opening hours 
and address available for all boroughs);

• by email, by completing a form that is submitted directly.
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Furthermore, on these websites, the Banque d’information 311 allows citizens to access 
the latest news or notices for the boroughs via Montréal 311 (if they have a Twitter account, 
which is not the case of all citizens).

A poll conducted for the Bureau de l’expérience client by an external firm as part of the 
re-engineering of the 311 service in 2016 allowed the city to draw the following conclu-
sions about public awareness of the 311 service:

• Over 70% of the citizens are unaware of the 311 service;

• Most businesses are not fully aware of the 311 service offer;

• Most citizens are unaware of all the possible ways to contact the 311 service  
(e.g., 311 email, Twitter account and 311 fact sheets);

• The role and services offered by 311 are not well known;

• Only 2 of every 10 citizens know about the 311 fact sheets.

Despite the information available on the borough websites and the fact sheets, the city 
should review its communications and 311 service promotion strategy and the tools sup-
porting it, to make them more widely known. The lines of strategic intervention should be 
based on the conclusions of the poll conducted for the re-engineering of the 311 service 
and the actions taken by the Bureau de l’expérience client.

RECOMMENDATION

3.1.3.B. We recommend that the Direction générale review its 
communications strategy by promoting the 311 service and the 
tools supporting it in order to raise its profile with the citizens and 
expand their use of it. This strategy should refer to the statement 
of citizen services in order to ensure it is well known by all citizens.

BUSINESS UNIT’S RESPONSE

3.1.3.B. Direction générale

[TRANSLATION] The Direction générale does not wish to promote the 
311 service until the Centre de services 311 has completed its upgrade 
and is equipped to track requests in real time and maintain a constantly 
updated database, all of which will take several more months.

A communication strategy will subsequently be developed.  
(Planned completion: March 2020)
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3.2. REQUEST AND COMPLAINT MANAGEMENT PROCESS
The effective management of services related to requests and complaints depends on 
having an adequate process by which the borough operational units can receive (at the 
counter, by phone and by email), handle and close RFS. Figure 1 depicts the overall request 
and complaint management process currently in effect.

FIGURE 1: OVERALL REQUEST AND COMPLAINT MANAGEMENT PROCESS

In general, the RFS received by the city are recorded and forwarded to the administra-
tive units in question in the boroughs, with the information compiled by the ACSs in the 
GDC application when the call is taken. The operational units receive the information and 
schedule the activities that will be carried out to handle the RFS in the GDC application 
itself, with the exception of public works, which are processed through the Gestion des 
demandes de travail (GDT) application. This allows them to enter the RFS in their internal 
schedule. Once the intervention has been completed, the operational units close the RFS 
in the GDC or GDT application, as the case may be.

Source : Service de la concertation des arrondissements 2016.
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3.2.1. RECEIPT, ENTRY, RECORDING AND FORWARDING TO  
 THE APPROPRIATE BUSINESS UNIT BY THE AGENT  
 DE COMMUNICATIONS SOCIALES

3.2.1.A. BACKGROUND AND FINDINGS 

Requests entered in the GDC-GDT application come from four sources, in the following 
proportions:

• 68% by phone to the resources assigned to the 311 call centres;

• 29% in person to the resources assigned to client service at the BAM counters in each 
borough;

• 2% by email through the application (virtual BAM);

• 1% through social media (Twitter).

To provide quality client service, the ACS must respond politely and have an appropriate 
attitude toward the citizens, who may be frustrated when they submit a complaint.  
To provide accurate information to the citizens, the ACS must have sound knowledge 
of the services offered by the city and the activities of the various administrative units  
(e.g., current by-laws, policies, programs). In this respect, we note that the ACS have access 
to the Banque d’information 311. This application contains documents on the services 
offered by the city and on the municipal by-laws. The Centre de services 311 has recently 
taken over the responsibility for updating this information bank, but it is not always updated 
regularly, because the boroughs fail to submit their changes. This shortcoming raises the 
risk of providing incomplete or inaccurate information to the citizens.

The staff must also be informed about unusual events that may disrupt the activities and 
services normally offered and that may lead to a significant flood of calls. In such a case, 
the managers of the various administrative units must ensure that the information is com-
municated promptly and in advance to the ACS. This is not always done, however. 

Furthermore, these agents and the key staff, when hired, are trained on the tools7 available 
to them to operate the computer system and the GDC application. The Centre de services 
311 is responsible for developing the training content, but the boroughs are responsible 
for registering the people to be trained. The initial training for a newly hired ACS is always 
given, but subsequently, there is no systematic continuing education program for the 
agents to keep their knowledge up to date about the various topics related to the city’s 
activities. In this regard, none of the boroughs could give us statistics about training time 
(statutory or continuing).

7 We identified several training guides, including: GDC – Guide de l’usager de base, GDC – Guide des  
 activités universelles and GDC – Guide de l’usager expert.
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It is also important for the citizens’ requests to be well documented and clearly articulated 
(e.g., place, cause), as it is based on the information gathered by the ACS that the adminis-
trative unit responsible for handling the request or complaint can understand the problem 
behind it and determine its urgency and the actions to take. Based on the information 
obtained from the operations managers (particularly in public works), there are a number 
of shortcomings in this regard. The ACS in the boroughs and at the Centre de services 311 
do not always document the RFS correctly. This unduly delays the handling of requests 
and complaints. 

Once the request has been entered, it is sent to the administrative unit responsible for 
handling it. This transfer is carried in accordance with “Règles d’acheminement” that are 
specific to each borough and based on its organizational structure. Furthermore, the rules 
differ based on the type and nature of the request: a request is sent to a work crew super-
visor so the work can be carried out in the field, while a complaint is directed to a manager 
so the complainant can be called. 

By consulting a universal activity file8 defined by the city, the ACS can enter in the GDC the 
resolution time within which the administrative unit should respond to the client request, 
based on the type and nature of the intervention (e.g., tree felling, snow removal, potholes). 

Ultimately, the ACS must ensure that the request is transferred to the intended recipient. 
There seems to be little risk that a RFS will not be recorded and transferred to the business 
unit in question, as the GDC-GDT application has a function that automatically generates 
a file number and, on request, an acknowledgement of receipt. If the request is submitted 
by phone or at a counter service, the citizen is given a file number and, on request, receives 
a mailed or emailed acknowledgement confirming that the RFS has been recorded. If the 
citizen does not receive it or if the problem is not resolved, the citizen generally calls  
the city.

RECOMMENDATIONS

3.2.1.B. We recommend that the boroughs of Ahuntsic-Cartierville, 
Côte-des-Neiges–Notre-Dame-de-Grâce, Pierrefonds-Roxboro, 
Rivière-des-Prairies–Pointe-aux-Trembles and Verdun take the 
necessary provisions to update the Banque d’information 311 
and communicate promptly with the Agents de communications 
sociales the occasional events that generate calls from citizens, 
so they can provide accurate information on the first call and 
direct their requests efficiently.

8 Represents the name of the activity in the GDC application and refers to a type of intervention by the  
 administrative units. There are 271 universal activities in the GDC. For example, GDC universal  
 activity: Traffic sign, priority maintenance. Type of intervention: All requests that require rapid  
 intervention, when a missing traffic sign could endanger drivers or pedestrians.

4.3. | MANAGEMENT OF CITIZEN REQUESTS AND COMPLAINTS
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3.2.1.C. We recommend that the Centre de services 311, jointly with the 
boroughs, develop and deliver a continuous education program 
for the Agent de communications sociales in order to keep their 
knowledge up to date and ensure they can provide appropriate 
responses to the citizens.

3.2.1.D. We recommend that the boroughs of Ahuntsic-Cartierville, 
Anjou, Côte-des-Neiges–Notre-Dame-de-Grâce, Pierrefonds-
Roxboro, Rivière-des-Prairies–Pointe-aux-Trembles and Verdun 
and the Centre de services 311 emphasize to the Agents de 
communications sociales the need to thoroughly document 
and clearly explain the citizens’ requests for service before 
transferring them to the appropriate operational units, to avoid 
undue delays in their handling.

BUSINESS UNITS’ RESPONSES

3.2.1.B. Ahuntsic-Cartierville borough

[TRANSLATION] A person has been assigned to oversee this file. It is 
an Agent de communications sociales. A schedule or tracking table 
is established. It includes the names of the people in charge and the 
timelines. The files are systematically sent for update to the people in 
charge. The files are then sent to the writers of the Centre de services 
311 and returned to us in the form of information for all Agents de 
communications sociales. We will pursue this good management 
practice. (Planned completion: December 2018)

 Anjou borough

[TRANSLATION] Implementation of a formal update process.  
(Planned completion: December 2018)

Hold a training session for all Agents de communications sociales of the 
Bureau Accès Montréal to explain the changes 15 days before a regulatory 
amendment comes into force. (Planned completion: December 2018)

Update the files of the “Banque d’information 311”:

• Develop an annual time table to facilitate the identification of files that 
need to be updated and the best time to proceed with these updates.;

• Identify the people in charge of updating these files;

• Determine the internal process for communicating the information. 
(Planned completion: December 2018)
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Occasional events:

• Raise awareness among management staff regarding the importance 
of informing the Agents de communications sociales of occasional 
events that can generate calls from citizens;

• Identify default events (e.g., water main breaks, road closures, 
spreading operations on sidewalks);

• Include this as an item on the agenda of statutory management 
meetings. (Planned completion: December 2018)

 Côte-des-Neiges–Notre-Dame-de-Grâce borough

[TRANSLATION] An Agent de communications sociales is responsible for 
updating and following up on Bureau Accès Montréal files – unchanged.

The borough manager will forward a note to the directions and divisions 
as a reminder of the importance of updating these files and will ask each 
unit to assign a person in charge of the task.

A quarterly reminder will be issued to the people in charge of the files  
.and managers. (Planned completion: April 2018)

 Pierrefonds-Roxboro borough

[TRANSLATION] All 311 files were revised as at April 4, 2018.  
(Planned completion: April 2018)

Training for the Agents de communications sociales of the Bureau Accès 
Montréal once a month with TP/Permis/Greffe from 2 pm to 3 pm  
(group of two Agents de communications sociales at a time).  
(Planned completion: March 2018)

A new head of section position at the Service à la clientèle has been 
created to link the employees of the Bureau Accès Montréal and the 
various borough services regarding new information.  
(Planned completion: January 2018)

 Rivière-des-Prairies–Pointe-aux-Trembles borough

Continue with the existing procedure:

• [TRANSLATION] A table with all the files of the boroughs by 
department was developed; it includes the prescribe update 
deadlines;

• A month prior to the update, an email is sent to the various people 
in charge of the update in each department with a return date (two 
weeks);

• If there is no response, a reminder email is sent, with the deadline;
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• If there is no response once again and the Agents de communications 
sociales note that an update is due, the head of section of Service à la 
clientèle contacts the people in charge directly;

• An Agent de communications sociales (responsible for the update) 
sends and receives the corrections and forwards them to the writers 
and communication agents at the central;

• The Centre de services 311 quickly informs the Agents de 
communications sociales by email of the changes or relevant 
information on occasional events. (Planned completion: April 2018)

For occasional events:

• [TRANSLATION] Close collaboration between the head of section 
of the Bureau Accès Montréal and the team of the Division des 
communications already exists for the drafting of occasional press 
releases (or other communication tools) as required. Press releases 
are then simultaneously sent to the media and to all employees of  
the borough. (Planned completion: April 2018)

 Verdun borough

[TRANSLATION] Changes to the Banque d’information 311 are updated 
by the units in charge. The updates, however, are not forwarded to the 
agents. A list of updates will be sent to agents.

For public works, the procedure is already in place; notices are sent by 
the heads of division to the Agents de communications sociales and 
to the head of division – Relations avec les citoyens et communication 
indicating the events that may affect operations and generate calls. 
However, the notices may be issued by telephone and/or email. From now 
on, the notices will need to be sent by email to all agents. They will be 
recorded in a log. (Planned completion: May 2018)

Creation of an email directory of the Agents de communications sociales 
and the head of division. (Planned completion: June 2018)

3.2.1.C. Centre de services 311

[TRANSLATION] Conduct a benchmark study in the market to identify  
the best practices. (Planned completion: December 2017)

Develop and implement a quality management program at the Centre  
de services 311 (listening in on calls, feedback and coaching).  
(Planned completion: June 2018)

Share the quality management program with the 140 Agents  
de communications sociales of the 311 network.  
(Planned completion: June 2019)
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Institute a meeting with second-line teams to discuss the quality  
of services they receive from 311 agents (e.g., roadworks managers). 
(Planned completion: December 2018)

3.2.1.D. Centre de services 311

[TRANSLATION] Develop management dashboards at the Centre  
de services 311 to track service quality as perceived by citizens and 
second-line teams. (Planned completion: December 2018)

Develop a training program, including continuous training for agents  
of the Centre de services 311. (Planned completion: June 2018)

Deliver the training to the entire 311 network.  
(Planned completion: June 2019)

 Ahuntsic-Cartierville borough

[TRANSLATION] In fall 2017, we offered training to one representative per 
direction in order to ensure that requests and complaints are quickly 
rerouted to the right person in case of errors. Service request returns  
are still handled by the person in charge of the Bureau Accès Montréal,  
but this led to a reduction of 50%. (Planned completion: December 2018)

 Anjou borough

[TRANSLATION] Implement a matching arrangement with  
second-line teams so that agents from the Bureau Accès Montréal  
can better understand field work. This will help generate more  
detailed requests with relevant information, making them easier  
to understand.

Conduct a survey among second-line teams to know their satisfaction 
with the accuracy of requests made by our Bureau Accès Montréal. 
Unfortunately, we do not have any control over requests from other 
Bureaux Accès Montréal since they are not under our responsibility. 
(Planned completion: December 2018)

Set up biannual meetings between operational staff at public works 
and the Agents de communications sociales to discuss their respective 
realities and improve the quality of information.  
(Planned completion: December 2018)

Offer to the Agents de communications sociales the opportunity  
to go out into the field in order to improve their understanding of 
operational activities.



4.3. | MANAGEMENT OF CITIZEN REQUESTS AND COMPLAINTS

2017 ANNUAL REPORT | PAGE 217

Submit to the Bureau Accès Montréal a few examples of problematic 
requests to improve how requests are categorized.  
(Planned completion: June 2018)

 Côte-des-Neiges–Notre-Dame-de-Grâce borough

[TRANSLATION] Reminders are made during statutory team meetings.

The problem also comes from other Agents de communications  
sociales/Bureau Accès Montréal who do not take the time to read the 
specific procedures of other boroughs – a reminder to this effect was 
issued on March 29 during the Table des répondants 311 by the head  
of division – Communications et relations avec les citoyens.

It should be noted that a certain percentage of citizens who call speak 
neither French nor English, making communication more difficult. 
(Planned completion: March 2018)

 Pierrefonds-Roxboro borough

[TRANSLATION] Train Bureau Accès Montréal employees on questions 
asked during phone calls.

Prepare the questionnaire (checklist).  
(Planned completion: May 2018)

Random checks (see if properly documented in the Système de gestion 
de demandes clients and listening in on phone calls).  
(Planned completion: April 2018)

 Rivière-des-Prairies–Pointe-aux-Trembles borough

[TRANSLATION] Upon arriving at the borough, the Agents de 
communications sociales meet with the head of section – Service  
à la clientèle who explains the procedures of the borough,  
the importance of recording all the details in client management  
requests and of informing the citizen of the planned completion deadline.  
(Planned completion: April 2018)

If we note that a service request has not been adequately completed 
(by a colleague from another department who was unable to process 
the request; by a colleague because the citizen called again and 
information was missing in the service request or due to a service 
request return). The head of section immediately follows up with the 
Agent de communications sociales to correct the situation and explain 
the importance of properly documenting the requests in the Système de 
gestion de demandes clients. (Planned completion: April 2018)



4.3. | MANAGEMENT OF CITIZEN REQUESTS AND COMPLAINTS

PAGE 218 | 2017 ANNUAL REPORT

Raise awareness during team meetings on the importance of properly 
documenting service requests (biannual).  
(Planned completion: April 2018)

Matching arrangements with various departments will continue in 2018 
to ensure discussion on procedures between both department (Bureau 
Accès Montréal and the matched department: roadworks, permits, 
inspection). (Planned completion: April 2018)

To avoid undue delays in the processing of service requests, every 
month, the head of section sends to the directions and heads of division 
a report listing the service requests to be processed. In addition, all 
service request returns are checked daily to reroute them to the relevant 
direction. (Planned completion: April 2018)

 Verdun borough

[TRANSLATION] In Verdun borough, when a request is ambiguous or 
incomplete, it is returned to the Bureau d’arrondissement where they 
must find the answers to the questions or the information omitted by 
agents. The employee responsible is met so that the information in the 
request may be corrected or completed; it is also an opportunity to make 
employees aware of their obligation to send requests that are free of 
ambiguity or omissions. (Planned completion: completed)

The knowledge of the Agents de communications sociales is  
kept up-to-date through team meetings and formal directives sent  
to them.  
(Planned completion: April 2018)

 
3.2.2. UNDERTAKING AND HANDLING BY PUBLIC WORKS OPERATIONS

3.2.2.A. BACKGROUND AND FINDINGS

Nearly 80% of the requests received concern public works operations. In this stage of the 
process, the administrative unit responsible must take charge of the request, handle it and 
close it in the GDT application when it has been resolved. 

The work crew supervisor who coordinated the handling of the RFS and closed the request 
or complaint has to enter a comment in the GDC-GDT application explaining the status of 
the situation. The supervisor must state all actions taken after the request was under-
taken to update the information system for citizens seeking follow-up on their request. In 
the case of a complaint, the supervisor must also contact the citizen to get the informa-
tion required to take the appropriate action. 
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In this audit, we found that the boroughs do not have standard practices for undertaking 
and handling requests and complaints related to public works operations. Based on the 
explanations we received, there are two models for undertaking requests in the boroughs 
in our samples:

• Undertaking, handling and closing RFS directly in the GDT by the work crew supervisor 
in charge of the file;

• Undertaking and closing of RFS in the GDT by the administrative staff, such as the clerks 
or secretaries of the administrative unit. The RFS is handled by the assigned person. 
Once the work has been done, the annotated work orders are returned to the clerk or 
secretary so the information can be entered in the GDT and the request can be closed. 

In our opinion, this method:

• Does not encourage the accountability of the resources responsible for scheduling,  
handling and closing requests and complaints (the work crew supervisors, technical 
agents and inspectors);

• Leads to additional delays.

Nevertheless, the city very recently developed a new mobile tool to allow work crew super-
visors to close RFS from tablets on a mobile GDT for six universal activities (potholes, 
graffiti, urban furniture, cleanliness, defective street lights and tree branches). 

We also observed that in all the boroughs in our sample, a significant proportion of the 
requests and complaints are conveyed by elected officials who are directly approached 
by citizens. In the majority of the cases, they are recorded in the GDC in compliance with 
the RAM administrative framework, but it was reported to us that some of the requests 
received outside of the 311 service are not recorded in the GDC. 

According to the information we received, to follow up on these RFS, some elected offi-
cials tend to directly contact the managers in charge to ensure that the interventions 
are undertaken and given priority handling, to the detriment of other requests that were 
already scheduled. 

The result is that the operations managers in question have to change their intervention 
schedule and delay scheduled interventions that are sometimes more important than 
those coming from the elected officials, leading to a lack of optimization in the interven-
tions carried out. 

In all the boroughs in our sample, the findings concerning handling time are supported  
by the following observations:

• The RFS completion time does not always correspond to the closure date. The closure is 
often recorded later, which distorts the completion time statistics, and these are impor-
tant for assessing RFS handling performance.
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• With the exception of the Rivière-des-Prairies–Pointe-aux-Trembles borough, where it 
is a work crew supervisor who closes them, the requests in all the other boroughs in 
our sample are closed by an office employee. Sometimes there is a delay in closing 
the requests, even if the work has been carried out, because the employee waits until  
the end of the week before closing the files.

RECOMMENDATION

3.2.2.B. We recommend that the Centre de services 311 encourage the 
boroughs to establish mechanisms to harmonize the practices for 
closing Request for Services, in order to reduce completion time 
by improving methods.

3.2.2.C. We recommend that the boroughs of Ahuntsic-Cartierville, Anjou,  
 Côte-des-Neiges–Notre-Dame-de-Grâce, Pierrefonds-Roxboro,  
 Rivière-des-Prairies–Pointe-aux-Trembles and Verdun emphasize  
 to elected officials that all requests and complaints addressed to  
 them must be formally recorded in the Gestion des demandes  
 clients application and avoid intervening with the administrative  
 units, to ensure fair and optimal handling of all requests.

BUSINESS UNITS’ RESPONSES

3.2.2.B. Centre de services 311

[TRANSLATION] Institute a meeting with second-line teams to discuss 
the quality of services they receive from 311 agents (e.g., roadworks 
managers). (Planned completion: December 2018)

Twice a year, take stock of the main irritants linked to the processing 
of 311 requests and use them as the basis of process optimization 
development programs. (Planned completion: December 2018)

Send to and work with the Service de la performance organisationnelle  
to conduct process optimization workshops.  
(Planned completion: to be determined)

3.2.2.C. Ahuntsic-Cartierville borough

[TRANSLATION] Since 2010, we have had an internal procedure between 
the Bureau Accès Montréal and the cabinet on how to proceed when 
creating requests and complaints.

This procedure was updated in January 2017.

It centralizes at the Bureau Accès Montréal all requests from  
the Bureau des élus. (Planned completion: December 2018)
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 Anjou borough

[TRANSLATION] Information meeting with elected officials and review  
of request management process. (Planned completion: December 2018)

 Côte-des-Neiges–Notre-Dame-de-Grâce borough

[TRANSLATION] A note will be sent to elected officials reminding them 
that all requests and complaints they receive must also be formally 
recorded in the Système de gestion de demandes clients.

Moreover, the issue will be addressed during the statutory meeting of  
the borough manager with the cabinet. (Planned completion: May 2018)

 Pierrefonds-Roxboro borough

[TRANSLATION] Directive from the Direction générale on entering all 
requests from elected officials in the Système de gestion de demandes 
clients. (Planned completion: April 2018)

The political attaché will enter in the Système de gestion de demandes 
clients. (Planned completion: April 2018) 

 Rivière-des-Prairies–Pointe-aux-Trembles borough

PUBLIC WORKS

[TRANSLATION] Ensure that all requests from elected officials are 
systematically accompanied by a request number.  
(Planned completion: April 2018)

BAM

• [TRANSLATION] Training for elected officials on the Système de 
gestion de demandes clients (refresher in April 2017).

• Upon appointment of a new elected official, presentation of the 
department and role of the Bureau Accès Montréal and training on  
the Système de gestion de demandes clients (November 2017). 

• When an elected official asks a service request to be opened on 
behalf of a citizen, we invite the elected official to contact the citizen 
to explain the importance of calling or going to the Bureau Accès 
Montréal to submit his or her service request, since this request will 
be formally recorded and a follow-up will be made.
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• In addition, if an elected official or citizen is insistent when making 
the request and that we cannot give it priority for a given reason (high 
volume of requests, borough currently focusing on requests dating 
back more than one year or requests involving a safety issues), a note 
is added to the service request. (Planned completion: April 2018)

 Verdun borough

[TRANSLATION] Requests sent to the Bureau des élus are rerouted to 
the head of division – Relations avec les citoyens et communications 
to open a request in the Système de gestion de demandes clients. This 
procedure has been in place for several years.  
(Planned completion: completed)

This information has already been communicated verbally during 
statutory meetings of the directions and elected officials on March 22 
and a formal notice will be sent to this effect.  
(Planned completion: May 2018) 

3.2.3. UNDERTAKING AND HANDLING BY OTHER BUSINESS UNITS

3.2.3.A. BACKGROUND AND FINDINGS

The volume of RFS related to requests and complaints directed to the boroughs’ other 
administrative units, such as the Direction de la culture, des sports, des loisirs et du  
développement social, the Direction du développement du territoire, the Direction de 
l’aménagement urbain et des services aux entreprises and the Direction du développe-
ment du territoire et des études techniques represents about 20% of all RFS received. 

These RFS generally follow a path similar to those undertaken by public works. By way of 
example, the requests and complaints received generally concern the following activities:

• Library (quality of reception);

• Cleanliness of the facilities in arenas;

• Presence of dogs in parks;

• Urban planning;

• Permits and inspections.

For some sectors, such as urban planning, the handling of requests and complaints raises 
a problem related to the establishment of handling times. The inspection phase of most 
of these requests requires several visits and follow-ups with the citizens. This results in 
long completion times because the inspector has to wait for documents from the citizens 
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in order to conduct the inspection before closing the request or complaint. In these condi-
tions, it is difficult to assess the city’s performance, even though the long completion 
times are often attributable to the citizen as well as the city. Furthermore, the GDC does 
not have a mechanism to signal that a RFS is awaiting action from a citizen and to exclude 
that wait time from the completion time at closure.

RECOMMENDATION

3.2.3.B. We recommend that the Centre de services 311, in collaboration 
with the boroughs, develop a mechanism to exclude the time 
spent waiting for a response or a document from a citizen, in 
order to determine the completion time exclusively attributable  
to the city in the analysis for performance evaluation purposes.

BUSINESS UNIT'S RESPONSE

3.2.3.B. Centre de services 311

[TRANSLATION] Modify the management dashboards to ensure that  
they do not include requests with a PENDING status or BLITZ status  
(e.g., potholes). (Planned completion: February 2018)

Evaluate the permit processing system with the departments of the 
Direction de l’aménagement urbain et des services aux entreprises. 
(Planned completion: March 2019)

Develop management dashboards for the departments of the Direction 
de l’aménagement urbain et des services aux entreprises.  
(Planned completion: June 2019)

3.3. OBJECTIVES AND PERFORMANCE INDICATORS

3.3.A. BACKGROUND AND FINDINGS

The management framework for the provision of citizen services, as defined in the  
Gestion du RAM administrative framework, is based on recognized citizen satisfaction 
indicators such as those developed by the Institute for Citizen-Centred Service9 and The  
Institute of Public Administration of Canada: accessibility, speed, staff competency, courtesy,  
respect, impartiality, and fairness in handling and outcome. 

The standards must be upheld by all business units in the provision of citizen services 
and, based on a series of indicators, they are used to measure their performance on a 
continuous basis. We examined two performance indicators in our audit: accessibility 
and speed, based on the availability of the data. We have not commented on the other 
indicators listed above. 

9 Not-for-profit organization that promotes citizen-centred services in the public sector.
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In terms of taking phone calls and personal encounters at the counter, we considered the 
indicators for the accessibility of the 311 services on business days, the speed at which 
the calls are taken by the agents and the time for registering a request at a BAM counter, 
as well as the handling time for incoming emails. Concerning the handling of RFS by the 
operational units, we selected handling time as the performance indicator. 

With regard to accessibility, the citizen has four channels to submit a request to the city 
(by phone, in person at the BAM counter, by email and through social media). According 
to the data analyzed, requests and complaints are usually submitted by phone (68%) and 
in person at the BAM counter (29%). Only 2% are submitted to the city by email and 1% by 
other channels (social media). 

Overall, 85% of these requests and complaints are recorded during the day (between 8:30 
a.m. and 5:00 p.m.) and 7% are recorded in the evening (between 5:00 p.m. and 8:30 p.m.). 
Citizens can contact the city over a 12-hour period except on weekends and holidays. 
Diagram 2 shows the origin and receipt times of 311 calls.

DIAGRAM 2:  DISTRIBUTION OF REQUESTS RECEIVED BY ORIGIN AND  
 BY PERIOD OF SERVICE OFFERING (FIRST QUARTER 2017)

 

In our opinion, for access by phone (68%) and counter (29%), the city is meeting this  
criterion. On business days, 97% of the requests are received within the 12-hour time slot 
offered by the city to the citizens.

Source : Service de la concertation des arrondissements – GDC.
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BY PHONE

Concerning speed, the main performance indicator is the norme de service to be met 
by the boroughs for the 311 telephone service: 80% of calls must be answered within 
100 seconds in the queue. 

Table 1 below shows the number of boroughs that met the expected NDS for incoming 
calls in all boroughs and in our sample.

 
We note that over the years, this threshold has not been met by over 50% of the boroughs, 
including those in our sample. The proportion of boroughs that do not meet this threshold 
has, in fact, risen year after year. 

According to the information obtained from the boroughs in our sample and from the 
Centre de services 311, this performance can be explained mainly by the complexity of 
the search for information during occasional events not reported in a timely fashion, the 
increased number of calls for certain activities (e.g., frozen pipes, over 10,000 calls; gar-
bage collection, over 12,000 calls), the introduction of a new rule whereby the agents must 
give additional information (e.g., the case of animal by-laws such as the pit bull by-law) or 
considerations specific to each borough (e.g., its population, the language spoken and the 
number of resources).

TABLE 1 –  NDS RESULTS OBTAINED FOR THE 19 BOROUGHS  
 AND FOR OUR SAMPLE, FOR THE FIRST QUARTER OF  
 2015, 2016 AND 2017 
 SERVICE INDICATOR: SPEED

NDS RETAINED: CALL HANDLING
(NDS = 80% OF CALLS TAKEN
IN LESS THAN 100 SECONDS) 

NUMBER OF BOROUGHS – NDS RESULTS 

2015 2016 2017

NUMBER % 2016 % NUMBER %

RESULTS FOR 19 BOROUGHS

NDS > 80% (favourable) 9 47% 6 32% 3 16%

NDS = 80% 0 0% 0 0% 1 5%

NDS < 80% (unfavourable) 10 53% 13 68% 15 79%

TOTAL BOROUGHS 19  19  19  

RESULTS FOR 6 BOROUGHS (SAMPLE)

NDS > 80% (favourable) 3 50% 2 33% 0 0%

NDS = 80% 0 0% 0 0% 0 0%

NDS < 80% (unfavourable) 3 50% 4 67% 6 100%

TOTAL BOROUGHS 6  6  6  

Source : Service de la concertation des arrondissements 2017.
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AT THE COUNTER

The NDS for counter service is a maximum wait of 15 minutes before being served by 
an employee and an average request handling time within a maximum of 15 minutes. 
Currently, no statistics are kept in this regard by the boroughs.

BY EMAIL

As concerns the handling of emails, the standard retained is an Average Processing Time 
(APT) of two days by the ACS at the virtual BAM. These emails represent 2% of all requests 
received by the city, as shown in Diagram 2.

Table 2 below shows the number of boroughs that met the expected APT for incoming 
emails at the virtual BAM, in all boroughs and in our sample.

 

An examination of the results in Table 2 shows that considering the number of boroughs 
with a APT equal to or less than two days, over 60% of them met the criterion in the first 
quarter of 2017. The same conclusion applies to the boroughs in our sample.

TABLE 2 – APT RESULTS FOR EMAILS OBTAINED FOR  
 THE 18 BOROUGHS AND OUR SAMPLE,  
 FOR THE FIRST QUARTER OF 2015, 2016 AND 2017

APT FOR EMAILS IN  
THE VIRTUAL BAM  
(LEVEL OF SERVICE = TWO DAYS) 

NUMBER OF BOROUGHS – APT RESULTS FOR  
THE FIRST QUARTER 

2015 2016 2017

NUMBER % NUMBER % NUMBER %

RESULTS FOR 18 BOROUGHS

APT < 2 days (favourable) 11 61% 5 28% 11 61%

APT = 2 days 1 6% 10 55% 0 0%

APT > 2 days (unfavourable) 6 33% 3 17% 7 39%

TOTAL BOROUGHS[A] 18  18  18  

RESULTS FOR 6 BOROUGHS (SAMPLE)

APT < 2 days (favourable) 3 50% 2 33% 4 67%

APT = 2 days 1 17% 2 33% 0 0%

APT > 2 days (unfavourable) 2 33% 2 33% 2 33%

 6  6  6  

Source : Service de la concertation des arrondissements.
[A] The borough of Saint-Laurent uses another application to handle emails, which explains why only  
 18 boroughs are counted here. 
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BY OPERATIONAL UNITS

Concerning the operational units’ RFS handling time, for the target boroughs, we conside-
red the period from recording in the GDC to closure for some activities. Table 3 presents 
the target handling time for RFS and their percentage of resolution (within or exceeding 
the target time) concerning requests and complaints closed between May 2016 and 
April 2017.

TABLE 3 – PERCENTAGE OF RESOLUTION OF RFS WITHIN  
 TARGET TIME BETWEEN MAY 2016 AND APRIL 2017

ACTIVITIES/BOROUGHS TOTAL RFS 
CLOSED[A]

TARGET 
RESOLUTION 
TIME IN DAYS

% RESOLVED 
WITHIN 

TARGET TIME

% RESOLVED 
AFTER 

TARGET TIME

POTHOLES

Ahuntsic-Cartierville 734 14 39% 61%
Anjou 211 14 65% 35%
Côte-des-Neiges–Notre-Dame-de-Grâce 572 5 7% 93%
Pierrefonds-Roxboro 86 14 54% 46%
Rivière-des-Prairies– 
Pointe-aux-Trembles

243 14 71% 29%

Verdun 100 14 55% 45%

RECYCLING PICKUP

Ahuntsic-Cartierville 474 3 23% 77%
Anjou 153 1 14% 86%
Côte-des-Neiges–Notre-Dame-de-Grâce 307 90 85% 15%
Pierrefonds-Roxboro 252 7 34% 66%
Rivière-des-Prairies– 
Pointe-aux-Trembles

514 1 20% 80%

Verdun 146 30 86% 14%

GARBAGE PICKUP

Ahuntsic-Cartierville 985 7 44% 56%
Anjou 172 2 17% 83%
Côte-des-Neiges–Notre-Dame-de-Grâce 931 5 24% 76%
Pierrefonds-Roxboro 450 7 36% 64%
Rivière-des-Prairies– 
Pointe-aux-Trembles

778 1 32% 68%

Verdun 150 30 87% 13%

Source : Excerpt from GDC – Bureau du vérificateur général.
[A] RFS concerning requests and complaints closed between May 2016 and April 2017.
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A general observation can be made concerning the target resolution time for requests 
and complaints. These target times are not consistent from one borough to the next for 
the same type of intervention and are set based on the operational constraints specific 
to each borough. As might be expected, in general, the longer the target resolution time, 
the more likely the borough is to respond to more RFS on time. Inversely, the shorter the 
target resolution time, the fewer RFS are resolved on time. The lack of consistency makes 
it impossible to compare the boroughs and gives a better impression of boroughs where 
the target time is long, although we are aware that there may be differences among the 
boroughs.

To harmonize the practices, the city is currently standardizing the resolution times for 
the nine most requested activities, as part of a pilot project with eight boroughs, three of 
which were part of our audit (the boroughs of Côte-des-Neiges–Notre-Dame-de-Grâce, 
Rivière-des-Prairies–Pointe-aux-Trembles and Verdun). 

To set the optimal target resolution times, the SPO held workshops with the managers 
of the activities in question in order to establish standard resolution times, which were 
then adjusted downward by the executive committee. The public works managers in the 
boroughs in our sample with whom we met found in general that the revised times were 
unrealistic, because they do not take into account the operational constraints in the field. 

TABLE 4 – TARGET RESOLUTION TIMES FOR REQUEST  
 AND COMPLAINTS IN 2017

ACTIVITIES
RESOLUTION TIME IN DAYS

PROPOSED BY THE SPO REVISED BY THE 
EXECUTIVE COMMITTEE

Potholes 14 7

Maintenance of urban furniture 30 30

Maintenance of park furniture 30 30

Defective lighting 14 10

Parks – Cleanliness 7 3

Cleaning in the public domain 14 3

Graffiti – public domain 30 21

Graffiti – private domain 30 21

Collection of tree branches –  
emerald ash borer 14 10

Source : Service de la performance organisationnelle 2017.
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Since 2015, as part of the institution of a results-oriented culture for customer service and 
performance, the Direction générale defined five major priorities10 for the entire city and 
identified related performance objectives. 

To this end, one of the priorities, for the boroughs, is related to the nine activities that must 
be prioritized in the field. The indicator to meet is the target resolution time for requests 
and complaints related to these activities.

To assess the performance of the boroughs and the work teams, since 2016 and under 
the 311 service re-engineering program, eight pilot boroughs were retained to test the use 
of the 311 dashboard, which gives various operational information in real time for a given 
period, such as the number of open, on-time and late RFS. 

It also gives information about RFS to be handled, RFS that have been completed or reac-
tivated, the specific performance for the activity and the overall performance for the admi-
nistrative unit. This information is available by borough, by administrative unit and by acti-
vity, limited, for the time being, to the nine pilot activities. We feel that the 311 dashboard 
allows the borough managers and the operational unit managers to continuously track 
and assess the performance of their interventions. The expansion of its use to the other 
boroughs is planned for the first quarter of 2018.

RECOMMENDATIONS

3.3.B. We recommend that the Centre de services 311 establish 
performance indicators for all important components of the 
311 service, including the service quality at the Bureaux Accès 
Montréal service counters, to be able to assess this method of 
service offered to the citizens of Montréal.

3.3.C. We recommend that the Direction générale take the necessary 
steps to encourage the harmonization of the target resolution 
times for important recurring activities, in order to facilitate 
comparisons among the business units and offer comparable 
services across the city.

3.3.D. We recommend that the boroughs of Ahuntsic-Cartierville, Anjou, 
Côte-des-Neiges–Notre-Dame-de-Grâce, Pierrefonds-Roxboro, 
Rivière-des-Prairies–Pointe-aux-Trembles and Verdun meet the 
recognized Norme de service for the provision of citizen services 
to demonstrate that every effort is being deployed to achieve the 
established targets and offer quality services.

10 1- Presence at work and OHS, 2- Human resource management, 3- Continuous improvement,  
 4- Client experience, 5- Three-year capital works program. (Source: Direction générale.)
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3.3.E. We recommend that the Direction générale take the necessary 
steps to expand the use of the 311 dashboard to all business 
units, in order to encourage informed decision-making and 
improve the quality of the services offered to the citizens  
of Montréal.

3.3.F. We recommend that the Direction générale review the 
establishment of target resolution times set by the executive 
committee in light of the constraints mentioned by the boroughs 
or that provisions be made to enforce them.

BUSINESS UNITS’ RESPONSES

3.3.B. Centre de services 311

[TRANSLATION] Produce the new service offering of the Centre de service 
311 (e.g., performance indicators, hours of operation, service inventory, 
coaching). (Planned completion: June 2018)

Develop dashboards and accountability reports to be forwarded on a 
regular basis to track performance and quality.  
(Planned completion: June 2018)

Implement a coaching program and coaching tools to support agents  
in their delivery of services to citizens. (Planned completion: June 2018)

3.3.C. Direction générale

[TRANSLATION] The service statement to be produced  
(see recommendation 3.1.2.B) will set the deadlines in keeping with  
the limits of the governance framework, as mentioned above.  
(Planned completion: September 2021)

3.3.D. Ahuntsic-Cartierville borough

[TRANSLATION] Service standards are currently under review by the 
Centre de services 311 (Service de la concertation des arrondissements). 
The purpose of the review is to replace qualitative indicators with 
quantitative indicators. 

For over a year now, we have been teaching them to find the required 
information on their own and providing support for online transactions. 
This has led to an increase in the delay in the delivery of telephone  
and counter services. (Planned completion: December 2018)

 Anjou borough

[TRANSLATION] Schedule a meeting between the Director of Public Works 
and the heads of division to clarify the role of foremen regarding their 
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involvement in the Système de gestion des demandes de travail. 

Set specific objectives to this effect via the 2019 performance manage-
ment specifications.

Launch a strategic discussion on optimizing the internal processes of 
the Direction de l’aménagement urbain et des services aux entreprises 
regarding the processing and delivery of permits and certificates and  
the processing of service requests.

Finalize the blitz for permit and inspections of the built domain and 
public domain with the exception of the traffic component.

Quantify the processing delay of requests for a site planning and  
architectural integration and minor exemption program.

Develop and implement a dashboard and related objectives.  
(Planned completion: December 2018)

 Côte-des-Neiges–Notre-Dame-de-Grâce borough

[TRANSLATION] Given the current reorganization of the Réseau Accès 
Montréal, we are awaiting new instructions and final orientations 
regarding the administrative framework for the management of  
citizen requests.

The goal is to strike a balance between providing the right answers  
and providing them in a timely manner.  
(Planned completion: to be determined)

 Pierrefonds-Roxboro borough

[TRANSLATION] Delay previously reviewed in the system,  
40 activities with 80% of client requests.  
(Planned completion: completed since last year – 2017)

Two television sets at public works enabling employees to track their 
performance. (Planned completion: 2017)

Two television sets were installed at the Direction de l’aménagement 
urbain et des services aux entreprises enabling employees to track their 
performance. (Planned completion: May 2018)

Review the delays in the Système de gestion de demandes clients for 
the Direction de l’aménagement urbain et des services aux entreprises. 
(Planned completion: May 2018)

Give more employees access to the Système de gestion de demandes 
clients at the Direction de l’aménagement urbain et des services  
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aux entreprises (secretaries of the administrative unit, head of division, 
contract management clerk, landscape architect).  
(Planned completion: May 2018)

 Rivière-des-Prairies–Pointe-aux-Trembles borough
 Phone calls:

• [TRANSLATION] When the Agents de communications sociales (seven 
permanent staff) are absent, use banked hours to ensure there is 
always someone available to answer the phone on higher volume days: 
Monday, Tuesday and Friday. (Planned completion: April 2018)

• Listen in on phone calls and provide feedback or training to ensure 
rapid, yet client-focused telephone support.  
(Planned completion: May 2018)

 Email:

• [TRANSLATION] Regularly follow up with the Agents de 
communications sociales to make sure they are responding to  
the virtual Bureaux Accès Montréal within the prescribed deadlines. 
(Planned completion: April 2018)

 Management of Client Requests:

• [TRANSLATION] At the beginning of each month, a statistical report 
is sent to the managers of each department (head of section, the 
divisions, manager and borough manager) showing their performance 
and the active, created and closed service requests for the month.

• Follow up is done with the head of section – Service à la clientèle when 
irregularities are detected, for example, an unassigned service request, 
requests that require follow up or a call from an expert with various 
departments and cases where the follow-up is done during the service 
request or directly with the citizen. 

• The head of section – Service à la clientèle reminds the departments  
to close the requests. (Planned completion: April 2018)

Public Works

Requests

• [TRANSLATION] Foremen take on the requests in the Système  
de gestion des demandes de travail on a daily basis.

• They know and comply with the deadlines on issue resolution.

• If a request necessitates contact with a citizen, this is done.

• If we cannot solve the request within the prescribed deadlines,  
the foreman contacts the citizen.
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• Thorough follow-up on PowerBI (Business Intelligence) is done by 
managers.

• During statutory meetings between heads of division and foremen, 
the performance of the department is discussed based on PowerBI 
(Business Intelligence) reports and avenues for solutions are identified 
to ensure continuous improvement. 

Complaints

• [TRANSLATION] Foreman contacts the citizen upon receiving  
the complaint.

• Complaint is validated.

• Corrective measure is applied or requested service is provided.

• Contact the citizen again to follow up on the complaint.

• Implement an action plan to correct irregularities and improve  
the client experience.

Head of section discusses complaints with all foremen during  
the monthly statutory meeting to prevent the recurrence of similar 
complaints. (Planned completion: April 2018)

 Verdun borough

[TRANSLATION] The 80% response rate in 100 seconds, which is the 
service standard, is rarely met. Vacant positions need to be filled to 
improve the response rate. We are waiting for status updates from 
employees on leave to stabilize the situation.  
(Planned completion: May 2018)

Every week, consult the Power BI (Business Intelligence) dashboard  
to identify the areas that need improvement in order to meet the service 
standards. (Planned completion: April 2018)

3.3.E. Direction générale

[TRANSLATION] This recommendation is already being implemented 
and is one of the priority objectives of the Direction générale for 2018. 
All units are involved in this process and the Service de la performance 
organisationnelle is ensuring the follow-up.  
(Planned completion: until September 2019)

3.3.F. Direction générale

[TRANSLATION] Deadlines set for the nine public works activities that 
were harmonized as part of the “Tableau de bord 311” pilot project will  
be reviewed and subsequently amended, as needed.  
(Planned completion: September 2018)
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3.4. ACCOUNTABILITY REPORTING AND CONTINUOUS IMPROVEMENT

3.4.A. BACKGROUND AND FINDINGS

In this audit, we examined the city’s procedures and practices that allow for periodic 
accountability reports to assess its performance. We also examined whether this accoun-
tability reporting allows corrective measures to be taken, if required, to serve the citizens 
better. 

The 2007 Gestion du RAM administrative framework stipulates that the boroughs must 
periodically report on their management of citizen requests to the appropriate authorities. 

We found that the SCA produces a variety of reports for the Direction générale concerning 
the management of citizen requests since the RAM was instituted. These reports are filed 
quarterly, and are based, for example, on the number of citizen requests by type and by 
origin, and on the most common activities. Finally, the SCA presents and comments on all 
the data compiled from the NDS and performance indicators. This accountability repor-
ting seems adequate to us and is carried out regularly. 

Moreover, with regard to the boroughs, we also found that a variety of statistical reports 
on the handling of RFS, the resolution times by activity and the NDS are produced by 
the Direction des services administratifs et du greffe in all six of the boroughs in our 
sample. They are addressed to both the managers of the administrative units and to the 
borough director. Furthermore, in some cases, accountability reporting also takes place at  
the borough council. 

It is important, however, for the city to commit to a continuous improvement process. 
In this regard, we found no evidence that the boroughs have set up mechanisms to  
analyze the causes of the requests and complaints received in order to make the 
appropriate changes, where necessary, to improve the quality of the services offered  
to the citizens.

RECOMMENDATION

3.4.B. We recommend that the boroughs of Ahuntsic-Cartierville, Anjou, 
Côte-des-Neiges–Notre-Dame-de-Grâce, Pierrefonds-Roxboro, 
Rivière-des-Prairies–Pointe-aux-Trembles and Verdun establish 
mechanisms to analyze the causes behind the requests and 
complaints in order to take permanent corrective measures, 
where applicable, and improve the quality of services offered  
to the citizens.
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BUSINESS UNITS’ RESPONSES

3.4.B. Ahuntsic-Cartierville borough

[TRANSLATION] On the public works front, we are constantly in analysis 
mode for causes in order to be more proactive (e.g., if many pothole 
requests for a small section of road, we will plan more permanent repair 
work, not just crack sealing, to avoid repeat requests). We are trying to 
apply this same proactive logic to all our activities.  
(Planned completion: December 2018)

Anjou borough

[TRANSLATION] Generate a monthly report of requests and complaints 
per direction.

Establish the causes of the requests and complaints, analyze them  
and identify preventive measures, as needed.

Twice a year, evaluate the positive impact of the preventive measures 
on the number of requests and complaints.

Include this item in the meeting agenda of the Commission des travaux 
publics.

Include this as an item on the agenda of statutory management 
meetings. (Planned completion: December 2018) 

Côte-des-Neiges–Notre-Dame-de-Grâce borough

[TRANSLATION] Immediately respond to complaints and requests.

Update 311 files. (Planned completion: December 2018)

Pierrefonds-Roxboro borough

[TRANSLATION] Monthly meeting of public works on recurring requests  
to identify corrective actions. (Planned completion: April 2018)

Monthly Construction meeting on recurring requests to identify 
corrective actions. (Planned completion: April 2018)

 Rivière-des-Prairies–Pointe-aux-Trembles borough

BAM 

• [TRANSLATION] Check the origins of service requests monthly and 
provide the divisions involved with statistical reports.

• During special activities (e.g., pruning) a solution has been proposed to 
improve customer service (e.g., call citizens or enter a later deadline in 
their service requests, but ensure that their request is processed). 
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• Occasional meetings with the different departments during special 
activities that require adjustments. (Planned completion: April 2018)

 Public Works

 Various Collections

[TRANSLATION] A request follow-up file will be completed.

The subject and origin of the request to identify the most common 
requests and find sustainable solutions. (Planned completion: April 2018)

 Snow Removal

[TRANSLATION] All requests are handled by the foreman, who ensures 
that the staff or entrepreneurs take the necessary measures to improve 
the quality of the service.

For activities not mentioned above, the foremen will need to develop a 
mechanism to identify repeat requests and provide sustainable corrective 
measures. (Planned completion: April 2018)

 Complaints for all Activities

[TRANSLATION] A complaint follow-up form will be completed by heads 
of section. This will enable the origin and source of dissatisfaction of 
citizens to be identified and the necessary corrective measures to be 
taken in order to improve the quality of services to citizens.  
(Planned completion: April 2018)

 Verdun borough

[TRANSLATION] From now on, one report per division will be produced.  
It will present the variations for each type of request and comments will 
be included for non-standard variations. (Planned completion: April 2018)
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4. CONCLUSION

The Direction générale’s approval, in 2007, of the Gestion du Réseau Accès Montréal admi-
nistrative framework signalled the city’s commitment to embarking on several structuring 
projects related to the offer of citizen services. The framework specified the management 
rules to be shared by all business units in the boroughs and the central services to ensure 
that the Réseau Accès Montréal could meet the needs and expectations of the citizens 
and be effective and efficient, and to ensure that the citizens of the city would receive 
high-quality services. 

In general, in our audit, we have found that the city has made a series of transforma-
tions, anchored in a vision in which organizational performance and client experienced 
are closely linked. With this in mind, the Direction générale established a management 
framework that allowed value-added activities to be implemented by simplifying methods 
and promoting recognized best practices. These initiatives led to the creation, in 2015, of 
the Bureau de l’expérience client and, just recently, the Direction du service 311 to allow 
the city to provide even better service to Montrealers. 

Nevertheless, despite all these efforts, there is room for improvement to ensure that the 
city is offerings its citizens the best services. This is why we have recommended a variety 
of corrective measures to this end:

• The city needs to broadly update the administrative framework approved in 2007 
when the 311 service was launched to reflect major changes that have affected the 
governance, technological tools and operational processes of the 311 services. This 
framework should include a formal statement of services to the citizens and a commu-
nications strategy to increase knowledge of the 311 service among the public.

• It is essential for the Banque d’information 311, which contains documentation about 
the services offered by the city, to be updated regularly, to more accurately reflect the 
information the citizen has the right to expect.

• The city should design and deliver a systematic continuing education program for the 
Agent de communications sociales to keep their knowledge up to date about the various 
topics related to the city’s activities.

• The city should harmonize the boroughs’ practices for undertaking, handling and clo-
sing requests and complaints related to public works operations. The same is true for 
the target resolution times for Request for Services, which each borough currently esta-
blishes based on its own operational constraints.

• It is important to make elected officials aware that all the requests and complaints 
addressed to them must follow the usual management process (recording in the  
Gestion des demandes clients) to guarantee optimal and equitable handling of Request 
for Services received from all the citizens. 
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• The city should systematically analyze the management reports produced in the 
accountability reporting process, to identify the causes behind recurring requests and 
complaints and take permanent corrective measures for certain problems raised. 

An issue as important as citizen requests and complaints requires a management process 
that can solidly join all the links in the Request for Services handling chain. To this end, 
the municipal administration needs to take the steps required to ensure that all business 
units support the improvement of the services offered to the citizens, so they can adopt 
the recognized Norme de service. Finally, special attention should be paid to the develop-
ment of performance indicators so that high standards can be maintained at all times in 
terms of the quality of the services offered to the public, in any borough in the territory  
of Montréal.
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5. APPENDICES

5.1. OBJECTIVES AND ASSESSMENT CRITERIA

OBJECTIVES

To ensure that the city has established an adequate management framework and practices 
for handling citizen requests and complaints, in particular, how it establishes its Norme 
de service, effectively resolves problems related to requests and complaints, monitors the 
performance of their handling and reports on it.

To ensure that the city identifies and takes steps to resolve systemic problems related to 
citizen requests and complaints to serve them better with a view to continuous improve-
ment.

ASSESSMENT CRITERIA

• The city has developed a framework and practices to appropriately manage all requests 
and complaints received and emphasize the roles and responsibilities of the business 
units involved in the complaint management process.

• The city reliably undertakes, tracks and resolves requests and complaints based on 
their prioritization, in a timely fashion and within a reasonable time frame.

• Measurable objectives have been clearly defined, along with reports produced in a 
timely fashion that adequately track the rapid, appropriate handling of citizen requests 
and complaints.

• Periodic accountability reporting is used to assess the city’s performance, evaluate 
the quality of the services offered to the citizens and, if necessary, make the changes 
required to provide better service to the public.
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5.2.  DEMAND STATISTICS FOR ALL BOROUGHS – JANUARY 2015  
 TO APRIL 2017

 
REQUESTS FOR 
INFORMATION 

REQUESTS COMPLAINTS OTHER TOTAL

Ahuntsic-Cartierville 82,296 60,640 1,156 12,862 156,954 

Anjou 16,132 21,831 276 2,268 40,507 

Côte-des-Neiges– 
Notre-Dame-de-Grâce 47,282 55,932 1,250 10,790 115,254 

Lachine 22,905 25,438 98 2,199 50,640 

LaSalle 51,029 32,489 353 2,032 85,903 

Plateau-Mont-Royal 55,774 56,921 1,143 7,834 121,672 

Sud-Ouest 61,221 49,995 779 6,823 118,818 

Île-Bizard–Sainte- 
Geneviève 25,520 12,500 302 1,108 39,430 

Mercier–Hochelaga- 
Maisonneuve 88,439 70,876 1,249 9,569 170,133 

Montréal-Nord 32,727 38,864 515 2,220 74,326 

Outremont 26,281 11,220 273 1,366 39,140 

Pierrefonds-Roxboro 11,262 20,711 978 903 33,854 

Rivière-des-Prairies–
Pointe-aux-Trembles 66,501 78,157 483 5,255 150,396 

Rosemont–La Petite-Patrie 104,021 72,838 1,045 10,765 188,669 

Saint-Laurent 68,261 107,698 154 4,868 180,981 

Saint-Léonard 27,067 25,501 104 2,587 55,259 

Verdun 48,223 25,925 466 2,156 76,770 

Ville-Marie 59,122 70,592 645 6,051 136,410 

Villeray–Saint-Michel–
Parc-Extension 59,189 48,833 576 5,520 114,118 

TOTAL 953,252 886,961 11,845 97,176 1,949,234 

% 49% 45% 1% 5% 100%

Source : GDC database – Excerpt from the BVG.



2017 ANNUAL REPORT | PAGE 241

4.4.
SNOW MANAGEMENT

March 15, 2018 
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In addition to these 
results, we have 
formulated various 
recommendations 
for the business 
units. 

The details of these 
recommendations 
and our conclusion 
are outlined in 
our audit report, 
presented in the 
following pages.

Note that the 
business units have 
had the opportunity 
to formulate their 
comments, which 
appear after the 
audit report recom-
mendations.

SUMMARY OF THE AUDIT
OBJECTIVE
Ensure that the city of Montréal (the city) disposes of cleared snow in an efficient and safe 
manner, in compliance with current laws and regulations.

RESULTS

The city removes over 13,000,000 m3 of snow from roads and sidewalks each winter. It has 
28 snow disposal dumps to manage this snow, comprising 12 surface sites (including the 
former Carrière Saint-Michel in Villeray–Saint-Michel–Parc-Extension borough), 8 of which 
can accommodate snow cleared from private property, and 16 sewer chutes. In accord-
ance with the Regulation respecting snow elimination sites, the city was obliged to obtain 
a certificate of authorization from the Government of Québec to operate these sites and 
undertook not to exceed certain maximum amounts for snow accumulated at the surface 
dump sites, also to conduct environmental monitoring of groundwater and meltwater, and 
to carry out annual maintenance work on these disposal sites. 

Although the city is formulating a plan for the use of snow disposal sites, and environmental 
monitoring is to be the carried out while the boroughs are to maintain the surface sites, this 
is not being done in accordance with regulatory requirements but based on actions taken 
in previous years. In order to optimize the use of snow disposal sites and regulatory com-
pliance, we believe that the city should make improvements in the following main areas:

• The snow disposal strategy is quite similar from year to year without any attempt being 
made to optimize total snow disposal costs, even though the management of snow  
disposal sites has been the responsibility of the city and not the boroughs for the past 
two years.

• While the maximum amount of snow that can be accumulated at a site is set out by the 
certificate of authorization, the city's strategy anticipates, even before the start of each 
winter season, that some sites will exceed their capacity, which is not in compliance with 
the certificate of authorization.

• The city cannot claim that the snow disposal is meeting environmental requirements 
since it is only aware of environmental monitoring commitments related to the certifi-
cates of authorization for half of the surface sites.

• For almost three-quarters of surface sites and all sewer chutes, maintenance require-
ments as set out in the certificates of authorization are unknown. In fact, the main-
tenance of surface sites by the boroughs is not documented and is done based on  
the experience of the teams in place.



4.4. | SNOW MANAGEMENT

PAGE 244 | 2017 ANNUAL REPORT

TABLE OF CONTENTS

1. BACKGROUND  247

2. PURPOSE AND SCOPE OF THE AUDIT 251

3. AUDIT RESULTS  252
 3.1. Snow Management Strategy of the City of Montréal 252

  3.1.1. Infrastructure Currently Used 252

   3.1.1.1.  Capacity of the Infrastructure to Dispose of Snow 252

   3.1.1.2. Method of Linking a Snow Clearing Sector and a Snow  
    Disposal Site 256

  3.1.2. Anticipating Changes in Infrastructure 260

  3.1.3. Impact of Sewer Chutes on Wastewater Collection and  
   Treatment Infrastructure 262

  3.1.4. Management of Snow from Private Sources 264

   3.1.4.1. Application of the By-law and Fees 265

   3.1.4.2. Management of Use of Snow Dumping Coupons  
    and Access Control 267

  3.1.5. Accountability Related to Application of the Snow Disposal Strategy 268

 3.2. Compliance of Snow Disposal Activities 270

  3.2.1. Government Requirements 270

   3.2.1.1. Lack of Knowledge of the City of Montréal's Commitments 270

  3.2.2. Environmental Monitoring 273

  3.2.3. Maintenance of Snow Disposal Sites 276

   3.2.3.1. Regular and Recurring Maintenance of Snow Disposal Sites 276

  3.2.4. Accountability Related to Government Requirements for the Snow  
   Disposal Sites 282

4. CONCLUSION  284

5. APPENDICES  286
 5.1. Objectives and Evaluation Criteria 286

 5.2. Characteristics and Discharge Capacities of Surface Sites for Snow Disposal 287

 5.3. Characteristics and Discharge Capacities of Sewer Chutes for Snow Disposal 288

 5.4. Location of Snow Disposal Sites on the City of Montréal’s Territory 289



4.4. | SNOW MANAGEMENT

2017 ANNUAL REPORT | PAGE 245

LIST OF ACRONYMS 

ACS  
Agent de communications sociales

BAM  
Bureau Accès Montréal

CMM  
Communauté métropolitaine  
de Montréal

SCA  
Service de la concertation  
des arrondissements

 

SDS  
Snow Disposal Site 

SIT-Neige  
Système intelligent pour le transport  
de la neige

SIVT  
Service des infrastructures,  
de la voirie et des transports
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1. BACKGROUND

Montréal is a northern city that must deal annually with about 200 cm of snowfall between 
mid-November and the end of March1. When there is snow precipitation, the city of Montréal 
(the city) applies flux (commonly called salt) and/or abrasive (crushed stone) to streets 
and sidewalks. The city also clears streets and sidewalks in accordance with its snow 
removal policy. Then the snow removal work begins.

However, due to spreading, road traffic and the everyday activities of citizens, all this snow 
that has to be cleared is laden with debris (abrasives, garbage, paper, plastic, soil), as well 
as with oils and mineral fats from vehicles, with ions (chloride, sodium, calcium) from the 
fluxes used, as well as metals such as lead, manganese, iron and chromium from vehicle 
corrosion and vehicle exhaust gases2. In 1997, the Ministère du Développement durable, 
de l’Environnement, de la Faune et des Parcs, now the Ministère du Développement dur-
able, de l’Environnement et de la Lutte contre les changements climatiques (Ministère du 
Développement durable)3, imposed through the Regulation respecting snow elimination 
sites4 the following:

"Snow that is removed and transported for elimination purposes may be placed for 
final deposit only at an elimination site authorized by the Minister under section 22 of  
the Environment Quality Act."5

This regulation applies to surface sites, sewer chutes6 and snowmelters7 since in all cases 
the snow is preloaded and transported by truck.

1 According to the winter 2015-2016 report of the Service de la concertation des arrondissements,  
 197.2 cm of snow fell in Montréal that winter. The following year, according to the 2016-2017 winter  
 report of the same Service de la concertation des arrondissements, 226.6 cm of snow fell. These 
 data are for the period from November 15 to March 31 of each winter season. For the 2016-2017  
 winter season, the city picked up 13,572,627 m3 of snow, representing 341,793  truck trips across  
 the city.
2 Ministère du Développement durable, de l’Environnement et de la Lutte contre les changements  
 climatiques. Guide d’aménagement des lieux d’élimination de neige et mise en œuvre du Règlement  
 sur les lieux d’élimination de neige.
3 The name of this ministry has changed several times. For the sake of consistency in the text,  
 only the simplified name "Ministère du Développement durable" is used regardless of the ministry’s  
 name at the time.
4 CQLR, chapter Q-2, r. 31.
5 Section 22 of the Environment Quality Act (CQLR, chapter Q-2) states that no one may erect or alter  
 a structure, undertake to operate an industry, carry on an activity or use an industrial process or  
 increase the production of any goods or services if it seems likely that this will result in an emission,  
 deposit, issuance or discharge of contaminants into the environment or a change in the quality of  
 the environment, unless he first obtains from the Minister a certificate of authorization.
6 A sewer chute is an opening in the ground, covered by a grid, which allows snow to be dumped  
 directly into the sewer collector or on an interceptor in order to send the snow to a wastewater  
 treatment plant. Some sewer chutes can be mechanized with feeding augers that grind up the snow  
 at the chute opening.
7 A snowmelter is a hot water tank into which snow is dumped. Upon contact with the hot water,  
 the snow melts and is then dumped into the sewer. This equipment requires an expenditure of  
 energy to keep the water in the tank at a high enough temperature to melt the snow.
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In parallel with the adoption of this regulation, in 1997 the Government of Québec pub-
lished the Guide d’aménagement des lieux d’élimination de neige et mise en œuvre du 
Règlement sur les lieux d’élimination de neige (hereinafter the Guide d’aménagement des 
lieux d’élimination de neige). This document establishes environmental guidelines for dis-
charging wastewater into the environment (e.g., ditch or river), as well as alert thresholds 
for contamination of groundwater. In the event these are exceeded, the guide states that 
immediate intervention is required8. It also specifies which documents must be presented 
to the Ministre du Développement durable, de l’Environnement et de la Lutte contre les 
changements climatiques (the Ministre du Développement durable) when applying for 
authorization to operate a Snow Disposal Site (SDS)9. In the specific case of a surface site, 
the applicant must provide:

• a full description of the monitoring program for surface water (melt) and groundwater, 
including sampling parameters, periods and frequency, for the entire duration of the pro-
gram;

• specifications for site operations, including spring cleaning measures and identification 
of the residue disposal site.

For sewer chutes, applicants do not need to provide an environmental monitoring program. 
Operational and maintenance specifications are nonetheless required.

Any snow picked up and transported during a snow removal operation in Montréal must be 
disposed of at a site duly approved by the Ministère du Développement durable, and oper-
ated and maintained in compliance with the city agreements mentioned in the application 
for a certificate of authorization.

The Regulation respecting snow elimination sites has no requirements to be followed 
regarding the quality of snowmelt and groundwater discharged into the environment. 
However, the Guide d’aménagement des lieux d’élimination de neige, as mentioned above, 
does offer some guidelines for establishing the environmental criteria10 to be met. These 
guidelines must be taken into consideration when developing an environmental monitoring 
program, which must be submitted to the Minister with the application for a certificate of 
authorization, under section 22 of the Environment Quality Act. According to the analysis 
conducted by the sponsor (the city, in this case) and validated by the ministry, based upon 
the site location, the sensitivity of the receiving environment, the likelihood of migration  
of contaminants into the soil and groundwater, the Minister may authorize the operation of 
the SDS, on condition that it complies with quite stringent environmental criteria, which are 
different from the guidelines in the Guide d’aménagement des lieux d’élimination de neige. 

8 This may involve, for example, waterproofing the site by applying a bituminous surface coating  
 or placing a waterproof membrane below the run-off.
9 The term "snow disposal site" here can mean a surface site, a sewer chute or a snowmelter.
10 For example, the guide states that the alert threshold for chlorides in groundwater is 430 mg/L  
 (milligrams per litre) and that snowmelt quality must comply with maximum concentrations of  
 5 mg/L for mineral oil and grease and 30 mg/L for suspended solids.
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Within the territory of the city, all sewer discharges are governed by the Règlement 2008-
47 sur l’assainissement des eaux usées de la Communauté métropolitaine de Montréal 
(CMM). However, meltwater from a SDS is excluded from this by-law under section 12.b, 
which refers to the Regulation respecting snow elimination sites. It should be remembered,  
however, that this provincial regulation does not contain any environmental standards or 
criteria for the discharge of meltwater or contamination of groundwater, but does require 
a certificate of authorization to operate the site. Thus, it is the commitments made by a 
municipality at the time of its application for authorization and accepted by the Minister 
that have the force of law and dictate the environmental criteria to be met.

Regarding the sharing of snow management responsibilities, it is important to note that:

• Under the Règlement du conseil de la Ville sur la délégation de certains pouvoirs relatifs 
au réseau de voirie artérielle aux conseils d’arrondissement11, city council delegates the 
following activities to each borough council:

 – Supervision and monitoring of operational activities on disposal sites, supplying 
human and equipment resources directly related to site operations, as well as the 
compilation and administrative management of activities;

 – Preparatory work on Snow Disposal Sites before winter or between snow loads;

 – Cleaning of Snow Disposal Sites;

 – Surveillance of Snow Disposal Sites;

 – Applying usage fees for Snow Disposal Sites.

• The Service de la concertation des arrondissements (SCA) is responsible for planning 
snow removal operations and the use of SDSs. It is responsible for environmental  
monitoring and for awarding the contract for this monitoring12;

• The Division de l’expertise et du soutien technique of the Service des infrastructures, 
de la voirie et des transports (SIVT) performs environmental monitoring of four surface 
sites13 and oversees the monitoring of other sites done externally;

• As operator of the city's wastewater treatment plant, the Service de l’eau, and more 
specifically the Direction de l’épuration des eaux usées may intervene during a snow 
clearance phase if operating conditions at both North and South interceptors have 

11 By-law 08-055.
12 The contract for environmental monitoring of the two surface sites in Saint-Laurent borough was  
 still the borough's responsibility in 2016-2017 as the contract had not yet expired. For 2017-2018,  
 a new contract for environmental monitoring of the two surface sites was awarded by the SCA.
13 46th Avenue (Lachine borough), Angrignon (LaSalle borough), Newman (Saint-Laurent borough)  
 and the Carrière Saint-Michel (Villeray–Saint-Michel–Parc-Extension borough).
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been affected by adding snow via the sewer chutes14. This department is also respon-
sible for the maintenance and operation of a pumping station located at the bottom of  
the Carrière Saint-Michel (Villeray–Saint-Michel–Parc-Extension borough) where the 
city stockpiles some of the cleared snow. This pumping station is necessary since  
the bottom of the pit is at a lower elevation than the network of collectors bringing waste-
water to the North interceptor.

At the time of this audit, the city is using a total of 28 snow SDSs. More specifically, this 
comprises 12 surface sites (including the Carrière Saint-Michel) of which only one does 
not belong to the city (the Lafarge site in Montréal-Est), and 16 sewer chutes in the north 
and south of the Island of Montréal along the entire length of the two interceptors. Tables 
5.2 and 5.3 in the appendix show the characteristics and disposal capacities of these 
28 sites. Figure 5.4 in the appendix shows their approximate location.

To cover spreading, clearing, loading and removing all of the snow received during a winter 
season on the city's 10,650 km of roads and sidewalks, the initial budget is over $150M15, 
of which $8.8M is dedicated to the maintenance and operation of SDSs.

The city also allows contractors who clear snow from private property (e.g., shopping cen-
tres, STM and AMT parking lots, MTQ service routes, as well as the grounds of large private 
companies) to dispose of their snow at certain designated snow disposal sites. The city 
provides them with eight surface sites for this purpose16. The use of these sites is subject 
to fees that vary according to the type of trucks used by the contractor (6, 10 and 12 wheel, 
semi-trailer and trailer). Contractors must obtain snow deposit coupons appropriate  
to each type of truck from one of the seven boroughs17 authorized to sell them. These 
coupons can be used at any of the designated sites. For the 2016-2017 winter season,  
a total of 677,790 m3 of snow was dumped at the designated sites.

14 Adding a volume of snow to an interceptor may lower the temperature of the wastewater arriving  
 at the plant and therefore affect treatment efficiency. The presence of this snow in the interceptor  
 at the foot of a sewer chute can also significantly limit the flow of wastewater to the plant.
15 Based on the SCA's 2016-2017 winter report, the city had a provisional budget of $157.5M for  
 the 2016-2017 season. However, because of the large amount of snow precipitation, the cost of all  
 the operations was $171M.
16 See table in Appendix 5.2., which presents the characteristics and disposal capacities of all surface  
 sites, and identifies those accessible to private contractors.
17 These include the boroughs of Anjou, Lachine, LaSalle, Pierrefonds-Roxboro, Rivière-des-Prairies– 
 Pointe-aux-Trembles, Saint-Laurent and Villeray–Saint-Michel–Parc-Extension.
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2. PURPOSE AND SCOPE OF THE AUDIT

In accordance with the Cities and Towns Act, we conducted a performance audit on 
snow disposal management in compliance with the Canadian Standards on Audit and  
Assurance Engagement (CSAE) 3001 in the CPA Canada Handbook – Assurance.

The objective of this audit was to ensure that the city disposes of cleared snow efficiently, 
safely and in compliance with applicable laws and regulations.

The role of the Auditor General of Ville de Montréal is to provide a conclusion regarding 
the purpose of the audit. To do so, we have collected a sufficient amount of relevant evi-
dence on which to base our conclusion and to obtain a reasonable level of assurance. Our 
evaluation is based on criteria we have deemed valid for the purpose of this audit. They are 
presented in Appendix 5.1.

The Auditor General of the city of Montréal applies the Canadian Standard on Quality Control 
(CSQC 1) of the CPA Canada Handbook – Assurance. Consequently, the Auditor General 
maintains a comprehensive quality control system that includes documented policies and 
procedures on compliance with applicable ethical, professional standards and legal and 
regulatory requirements. She also complies with the rules of independence and the other 
ethical rules of the Code of Ethics of Chartered Professional Accountants, which are based 
on the fundamental principles of integrity, professional competency and diligence, confi-
dentiality and professional conduct. 

Our audit covered compliance with laws and regulations governing the use of SDSs and 
sewer chutes, and the operation of these sites from January 2015 to December 2017.  
Our audit did not deal with spreading, clearing and loading activities, but only the disposal 
of snow, which nevertheless includes the planning of SDSs, the preparation and main-
tenance of these disposal sites and the environmental monitoring required according to 
the certificates of authorization obtained from the Ministère du Développement durable.  
For some aspects, data prior to these years were also considered. Our audit was pri-
marily carried out from June to December 2017, but we also took into account data that  
we received up to January 2018.

This work was performed primarily with the following business units: 

• Service de la concertation des arrondissements;

• Service de l’eau;

• Service des infrastructures, de la voirie et des transports;

• Saint-Laurent borough;

• Le Sud-Ouest borough;

• Villeray–Saint-Michel–Parc-Extension borough.
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When our work was completed, a draft report was presented for discussion purposes 
to the managers in question in each of the audited business units. The final report was 
then forwarded to the Direction générale and to each of the business units involved in the 
audit in order to obtain action plans and timetables for their implementation. A copy of the 
final report was also submitted for information purposes to the directors of the boroughs  
not directly targeted by our audit, so they could implement the recommendations if appro-
priate, as well as to the Service des finances.

3. AUDIT RESULTS

There were two aspects to our audit. The first concerned the snow management strategy 
currently being used in Montréal. The second was a determination of whether the snow 
disposal activities were in compliance with the requirements that the city must follow.

3.1.  SNOW MANAGEMENT STRATEGY OF THE CITY OF MONTRÉAL

We looked at the city’s current and future capacity to properly dispose of snow during  
a winter season. We were also interested in the impact that this snow disposal strategy 
could have on the operation of the wastewater treatment plant. Since, at some disposal 
sites, the city accepts snow that is not coming from roads and sidewalks (i.e., snow origin-
ating from private property), we sought to determine whether the city was properly control-
ling the origin of this snow and was billing private users appropriately. Lastly, we sought 
to determine, given that disposal was the last of the four steps (after spreading, clearing 
and loading) and that it enabled citizens and drivers to move about safely in the winter in 
Montréal, whether there was sufficient accountability to various administration officials  
to ensure they were aware of the city's ability to manage all this snow.

3.1.1. INFRASTRUCTURE CURRENTLY USED

As part of our audit, we wanted to ensure that the city had sufficient infrastructure to 
dispose of snow in compliance with the authorizations it obtained from the Ministère du 
Développement durable. We also tried to determine how a SDS is connected to a given 
snow removal sector.

3.1.1.1.  CAPACITY OF THE INFRASTRUCTURE TO DISPOSE OF SNOW

3.1.1.1.A. BACKGROUND AND FINDINGS

According to a summary of the use of various SDSs provided to us by the SCA, during 
the last full winter season to elapse while we were producing this report (2016-2017), 
most of the snow was disposed of at surface sites (77.7% of the volume), and one quarter  
of all the snow (24.9%) at the Carrière Saint-Michel (Villeray–Saint-Michel–Parc-Extension 
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borough). The maximum amount of snow that the city can accumulate at each of these 
12 sites is recorded in the certificate of authorization that the Ministère du Développement 
durable issued to the city. We obtained copies from the city of the 12 letters from the  
Ministère du Développement durable approving the operation of these surface sites. Each 
one specifies the geographic location of the site. They list the documents submitted by the 
city at the time of each application for a certificate of authorization (documents that were 
an integral part of the certificate of authorization as mentioned in the letters) and finally 
they specify the maximum amount of snow that the city can accumulate there. Table 1 
shows the total amount of snow dumped at each surface site for the 2015-2016 and 2016-
2017 seasons, compared to the maximum capacity noted in the certificate of authorization. 
It should be noted that the total amount of precipitation between November 15, 2015, and 
March 31, 2016 (2015-2016 season) was lower at 197.2 cm than the average of 214.7 cm18, 
whereas 2016-2017 was higher than average at 226.6 cm. Overall, for both the 2015-2016 
and 2016-2017 seasons, the city dumped less snow at the surface sites than what was 
approved by the Ministère du Développement durable. However, since authorizations apply 
to a particular SDS, we must conclude that in 2016-2017 the city exceeded the approved 
capacities at 4 of the 12 surface sites. Although the excess is not very large for the 46th 
Avenue site (Lachine borough), it is more significant for the sites at Angrignon (LaSalle 
borough), Thimens (Saint-Laurent borough) and Langelier (Saint-Léonard borough). How-
ever, as we will see in the section on accountability, since the city does not communicate 
to the Ministère du Développement durable the volumes collected annually for each site, 
this Ministère is not informed about such non-compliances. However, it should be noted 
that the Ministère du Développement durable can request this information from the city at 
any time.

18 The 2015-2016 report produced by the SCA gives an average of 214.7 cm of snow without, however,  
 specifying the period over which this average was established. The 2016-2017 report refers to 
 an average of 190 cm over the last 40 years. Given that the city takes into consideration an  
 increase of about 1.5 cm of precipitation per year, the average presented in the 2015-2016 report  
 should be for a shorter and more recent period than the last 40 years. Nevertheless, in both cases,  
 the precipitation for 2016-2017 was greater than these averages, while the total for the 2015-2016  
 season was either higher or lower than average, depending on which value is used.
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Snow precipitation in Montréal tends to increase by an average of 1.5 cm per year. This 
could put pressure on the capacity of the city to manage cleared snow: not on the total 
capacity, but locally by individual sites. An increase in precipitation could result in some 
sites reaching their capacity more often, or exceeding it. 

Based on data of snow precipitation in Montréal between November 15 and March 31 
every year from 1978 to 201719 (40 years), the amount of snow that fell in 2016-2017 ranks 

19 The overall data for this period is compiled from data provided in the city's annual snow clearing  
 reports for the 2013-2014, 2015-2016 and 2016-2017 seasons. The 2014-2015 season is not  
 included in this ranking because the reports obtained from the SCA do not show the precipitation  
 for that season.

TABLE 1 –  VOLUME OF SNOW ACCUMULATED AT SURFACE SITES

NAME BOROUGH

MAXIMUM CAPACITY 
ALLOWED IN THE 
CERTIFICATE OF 

AUTHORIZATION (m3)

2015-2016 
SEASON  

(m3)

2016-2017 
SEASON  

(m3)

EXCEEDED MAXIMUM 
ALLOWABLE

Ray-Lawson Anjou 2,450,000 885,155 1,461,997 No

46th Avenue Lachine 250,000 144,104 254,270 Yes, in 2016-2017 
(+ 1.7%)

Angrignon LaSalle 1,500,000 974,424 1,599,106 Yes, in 2016-2017 
(+ 6.6%)

Lafarge Montréal-Est  
(related municipality) 1,500,000 591,035 895,698 No

Highway 13 Pierrefonds-Roxboro 53,550 13,404 34,426 No

Château- 
Pierrefonds Pierrefonds-Roxboro 200,000 111,701 195,644 No

Armand-Chaput Rivière-des-Prairies–
Pointe-aux-Trembles 1,400,000 617,724 1,060,876 No

Sartelon Saint-Laurent 345,000 129,400 192,748 No

Thimens Saint-Laurent 478,210 419,806 624,353 Yes, in 2016-2017 
(+ 30.6%)

Langelier Saint-Léonard 700,000 620,029 1,012,110 Yes, in 2016-2017 
(+ 44.6%)

Newman Sud-Ouest 375,000 277,977 315,825 No

Carrière  
Saint-Michel

Villeray–Saint-Michel–
Parc-Extension 5,040,000 2,313,186 3,605,174 No

TOTAL 14,291,760 7,097,945 11,252,227 NO

Source:  Letters authorizing the operation of SDSs and synthesis of volumes compiled by the SCA for two full seasons.

4.4. | SNOW MANAGEMENT
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13th among the winters with the highest amounts of snowfall. Over the last ten years,  
five winters20 have had precipitation greater than the winter of 2016-2017, in which four 
surface sites exceeded their allowable snow dumping capacity. The situation of exceeding 
capacity in the 2016-2017 season is therefore not exceptional, and it is very likely that 
the city will be regularly subjected to situations in which certain surface sites exceed the 
amounts allowed in their certificate of authorization.21 22

In 2013-2014, since the city had received a total of 248.1 cm of snow from November 15 
to March 31, it had to open temporary sites to dump snow from the Verdun and Ville-Marie 
boroughs, without however obtaining authorization from the Ministère du Développement 
durable23. After the city notified the ministry in January 2014, the latter requested that the 
snow be removed from these temporary sites and that the boroughs’ sewer chutes be used 
instead.

During our audit work, due to the heavy snow accumulations at the start of the 2017-2018 
season, the city was obliged to ask the Ministère du Développement durable, on Febru-
ary 1, 2018, for its authorization to stockpile snow at the Hippodrome site and the Solution 
site (LaSalle borough) for capacities of 2,000,000 m3 and 600,000 m3, respectively. On 
February 8, 2018, the Ministère du Développement durable granted the city a temporary 
exception (until April 30, 2018) to use these sites, stating that [TRANSLATION] "snow chutes 
and snow disposal sites (SDSs) should take precedence." 

20 2007-2008 season (ranked #1), 2012-2013 season (#5), 2010-2011 season (#6), 2013-2014 season  
 (#9) and 2008-2009 season (#12).
21 As of January 31, 2018, during our audit work, the city had already received 142.8 cm of snow for  
 the 2017-2018 winter season, while the average by January 31 over 40 years was 115.8 cm.
22 According to the data published by the city on February 5, 2018, five surface sites had already  
 exceeded their capacity even though the 2017-2018 winter season had not yet ended. This includes  
 the surface sites at Angrignon (LaSalle borough) (109.0 %), 46th Avenue (Lachine borough)  
 (111.7 %), Langelier (Saint-Léonard borough) (115.5 %), Thimens (Saint-Laurent borough) (121.8 %),  
 Newman (Le Sud-Ouest borough) (128.2 %).
23 The SCA stated in its 2013-2014 report that, after a very large snow removal operation (56 cm of  
 snow) that occurred in late December 2013, the sewer chutes were not able to dispose of the snow  
 fast enough (the trucks were arriving too quickly for the capacity of the chutes). The city had to open  
 temporary surface sites.
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RECOMMENDATION

3.1.1.1.B. We recommend that the Service de la concertation  
des arrondissements take steps to obtain environmental 
authorizations from the Ministère du Développement durable,  
de l’Environnement et de la Lutte contre les changements 
climatiques to use temporary Snow Disposal Sites in cases  
where certain regular sites have reached their capacity.

BUSINESS UNIT’S RESPONSE

3.1.1.1.B. Service de la concertation des arrondissements

[TRANSLATION] Establish a snow removal blueprint to assess needs 
and propose strategies to implement for average and ten-year winters. 
(Planned completion: Early 2019)

3.1.1.2. METHOD OF LINKING A SNOW CLEARING SECTOR AND  
 A SNOW DISPOSAL SITE

3.1.1.2.A. BACKGROUND AND FINDINGS

The fact that the city has had seasons in which the capacities of certain surface sites have 
been exceeded while other sites have not yet reached their capacity leads us to question 
the method being used to link the SDSs to snow clearing sectors in the 19 boroughs.

The snow disposal strategy set out by the SCA is divided into two periods, including a 
development period before the winter season and an adjustment period during snow 
removal operations. The city's 19 boroughs are divided into numerous snow clearing sec-
tors. 

BEFORE A SNOW CLEARING SEASON

Based on the maximum capacities stated in the certificates of authorization, and on the 
history of sewer chute use, the SCA plans the volumes of cleared snow that each SDS 
should theoretically receive during a given winter. According to the SCA, planning is essen-
tially the same from year to year. Some adjustments may be required to take into consider-
ation a chute that may not be available that year.

We have obtained the snow disposal strategy for the winter of 2016-2017 (November 23, 
2016 version, i.e., before the start of the 2016-2017 snowfall season). For every sector of 
each borough, and based on previous years, the SCA estimates the snow volume that will 
need to be managed. Each sector is then associated with a SDS (surface site or sewer 
chute). We note, however, that although some surface sites are theoretically not used to 
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their full capacity (a safe planning approach), leaving a certain latitude in case of heavy 
precipitation, the strategy set out for the Château Pierrefonds (Pierrefonds-Roxboro  
borough) and Langelier (Saint-Léonard borough) surface sites in fact anticipated that their 
maximums would be exceeded (103% and 116%, respectively). According to the SCA, the 
excess at the Langelier site (Saint-Léonard borough) was not critical24, because in addition 
to the surface site there is a sewer chute for occasional use25 that allows it to manage 
100,000 m3 to 150,000 m3 per winter. This would render the theoretical volume of snow 
to dispose of at this site above the maximum capacity approved by the Ministère du 
Développement durable. However, the letter from the Ministère du Développement durable 
confirming authorization for the site's snow management states that the ministry author-
ized a project consisting of [TRANSLATION] "setting up and operating a snow disposal site 
including a mechanical snow chute with a maximum total capacity (site + chute) of 700,000 m3 
of snow per season". Therefore, because of this sewer chute, the SCA cannot count on  
an additional disposal capacity of 100,000 m3 to 150,000 m3.

While the annual work of developing a strategy consists of making adjustments to the 
strategies from previous years, we did not obtain any criteria or assessment grid that could 
have been used in the past to determine which sectors should be transporting their snow 
to which SDS. However, based on data obtained from the SCA, before 2015, when the 
boroughs were responsible for managing SDSs within their own territory, they were trying 
to minimize the direct costs of snow disposal26, namely operational and transport costs 
(using the nearest SDS) while favouring the SDSs on their territory. We note that in the data:

• The westernmost sectors of LaSalle borough send their snow to their Angrignon surface 
site (LaSalle borough) at the eastern end of the borough, although the Saint-Pierre  1 
sewer chute (Lachine borough) is much closer. This may serve to demonstrate that  
historically the SDSs within a borough's own territory have been favoured;

• Outremont borough sends its snow to the Angrignon surface site in LaSalle borough 
(a distance of 14.9 km from the centroid of the sector), when in fact the Carrière Saint-
Michel (Villeray–Saint-Michel–Parc-Extension borough) is much closer at just 8.5 or 
10.2 km from the centroid, depending on which route is used. 

In both cases, if we follow the SCA’s logic, the choice should be to favour the shortest 
distance between the sector being cleared and a SDS. In addition to these two cases,  
we noticed that in a 2016 call for tender for snow clearance of roads and sidewalks in 
seven boroughs, 7 of 20 sectors (35 %) were not associated with the closest SDS.

24 The strategy provided for a volume of snow to be disposed of at the Langelier surface site (Saint- 
 Léonard borough) of 812,958 m3, whereas the certificate of authorization limits the accumulation to 
 700,000 m3. There would therefore be an excess of 112,958 m3 beyond that of the planning phase of 
 the snow disposal strategy.
25 This sewer chute is not included by the SCA in its list of 16 sewer chutes (see Table 5.3. in the appendix),  
 since it is considered secondary equipment for occasional use, on a surface site that is regarded as  
 the main infrastructure for snow disposal at this location.
26 According to the SCA, it can cost from $0.25 to $0.50 per m3 to dispose of snow in a sewer chute  
 compared to $1.10 per m3 at a surface site.
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In addition to the direct costs, disposing of snow in sewer chutes involves some indirect 
costs, especially when there is a blockage27 in the chute, rendering it inoperable for a cer-
tain length of time. It then becomes necessary to divert the trucks to another chute or 
surface site. Contractors are compensated if the distance they have to travel is greater, or 
paid less if the distance is shorter. The maintenance costs of mechanized sewer chutes 
must also be taken into consideration.

Now that the SCA has been responsible since 2015 for managing and planning the use of 
the SDSs, it has stated that, in trying to minimize overall costs (direct and indirect), it would 
like to identify the optimal amounts of snow in each snow clearing sector to be disposed 
of by each SDS. However, this project is not yet at the review stage28.

DURING A SNOW CLEARING SEASON

The city obviously has no control over the amount of snow that falls in its territory in any 
given winter, nor over the speed at which it accumulates. Therefore adjustments have to 
be made to the snow disposal strategy during the snow clearing season. As mentioned 
above, surface sites can fill up faster than expected, sewer chutes can block, or an order 
can come from the wastewater treatment plant to reduce the use of sewer chutes (i.e., 
reduce the rate of snow dumping), due to a drop in the temperature of wastewater arriving 
at the plant that could affect the performance of wastewater treatment.

The issue for the city is therefore being able to react promptly during a snow clearing 
period, in order to redirect trucks to other SDSs, and to do it logically, efficiently and without 
creating problems elsewhere. As of now, there is no tool to permit this adjustment in real 
time. Up to the 2016-2017 season, the SCA had two employees responsible for the snow 
disposal strategy. They would do the work assignments in real time using their knowledge 
of the field, but without any specific procedure or official decisional grid. However, these 
individuals have now retired. The new SCA team is considering the development of a snow 
management tool to permit decision-making in real time, but this has not yet been done. In 
the absence of such a tool, less than optimal decisions may be made, resulting in slower 
snow removal operations, reduced future capacity to accept snow at various surface sites 
for the rest of the winter season, or even exceeding the maximum amount of snow allowed 
for a given surface site.

Since 2014, the city has been using the Système intelligent pour le transport de la neige 
(SIT-Neige), which includes telemetry equipment to manage transactions related to  

27 A snow chute can become blocked if the snow being dumped is compacted or heavy, or if the load  
 is dumped too quickly down the chute. Rapid dumping of many truckloads one after another can  
 also lead to there not being enough time for the snow in the chute to melt or be carried away  
 by water running in the interceptor
28 During our audit, the SCA mentioned that it was searching for mathematical tools to help it carry out  
 this optimization.
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loading snow onto trucks, then disposing of it29. This system was implemented to meet 
two requirements:

• guaranteeing the origin of the snow loads and thereby preventing any loads emanating 
from private sites from being billed to the city;

• managing SDS operations in real time based on unexpected events, such as a blocked 
chute.

At the time of our audit (November to December 2017), although the SCA is able to consult 
the SIT-Neige database in terms of truck loading history and in real time, a decision-making 
application has not yet been developed. 

In light of these various observations, the current approach for developing a snow disposal 
strategy places the city in a situation in which it cannot guarantee compliance with the 
requirements of the certificates of authorization (lack of room for manoeuvre for certain 
surface sites). Nor have we seen any evidence that this strategy is economically optimal 
for the city. Lastly, a loss of expertise, coupled with the absence of a real-time decision- 
making application, prevents the SCA from optimally adjusting its disposal strategy during  
a snow loading period.

RECOMMENDATIONS

3.1.1.2.B. We recommend that the Service de la concertation des 
arrondissements document its methodology for developing  
a snow disposal strategy, indicating which criteria should be 
optimized and providing sufficient margin of safety to avoid 
capacity overruns at surface sites.

3.1.1.2.C. We recommend that the Service de la concertation  
des arrondissements review its snow disposal strategy in order  
to optimize, based on data from previous years, the Snow Disposal 
Site for each sector, specifically based on the capacities of surface 
sites and sewer chutes, and on the direct and indirect operating 
costs of these Snow Disposal Sites.

29 The snowblowers are equipped with GPS and the snow transport trucks with pagers. When snow is  
 loaded onto trucks, the snowblower transmits its GPS coordinates to the truck's pager, as well as  
 its ID. Once the loaded snow truck arrives at the SDS, it transmits the data contained in its pager to  
 a receiver at the site gate. The city is then able to know the time of every loading and unloading,  
 the ID of the snowblower that loaded the truck, the truck ID and the SDS. Also, since the volume  
 of every truck is known before a winter season, the city would know the volume of snow delivered  
 by this truck.
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3.1.1.2.D. We recommend that the Service de la concertation des 
arrondissements develop a timeline to implement the real-time 
management project for transporting snow loads to various Snow 
Disposal Site, in order to be able to react quickly and effectively 
when the unexpected happens during snow clearing operations.

BUSINESS UNIT’S RESPONSES

3.1.1.2.B. Service de la concertation des arrondissements

[TRANSLATION] The Service de la concertation des arrondissements will 
document the development method for its disposal strategy and work 
on improving its knowledge of the volume of snow stored in its sites 
(measurement by drone) to give itself a safety margin.  
(Planned completion: September 2018)

3.1.1.2.C. Service de la concertation des arrondissements

[TRANSLATION] Study the optimal distribution of snow by site, based  
on existing production data. (Planned completion: November 2018)

Develop IT tools to automate the distribution.  
(Planned completion: 2019-2020)

3.1.1.2.D. Service de la concertation des arrondissements

[TRANSLATION] Establish a schedule for the introduction of an  
improved version of the Système intelligent du transport de la neige  
or the implementation of a new system.  
(Planned completion: October 2018)

3.1.2. ANTICIPATING CHANGES IN INFRASTRUCTURE

3.1.2.A. BACKGROUND AND FINDINGS

Various projects beyond the city’s control are going have an impact on certain SDSs,  
to the point of rendering some no longer usable30. This is the case with the Anbar sewer 
chute (Le Sud-Ouest borough), which is located in the reconfiguration sector of the Turcot 
interchange, also the Stinson sewer chute (Saint-Laurent borough), which is on land to be 

30 It is worth noting that operating a SDS governed by the Regulation respecting snow elimination sites  
 is considered to be an industrial activity within the meaning of the Land Protection and Rehabilitation  
 Regulation (Q-2, r. 37) and any site that ceases activity must proceed, under section 31.51 of the  
 Environment Quality Act, carry out a characterization study of the site where the activity has taken  
 place, and do this within six months after the end of the activity.
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expropriated for the Réseau électrique de Montréal (REM)31, and the 46th Avenue surface 
site (Lachine borough), which has to be replaced due to a Hydro-Québec project being built 
on the current site. In addition, the SCA wants to increase the capacity of the surface sites 
at Angrignon (LaSalle borough) and Château Pierrefonds (Pierrefonds-Roxboro borough). 
The SCA is in talks with the Ministère du Développement durable to determine which pro-
jects will require a new certificate of authorization or a modification of the current certifi-
cate.

As part of these amendments to the SDSs, no technology choices have yet been stopped. 
The SCA states that it would like to take this opportunity to examine various technologies, 
particularly high-efficiency melters that would allow meltwater to be discharged into the 
sewer system, rather than specifically to the interceptors, and thus better distribute the 
supply of SDSs throughout the territory32. As presented in the following section, the use of 
sewer chutes raises issues for the wastewater treatment plant. The indirect costs of these 
issues should be considered by the SCA in its analysis of the various available snow-dis-
posal technologies. However, no study has yet been done on behalf of the city to determine 
which technologies would be most suitable from both an economic and environmental 
perspective.

RECOMMENDATIONS

3.1.2.B. We recommend that the Service de la concertation des 
arrondissements develop, for every planned relocation, expansion 
or new snow management infrastructure project, a schedule 
of the steps to be taken in order to obtain, within the required 
deadlines, the authorization from the Ministère du Développement 
durable, de l’Environnement et de la Lutte contre les changements 
climatiques, in order to be able to operate new Snow Disposal 
Sites with appropriate and functional equipment.

3.1.2.C. We recommend that the Service de la concertation des 
arrondissements conduct a study of the environmental and 
economic impacts over the entire life cycle of the various 
technologies considered for snow management to ensure that 
any new infrastructure is consistent with the city of Montréal’s 
sustainable development approach.

31 The Réseau électrique métropolitain of the Infrastructure Branch of the Caisse de dépôt et placement 
 du Québec (CDPQ Infra).
32 According to the SCA, there are new types of melters that have less impact on the environment  
 than those using fossil fuels such as diesel. Also, the use of more snow disposal sites within  
 the territory could reduce distances for transporting snow and therefore greenhouse gas emissions.  
 However, no such study has been presented to us by the SCA to support this thinking.
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BUSINESS UNITS' RESPONSES

3.1.2.B. Service de la concertation des arrondissements

[TRANSLATION] Systematically write up a project sheet that includes  
a detailed plan, including obtaining the authorization certificate. 
(Planned completion: July 2018)

3.1.2.C. Service de la concertation des arrondissements

[TRANSLATION] Establish a methodology for site development plans, 
taking into account the overall cost and the environmental impact over 
the entire life cycle. (Planned completion: September 2019)

 
3.1.3. IMPACT OF SEWER CHUTES ON WASTEWATER COLLECTION  
 AND TREATMENT INFRASTRUCTURE

3.1.3.A. BACKGROUND AND FINDINGS 

Although it may seem simpler to dump snow into sewer chutes than at surface sites (less 
land, no environmental monitoring, lower direct costs), we wanted to obtain the point of 
view of the Service de l’eau, and more specifically, of the Direction de l’épuration des eaux 
usées, on the impact of using sewer chutes.

Using sewer chutes may have a negative impact on wastewater treatment when the tem-
perature of wastewater arriving at the treatment plant drops significantly. The Direction 
de l’épuration des eaux usées states that the average wastewater temperature in the 
interceptors is usually between 7°C and 8°C33. However, treatment becomes ineffective 
when the temperature drops below 2°C34. This is why the wastewater treatment plant has 
adopted a standard operating method35 that allows it to intervene in snow unloading in the 
event of excessive cooling of the wastewater. When the temperature of the wastewater 
arriving at the treatment plant is between 2.0°C and 2.5°C, temperature monitoring goes 
into standby mode to possibly activate one of the four alert levels defined in this standard 

33 A study conducted by the École Polytechnique in 1990 on behalf of the city evaluated the temperature  
 of wastewater in the North interceptor as 7.5oC.
34 The Guide d’aménagement des lieux d’élimination de neige et mise en œuvre du Règlement sur les lieux  
 d’élimination de neige states that [TRANSLATION] “the dumping of snow, meltwater or runoff water into  
 a sewer network must not result in exceeding the discharge targets of the treatment plant effluent.”  
 This means that the treatment plant's performance must not be affected by the use of the sewer  
 network in disposing of snow.
35 MSO-3000-005, last revised in January 2010.
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operating method36. When an alert is activated, the plant operator communicates this alert 
to the Centre de services 311, which immediately informs the borough snow disposal man-
agers. Each alert level triggers a reduction in the rate of snow unloading into a sewer chute. 
The plant can also request that one or more chutes be shut down completely if an ice jam 
should form in the interceptor. An ice jam is indicated by a high water level upstream from 
a chute and a very low water level downstream from the same chute. Les Directions des 
travaux publics at the Saint-Laurent and Le Sud-Ouest boroughs have confirmed to us that 
they do receive requests to reduce the rate of snow dumping into chutes without being 
able to formally quantify it.

Note that standard operating method MSO-3000-005 is not entirely representative of the 
situation described by the Direction de l’épuration des eaux usées. MSO-3000-005 states 
that an interceptor maintenance worker is responsible for monitoring compliance with 
requests to reduce the rate of snow dumping and for reporting back to the treatment plant. 
However, according to this department, interceptor maintenance personnel are no longer 
assigned to the field in this way. 

If the temperature variance for the treatment plant is properly controlled by a standard 
operating method limiting the use of chutes, it then becomes an issue for the snow dis-
posal strategy. As soon as the treatment plant imposes a restriction on the rate of dumping 
into sewer chutes, the SCA must revise the disposal strategy by redirecting the trucks to 
surface sites in order to avoid slowing down snow loading operations. In this regard, given 
that the SCA is also planning new SDSs to meet certain particular external constraints, 
we consider that these various issues related to the operating conditions of the treatment 
plant and the interceptors should be taken into consideration by the SCA in its analysis of 
prospective technologies.

RECOMMENDATIONS

3.1.3.B. We recommend that the Service de la concertation des 
arrondissements in collaboration with the Service de l’eau, include 
in its criteria for analyzing various prospective technologies for 
new Snow Disposal Sites the operational constraints that the 
wastewater treatment plant may impose in order to minimize any 
negative impact between the operation of a Snow Disposal Site 
and the performance of the wastewater treatment plant.

36 Level 1: temperature between 1.5°C and 2.0oC for 30 minutes, there is a 25% reduction of snow  
 dumping into the sewer chutes. Level 2: temperature between 1.0°C and 1.5oC for 30 minutes,  
 a 50% reduction of snow dumping is imposed. Level 3: temperature below 1.0oC for 30 minutes,  
 a 75% reduction of snow dumping is imposed. Level 4: stop snow dumping in case of an ice jam  
 in the interceptor.
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3.1.3.C. We recommend that the Service de l’eau update the standard 
operating method (MSO-3000-005) for restricting the use of sewer 
chutes based on the temperature of wastewater at the treatment 
plant so that the method reflects the roles and responsibilities  
of the various stakeholders actually involved.

BUSINESS UNIT’S RESPONSES

3.1.3.B. Service de la concertation des arrondissements

[TRANSLATION] Study, in collaboration with the Service de l’eau,  
the constraints to take into consideration for the various snow 
management technologies, to minimize the negative effects on  
the treatment plant. (Planned completion: June 2019)

Service de l'eau

[TRANSLATION] We want to reiterate the full collaboration of the Direction 
de l’épuration des eaux usées and our commitment to providing the 
Service de la concertation des arrondissements with the full support, 
involvement and expertise required for the analysis and implementation 
of various snow disposal technologies. (Planned completion: June 2019)

3.1.3.C. Service de l'eau

[TRANSLATION] The MSO-3000-005 (a standard operating method)  
was updated. (Planned completion: May 2018)

3.1.4. MANAGEMENT OF SNOW FROM PRIVATE SOURCES

The city has made available to contractors who clear snow on private property eight desig-
nated surface sites where they can dump their snow loads. These sites are located in  
the following boroughs:

• Anjou (Ray-Lawson site);

• Lachine (46th Avenue);

• LaSalle (Angrignon site);

• Pierrefonds-Roxboro (Château Pierrefonds site);

• Rivière-des-Prairies–Pointe-aux-Trembles (Armand-Chaput site);

• Saint-Laurent (Thiemens and Sartelon sites);

• Villeray–Saint-Michel–Parc-Extension (Carrière Saint-Michel site).
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A contractor wishing to use these sites must purchase snow deposit coupons at  
the Bureaux Accès Montréal (BAM) of the boroughs mentioned above. These coupons can 
be used at any of the designated sites.

The price of snow disposal coupons is set out in By-law 16-06537 concerning fees, which 
is adopted each fiscal year. The fees shown vary based on the type of truck used by  
the contractor (6, 10 and 12 wheel, semi-trailer and dump truck). A coupon is usable for 
one dumping only. For the 2017-2018 fiscal year, the fees for each dumping are as follows:

• For a 6-wheel truck: $23;

• For a 10-wheel truck: $34,50;

• For a 12-wheel truck: $46;

• For a semi-trailer truck: $69;

• For a dump truck: $46.

Private use of the city sites is subject to regulations the city has adopted to reduce the 
environmental impact. When purchasing snow dumping coupons, the contractor must 
sign a form authorizing the dumping of snow at a city site, to confirm it has been advised 
that the snow it will dump must be free of any polluting material or objects. Also, as a 
precautionary measure, snow dumped from private property is not mixed with snow that 
is cleared from streets and sidewalks and transported by the city. This snow is pushed 
into a reserved space at each authorized surface site and is not discharged into the sewer 
chutes. It is also no longer blown onto a mound of snow with the powerful snow blowers 
that the city uses for its own loads. In this way the city reduces the possible risk of breaking 
its equipment, since snow from private land is often loaded onto a truck using a mechan-
ical shovel and may contain debris that can damage snow blowers or block sewer chutes 
with bulky objects, thus delaying snow clearing operations.

3.1.4.1. APPLICATION OF THE BY-LAW AND FEES

3.1.4.1.A. BACKGROUND AND FINDINGS

Generally, when a contractor goes to a borough's BAM to purchase snow disposal  
coupons, the Agent de communications sociales (ACS) fills out a form that records all  
the relevant information about the contractor and the transaction. 

The ACS then deposits the money and issues a receipt containing all the data needed  
to identify the transaction. 

37 City council, By-law 16-065, adopted December 14, 2016, for the 2017 fiscal year. Chapter X: Sites  
 de déversement de la neige, Section 117 deals with pricing and Section 117.1 identifies sites  
 designated for snow dumping purposes.
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Sales are also recorded in an Excel "House Style" document, specific to each borough,  
for each type of truck.

The same document helps in maintaining the inventory of snow deposit coupons.

New coupons are ordered from the SCA, which is responsible for printing them and distrib-
uting them to boroughs that have made requests. It maintains a summary inventory of all 
snow deposit coupons (organized by type of truck), i.e., those ordered from the supplier, 
those used in the SIT-Neige and those in stock at the SCA and in the boroughs.

To support our review of the processing method for snow disposal coupons, and  
keeping in mind that in our initial sample Le Sud-Ouest borough does not have a surface 
site designated to receive snow from private properties, we have added two additional 
boroughs: Anjou and Rivière-des-Prairies–Pointe-aux-Trembles. As with the Saint-Laurent 
and Villeray–Saint-Michel–Parc-Extension boroughs, they sell coupons and their surface 
sites are designated to receive snow from private sources. 

Our audit consisted of reviewing the coupon sales process, their redemption, the receipts 
issued and the sales support files and documents. Based on the data and documentation 
obtained from these boroughs, we make the following observations: 

• Saint-Laurent borough does not use the same form as the other boroughs and therefore 
contractors that buy their snow disposal coupons there are not informed that the snow 
they dump in the designated sites must be free of any polluting material or objects. In 
the event of a dispute or litigation, it could prove more difficult to sanction the contractor;

• The Excel documents used to record transactions with contractors are specific to each 
borough. They show relevant sales information by type of truck as well as the number of 
coupons ordered and sold. The same files are used to maintain inventory.

When they are redeemed, the cash register codes make it possible to identify which cou-
pons have been sold by truck type at points of sale in former city boroughs. For boroughs 
of the former suburban municipalities, a single code is used in their cash registers. Based 
on information we obtained, in 2018 the Service des finances plans to harmonize the  
revenue collection system in all the boroughs to facilitate maintenance of the inventory of 
snow disposal coupons.

RECOMMENDATION

3.1.4.1.B. We recommend that the Saint-Laurent borough, in order to defend 
itself against litigation, look into the opportunity of using the same 
form for registering contractors as the other boroughs, so as to be 
able to advise contractors of their responsibilities regarding the 
quality of snow dumped into city of Montréal sites, namely that it 
must be free of polluting materials or objects.
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BUSINESS UNIT’S RESPONSE

3.1.4.1.B. Saint-Laurent borough

[TRANSLATION] According to the Service à la clientèle section head,  
the form was modified during winter 2017-2018 to comply with this 
report. (Planned completion: March 2018)

3.1.4.2. MANAGEMENT OF USE OF SNOW DUMPING COUPONS  
 AND ACCESS CONTROL

3.1.4.2.A. BACKGROUND AND FINDINGS

As with snow cleared from city streets and sidewalks, the process for controlling access 
to sites designated for the dumping of snow from private property is supported by the SIT-
Neige through its Lynx application, which uses a database of information related to access 
control. The Lynx application permits electronic compilation of snow transport data, as 
well as access to a dashboard and to multiple data that can be used for detailed analyses. 
The SIT-Neige management software aims to optimize snow clearing operations (loading, 
transport and disposal of snow) and oversight of the city's snow removal billing. Snow 
brought from private properties has already been paid for through the purchase of snow 
disposal coupons. 

When a truck transporting snow from private properties arrives at the site booth, the driver 
hands in a snow disposal coupon containing a unique barcode, which is then scanned. The 
detachable stub is returned to the contractor, and the other part is sent to the SCA through 
the borough. Data concerning the transaction is automatically recorded in the système 
Lynx, including the transaction number, date and time of dumping, volume dumped and ID 
of that designated site. The snow disposal coupon is unique and can only be used once, 
for a single dumping. 

The Lynx application permits the SCA to track the use of sites designated for collecting 
snow from private property in terms of volume dumped and coupons used for each site. 
Site access is controlled on two levels:

• during operations when trucks enter the site, via the snow dumping coupon handed in at 
the booth. If a coupon has already been used, the truck cannot access the site;

• during quality control at the SIT-Neige carried out by the SCA team, which reviews  
any transactions with anomalies that may be flagged by the system (e.g., a duplicate 
coupon). 

As part of our audit, we reviewed the records of snow brought from private properties 
following the first snowstorm of December 2017; this comprised 1,277 records (of private 
dumping). 
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Our audit sought to determine whether any records or data were missing, whether the sys-
tem flagged any anomalies or whether any non-designated sites were being used. Based 
on our examination, no anomalies were detected and the sites used were indeed desig-
nated to receive snow brought from private properties.

3.1.5. ACCOUNTABILITY RELATED TO APPLICATION OF  
 THE SNOW DISPOSAL STRATEGY

3.1.5.A. BACKGROUND AND FINDINGS

As shown above, implementing the snow disposal strategy in Montréal involves several 
entities within the city administration, from public works in the boroughs to the SCA, and 
from the SIVT to the Service de l’eau. Thus we were interested in learning whether every 
department was able to appreciate the results of the collective work involved in snow 
disposal. Annually, in the month of May or June, the SCA produces a report on its snow 
removal activities for the winter season just ended. This report is used to develop a pres-
entation that is made to the borough managers of public works and the city’s executive 
committee. As mentioned earlier, this presentation was made public for the 2015-2016 and 
2016-2017 winter seasons. In addition to snow disposal, the report also covers weather 
data and the amount of snow received, as well as snow loading activities, towing, contract 
management and the development of technologies such as SIT-Neige. As for snow dis-
posal, these reports discuss the volume of snow disposed of, and whether there were any 
issues such as ice jams in the sewer chutes. There is no information about environmental 
compliance of the SDSs in these annual reports.

Furthermore, we noted some divergence between the snow disposal data presented  
in these reports and the SCA’s internal data extracted from the SIT-Neige, as follows:

• The 2015-2016 winter report states that the volume of snow disposed of was 8,854,544 m3, 
whereas internal SCA data indicated 867 m3 (difference of 3.7%);

• The 2016-2017 winter report38 states that the city disposed of 627 m3 of snow, whereas 
SCA data for the 2016-2017 season indicated 14,482,425 m3 (difference of 6.7%);

• The 2016-2017 winter report, produced by the SCA in 2017 and detailing the winter 
activities under its responsibility, states that the surface sites at Highway 13 (Pierre-
fonds-Roxboro borough) and 46th Avenue (Lachine borough) were at full capacity during 
the winter. However, according to the data shown in Table 1, the Highway 13 surface 
site was only at 64.3% of its maximum allowed capacity at the end of winter. The report 
makes no mention of the surface sites at Thimens (Saint-Laurent borough), Langelier 

38 A summary of this report is presented annually to the city’s executive committee. For the 2015-2016  
 season, the report was presented to the executive committee on May 18, 2016, while the 2016-2017  
 report was presented to the executive committee on June 7, 2017. Copies of these two  
 presentations were made public on the Internet for these executive committee meetings.
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(Saint-Léonard borough) and Angrignon (LaSalle borough), which were clearly over the 
authorized capacity.

Also, when comparing the winter report produced by the SCA with the presentation made 
to the executive committee for the 2016-2017 winter season, we noted a divergence in 
snow accumulation capacities at the surface sites. The 2016-2017 report states that the 
snow disposal strategy had worked well and the SCA identified few episodes of sewer 
chute blockages, but that some surface sites were full during the season and some trans-
portation contracts had to be transferred to other SDSs. The presentation made to the 
elected officials stated that the SDSs had met the needs of the city. While overall it is true 
that the SDSs had proved sufficient, individually there were capacity overruns at four sur-
face sites (see Table 1). We believe that the elected officials and the entire administration 
concerned with snow disposal should have an accurate picture of the disposal capacity 
of each SDS in order to make suitable decisions about adding any new SDSs in the city, 
or about changing the current connections between snow clearing sectors and the SDSs.

RECOMMENDATIONS

3.1.5.B. We recommend that the Service de la concertation  
des arrondissements include, in its winter report and in the 
presentation made to the executive committee on snow clearing in 
Montréal, all the relevant data related to environmental monitoring 
of Snow Disposal Sites, in order to provide accountability on  
the environmental compliance of this infrastructure.

3.1.5.C. We recommend that the Service de la concertation des 
arrondissements ensure that any information contained in its 
winter report and in its presentation to the executive committee  
be reliable and representative of the data actually measured 
during operations, in order to provide an accurate picture to  
the elected officials and the administration as a whole.

BUSINESS UNIT’S RESPONSES

3.1.5.B. Service de la concertation des arrondissements

[TRANSLATION] Add a “Site Management” section to the winter report. 
(Planned completion: June 2018)

3.1.5.C. Service de la concertation des arrondissements

[TRANSLATION] Complete the winter report structure to provide 
information that is more representative of the data measured during 
operations. (Planned completion: June 2018)
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3.2. COMPLIANCE OF SNOW DISPOSAL ACTIVITIES

In the previous section, we looked at the city's ability to manage the disposal of cleared 
snow. In this section, we seek to determine whether the disposal of cleared snow is being 
done in compliance with provincial and municipal regulations.

3.2.1. GOVERNMENT REQUIREMENTS

3.2.1.1. LACK OF KNOWLEDGE OF THE CITY OF MONTRÉAL'S  
 COMMITMENTS

3.2.1.1.A. BACKGROUND AND FINDINGS

As presented in Tables 5.2. and 5.3. in the appendix, the city has obtained authorizations 
from the Ministère du Développement durable within the meaning of section 22 of the 
Environment Quality Act for all the SDS it uses39. These authorizations were obtained 
between 1991 and 2015. At the time of the applications, the city had to submit an environ-
mental monitoring program, which it undertook to follow (for surface sites only), as well as 
specifications for the maintenance that would be done. Authorization from the Ministère 
du Développement durable to use a SDS is conditional on the city's compliance with these 
commitments.

Since 2015, the SCA has been responsible for managing information related to the SDSs 
and awarding contracts for environmental monitoring (or to have this monitoring done 
internally by the SIVT). In order to determine the commitments that the city had made 
with respect to the SDSs, the SCA sought to obtain their certificates of authorization. By 
the end of 2017, it had been able to obtain from the boroughs some letters from the Min-
istère du Développement durable confirming the authorization to use a SDS site for 20 of 
the 28 infrastructures40. However, these letters do not specify the commitments made by  
the city.

The SIVT has the city’s letters of commitment for maintenance of the SDSs or environ-
mental monitoring to be undertaken for 6 of the 11 surface sites (54.5%)41 42. Only 3 of 
these letters of commitment also provide details on maintenance work to be done at the 

39 For the Lafarge (Montréal-Est) surface site, Lafarge Canada Inc. obtained authorization from the  
 Ministère du Développement durable because this company owns the site.
40 The missing letters pertain to certain sewer chutes.
41 A document was provided to us for a 7th SDS (Carrière Saint-Michel in Villeray–Saint-Michel– 
 Parc-Extension borough). However, it does not reflect the city's commitment but rather is a call for  
 tenders for the environmental monitoring of this site. There is no indication that the monitoring  
 required in this call for tenders is consistent with the city's commitments to the Ministère  
 du Développement durable.
42 The 12th surface site, Lafarge, does not belong to the city. The city is therefore not responsible for  
 its environmental monitoring.
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surface sites. The SCA does not have any commitment letters or other documents that 
were filed by the city when applying for authorizations for sewer chutes.

Due to the difficulty in tracking down all the documents related to applications for author-
ization for the SDSs, the SIVT approached the Ministère du Développement durable in 
March 2017 to obtain the content of the certificates of authorization. However, in May 2017, 
the officials responsible for access to information at the Ministère du Développement dur-
able deemed the city's application inadmissible, because it did not specify [TRANSLATION] 
"the locations for which [the City wanted] documents and the list of documents required for 
each location"43. The SIVT then notified the Ministère du Développement durable that it was 
withdrawing its request and would make new, more specific applications. However, at the 
time of our audit (November-December 2017), the SIVT had still not made those requests. 
Considering that the SCA has a copy of each letter (the certificates of authorization) author-
izing the city to use the surface sites and certain sewer chutes (see Table 5.3.), and that 
these letters do list the documents that had been submitted by the city when applying for 
the certificates of authorization, it should be possible, in our opinion, for the SIVT to set out 
more precisely its request for information from the Ministère du Développement durable.

Thus, at the time of our audit, the city was not able to specifically describe the param-
eters to be followed and the thresholds to be respected for surface water and groundwater 
protection for nearly half (5/11) of the surface deposits, maintenance commitments for 
almost three quarters (72.7 %) (8/11) of the above-ground deposits, or maintenance com-
mitments for all of the sewer chutes (16/16). As we will see later, this does not mean 
that the city conducts no environmental monitoring or maintenance of its SDSs. However,  
it is not in a position to confirm whether the monitoring and maintenance comply with  
the certificates of authorization.

For three of the four environmental monitoring reports for the 2016-2017 winter season 
produced by the SIVT for the surface sites (Carrière Saint-Michel in the Villeray–Saint-
Michel–Parc-Extension borough and 46th Avenue in the Lachine, Angrignon and LaSalle 
boroughs), the city does not have the letters of commitment and therefore does not  
officially know what needs to be followed. However, the report for the Carrière Saint-Michel 
site (Villeray–Saint-Michel–Parc-Extension borough) states that the monitoring consists of 
[TRANSLATION]"carrying out an analytical program established in accordance with the require-
ments formulated by the [Ministère du Développement durable] in a letter dated November 17, 
2008." This communication refers to the letter from the Ministère du Développement dur-
able, which authorized use of the site, but does not contain any parameters for monitor-
ing. The reports for the sites at 46th Avenue (Lachine borough) and Angrignon (LaSalle  
borough) state that the monitoring consists of "carrying out an analytical program based on 
the requirements formulated by [the SCA] together with the certificate of authorization issued 
by the [Ministère du Développement durable]". Here again, without knowing the City's com-
mitments for these sites, it cannot be said that the monitoring requirements communicated 
by the SCA to the SIVT are consistent with the certificate of authorization.

43 Excerpt from the response from the Regional Access Representative for the Ministère du  
 Développement durable dated May 12, 2017 and addressed to the SIVT.
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According to the SCA, there was an informal agreement between the Ministère du 
Développement durable and the city, allowing the latter to undertake environmental mon-
itoring of the SDSs in similar fashion to what was done in the past, without having the city's 
actual commitments. However, the SCA was unable to provide us with this agreement. 

In light of these findings, it is clear to us that the city operates the majority of surface sites 
without knowing with certainty the environmental monitoring commitments that were 
made and by replicating what had been done in previous years without knowing whether 
they were compliant. Regarding site maintenance, the city is only aware of what is required 
for 344 out of the 27 SDSs for which it is responsible.

RECOMMENDATIONS

3.2.1.1.B. We recommend that the Service des infrastructures, de la voirie 
et des transports obtain information from the Ministère du 
Développement durable, de l’Environnement et de la Lutte contre 
les changements climatiques specifically for Snow Disposal Sites 
for which the city of Montréal does not have details regarding 
environmental monitoring and maintenance, in order to ensure 
that the monitoring carried out meets the commitments made  
by the city to the Government of Québec.

3.2.1.1.C. We recommend that the Service de la concertation des 
arrondissements, in the event it is unable to track down all  
the environmental monitoring commitments, enter into a formal 
agreement with the Ministère du Développement durable, de 
l’Environnement et de la Lutte contre les changements climatiques 
on a continuation of the monitoring, on the basis of previous 
monitoring, to ensure that it will be carried out in accordance  
with the requirements of this ministry.

44 Newman (Le Sud-Ouest borough), Highway 13 (Pierrefonds-Roxboro borough) and Château  
 Pierrefonds (Pierrefonds-Roxboro borough).
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BUSINESS UNITS' RESPONSES

3.2.1.1.B. Service des infrastructures, de la voirie et des transports

[TRANSLATION] The Service des infrastructures, de la voirie et  
des transports serves as technical support for its proponent responsible 
for the snow disposal sites, that is, the Service de la concertation  
des arrondissements.

Commitment letters from the city supporting certificates of authorization 
issued by the Ministère du Développement durable, de l’Environnement 
et de la Lutte contre les changements climatiques are under the 
responsibility of the Service de la concertation des arrondissements.  
It is up to the SCA to submit requests for access to information to  
the Ministère du Développement durable, de l’Environnement et de  
la Lutte contre les changements climatiques for the missing letters,  
in light of the issues related to this process.

At the request of the Service de la concertation des arrondissements, 
the Service des infrastructures, de la voirie et des transports will help 
inventory the missing letters and provide technical support to verify  
the environmental monitoring programs under way with those stipulated 
in the city’s commitments. (Planned completion: At the request of  
the Service de la concertation des arrondissements)

3.2.1.1.C. Service de la concertation des arrondissements

[TRANSLATION] Refer to the Ministère du Développement durable,  
de l’Environnement et de la Lutte contre les changements climatiques  
to confirm the continuation of the monitoring currently under way.  
(Planned completion: June 2018)

3.2.2. ENVIRONMENTAL MONITORING

3.2.2.A. BACKGROUND AND FINDINGS

While the SCA cannot state with certainty what must be monitored from an environmental 
perspective for each of the surface sites, the fact remains that monitoring is being sys-
tematically done for each of these sites. We obtained copies of the environmental mon-
itoring reports for the years 2015-2016 and 2016-2017 for the eleven sites belonging  
to the city45. As part of our audit work, we focused on the SDSs in the boroughs of  
Saint-Laurent, Le Sud-Ouest and Villeray–Saint-Michel–Parc-Extension, for a total of 4 
surface sites (Sartelon and Thimens in Saint-Laurent borough, Newman in Le Sud-Ouest 

45 For the Ray-Lawson site (Anjou borough), we obtained the reports for the years 2014-2015 and 2016- 
 2017.
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borough and Carrière Saint-Michel in Villeray–Saint-Michel–Parc-Extension borough). The 
city is aware of environmental monitoring commitments only for surface sites in Sartelon 
(Saint-Laurent borough) and Newman (Le Sud-Ouest borough). We sought to determine 
whether the environmental monitoring that is being done for these two surface sites com-
plies with the requirements of the Ministère du Développement durable and the certificates 
of authorization.

REQUIREMENTS TO BE MET
For the Newman surface site (Le Sud-Ouest borough), the city must meet groundwater 
concentration levels equivalent to surface water resurgence or sewer infiltration criteria46. 
For meltwater, which is discharged into the sewer, the borough undertook at the time to 
meet the criteria set out in the CMM's new By-law 2008-4747. This is a commitment that 
goes beyond regulatory requirements since snowmelt is excluded from By-law 2008-4748. 
However, the city had committed to follow up as per the by-law.

For the Sartelon surface site (Saint-Laurent borough), there is no requirement to monitor 
meltwater, even though the authorization was issued in 2002, prior to the coming into 
force of the CMM's By-law 2008-47 and thus under former By-law 87, which did not exclude 
meltwater49. It must be understood, however, that once an undertaking is accepted by the 
Ministère du Développement durable, it prevails over the by-laws and that the commitment 
may be different from the by-law in effect at the time of the application. For groundwater, 
higher alert (and thus less stringent) thresholds have been set than those recommended 
in the Guide d’aménagement des lieux d’élimination de neige50. This means there could be  
a higher concentration of contaminants in the groundwater before the city has to do 
remedial work on the site, such as paving it. 

We have chosen to go into these two examples in detail here to demonstrate that there 
is not necessarily an accordance between the by-law in force at the time of the appli-
cation for authorization and the final requirements to be met by the city as set out in  
the certificate of authorization. This further justifies, in our view, the need for the city to 
track down the environmental monitoring commitments relating to the five surface sites 
for which it lacks information (see Table 5.2. in the appendix).

46 Since groundwater can eventually discharge into surface water, contaminated groundwater can  
 become a source of contamination for surface water. It is for this reason among others that  
 the Ministère du Développement durable established maximum concentrations not to be exceeded  
 in groundwater.
47 The borough's commitment had been made between the transition between the former By-law 87  
 and the new By-law 2008-47 with respect to clean water.
48 We observed that, in the vast majority of environmental monitoring reports, the city relied on  
 By-law 2008-47 to determine whether meltwater discharges into the sewer were in compliance with  
 the by-law when they were excluded.
49 The CMM's former By-law 87 did not, as is now the case with By-law 2008-47, contain a section  
 excluding snowmelt from the by-law. This melted snow therefore needed to, in theory, comply with  
 the quality requirements set out in the old by-law.
50 With the exception of iron, for which the commitment is to a lower level than the alert thresholds in  
 the guide. For the other substances monitored, the commitment levels are higher than the alert  
 thresholds in the guide.
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COMPLIANCE WITH REQUIREMENTS 

We compared the content of the environmental monitoring reports for the two surface 
sites at Sartelon (Saint-Laurent borough) and Newman (Le Sud-Ouest borough) with the 
city's commitments in terms of parameters followed, criteria or thresholds, sampling fre-
quency and number of sampling points, in order to determine whether the city's monitor-
ing51 conforms to the commitments. We have drawn the following conclusions from this 
comparison:

• The city is doing (or is having done) more sampling and analysis than it should, accord-
ing to its commitments:

 – At Newman (Le Sud-Ouest borough), the city should do four samplings for snowmelt 
monitoring (two between March and April and two between May and July). In fact,  
it does five between March and April and two to three between July and January of  
the following year. This is the sampling frequency called for in the Guide d’aménage-
ment des lieux d’élimination de neige for groundwater and not for meltwater; 

 – At Sartelon (Saint-Laurent borough), although meltwater monitoring is not required, 
the city does nine follow-ups between May and October.

• The city has had testing done that is not required52:

 – At Newman (Le Sud-Ouest borough), meltwater is tested for mercury, although this is 
not a requirement;

 – At Sartelon (Saint-Laurent borough), while analysis of meltwater is not required, the 
city has samples tested for more than a dozen substances including mineral oils and 
fats, suspended solids, chromium, copper and lead.

• The criteria used to determine whether there is environmental compliance are not those 
set out in the letters of commitment:

 – At Sartelon (Saint-Laurent borough), rather than comparing the analysis results to  
the criteria in the letter of commitment, they are compared to the alert thresholds in 
the Guide d’aménagement des lieux d’élimination de neige. These thresholds are lower 
than the commitment criteria (and therefore more demanding). This means that the 
city has less room for manoeuvre. However, according to the results of analyses in 
2015-2016 and 2016-2017, with the exception of chlorides, the results were below 
the alert thresholds and therefore below the commitment criteria. In light of this, the 
change in the basis for comparison has no impact on the conclusions of the environ-
mental monitoring.

51 Monitoring for Sartelon (Saint-Laurent borough) is done by an outside firm while Newman's  
 (Le Sud-Ouest borough) is done directly by the SIVT.
52 Based on the laboratory analysis costs provided to us by the SIVT, the cost of these additional  
 analyses is marginal as part of the snow disposal budget. The issue is therefore not economic in  
 nature, but rather reflects a lack of guidance in the environmental monitoring of surface deposits.
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It should be noted that the conclusions of the environmental monitoring reports do not 
raise any problematic issues with snow management, except that surface sites do contrib-
ute to chloride contamination in groundwater. Both the SIVT and the external firms respon-
sible for environmental monitoring recommend continuing this monitoring each year.  
From an environmental perspective, monitoring reports give no indication that  
the operations of surface sites are non-compliant with the requirements in the certificates 
of authorization. 

However, the fact is that with surface sites for which the city has letters of commitment 
there are discrepancies between the actual monitoring being done and the monitoring that 
is required. This leads us to conclude that environmental monitoring is not being properly 
supervised.

RECOMMENDATION

3.2.2.B. We recommend that the Service de la concertation  
des arrondissements create a grid setting out the environmental 
monitoring required for each surface site, along with  
the parameters to be followed, the alert thresholds, the number 
of sampling points and the sampling frequency to ensure the 
compliance of all environmental monitoring being carried out.

BUSINESS UNIT’S RESPONSE

3.2.2.B. Service de la concertation des arrondissements

[TRANSLATION] Establish a grid summarizing the environmental 
monitoring to be carried out at each storage site. 
(Planned completion: Early 2019)

3.2.3. MAINTENANCE OF SNOW DISPOSAL SITES

3.2.3.1. REGULAR AND RECURRING MAINTENANCE  
 OF SNOW DISPOSAL SITES

3.2.3.1.A. BACKGROUND AND FINDINGS

Both the surface sites and sewer chutes must be regularly and routinely maintained before 
each winter season to ensure proper operation and disposal of cleared snow in accord-
ance with environmental requirements. To obtain an authorization from the Ministère  
du Développement durable, the city had to submit specifications, in accordance with the 
Guide d’aménagement des lieux d’élimination de neige, for the operation of sites, including 
spring cleanup measures. As we stated earlier, of the 27 SDSs for which the city is respon-
sible, the SCA has commitment letters containing maintenance requirements for only 
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three surface sites (Highway 13 and Château Pierrefonds in Pierrefonds-Roxboro borough  
and Newman in Le Sud-Ouest borough). 

In the three boroughs we audited, none of the Directions des travaux publics has a  
general description specifying the maintenance work that must be done, at least before each  
winter season or items that must be monitored to ensure they are functioning properly. 
These departments say that maintenance work is the same each year and is done based 
on the experience of the teams in place. 

MAINTENANCE OF SURFACE SITES

In Saint-Laurent borough, for example, employees ensure that snow dump sites and access 
roads are graded, and fill in holes as needed. In 2010, the borough awarded a contract to:

[TRANSLATION] "completely resurface the cross ditches and sedimentation basin and 
remove all vegetation from them [...] remove surface materials and dispose of them away 
from the site in a designated area; weed and uproot all areas alongside the ditches of the 
Sartelon dump site to remove plants such as cattails and warblers on either side of the 
ditch and cut weeds on the surface of the dump deck; also level the cleaned surfaces using 
a grader."53

In 2015 and 2016, the borough awarded smaller-scale contracts for maintenance of the 
Sartelon surface site (Saint-Laurent borough). This involved weeding the ditches and site 
deck of the site and grading the surface. Thus, the last major maintenance of the Sartelon 
sedimentation basin (Saint-Laurent borough) dates back to 2010 and the Direction des 
travaux publics does not have a new date planned for this maintenance.

For the Newman surface site in Le Sud-Ouest borough, the Direction des travaux pub-
lics said it maintains the surface and access roads (grading and filling holes). However,  
we were unable to obtain evidence of this work. The site's settling basin is also emptied 
and cleaned annually. The SCA has confirmed the 2017 cleanup in a series of photos taken 
before and after the work.

Lastly, regarding Villeray–Saint-Michel–Parc-Extension borough, the Direction des travaux 
publics states that it maintains loading docks, access roads and huts. However, once again,  
we were not able to obtain evidence of such work being done each year. 

MAINTENANCE OF SEWER CHUTES

Villeray–Saint-Michel–Parc-Extension borough does not have any sewer chutes on  
its territory. At Le Sud-Ouest borough, the Direction des travaux publics states that it does 

53 Excerpt from the estimate applicable to the re-profiling of ditches and cleanup of site at Sartelon  
 snow dump (Saint-Laurent borough), call for tenders 10-533, Saint-Laurent borough.
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not do any maintenance on the chutes as they are simply openings covered with a grid  
at the road level into which snow is dumped. Since the SCA has not located any documents 
constituting applications for authorization of the sewer chutes, we cannot confirm that the 
lack of maintenance on the sewer chutes in Le Sud-Ouest borough is in compliance with 
the certificate of authorization or not.

In Saint-Laurent borough, the sewer chutes, unlike in Sud-Ouest borough, are mechanized. 
This means that the snow lands on feeding augers that grind it up before it falls into the 
chute and flows toward the interceptor. 

In 2013, Saint-Laurent borough awarded a five-year contract for maintenance, repair and 
supply of spare parts for the Stinson and Jules-Poitras 2 snow chutes. The previous con-
tract, also for five years, had been awarded in 2008. According to the borough’s Direction 
des travaux publics, mechanized chutes require more maintenance than passive chutes, 
but they have one advantage: by grinding up the snow, there is less risk of a blockage 
occurring in the chute. The five-year maintenance contract is valued at $1,590,000 and 
covers four chutes (two at Stinson and two at Jules-Poitras 2). This represents an aver-
age annual maintenance cost per mechanized chute of $79,500. In our opinion, this cost 
should be taken into account in analyzing the optimization of the snow disposal strategy 
and possible solutions for future SDSs. The cost should be compared with the cost of a 
potential loss of a passive chute if the chute is blocked by the formation of a block of snow 
or ice.

SPECIFIC MAINTENANCE REFERRED TO IN THE  
CERTIFICATE OF AUTHORIZATION

In the three boroughs audited, we were aware of maintenance commitments only for  
the Newman surface site (Le Sud-Ouest borough)54. The city has to test the watertightness 
of the retention basin once a year, correct the situation in the event of a leak and forward 
a test follow-up report to the Ministère du Développement durable. Both the borough’s 
Direction des travaux publics and the SCA have stated that such a test was done recently, 
but they could not provide any evidence of it. The only evidence we obtained that such  
a test was done in the past is a copy of a communication sent to the Ministère du Développe-
ment durable in 2011, informing that the test had been completed, that a leak had been 
detected and sealed, and that a new test had confirmed the watertightness of the basin.

However, for the Newman surface site (Le Sud-Ouest borough), the letter of commitment 
stated that if, during the first five years of operation, there was evidence of chloride migra-
tion into the water table (as demonstrated by environmental monitoring reports), the city 
would waterproof the site. This commitment dates back to 2011. A little over five years 
later, in June 2017, the city issued a call for tenders for roadwork at the Newman site. The 

54 Since the SCA does not have the entire file containing the application for authorization for Newman  
 (Sud-Ouest), we cannot conclude whether this is the only maintenance requirement for this surface  
 site.
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technical specifications refer to the installation of a base and a surface layer of bituminous 
asphalt. The completion of this work will allow the city to meet its commitment. The speci-
fication also mentions the injection of polyurethane resin into the cracks in the retention 
basin. Waterproofing work (asphalting the site) was also carried out in 2016 at the Sartelon 
surface site (Saint-Laurent borough).

The city's letter of commitment for the Sartelon surface site (Saint-Laurent borough) con-
tained an item that is not related to environmental monitoring or regular maintenance. The 
city had to decontaminate two parcels of soil on the site. This decontamination was done 
the same year that authorization was obtained to operate the site as a surface dump for 
cleared snow.

SUPERVISION OF MAINTENANCE OF SNOW DISPOSAL SITES

Every year the SCA conducts a tour of the SDSs to examine the condition of the sites.  
If necessary, the SCA submits a report to the borough concerned with its maintenance 
recommendations for maintenance to be carried out on the SDS infrastructure and the site. 
It is important to mention that, although maintenance of the SDSs has been delegated to 
the boroughs, the SCA defrays the costs assumed by the boroughs for this maintenance55. 
Les Directions des travaux publics of the boroughs of Saint-Laurent and Villeray–Saint-
Michel–Parc-Extension confirmed these visits. We obtained access, through Villeray–
Saint-Michel–Parc-Extension borough, to an inspection report that the SCA issued on 
May 31, 2016 for the Carrière Saint-Michel surface site. The borough was unable to provide 
accountability to the SCA in relation to the latter's recommendations. 

At the time of our audit, the SCA was opening an operations file for each of the SDSs.  
The idea was to develop a worksheet for each SDS that would detail, in addition to the tech-
nical features of the SDS (exact location, storage capacity or sewer discharge capacity), 
the work required during winter operations and the maintenance needed during the sum-
mer. In the absence of a guide for SDS maintenance in the audited boroughs, an operations 
file system of this nature would allow the SCA to supervise the maintenance.

SITE MAINTENANCE ISSUE

In light of our findings, we consider that, in the audited boroughs, work has been carried 
out, both major and non-routine as indicated in the letter of commitment (soil decontamin-
ation, waterproofing of site surface). Regarding recurring maintenance activities, we must 
conclude that this was not only not done, but that the boroughs cannot demonstrate that it 
was done. Here the city's ability to demonstrate, if required, to the Ministère du Développe-
ment durable that the sites are being properly maintained is in question. It should be noted 
that in 2013 the city received a non-compliance citation from the Ministère du Développe-

55 By-law 08-055, By-law concerning the delegation to borough councils of certain powers relating to  
 the arterial road system.
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ment durable for not maintaining ditches and settling areas at the Highway 13 surface 
site (Pierrefonds-Roxboro borough). If the amount of the fine for such non-compliance 
is not high56, it jeopardizes the city's reputation as these administrative sanctions are  
in the public domain and paid for out of public funds.

RECOMMENDATIONS

3.2.3.1.B. We recommend that the Service de la concertation des 
arrondissements complete its operations file project by  
including maintenance programs for Snow Disposal Sites that  
the boroughs must undertake, in accordance with the maintenance 
requirements stated in the certificates of authorization obtained 
from the Ministère du Développement durable, de l’Environnement 
et de la Lutte contre les changements climatiques.

3.2.3.1.C. We recommend that the boroughs of Saint-Laurent,  
Le Sud-Ouest and Villeray–Saint-Michel–Parc-Extension  
provide some accountability to the Service de la concertation  
des arrondissements demonstrating that maintenance work for 
the operation of a Snow Disposal Site has been carried out.

3.2.3.1.D. We recommend that the Service de la concertation des 
arrondissements take into consideration the costs of maintenance 
of mechanized sewer chutes and also costs associated with 
blockages in a passive sewer chute when analyzing future snow 
management infrastructures, to stimulate informed thinking  
on the choice of Snow Disposal Sites to be set up within the city  
of Montréal in the future.

3.2.3.1.E. We recommend that Le Sud-Ouest borough forward annually  
the results of the watertightness test on the retention basin  
of the Newman surface site to the Service de la concertation  
des arrondissements so that the latter can submit it to the 
Ministère du Développement durable, de l’Environnement et  
de la Lutte contre les changements climatiques in accordance  
with the commitment made by the city of Montréal.

BUSINESS UNITS' RESPONSES

3.2.3.1.B. Service de la concertation des arrondissements

[TRANSLATION] Gradually establish an operating file for each of the 
28 LENs. (Planned completion: In 2020)

56 The city was fined $2,500 in 2013 for non-compliance related to lack of maintenance on a surface  
 site.
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3.2.3.1.C. Saint-Laurent borough

[TRANSLATION] A report on the progress of the maintenance work at  
the snow disposal sites will be submitted to the Service de  
la concertation des arrondissements at the beginning of the work and 
updated periodically. The work can begin when all the snow accumulated 
during the winter is melted. The borough is already invoicing the Service 
de la concertation des arrondissements for the work carried out by  
the borough. (Planned completion: August 2018)

Sud-Ouest borough

[TRANSLATION] Action completed: In 2017, the settling basin was 
cleaned up (weeded) entirely by the Service de la concertation des 
arrondissements.

Action to be planned: The engineer in charge at the Service  
de la concertation des arrondissements is keeping us informed about 
discussions under way to develop a framework agreement on this matter.

Action to be undertaken: If the suggested framework agreement  
is not concluded in 2018, the borough proposes the following action, 
as well as confirmation of needs by the Service de la concertation 
des arrondissements within 30 days of this report: a submission was 
requested on April 11, 2018, by the Voirie du Sud-Ouest technical agent 
for watertightness and cleaning tests to be carried out in both basins 
(combined contract for watertightness and cleaning tests).  
(Planned completion: August 2018)

Villeray–Saint-Michel–Parc-Extension borough

[TRANSLATION] After receiving the inspection report drawn up by the 
Service de la concertation des arrondissements, the borough of Villeray–
Saint-Michel–Parc-Extension will take corrective action and do the 
maintenance required for the proper functioning of the site.

The borough manager will present an accountability report to  
the Service de la concertation des arrondissements as quickly  
as possible after the completion of the identified maintenance work.  
(Planned completion: April 2018)

3.2.3.1.D. Service de la concertation des arrondissements

[TRANSLATION] Develop a methodology to take into account the overall 
cost of sewer chutes. (Planned completion: June 2019)
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3.2.3.1.E. Sud-Ouest borough

[TRANSLATION] Action completed: In 2011, a watertightness test was 
conducted by a firm and a crack was repaired. A second test confirmed 
the basin’s watertightness in 2011. Since 2011, however, the borough has 
had no additional information.

Action to be planned: The engineer in charge at the Service de la 
concertation des arrondissements is keeping us informed about 
discussions under way to develop a framework agreement on this matter.

Action to be undertaken: If the suggested framework agreement is not 
concluded in 2018, the borough proposes that the Voirie du Sud-Ouest 
technical agent request that watertightness and cleaning tests be carried 
out in both basins (combined contract for watertightness and cleaning 
tests). (Planned completion: August 2018)

3.2.4. ACCOUNTABILITY RELATED TO GOVERNMENT REQUIREMENTS  
 FOR THE SNOW DISPOSAL SITES

3.2.4.A. BACKGROUND AND FINDINGS

We have previously addressed the issue of internal accountability within the city between 
the various stakeholders in the snow disposal strategy. We also looked to see if the city 
was reporting to the Ministère du Développement durable regarding snow disposal.

The SCA mentioned sending environmental monitoring reports annually to the Ministère 
du Développement durable for the 11 surface sites for which the city is responsible.  
We had evidence of this for the 2016-2017 follow-ups.

Of the city's six commitment letters for environmental monitoring of surface sites, five 
state that the city must submit an annual environmental monitoring report to the Ministère 
du Développement durable for each surface site. However, the city sends environmental 
monitoring reports for the 11 surface sites it owns without knowing whether the commit-
ment letters it does not have for five of these depots specify such a requirement. This is  
a measure that we consider prudent and transparent on the part of the SCA.

However, in the commitment letter for the maintenance of the Newman surface site  
(Le Sud-Ouest borough), the city must also report on the watertightness test for the 
retention basin to the Ministère du Développement durable. As discussed above, the only 
evidence of such information being provided to the Ministère du Développement durable 
dates back to 2011 when this had to be done annually.
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RECOMMENDATION

3.2.4.B. We recommend that the Service de la concertation des 
arrondissements submit to the Ministère du Développement 
durable, de l’Environnement et de la Lutte contre les changements 
climatiques a report presenting the results of the watertightness 
test on the retention basin at the Newman surface site  
(Le Sud-Ouest borough) in order to comply with the requirements 
related to the certificate of authorization for the operation of  
this surface site.

BUSINESS UNIT’S RESPONSE

3.2.4.B. Service de la concertation des arrondissements

[TRANSLATION] Plan the operations of the watertightness tests  
in the Newman retention basin. (Planned completion: December 2018)
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4. CONCLUSION

Under the Regulation respecting snow elimination sites, it is mandatory to obtain author-
ization from the Ministère du Développement durable, de l'Environnement et de la Lutte 
contre les changements climatiques (Ministère du Développement durable) in order to 
dispose of cleared snow, both at surface dump sites and sewer chutes. The process to 
obtain authorization is governed by the Environment Quality Act, which imposes condi-
tions to be met for the operation of the snow disposal infrastructure. For surface sites, 
the requirements include environmental monitoring to determine whether snow disposal 
affects the quality of groundwater and surface water, as well as annual maintenance to 
ensure the site is functioning properly. For sewer chutes, there are no requirements for 
environmental monitoring, except for maintenance. The environmental criteria to be met 
for surface sites are based on the regulations in effect at the time of the application for 
authorization, but also pertain to site-specific conditions. Thus, environmental monitor-
ing does not have to be conducted systematically based on the regulation at the time of 
application or on current regulations. It is the content of the certificate of authorization 
and the commitments made by the applicant (the city) at the time of the application that 
have to be relied on.

The city has 28 Snow Disposal Sites for the 8,000,000  m3 to 14,000,000  m3 of snow  
it clears each winter from its own streets and from certain private properties, for which 
contractors must pay fees to use the designated sites. All these Snow Disposal Sites 
have been approved by the Ministère du Développement durable, de l’Environnement et de  
la Lutte contre les changements climatiques. Since 2015, planning for the use of these 
Snow Disposal Sites and the environmental monitoring of surface sites have been carried 
out by the Service de la concertation des arrondissements. The boroughs are responsible 
for doing maintenance work.

Generally speaking, as part of our audit work, we observed that the city does have a snow 
disposal strategy, that it conducts environmental monitoring of surface sites and that  
the boroughs do some maintenance of surface sites and sewer chutes, which are mech-
anized. However, there is room for a number of improvements so that the city can ensure 
that the disposal of snow is undertaken in full compliance with its commitments to  
the Ministère du Développement durable, de l’Environnement et de la Lutte contre 
les changements climatiques, and in an optimal way, for all Snow Disposal Sites.  
We base this on the following facts:

• The city does not have the content of all the certificates of authorization for the surface 
sites and sewer chutes. For almost half of the surface sites (5/11), it has no guarantee 
that its environmental monitoring is complying with the certificates of authorization.  
The city conducts environmental monitoring of surface sites by replicating the monitor-
ing program used in previous years. For most surface dumps (8/11) and all sewer chutes 
(16/16), it cannot guarantee that the maintenance performed is in compliance with  
the commitments made to the Ministère du Développement durable, de l’Environnement 
et de la Lutte contre les changements climatiques;
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• Maintenance of surface sites is not documented, either in terms of what needs to be 
done or what has been done. The city is therefore unable to rigorously demonstrate that 
it has a maintenance program in place for its Snow Disposal Sites;

• The snow disposal strategy, which designates a priority disposal site for each area  
to be cleared in a borough, changes little from year to year. Before the Service de la  
concertation des arrondissements took over the management of this strategy with  
the boroughs, the latter were responsible for the management of Snow Disposal Sites 
on their territory. The current strategy remains tainted by this type of fragmented  
small-scale management, rather than being optimized on a territorial scale based on the 
disposal capacities of the various Snow Disposal Sites and the direct and indirect costs 
of these infrastructures;

• While the city cannot of course control the amount of snow it receives during a winter, its 
snow disposal strategy does lack flexibility for some of the surface sites. Consequently 
the maximum permitted amount of snow dumped at certain sites is sometimes 
exceeded by the end of a season. During the 2016-2017 winter season, the surface sites 
at 46th Avenue (Lachine borough), Angrignon (LaSalle borough), Thimens (Saint-Laurent  
borough) and Langelier (Saint-Léonard borough) exceeded the allowable snow accumu-
lation capacity according to their certificate of authorization;

• Sometimes the city has to redirect snow loads to disposal sites other than those origin-
ally planned. However, the city is not equipped to optimally re-allocate Snow Disposal 
Sites in real time;

• The city reports annually to the Ministère du Développement durable, de l’Environne-
ment et de la Lutte contre les changements climatiques by submitting environmental 
monitoring reports for all surface sites under its responsibility. However, the report  
produced internally by the Service de la concertation des arrondissements with respect 
to snow removal activities says nothing about environmental compliance and exceeding  
the capacity of surface sites. 

Lastly, regarding access to the sites, the city's Système intelligent pour le transport de la 
neige can control access to its sites for trucks transporting snow from city streets and 
sidewalks, as well as from private property. To this end, the issuance of single bar-coded 
snow deposit coupons that contractors have to procure in order to dump their snow has 
enabled the city to establish reliable mechanisms for:

1. controlling access to designated dumps for private snow dumping;

2. ensuring that the use of these sites is subject to the current rates, and that this is based 
on the type of truck used, by registering the single snow dump ticket.
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5. APPENDICES

5.1. OBJECTIVES AND EVALUATION CRITERIA

OBJECTIVE

Ensure that the city disposes of cleared snow in an efficient and safe manner, in compli-
ance with current laws and regulations.

EVALUATION CRITERIA

• Existence of a city-wide snow management program.

• Snow dump sites and sewer chutes comply with government and municipal require-
ments and regulations in force within the territory of the city.

• Reliable mechanisms are in place to ensure that regulations are enforced with respect  
to snow disposal by businesses or private citizens when using surface sites.

• Maintenance and preparation activities for efficient, compliant and safe winter oper-
ations of surface sites and sewer chutes are conducted annually.

• Fees associated with the issuance of coupons allowing the use of snow dumps are duly 
paid by applicants based on current rates.

• Existence of access control mechanisms to ensure that the city only manages snow 
removed on its territory or that revenues from access fees are collected. 

• Regular reporting mechanisms are in place to monitor effective management of snow 
dumps.
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5.2. CHARACTERISTICS AND DISCHARGE CAPACITIES  
 OF SURFACE SITES FOR SNOW DISPOSAL

NAME BOROUGH
PRIVATE 

SNOW 
ACCEPTED

CAPACITY 
(m3)

YEAR  
CERTIFICATE OF 
AUTHORIZATION  

OBTAINED[A]

KNOWN COMMITMENTS ENVIRONMENTAL 
MONITORING 
PERFORMEDENV.  

MONITORING MAINTENANCE

SURFACE SITES IN BOROUGHS AUDITED

Sartelon Saint-Laurent Yes 345,000 2002 Yes No External

Thimens Saint-Laurent Yes 478,210 2004 No No External

Newman Sud-Ouest No 375,000 2011 Yes Leak test SIVT

Carrière 
Saint-Michel

Villeray– 
Saint-Michel– 
Parc-Extension

Yes 5,040,000  2008 No No SIVT 

SURFACE SITES IN UNAUDITED BOROUGHS

Ray-Lawson Anjou Yes 2,450,000 2002 No No External

46th Avenue Lachine Yes 250,000 1997 No No SIVT

Angrignon LaSalle Yes[B] 1,500,000 1998 No No SIVT

Highway 13 Pierrefonds- 
Roxboro No 53,550 2007 Yes

Regular 
cleaning  
of basin

External

Château 
Pierrefonds

Pierrefonds- 
Roxboro Yes 200,000 2003 Yes

Regular 
cleaning  
of basin

External

Armand-
Chaput

Rivière-des- 
Prairies–Pointe-
aux-Trembles

Yes 1,400,000 2004 Yes No External

Langelier Saint-Léonard No 700,000 2000 Yes No External

PRIVATE SURFACE SITE USED BY CITY OF MONTRÉAL

Lafarge
Montréal-Est 
(related  
municipality)

No 1,500,000 1999
The city is not responsible for  
maintenance and environmental  
monitoring of this surface site.

[A] Year in which last certificate of authorization was obtained; other certificates of authorization may have been  
 previously requested.
[B] Although the city by-law, at the time of our audit (November-December 2017), does not mention that the Angrignon site  
 accepts snow from private property, the city website identifies it in this way. For 2018 the by-law includes the Angrignon  
 site.
Sources: Letters of authorization for operating the Snow Disposal Site, By-law 16-065. Environmental monitoring reports.
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5.3. CHARACTERISTICS AND DISCHARGE CAPACITIES  
 OF SEWER CHUTES FOR SNOW DISPOSAL

NAME BOROUGH PRIVATE SNOW 
ACCEPTED

CAPACITY  
(m3/H)

YEAR  
CERTIFICATE OF  
AUTHORIZATION 

OBTAINED[A]

KNOWN  
COMMITMENTS[B]

SEWER CHUTES IN AUDITED BOROUGHS
Jules-Poitras 2 Saint-Laurent No 1,050 2005 No

Stinson Saint-Laurent No 1,925 1998 No

Anbar Sud-Ouest No No record exists[C] No

Butler Sud-Ouest No 2,150 2000 No

SEWER CHUTES IN UNAUDITED BOROUGHS
Jules-Poitras 1 Ahuntsic-Cartierville No 1,250 N/A[D] No

Millen Ahuntsic-Cartierville No 1,300 N/A[D] No

Poincaré Ahuntsic-Cartierville No N/A[E] N/A[D] No

Sauvé Ahuntsic-Cartierville No 1,070 N/A[D] No

Saint-Pierre 2
Côte-des-Neiges–
Notre-Dame-de-
Grace

No 1,100 N/A[D] No

Saint-Pierre 1 Lachine No 2,100 N/A[D] No

De Lasalle Mercier–Hochelaga- 
Maisonneuve No 1,610 1997 No

Lausanne Montréal-Nord No 1,200 1991 No

Verdun Verdun No 2,700 2003 No

Iberville Ville-Marie No 390 N/A[D] No

Fullum Ville-Marie No 2,250 1996 No

Riverside Ville-Marie No 1,100 2015 No

[A] Year in which last CA was obtained; other CAs may have previously been requested.
[B] No letters of commitment from the city with regard to the applications for authorization. The city does not consider  
 that there are any, since environmental monitoring is not possible for sewer chutes. Environmental monitoring is not  
 required for this type of Snow Disposal Site. However, it is necessary to include an infrastructure maintenance plan  
 when applying for authorization. This is a commitment that the city must honour.
[C] No presentation sheets for the Anbar sewer chute were provided by the Service de la concertation des arrondissements.
[D] The CSA did not track down the certificates of authorization.
[E] The sewer chute presentation sheet provided by the Service de la concertation des arrondissements for Poincaré  
 does not contain data on its snow management capacity.
Sources:  Letters of authorization for operating the Snow Disposal Site, By-law16-065, Snow Disposal Site presentation  
 sheets produced by the Service de la concertation des arrondissements. 
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In addition to these 
results, we have 
made various 
recommendations 
to the business 
units. 

The details of these 
recommendations 
and our conclusions 
are outlined in our 
audit report, which 
is presented in the 
following pages.

Note that the 
business units have 
had the opportunity 
to formulate their 
comments.

AUDIT SUMMARY
PURPOSE
Ensure that the Leak Search Program efficiently and effectively reduces leaks in the 
waterworks system in accordance with the Stratégie montréalaise de l’eau and the Stratégie 
québécoise d’économie d’eau potable.

RESULTS

In 2011, the Government of Québec adopted the Stratégie québécoise d’économie d’eau 
potable. In June 1012, the urban agglomeration council approved the Stratégie montréa-
laise de l’eau. To achieve certain objectives and aims set out in these two strategies, the 
Ville de Montréal (the “city”) implemented a number of measures to detect and locate 
leaks in order to repair them and thus conserve drinking water while reducing deteriora-
tion of the waterworks system. Nevertheless, given that the leakage rate still remains high, 
we believe that improvements should be made in the following main areas:

• No actual Leak Search Program targeting the leak search and location work of the units 
involved (within the Service de l’eau and the boroughs) has been developed;

• The roles and responsibilities of all units involved in leak search and location activities 
have not been clearly defined;

• The use of multiple computer applications for tracking leak files poses a risk of work 
duplication and confusion, which means that good practices are not being followed;

• Documented short- and long-term planning has not been put in place for the units invol-
ved in leak search and location activities;

• Located leaks are not always included in a work plan according to an established priority 
and set repair time that would facilitate the completion and follow-up of repairs;

• The leak search and location activities of units involved are not subject to periodic 
performance evaluation nor evaluation of expected benefits. Consequently, this lack  
of knowledge affects decision-making;

• Accountability to the authorities with the aim of facilitating informed decision- 
making, including all activities related to leak searches by all stakeholders, has not been  
demonstrated.
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LIST OF ACRONYMS 

ARSO  
Analyse réseau soutien aux opérations

DEP  
Direction de l’eau potable

DGSRE  
Direction de la gestion stratégique  
des réseaux d’eau

GDT  
Gestion des demandes de travail

GEA  
Gestion d’entretien des actifs

 

km  
kilometre

m3/(d*km)  
cubic metre per day per kilometre  
of pipe

MAMOT  
Ministère des Affaires municipales  
et de l’Occupation du territoire

SQEEP  
Stratégie québécoise d’économie  
d’eau potable
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1. BACKGROUND

Water has become one of the major global issues of the 21st century since fresh water 
represents only a tiny part of the earth's surface1. The conservation of drinking water is 
therefore a central concern of governments and municipalities. 

In light of this important issue, the Government of Québec adopted in 2002 the Politique 
nationale de l’eau2, which included over 50 commitments. One of these commitments 
(Commitment No. 49) was to develop a Stratégie québécoise de conservation de l’eau 
potable, which makes the granting of all financial assistance to Québec municipalities 
conditional on the adoption of measures to conserve drinking water and reduce leaks. 
In 2012, the government adopted this strategy, which is called the Stratégie québécoise 
d’économie d’eau potable3 (hereinafter SQEEP).

Thus, for Québec as a whole, SQEEP's objectives were set as follows with a target date of 
December 31, 2016:

• Reduce the amount of water distributed per person by at least 20% compared to 2001;

• Reduce the leakage rate for all drinking water distribution systems to a maximum of 20% 
of the total volume of water distributed and to a maximum of 15 cubic metres per day 
per kilometre of pipeline (m³/(d*km)).

To help achieve these objectives, the government has made a commitment to match 
its financial assistance for water-related infrastructure projects to the adoption and 
implementation of five measures with which municipalities must comply. One of them, 
Measure 2 – "production of a water use report," stated in particular: 

[TRANSLATION] Effective April 1, 2012, if the report shows a leakage rate in the distribution 
system greater than 20% of the volume of drinking water produced, or 15 m3/(d*km), the 
municipal body must put in place a leak detection and leak repair program for its drinking 
water distribution system4.

Thus, like all Québec municipalities, the city is faced with the problem of preserving and 
conserving water, and must comply with SQEEP. 

1 Represents 2.5% according to the Politique nationale de l’eau, gouvernement du Québec, 2002.
2 Politique nationale de l’eau, gouvernement du Québec, 2002.
3 SQEEP, gouvernement du Québec, 2011, 37 pages.
4 SQEEP, gouvernement du Québec, 2011, page 22.



4.5. | LEAK SEARCH PROGRAM

PAGE 298 | 2017 ANNUAL REPORT

In order to act on these issues, in June 2012, the agglomeration council approved5 the glo-
bal ten-year vision (2011-2020) of the Stratégie montréalaise de l’eau, which was included 
in a document titled "Enjeux, orientations et objectifs, pour une nouvelle stratégie de l’eau, 
compteurs ICI et optimisation des réseaux." According to this document:

[TRANSLATION] …the city is still in a phase of water infrastructure rehabilitation, and the 
deterioration factors identified in 2001 and 2003 are still relevant due to the still-high ave-
rage age of the infrastructure and an accumulated maintenance deficit6. 

This strategy was adopted with the objective of optimizing drinking water systems and 
reducing the leakage rate. 

The strategy identifies five major issues for the city:

• Public safety and security;

• Responsible asset management and optimal use of assets;

• Sustained funding and responsible financial management;

• Increased environmental responsibility through sustainable water management;

• Adoption of sound management and operational practices.

These issues were reflected in a series of strategic objectives, to which was attached 
an action plan including a number of measures to be taken up to 2020. Some objectives 
specifically concern leaks and various actions aimed at their detection with a view to 
reducing their numbers. 

The Stratégie montréalaise de l’eau identifies six major projects with the greatest strategic 
impact and of which the population must be made more aware. One of these projects 
concerns: Leak detection and repair7.

The city has an impressive waterworks system that supplies drinking water to a popula-
tion of approximately 2 million people8. The water is transported from filtration plants to 
the city's waterworks system, which consists of nearly 4,410 km of mains. Thus, some 
770 km of mains of the primary water main system, located on the island of Montréal 
(the agglomeration), transport water to nearly 3,640 km of mains of the secondary sys-
tem located within the city's territory (the 19 boroughs). Secondary mains then distribute 
drinking water to homes, industries, businesses and institutions. The secondary system is 
also made up of nearly 1,500 km of municipal service entries and fire hydrant supply lines. 

5 Resolution CG12 0166, 2012-06-21.
6 Stratégie montréalaise de l’eau, Ville de Montréal, page 131.
7 Stratégie montréalaise de l’eau, Ville de Montréal, page 126.
8 Institut de la statistique du Québec, "Estimated population of administrative regions, July  1, 1996, 

2001 and 2006 to 2009 (geographical breakdown as at July 1, 2009)", Government of Québec,  
February 4, 2010 (consulted March 28, 2010).
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When leaks occur, they can affect a pipe, a service entry (on the city's or citizen's side), a 
fire hydrant and accessories.

The mission of the Service de l’eau is to respond to the Ministère des Affaires municipales 
et de l'Occupation du territoire (MAMOT) with respect to SQEEP requirements. Its mission 
is also to implement the actions planned to achieve the objectives set out in the Stratégie 
montréalaise de l’eau. It should be noted that many SQEEP requirements are to be found in 
the Stratégie montréalaise de l’eau. Two branches of the Service are specifically involved in 
the Leak Search Program:

• the Direction de la gestion stratégique des réseaux d’eau (DGSRE), mainly with regard to 
the secondary system9, and;

• the Direction de l’eau potable (DEP), with regard to the primary water main system.

The boroughs responsible for maintaining the waterworks system are also involved in the 
Leak Search Program.

In 2002, drinking water losses within the city's waterworks system were estimated at 40% 
(of volume distributed)10. When SQEEP was adopted by the Government of Québec, the 
estimated potential water loss was 33% and the estimated potential water loss per day 
per kilometre of pipe was 117 m³. In 2016, or 14 years later, the drinking water use form 
submitted to MAMOT in accordance with SQEEP requirements indicates a potential water 
loss rate throughout the system (the agglomeration) that was estimated at 34.7% of the 
volume of water distributed, as well as potential water losses estimated at 116.8 m³ per 
day per kilometre of pipe. Tables 1 and 2 below show that estimates have not changed 
significantly since the adoption of SQEEP.

9 As of May 1, 2018, this branch has been called the "Direction des réseaux d’eau," following the city 
manager's approval of a new organizational structure. For the purposes of this report, we have  
retained the abbreviation that was in effect at the time of our audit.

10 Stratégie montréalaise de l’eau, Ville de Montréal, page 113.
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In addition, for 2016, the Service de l’eau states in its report on water use presented in June 
2017 to the agglomeration council that the rate of potential water losses is in fact 29%, 
since it uses the method espoused by the American Water Works Association (AWWA) 
rather than that of MAMOT11. The Service de l’eau states that the method used by MAMOT 
to estimate losses will be changed in 2018 during the next revision of SQEEP.

11 Bilan de l’usage de l’eau potable (pour l’année 2016), Service de l’eau, Ville de Montréal, 2017, page 9. 
The calculation includes only the waterworks system of the city and four related municipalities 
(Montréal-Est, Town of Mount-Royal, Westmount and Dollard-des-Ormeaux).

TABLE 2 –  ESTIMATE OF POTENTIAL WATER LOSSES PER CUBIC  
 METRE PER DAY PER KILOMETRE OF PIPE (m³/(d*km))

ANNÉE m³/(d*km)

2011 117 m³/(d*km)
2012 116.8 m³/(d*km)
2013 98 m³/(d*km)
2014 112.4 m³/(d*km)
2015 98.4 m³/(d*km)
2016 116.8 m³/(d*km)

Source for years 2011 to 2016: Drinking water use forms required annually  
 by MAMOT (submitted to MAMOT for  
 the previous year).

TABLE 1 –  ESTIMATE OF POTENTIAL WATER LOSSES  
 (FOR ENTIRE SYSTEM)

YEAR PERCENTAGE

2002[A] 40.0%
2011[B] 33.0%
2012 32.9%
2013 30.0%
2014 33.2%
2015 31.3%
2016 34.7%

[A] Source : The Stratégie montréalaise de l’eau and the water use report  
  for 2016 (for the city's territory).
[B] Source : for 2011 to 2016: Drinking water use forms required by MAMOT.
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Leak search helps prevent minor and major breaks that can lead to higher repair costs. In 
addition, it aims to conserve drinking water by repairing these leaks, which also has the 
effect of reducing water production costs.

According to the latest annual report on drinking water use, tabled by the government in 
2017 for the year 2015, the first SQEEP objective (reducing the quantity of water distri-
buted per person) has been achieved by all municipalities, thus meeting the December 31, 
2016 deadline. As for the second objective related to leaks, this has still not been achieved 
with only 77% of municipalities meeting the potential water loss objectives, whereas the 
requirements of the strategy concern all municipalities. MAMOT states in its report:

[TRANSLATION] …although 77% of municipalities have met the potential water loss targets, 
the overall objective of the Strategy in this regard, namely to limit these losses to a maxi-
mum of 20% of the total volume of water distributed and to a maximum of 15 m³/(d*km), 
has not been met. Municipalities, especially the larger ones, will therefore have to continue 
the work already begun in order to reduce the losses12.

MAMOT states that significant potential drinking water losses have several impacts.  
For example:

• Additional variable costs for drinking water treatment and distribution as well as  
wastewater collection and treatment;

• Unnecessary investments in increasing the capacity of filtration plants;

• Damage to public and private property resulting from leaks;

• Damage to the image of the distribution system operator following repeated leaks13.

To help the municipalities, MAMOT has made available the guide "L’économie d’eau potable 
et les municipalités." This sets out the best water conservation practices related to SQEEP, 
some sections of which are more specific to leaks. In the 2013 to 2016 editions, MAMOT 
provides some definitions in order to clarify the terminology used on the subject of leaks14. 
Thus, the following distinctions are made regarding three types of leaks:

• [TRANSLATION] Detected leaks that appear on the surface. In previous editions of the guide, 
these leaks were called "breaks".

• Undetected leaks that do not appear on the surface or escape the attention of the person 
responsible, but can be detected using current technology.

12 Rapport sur l’usage de l’eau potable, gouvernement du Québec, (SQEEP), 2017 (for the year 2015), 
page 7.

13 Stratégie québécoise d’économie d’eau potable : L’économie de l’eau potable et les municipalités,  
volume 1, 5e édition, 2016, MAMOT et Réseau Environnement, page 54.

14 Stratégie québécoise d’économie d’eau potable : L’économie de l’eau potable et les municipalités,  
volume 1, 5e édition, 2016, MAMOT et Réseau Environnement, page 56.
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• Undetectable leaks so small that current technology cannot detect them. In the specialized 
literature, they are referred to as "background leaks"15.

MAMOT is of the view that:

[TRANSLATION] Leak search is a set of activities that begins with the aim of finding any 
leaks on a given territory and ends when the excavation sites are outlined on the ground. 
MAMOT also favours the term active leak search as opposed to the location of leaks 
already visible on the surface or in the form of various clues (such as noises at a user site).

In view of these clarifications made by MAMOT, we therefore used the term "leak search" 
in this audit report, although the term "detection" was used in the 2011 SQEEP and in the 
Stratégie montréalaise de l’eau to describe one of the six major projects.

In conclusion, it must be noted that the leakage rate still remains high despite a decrease 
relative to the estimates of the early 2000s. SQEEP's second objective, which concerns 
the leakage rate, still has not been met for all Québec municipalities. Regarding the city, 
although a great deal of investment has been made in recent years, the system is aging, 
which means there is still much work to be done to reduce the leakage rate and the costs 
associated with these losses of drinking water. Consequently, leak search work must conti-
nue and indeed be intensified in order to meet both SQEEP requirements and the objec-
tives set out in the Stratégie montréalaise de l’eau, as well as contribute to reducing water 
losses in the waterworks system. We believe it is the right time for the city to evaluate the 
efforts made since SQEEP came into force, in order to make any necessary adjustments.

2. PURPOSE AND SCOPE OF THE AUDIT

In accordance with the provisions of the Cities and Towns Act, we conducted a value-for-
money audit of the Leak Search Program. This audit was performed in compliance with 
the Canadian Standard on Assurance Engagement (CSAE) 3001 of the CPA Canada 
Handbook – Assurance. 

The purpose of this audit is to ensure that the Leak Search Program efficiently and  
effectively reduces leaks in the waterworks system in accordance with the Stratégie  
montréalaise de l’eau and SQEEP.

The role of the Auditor General of the Ville de Montréal is to reach a conclusion regarding 
the purpose of the audit. To do so, we have collected sufficient relevant evidence on which 
to base our conclusion and achieve a reasonable level of assurance. Our evaluation is 
founded on criteria we have deemed valid for the purpose of this audit. They are presented 
in Appendix 5.1.

15 Stratégie québécoise d’économie d’eau potable : L’économie de l’eau potable et les municipalités,  
volume 1, 5e édition, 2016, MAMOT et Réseau Environnement, page 53.
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The Auditor General of Ville de Montréal applies the Canadian Standard on Quality Control 
(CSQC 1) of the CPA Canada Handbook – Assurance and, consequently, maintains a 
comprehensive quality control system that includes documented policies and procedures 
with respect to compliance with ethical guidelines, professional standards and applicable 
legal and regulatory requirements. The Auditor General also complies with regulations on 
independence and other ethical guidelines of the Code of Ethics of Chartered Professional 
Accountants, which is governed by fundamental principles of integrity, professional com-
petence, diligence, confidentiality and professional conduct. 

Our audit work focused on the years 2013 to 2017 (up to August 31, 2017). However, for 
some aspects, data prior to these years were also considered. Most of the audit work was 
carried out between June 2017 and February 2018, but we also took into consideration 
information given to us up to March 2018.

This work was performed primarily with the following business units:

• Service de l’eau (DGSRE and DEP);

• Lachine borough;

• Le Plateau-Mont-Royal borough;

• Le Sud-Ouest borough.

Upon completing our audit work, we presented a draft audit report to the managers of 
each of the audited business units for discussion purposes. The final report was then 
forwarded to the Direction générale and to each of the business units involved in the audit 
in order to obtain action plans and timetables for their implementation. A copy of the final 
report was also submitted to the Directrice générale adjointe au développement, and for 
information purposes to the Directeur général adjoint à l’arrondissement de Ville-Marie 
et à la concertation des arrondissements, as well as to the directors of the boroughs not 
directly targeted by our audit, so they can implement recommendations when the situa-
tion warrants it.
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3. AUDIT RESULTS

3.1. LEAK SEARCH PROGRAM

3.1.1. IMPLEMENTING A LEAK SEARCH PROGRAM

3.1.1.A. BACKGROUND AND FINDINGS

As mentioned in the introduction, one of the SQEEP measures related to the second  
objective concerning leaks provided that:

[TRANSLATION] …as of April 1, 2012, if the report produced showed a leakage rate of 20% 
in the distribution system greater than 20% of the volume of drinking water produced, or 
15 m3/(d*km), the municipal agency must implement a leak detection and repair program 
for its drinking water system.

The 20% rate and the 15 m3/(d*km) requirement are two different criteria, which must be 
addressed separately. 

However, the 2011 water use form submitted to MAMOT by the city in April 2012 shows a 
leakage rate greater than 20%, as well as a value in m3/(d*km) of pipe greater than the limit 
set by MAMOT. As a result, the city had an obligation to implement such a program as  
of that date in accordance with SQEEP requirements.

Additionally, Table 3 below presents the objectives set out in the Stratégie montréalaise de 
l’eau as adopted by the agglomeration council in 2012, confirming the willingness of the 
city to implement a Leak Search Program. 

 



4.5. | LEAK SEARCH PROGRAM

2017 ANNUAL REPORT | PAGE 305

16 

17

16 Stratégie montréalaise de l’eau, Ville de Montréal, page 84.
17 Water main of pre-stressed reinforced concrete-steel, including steel casing and steel wire under tension.

TABLE 3 –  SUMMARY EXTRACTS FROM THE STRATÉGIE MONTRÉALAISE  
 DE L’EAU AIMED AT LEAK DETECTION

ISSUE #2: MANAGEMENT RESPONSIBLE FOR ASSETS AND OPTIMIZATION OF THEIR PERFORMANCE

STRATEGIC OBJECTIVE SPECIFIC OBJECTIVE TASKS AND PROGRAMS

Set up a Leak Search 
Program in every 
borough.

Increase the proportion of 
preventive repairs (leaks identified 
through the Leak Search Program) 
vs. emergency repairs (surface 
leaks).16  

Primary system: 
• Field research activities, technical support and engineering 

for repairs. (Timeframe: 2011-2020)
Secondary system: 
• Field research work (operations and repairs).  

(Timeframe: 2011-2020)

Implement a programme 
d’auscultation du réseau 
des conduites primaires.

Determine the number of kilometres 
of primary water mains made of pre-
stressed reinforced concrete C-30117 
that remain to be auscultated and 
plan their testing.

• For the West Island: complete the inventory of pipes to be 
auscultated. (Timeframe: 2011)

• For the agglomeration: award a contract to auscultate any 
C-301 water mains remaining to be done.  
(Timeframe: 2011-2012)

Set up a short-term plan for 
auscultation of primary water mains 
in cast iron and steel and evaluate 
future needs.

• For the agglomeration: award a contract to detect leaks 
over 10 km of primary water mains of cast iron and steel. 
(Timeframe: 2011-2012)

• For the agglomeration: evaluate future needs in detecting 
leaks of primary water mains of cast iron and inner steel. 
(Timeframe: 2011)

ISSUE #3: SUSTAINED FUNDING AND RESPONSIBLE FINANCIAL MANAGEMENT

STRATEGIC OBJECTIVE SPECIFIC OBJECTIVE TASKS AND PROGRAMS

Reduce water main 
breaks in distribution 
systems by 20%.

Establish and carry out an action 
plan to efficiently manage a 
programme de contrôle de fuites for 
the primary and secondary water 
main systems.

Not available.

ISSUE #4: INCREASED ENVIRONMENTAL RESPONSIBILITY THROUGH SUSTAINABLE WATER MANAGEMENT
STRATEGIC OBJECTIVE SPECIFIC OBJECTIVE TASKS AND PROGRAMS

Reduce the amount 
of water withdrawn at 
source.

Reduce the volume of drinking water 
lost in distribution systems.

• Increase proactive detection of leaks in all boroughs.

• Reduce intervention response time for breaks in the 
systems.

ISSUE #5: ADOPTION OF SOUND MANAGEMENT AND OPERATIONAL PRACTICES

STRATEGIC OBJECTIVE SPECIFIC OBJECTIVE TASKS AND PROGRAMS

Properly organize the 
work and encourage the 
workforce to become 
more flexible.

Implement a système de gestion de 
l’entretien (système Maximo) in all 
plants and within the primary and 
secondary distribution systems.

Primary system: 
• Launch the système de gestion de l’entretien and other 

work management applications. (Timeframe: 2011-2012)
• Plan maintenance of the primary system.  

(Timeframe: 2011-2020)
Secondary system:
• Launch the système de gestion de l’entretien. (No timeframe)

Organize implementation of Maximo 
application software in the boroughs Not available.
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As part our audit work, we wanted to know to what extent the Leak Search Program had 
been implemented, in accordance with SQEEP requirements and with the objectives set 
out in the Stratégie montréalaise de l’eau. 

To better identify the SQEEP requirements and the Stratégie montréalaise de l’eau objec-
tives, we pondered the meaning of the word "program," as mentioned in both SQEEP and 
the Stratégie montréalaise de l’eau. 

Since the MAMOT guide has not explicitly defined what it means by "Program," we will 
offer a definition so as to better express and clarify this idea. Essentially, what we mean 
by "Program" is a group of structured and concerted actions of several complementary 
activities aimed at meeting a common objective. All activities that need to be completed 
to meet the objective must be supported by documented management processes. A pro-
gram consists of grouping together all the components that have a significant influence 
on its effectiveness. For example, a program should include objectives, strategy, an action 
plan, performance indicators, roles and responsibilities of the units involved, training and 
accountability. 

In order to evaluate to what extent a Leak Search Program had been implemented, in terms 
of SQEEP requirements and Stratégie montréalaise de l’eau objectives, we met with each 
of the stakeholders involved, that is, the Service de l’eau managers (DGSRE and DEP) and 
the audited boroughs.

THE DIRECTION DE LA GESTION STRATÉGIQUE DES RÉSEAUX D’EAU

The DGSRE is responsible for managing the secondary water main and sewer system. 
With the aim of accomplishing the actions called for in the Stratégie montréalaise de l’eau 
and SQEEP, the DGSRE created a team in 2012 called the Analyse réseau soutien aux 
opérations (ARSO). This team, which mainly began its work in 2013, is tasked with carrying 
out a systematic search for leaks in the secondary water main system. Composed of nine 
people, including eight technicians and a principal technician, the team is divided into 
four sections to cover the entire city. Its task is to look for undetected leaks, i.e., those 
underground that do not appear on the surface. Leaks are found by using several different 
techniques, in particular by applying listening devices to the ground and to fire hydrants. 

In the leak detection process, ARSO must locate any leaks that have been detected so as 
to determine the exact site that the borough needs to excavate to undertake the repair. 
Every city borough is visited each year.

The Service de l’eau indicates in its Stratégie montréalaise de l’eau that, according to good 
maintenance practices, leaks must be tracked over 100% of the city’s territory annually18. 
The systematic search for leaks covered some 72% to 86%19 of the secondary system 

18 Stratégie montréalaise, Ville de Montréal, page 37.
19 Bilan de l’usage de l’eau (for 2016), Service de l’eau, Ville de Montréal, 2017, page 16.
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each year, over the period January 1, 2013, to December 31, 2016. The team also detected 
1,555 leaks in the secondary water main system during the same period. Table 4 below 
shows the evolution of the number of leaks detected during this period.

20

As part of our audit work, we obtained evidence of the ARSO team being set up and of  
a program of systematic leak detection being applied to the secondary system. Thus, we 
learned of:

• the mandate of the ARSO team created within the SQEEP framework;

• a presentation document intended for the boroughs;

• Excel files showing the planning of leak detection activities;

• Excel files showing the total number of leaks located and the territory covered.

Lastly, we confirmed that the city's computer applications were being used to send work 
requests to the boroughs and to record the number of leaks and any repairs carried 
out (GDT21 and GEA22). We also found evidence that leaks detected by the ARSO team 
were taken into account in the "Table of Targets," which served as a tool for compilation,  
monitoring and planning, thus unifying the boroughs.

20 Some leaks are fixed at the time they are identified.
21 GDT : Gestion des demandes de travail.
22 GEA : Gestion d’entretien des actifs.

TABLE 4 – NUMBER OF LEAKS LOCATED BY ARSO  
 FOR 2013 TO 2017 

YEAR LEAKS IDENTIFIED  
BY ARSO

FILES OF LEAKS SENT  
TO CITY BOROUGHS  

FOR REPAIRS20 

FILES OF LEAKS SENT 
TO THE THREE AUDITED 

BOROUGHS FOR REPAIRS

2013 102 98 19

2014 279 261 56

2015 401 354 68

2016 488 392 36

2017 
(8 months) 354 276 36

TOTAL 1,555 1,381 215

Source : DGSRE data.
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THE DIRECTION DE L’EAU POTABLE

In terms of asset management, the DEP is essentially in charge of the primary system, and 
based on the information we obtained, it carries out leak detection work on this system. 
Since this system is made up of pipes with specific properties, notably in terms of their 
materials and width, acoustic technology used by the ARSO team would be more difficult 
to apply to these pipes. Although the ARSO team occasionally participates in detection 
work on the primary system at the request of the DEP, the latter mainly awards contracts 
to specialized external firms to carry out leak detection and auscultation work. Ausculta-
tion is used to determine the structural status of a pipe, whereas leak detection specifi-
cally aims at locating existing leaks using specialized technology for large-diameter water 
mains. However, interventions on the primary system are complex because of its size and 
due to operational constraints with this type of pipe. Consequently, before auscultation 
and leak detection are undertaken, certain preparatory work must be carried out involving 
internal DEP resources. Table 5 below shows that leak detection work found 51 leaks in 
the primary system during the period January 1, 2013, to August 31, 2017. 

 

As part of our audit work, we obtained evidence of documents related to auscultation and 
leak detection on the primary system. We thus became aware of an Excel file that included 
various elements, in particular pipe inspection objectives, a compilation of breaks and 
urgent repairs, inspection contracts, a compilation of auscultation results and leak detec-
tion results.

THE BOROUGHS

The boroughs also participate in the detection of leaks. However, this mostly results from 
requests to detect and locate leaks coming from borough employees, central services 
or citizens. The boroughs therefore work at seeking out and locating "detected" and  

TABLE 5 – NUMBER OF LEAKS LOCATED BY THE DIRECTION  
 DE L’EAU POTABLE IN THE PRIMARY SYSTEM  
 FOR 2013 TO 2017

YEAR LEAKS IDENTIFIED BY THE DEP

2013 10
2014 1
2015 8
2016 11

2017 (8 months) 21

TOTAL 51

Source : DEP Excel file.
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"undetected leaks," mainly in the secondary system. According to the information we 
obtained, systematic leak detection (not resulting from requests) does go on, but is more 
limited in scope. It is sometimes carried out at roadwork construction and reconstruction 
sites. Le Plateau-Mont-Royal and Le Sud-Ouest boroughs employ a full-time leak tracker 
who uses a truck and specialized equipment. Lachine borough uses the services of private 
companies to search for and locate leaks. In the three audited boroughs, Table 6 below 
shows that leak detection work found 1,889 leaks in the systems for the period January 1, 
2013, to August 31, 2017.

 

The ARSO team occasionally comes to the aid of a borough in order to locate a leak, but 
as mentioned earlier, its primary mandate is to systematically search for leaks and not to 
provide operational support to help boroughs meet random requests. 

As part of our audit work, we obtained evidence of documents related to search and loca-
tion work on the secondary system. They essentially consisted of:

• Excel files, mainly used to compile descriptions of the leaks located and their repair 
dates;

• Documents issued by computer applications managed by the DGSRE, used to carry out 
work requests in the boroughs (GDT) and to record the number of leaks and the repairs 
carried out (GEA and the "Table of Targets"). These applications are used as compilation 
and monitoring tools.

Even though many leak search and location activities were initiated by each of the units 
involved to meet SQEEP requirements and Stratégie montréalaise de l’eau objectives, and 
even though these activities may be presented in some documents, as well as in computer 
applications and in various forms, our audit work did not reveal any evidence of a real, 

TABLE 6 – NUMBER OF LEAKS LOCATED BY AUDITED BOROUGHS  
 FOR YEARS 2013 TO 2017 

YEAR LACHINE BOROUGH LE PLATEAU- 
MONT-ROYAL BOROUGH

LE SUD-OUEST 
BOROUGH TOTAL

2013 49 189 149 387

2014 48 278 109 435

2015 68 207 176 451

2016 93 175 121 389
2017 

(8 months)
54 99 74 227

TOTAL 312 948 629 1,889

Source : DGSRE data.
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structured and documented Leak Search Program for any of the units of the city involved, or 
for any of these activities. For example, except for the ARSO team, we found no evidence 
of a document showing the roles and responsibilities of each of the other units involved 
in such a program, nor of strategies for actions to be taken for the various categories of 
leaks in different water main systems, these being the primary and secondary systems. 
The ARSO team carries out a systematic search for leaks in all boroughs, but this is mainly 
for undetected leaks. In our opinion, the Leak Search Program must include the categories 
of leaks likely to be identified in a search for leaks; in this case, detected and undetected 
leaks23. We found no evidence in any audited borough of a document outlining a Leak 
Search Program appropriate to it, or of any action plan detailing all leak detection activities. 
And yet one of the objectives of the Stratégie montréalaise de l’eau stipulates [TRANSLA-
TION] "that a Leak Search Program be in place in every borough...". Even though several of 
the objectives related to the search for leaks outlined in the Stratégie montréalaise de l’eau 
were implemented, we think it is important that the Service de l’eau ensure that all the 
objectives related to the detection of leaks be implemented.

In our opinion, a city-wide Leak Search Program would make it possible to have a global 
view of all aspects to be implemented in this regard, and to meet the objectives set out in 
the two strategies. 

Lastly, it is worth noting that in light of SQEEP requirements and Stratégie montréalaise de 
l’eau objectives, the Service de l’eau should be the contact point designated to indicate 
whether a Leak Search Program has been implemented over the entire city territory. It is 
imperative that all detection work be grouped together under one program to more easily 
demonstrate the city’s efforts to authorities and to the Government of Québec the efforts 
being made by the city, as well as to shed light on the significant contribution made by 
all parties involved in meeting the target objectives, namely a reduction in water leakage. 

RECOMMENDATIONS

3.1.1.B. We recommend that the Service de l’eau, along with the boroughs 
of Lachine, Le Plateau-Mont-Royal and Le Sud-Ouest, set up a 
real, structured and documented Leak Search Program for all city 
units involved, as well as all activities related to searching for and 
locating leaks, in order to demonstrate all the efforts being made 
by the city in satisfying government requirements, so as to meet 
the objectives set out in the Stratégie québécoise d’économie d’eau 
potable.

23 For undetectable leaks, aside from replacing or restoring a pipe, the only solution for reducing the 
amount of water leaking is to reduce the water pressure. It is more about intervention related to  
monitoring than detecting leaks.
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3.1.1.C. We recommend that the Service de l’eau ensure that all objectives  
 set out in the Stratégie montréalaise de l’eau regarding leak  
 searches have been taken into consideration and that a specific  
 action plan be developed, in accordance with established  
 deadlines, in order to demonstrate that the decisions taken  
 by officials have been followed.

3.1.2. ROLES AND RESPONSIBILITIES OF THE UNITS INVOLVED

3.1.2.A. BACKGROUND AND FINDINGS

Implementation of a Leak Search Program requires that the roles and responsibilities of 
units involved in leak searches be clearly defined. Therefore, as several units are involved 
in leak detection and location work, we wanted to know if their role and responsibility had 
been clearly defined and communicated. 

THE DIRECTION DE LA GESTION STRATÉGIQUE DES RÉSEAUX D’EAU
At the time of our audit work, we became aware of a written mandate for ARSO, specifying 
that the team had been created to meet SQEEP requirements, that is to say, in connection 
with the implementation of a leak detection and repair program. Following the creation 
of the ARSO team, presentations were made to the boroughs to acquaint them with the 
team's roles and work. As we stated in the preceding section, the ARSO team searches for 
and locates undetected leaks. In concrete terms, the ARSO team sends a list of located 
leaks to the boroughs via work requests using a computer application (Oracle – GDT)  
so they can take care of the repairs. 

THE DIRECTION DE L’EAU POTABLE
The DEP is responsible for the primary water main system, particularly concerning the 
auscultation of leaks in this system. As we mentioned earlier, it executes the auscultation 
and leak search work on this system via contracts with private firms. The repair of these 
leaks is also mostly carried out by private firms, since it is specialized work. This choice is 
explained by the degree of complexity surrounding this type of pipe. Nevertheless, some 
repairs and certain other steps are delegated to the borough concerned. During our audit 
work, we did not find any document or any presentation whose purpose was to make the 
boroughs aware of the roles and responsibilities of the DEP regarding leak search work on 
the primary system. However, according to the people we met at the DEP, the boroughs 
know their role. As for the audited boroughs, they say that they communicate with the DEP 
when they intervene on the primary system after a leak has been located. 

THE BOROUGHS
The boroughs are responsible for maintenance work on the primary and secondary water 
main system in accordance with the by-law on the delegation of powers. 
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Since the agglomeration council has jurisdiction over the primary water main system, it 
has delegated maintenance to the related municipalities, including the city (RCG 05-002). 
The city has, in turn, sub-delegated maintenance to the boroughs (05-090). In this same 
regulation, articles 2 and 4 of By-law 05-090 provide for the following:

• Article 2: [TRANSLATION] The city council sub-delegates to each borough council the main-
tenance work on the waterworks and sewer systems listed in Schedule A of the Règlement 
du conseil d’agglomération sur la délégation de l’entretien du réseau principal d’aqueduc et 
d’égout aux municipalités liées (RCG 05-002).

• Article 4: [TRANSLATION] The borough council must, with regard to the sub-delegation 
referred to in article 2: 1° carry out all maintenance work on the primary waterworks and 
sewer systems in accordance with instructions in the maintenance guide in Schedule C  
of the Règlement du conseil d’agglomération sur la délégation de l’entretien du réseau  
principal d’aqueduc et d’égout aux municipalités liées (RCG 05-002), adapting as necessary, 
in particular by replacing the words "central municipality" by "city of Montréal," and "related 
municipality" by "borough"; 2) coordinate maintenance operations in accordance with the 
instructions given.

Included in the list of delegated maintenance work of the primary waterworks and sewer 
systems in Schedule A of By-law RCG 05-002 is the task:

• Search and repair of leaks and breaks in the pipes and valves (1.1.3).

As for the maintenance guide presented in schedule C of this by-law, the guide shows the 
list of work included in the activity "Search and repair of leaks and breaks."

The work includes provision of the workforce, materials, equipment and services neces-
sary for search and repair of leaks and breaks in the primary water mains. The work  
is carried out by day labour or by contract. This work includes: 

• service calls;

• tracking and locating the leak;

• securing the site;

• excavation;

• shutting off the water;

• repairing the leak;

• disinfection;

• restoring the service;

• backfill;

• surface repairs.
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City council has delegated maintenance of the secondary waterworks system to the 
borough councils through By-law 02-00224. This delegation concerns:

[TRANSLATION] …maintenance of water main and sewer systems that are not part of the 
waterworks and sewer systems, as defined in the Règlement du conseil de la Ville sur la 
subdélégation de l’entretien du réseau principal d’aqueduc et d’égout aux conseils d’arron-
dissement (05-090). 

We note that the by-law is silent on what is meant by "maintenance" and provides no 
details on how this maintenance should be carried out. It also provides no details on the 
list of delegated tasks, including leak search and location. 

In addition, the boroughs have concluded service partnership agreements with the DGSRE. 
These agreements, signed by the DGSRE and by each borough (the borough director and 
its Direction des travaux publics), concern maintenance of the secondary system, among 
other things. An examination of agreements concluded with the audited boroughs in 2017 
refers to a delegation by-law and a maintenance guide for secondary water and sewer 
systems called Guide d’entretien des réseaux secondaires d’aqueduc et d’égout pour les acti-
vités déléguées aux arrondissements. However, based on the information obtained from 
people we met and contacted at the DGSRE, this by-law and guide are still in the project 
stage and have not yet been adopted by the city officials concerned. They have neverthe-
less been presented to the boroughs. The initiative concerning the by-law and guide are in 
response to a recommendation by the Auditor General of the Ville de Montréal as part of 
the audit, Plan de réalisation des travaux d’infrastructures – réseaux secondaires d’aqueduc 
et d’égout, which formed part of the 2012 annual report.

Even though these service partnership agreements for 2017 distinguish and report on 
work related to preventive and corrective maintenance, we noted that they did not specifi-
cally deal with leak search and location work, nor did they set out the roles and responsi-
bilities for each unit related to these activities. Yet, according to the managers we met at 
the DGSRE, this work forms part of the maintenance. 

For their part, the people we met in the audited boroughs told us they wanted to be more 
involved in the ARSO team's leak search process and strategy. Even though the Service 
de l’eau is the first contact point with MAMOT and with city authorities regarding actions 
envisaged and taken in accordance with SQEEP requirements and Stratégie montréalaise 
de l’eau objectives, we believe it is important that all related units in these actions be infor-
med of all the requirements and objectives of these two strategies, so they can fully grasp 
the purpose and the role they have to play and also to properly coordinate their respective 
interventions.

In concrete terms, our audit work showed us that the boroughs carry out leak search  
and location work mostly on the secondary system, but also on the primary system. 

24 Règlement intérieur de la Ville sur la délégation de pouvoirs du conseil de la Ville aux conseils  
d’arrondissement, city council, By-law No. 02-002, adopted December 18, 2001, paragraph 4.
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This work concerns both reported and unreported leaks. In 2016, nearly 390 leaks were 
located for the three audited boroughs. Hence the boroughs do play an important role in 
leak search and location work. According to the people we met at the DGSRE and in the 
boroughs, it is essential that such work continue in the boroughs, either managed inter-
nally or by using private firms.

Also, during our audit work, people we met told us that the roles and responsibilities of 
borough leak trackers are not clearly defined and that this function is not fully recognized. 
According to them, the leak tracker is more like a specialized technician. As a result, the 
pay scale and remuneration of leak trackers in both boroughs (Le Plateau-Mont-Royal and 
Le Sud-Ouest) are not the same as those of technicians on the ARSO team. The people we 
met in the boroughs expressed concern that retaining leak trackers may be difficult. We 
believe that an examination of the roles and responsibilities of borough water leak trac-
kers should be undertaken in order to find solutions that may help reduce these concerns. 

In light of the interviews we conducted and the documentation we examined, including 
by-laws, our audit work revealed to us that the roles and responsibilities of units involved 
in leak search and location are not clearly defined. In particular:

• The documentation reviewed, including the by-laws, seemed insufficiently explicit on 
the subject of leak search and location work as it relates to the roles and responsibilities 
of the units involved;

• The service partnership agreements between the DGSRE and the boroughs concerning 
the secondary water main system provide few details on leak search and location work 
as it relates to the roles and responsibilities of the units involved in this work;

• Since maintenance of the secondary waterworks system is delegated to the boroughs 
by virtue of a by-law, and, according to the people we met at the DGSRE, leak search and 
location work should be included in maintenance, we note that the DGSRE (via the ARSO 
team) does carry out some leak search and location work;

• Even though the DGSRE disseminates its mandate during borough presentations and 
has recently sent letters to inform the boroughs about the advancement of the ARSO 
team's systematic search program, there is insufficient mention of the roles and  
responsibilities of the units involved in relation to SQEEP requirements and Stratégie 
montréalaise de l’eau objectives.

We have concerns about the service partnership agreements concluded with the boroughs, 
in particular about the content and approval procedure. On the one hand, they do not report 
on the work done by the ARSO team in the boroughs with regard to the systematic search 
for leaks, even though the boroughs have a delegated jurisdiction over maintenance. On 
the other hand, although the agreements were signed by the parties, they were not sub-
mitted for approval to the decision-making bodies in accordance with the procedure set 
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out in the Charter of Ville de Montréal25. We are also concerned about the fact that the DEP 
and DGSRE do search and location work in the boroughs without having signed a service 
agreement with them, although the boroughs have jurisdiction over maintenance of this 
system as a result of the transfer of powers set out in the by-law. 

We believe that the Service de l’eau should examine the approval procedure for service 
partnership agreements concluded with the boroughs in order to determine whether the 
procedure is compliant with the by-law and with the procedure set out in the Charter of 
Ville de Montréal. The Service de l’eau should also determine whether search and location 
work carried out in the boroughs by the DEP and DGSRE should be subject to a service 
agreement as required under the Charter of Ville de Montréal.

As mentioned earlier under Background, MAMOT has proposed a terminology for leaks. 
We believe that the Service de l’eau should examine the possibility of using this termino-
logy in documentation related to leak search and location work, in order to harmonize the 
vocabulary in this area and avoid confusion. It would be useful to review all the documen-
tation used by the Service de l’eau and the boroughs in addressing the subject of leak 
searches, and modify it to reflect this new terminology. It would also be useful to ensure 
that proposed draft regulations include a maintenance guide that takes the secondary 
system into account. Currently, examination of the documentation produced by the city, 
including the regulations in force, shows that there are no clear and consistent definitions 
of these activities, and that words like "leaks, breaks, detection, search and location" are 
being used, which risks creating confusion. We believe that the word "maintenance" must 
be more clearly defined with respect to this work, so as to determine what is and isn't part 
of it. We believe that by clarifying these definitions, the roles and responsibilities of the 
units could also be better defined, including in the framework of the Leak Search Program. 

In our view, the fact that the roles and responsibilities of the units involved are not clearly 
defined poses many risks, in particular the risk of duplicating work, of non-compliance to 
by-laws and of confusion when undertaking interventions. 

RECOMMENDATIONS

3.1.2.B. We recommend that the Service de l’eau use the terminology 
proposed by the Ministère des Affaires municipales et de 
l’Occupation du territoire regarding water leak searches and 
ensure that it is reflected in the documentation so as to promote 
better understanding of the terms used and avoid any possible 
confusion in the work undertaken by the units.

25 Article 85, first paragraph, Charter of Ville de Montréal, RLRQ, c. C-11.4 : “The city council may, subject 
to the conditions it determines, provide a borough council with a service related to a jurisdiction of the 
borough council; the resolution of the city council shall take effect on passage by the borough council of 
a resolution accepting the provision of services”.
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3.1.2.C. We recommend that the Service de l’eau ensure that the roles 
of all units involved in leak search and location work be clearly 
defined so as to avoid any confusion regarding responsibilities 
among responders, and to maximize the outcomes of the Leak 
Search Program.

3.1.2.D. We recommend that the Service de l’eau ensure that maintenance 
service partnership agreements concluded with the boroughs 
obtain all the required approvals before they are applied, in 
compliance with the usual authorization process with authorities. 

3.1.2.E. We recommend that the Service de l’eau examine whether leak 
search and location work carried out in the boroughs requires 
that a service agreement be concluded in compliance with the 
stipulations of the Charter of Ville de Montréal, in order to comply 
with the by-laws in force.

3.1.2.F. We recommend that the boroughs of Le Plateau-Mont-Royal and 
Le Sud-Ouest make representations to the city’s Service des 
ressources humaines to compare the responsibilities of their leak 
trackers with those of the Analyse réseau soutien aux opérations 
(ARSO) team in order to harmonize their salary scales, if needed, 
in light of the responsibilities of the two groups. 

3.1.3. PLANNING AND IMPLEMENTING GOOD PRACTICES

3.1.3.A. BACKGROUND AND FINDINGS

Developing a Plan

As mentioned earlier, leak search work has to be carried out because it helps meet SQEEP 
objectives. It is also carried out because the Stratégie montréalaise de l’eau, developed by 
the Service de l’eau, consists of five issues and an action plan over 10 years (2011-2020), 
which includes strategic and specific objectives. Some of these objectives concern leak 
searches on both the primary and secondary systems.

At this point in our work, we wanted to know whether leak search and location activities 
were subject to long- and short-term planning by the units concerned, and to what extent 
these objectives were being met. We also wanted to know whether good practices were 
being employed in order to ensure that actions were optimized.
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THE DIRECTION DE LA GESTION STRATÉGIQUE DES RÉSEAUX D’EAU

The programme de recherche systématique des fuites implemented by the DGSRE applies 
to the entire city territory, including all the boroughs. The program is primarily aimed at 
unreported leaks, or underground leaks requiring technology to detect. Even though the 
boroughs are not directly involved in this program, according to the information obtained 
from people we met at the DGSRE, they are still informed and consulted during visits by 
the ARSO team. 

In the Stratégie montréalaise de l’eau adopted in 2012, the Service de l’eau referred to the 
fact that, according to good maintenance practices, leaks must be tracked every year over 
100% of the city’s territory26. Since 2013, MAMOT also requires that any system exceeding 
one of the potential water loss objectives (20% and 15 m³/(d*km)) must be 100% auscul-
tated every year27. 

Under the Leak Search Program implemented by the ARSO team, the 19 boroughs are divi-
ded into four sectors. In the execution of this work, an annual objective is set in terms 
of the number of fire hydrants to be listened to, which determines the percentage of the 
territory that is subject to leak searches. Each year, the team plans the number of days 
required to listen to water hydrants on each borough's territory and to correlate the loca-
tion of detected leaks. An Excel spreadsheet is prepared to this effect.

According to the information we obtained, the annual objective determined by the ARSO team 
may not cover 100% of the territory. In fact, in some boroughs, only some of the hydrants 
are listened to, i.e., those in the part of the system most at risk, mainly the oldest part. Table 
7 below shows the annual percentage of the city's secondary system (for all the boroughs) 
that has been subject to a systematic search for leaks since the adoption of SQEEP in 2011.

26 Stratégie montréalaise de l’eau, Ville de Montréal, page 37.
27 Rapport annuel de l’usage de l’eau potable, gouvernement du Québec, MAMOT, (année 2015), 2017, 

page 5.

TABLE 7 – PERCENTAGE OF SECONDARY SYSTEM SUBJECT TO A  
 SYSTEMATIC SEARCH FOR LEAKS (FOR ALL BOROUGHS)

YEAR PERCENTAGE

2011 87%
2012 90%
2013 80%
2014 72%
2015 86%
2016 83%

Source: Water use reports submitted to decision-making bodies: 2011  
 to 2016.
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In its 2016 water use report submitted to the city's decision-making bodies, the Service 
de l’eau:

[TRANSLATION] …maintains that the stratégie d’auscultation du réseau d’eau potable must 
allow for a suitable frequency of system inspections. This frequency must be based on the 
risk of a break in a given water line. It is therefore neither optimal nor desirable to inspect 
100% of the lines annually, since a portion of the system lines are recent and have a low 
probability of breaks. Talks are under way so that the formulation of the next version of  
the SQEEP acknowledges Montréal's experience and allows municipalities to efficiently 
use their human resources in sectors most at risk, rather than try to cover everything  
every year. 

In our view, in cases where MAMOT requirements concerning the scope of leak search 
work on the waterworks system allow the targeting of sectors most at risk, DGSRE should 
document these sectors, identifying and describing them, in order to enumerate the fire 
hydrants concerned and calculate the percentage of territory covered to enable planning. 
We believe that planning should also clearly present and justify any sectors deemed not 
at risk and not requiring leak searches in the short term. For these sectors, the planning 
process should provide for the integration of leak searches into a longer-term timeframe, 
with the aim of meeting the set objectives.

THE DIRECTION DE L’EAU POTABLE

Based on the type of pipe in the primary water main system, the inspection is done via leak 
searches on concrete-steel, steel and cast iron mains (590 km) and by auscultation on 
C-301 mains (161 km). Based on information we obtained from people we met at the DEP, 
the objectives set out in the Stratégie montréalaise de l’eau concerning auscultation and 
leak searches on the primary water main system have been integrated into the planning. 
According to the initial plan, inspection of concrete-steel, steel and cast iron mains must 
be done over a period of 15 years (close to 40 km/yr), whereas inspection of C-301 mains 
is done over a period of 10 years (close to 15 km/yr). With the aid of an Excel file, we 
observed that the DEP has established a long-term plan, in terms of kilometres, for leak 
auscultation (2012 to 2021) and leak searches (2007 to 2023). 

However, the DEP report shows that for both leak auscultation and searches, the number 
of kilometres inspected remains clearly below the set objectives. To date, as of 2017, 48 
km (8%) of concrete-steel, steel and cast iron mains and nearly 40 km (some 25%) of 
C-301 mains had been inspected. 

The people we met at the DEP told us that planning leak auscultation and detection on the 
primary water main system presented significant difficulties and constraints. At the same 
time, they acknowledge that these inspections are not advancing quickly enough, and they 
are currently reviewing them to evaluate any approaches that could help speed them up. 
To date, no detailed studies or analysis have been done.
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In our view, the DEP should carry out a documented analysis of various approaches that 
could accelerate the auscultation and leak searches on the primary water main system, in 
order to meet the set objectives. 

THE BOROUGHS

The DGSRE has set up a monitoring system for the boroughs, focusing on leak location 
activities for secondary water mains and service entries located on city property, with the 
help of the "Table of Targets." Each borough is required to complete this table monthly and 
send it to the DGSRE management unit responsible. 

According to information we obtained, the boroughs respond to requests from different 
sources requiring the detection and location of leaks. In the boroughs of Le Plateau-Mont-
Royal and Le Sud-Ouest, where a leak tracker is employed, the planning of leak search 
and location activities can be summed up as organizing the work in the short term, while 
prioritizing responses to requests deemed urgent. Leak trackers in these boroughs do not 
do systematic leak detection work, with the exception of construction sites (on roadways) 
within their territory. But even for these construction sites (which come under borough 
or central department responsibility), it is not always a planned activity, mainly due to 
contractors' work hours and difficulties coordinating with contractors, and also because 
the trackers are not given sufficient advance notice about the existence of these construc-
tion sites. 

Lachine borough relies on the services of private firms to carry out leak search and loca-
tion work. These firms conduct active searches for leaks on the systems and also respond 
on demand. For the years 2013 to 2016, we noted that leak search work focused not only 
on secondary water mains, but also on large-diameter water mains (primary water main 
system). As for construction sites (on roadways) in the territory of Lachine borough, the 
people we met said that they did not do systematic leak search, but that this was planned 
for 2018. 

In the three audited boroughs, we did not find any evidence of documented planning 
with respect to leak search and location work on construction sites. We believe that the 
boroughs should implement such documented planning. This would help manage prio-
rities, coordinate responses with other units and aid in meeting the objectives set out in 
SQEEP and the Stratégie montréalaise de l’eau. 
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Implementing Good Practices

The DGSRE is currently working on a project that will allow the boroughs and Service de 
l’eau units to improve several aspects, mainly the planning and follow-up of repair work. 
This project primarily concerns the implementation of a computer application called 
"Maximo" that will replace existing computer applications, in particular:

• the GEA application: in which data on water leakage in mains or other waterworks assets 
are captured, at the time the leaks are located; 

• the Table of Targets: completely monthly by the boroughs for reporting to the DGSRE. 
For example, the boroughs indicate the number of repairs carried out on various assets 
(e.g., secondary mains and service entries); 

• the GDT application: manages work requests from the boroughs.

In fact, for several years, the boroughs and DGSRE have been using these three computer 
applications in addition to in-house monitoring tools, assisted by the Excel application. 
The first two applications (GEA and the Table of Targets) are managed by the DGSRE. 
Based on information we obtained, the GEA application and the Table of Targets have 
some limitations, despite their usefulness, especially in planning and follow-up. As for the 
GEA, it does not include all the data related to searching for and locating leaks, particu-
larly those in the private system. It also does not allow you to preserve a history of leak 
searches not resulting in repairs.

As for the DEP, it does not use these three tools, but mainly in-house tools, with help from 
the Excel application. According to information obtained from people we met at the DEP, 
data about leaks that were detected and located by the boroughs in the primary water 
main system are not kept on in-house tools, but in other computer applications, i.e., GDT 
and an application used for geomatics called SIGS (système d’information géographique). 

In our opinion, the use of several computer applications, including in-house applications, 
creates the potential for duplication of work and confusion in managing the leak search 
and location work. It is important that all responses be compiled in a way that ensures the 
service data is complete, in order to provide an accurate picture of the work carried out, 
even if no repairs were done.

In short, leak search and location work is mainly being done with three different applica-
tions, and some in-house tools. The "Maximo" application will be able to replace these 
three applications and allow more possibilities in planning, specifically in planning the 
work to be done, identifying the staff concerned and ordering parts. It will also be useful 
for following-up since it allows the creation of follow-up reports in various forms. Howe-
ver, the application is currently not functional for the boroughs. Implementation of this 
project in the boroughs was to begin in 2018. The DEP uses it, but only for part of its leak 
search work as the application is not yet fully functional. 
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Another component of the "Maxim’eau" project primarily concerns reorganization of the 
maintenance work carried out by the boroughs. Its purpose is to provide oversight through 
good planning. The project provides for the presence in the borough of a planner for 
maintenance work, including repair. A training centre has been set up and working proce-
dures are designed so as to allow the city to utilize the expertise thus gained in its work. 
Vehicles, equipment used for repairs and parts for replacement of defective ones will all 
be standardized. However, this project mainly concerns maintenance work and blue-collar 
employees. Even though leak trackers will have to use the "Maximo" application, they are 
not yet included in the "Maxim'eau" project.

Although the "Maxim’eau" project was begun in 2014, the training component for all the 
boroughs did not start until 2018. For now, employees assigned to new maintenance work 
duties have begun their training at the recently established training centre. 

The "Maxim’eau" project is an excellent initiative in promoting the implementation of good 
practices. We believe that the Service de l’eau should examine the possibility of integrating 
leak search and location work into the "Maxim’eau" project, so that the trackers involved 
in these activities will also benefit from good practices in their execution of the work,  
in particular in work procedures, standardizing equipment and customizing training.

Our audit work also revealed that the ARSO team uses various reference documents, inclu-
ding presentations, for different purposes such as training, learning and as reference tools 
in leak search work. In the audited boroughs, trackers also use a number of reference 
documents. However, according to information obtained from the people we met at the 
DGSRE and in the boroughs, there is no formal training for water leak trackers that would 
provide the knowledge and expertise they need to carry out their tasks, nor any guides to 
support them. In our opinion, since this expertise in leak search is mainly acquired inter-
nally and needs to be preserved, we believe that mechanisms similar to those developed 
for maintenance work as part of the "Maxim’eau" project (e.g., production of a guide, work 
procedures and training documents), should be put in place. 

RECOMMENDATIONS

3.1.3.B. We recommend that the Service de l’eau document the planning 
of systematic leak search work for the secondary system, both in 
areas at risk and at less risk, in order to ensure proper allocation 
of resources and to demonstrate the extent to which the city is 
integrating the objectives of the Stratégie québécoise d’économie 
d’eau potable and those of the Stratégie montréalaise de l’eau into 
its short and long-term planning.
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3.1.3.C. We recommend that the Service de l’eau carry out a  
 documented analysis of the various approaches to speeding  
 up leak auscultation and detection on the primary water main  
 system, in order to choose suitable scenarios to be applied  
 in meeting the objectives of the Stratégie québécoise  
 d’économie d’eau potable and the Stratégie montréalaise  
 de l’eau.

3.1.3.D. We recommend that the boroughs of Lachine, Le Plateau- 
 Mont-Royal and Le Sud-Ouest apply documented planning  
 to leak search and location work, in order to better coordinate  
 these activities with contractors.

3.1.3.E. We recommend that the Service de l’eau, along with  
 the boroughs of Lachine, Plateau-Mont-Royal and  
 Le Sud-Ouest, ensure that the computer application being  
 used allows the recording of all leak search and location work,  
 so as to ensure that the relevant data is complete and to  
 provide better knowledge of the work carried out, thereby  
 optimizing operations. 

3.1.3.F. We recommend that the Service de l’eau examine the possibility of  
 integrating into the "Maxim’eau" project the leak search and  
 location work carried out by leak trackers in the boroughs, so that  
 this work can receive the same type of supervision that benefits  
 repairs, thereby optimizing operations. 

3.1.4. EVALUATING THE PERFORMANCE OF THE LEAK SEARCH PROGRAM

3.1.4.A. BACKGROUND AND FINDINGS 

Implementing a Leak Search Program requires that it be periodically evaluated to  
determine whether it meets SQEEP requirements and Stratégie montréalaise de l’eau 
objectives. Analysis of the results obtained demands that we ask some questions about 
the operation of the program and its application. 

In our audit work, we wanted to know whether leak search and location activities had been 
evaluated by the units involved, and also if the entire program itself had been evaluated. 

THE DIRECTION DE LA GESTION STRATÉGIQUE DES RÉSEAUX D’EAU
Concerning performance evaluation of leak search work on the secondary system,  
we obtained documents from the DGSRE demonstrating that they evaluate the results 



4.5. | LEAK SEARCH PROGRAM

2017 ANNUAL REPORT | PAGE 323

relative to the established plan. As mentioned earlier, targets for fire hydrants needing 
to be listened to are set according to the number of hydrants within the territory in ques-
tion. Performance is measured based on the percentage of the system investigated.  
As we have observed, this is an annual evaluation, mainly concerning systematic leak 
search work by the ARSO team on the secondary system. 

We found no evidence that all aspects were being evaluated in a documented manner. 
Considering that the boroughs concerned are notified of located leaks to be repaired, we 
believe it would have been useful to compare the number of leaks located by ARSO with 
those repaired by the boroughs. The results obtained would have enabled us to highlight 
situations requiring improvements, in particular regarding the equipment and devices 
used, and the working methods. 

THE DIRECTION DE L’EAU POTABLE
Regarding the primary water main system, the DEP sent us documents demonstrating 
that it is evaluating the performance of leak auscultation and search work relative to the 
established plan. Targets are being set, both for auscultation of the system and for leak 
detection, based on the number of kilometres of pipe to be covered and the percentage of 
the system to be inspected. By comparing these targets with what has been completed 
(in kilometres and in percentage), the inspection deficiency can be established. We did 
not find any evidence that all aspects had been evaluated in a documented manner, in 
particular the techniques being used and all interventions carried out by the DEP and the 
boroughs on the primary system, in matters of leak search and work undertaken by private 
firms.

THE BOROUGHS
As for the boroughs, we found no evidence that their leak search and location work was 
being evaluated in a documented manner.

However, since the boroughs are taking charge of leaks detected and located by ARSO 
with a view to repairing them, they are in a position to evaluate the accuracy of the data 
being sent. We believe that after five years of the ARSO team’s operations, it would be 
appropriate for such an evaluation to be carried out, in order to make any necessary 
improvements to the working methods. An evaluation of leak location by the boroughs 
would also be appropriate. Although they do use some tools for monitoring, we found no 
evidence of any documented evaluation of leak search and location work.

To conclude, regarding the entire Leak Search Program, it should be noted that since the 
adoption of SQEEP, municipalities are required to produce an annual report on water use 
and have it approved by the authorities. However, the Service de l’eau submitted its last 
water use report to city authorities in August 2017. This performance evaluation com-
pared the principal SQEEP requirements to the results. As for the objective of reducing 
the leakage rate to 20% of total volume distributed, the report indicates that this was not 
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met. The report, however, does not mention any performance evaluation of the entire 
Leak Search Program.

In December 2017, the Service de l’eau also produced a progress report on the Stratégie 
montréalaise de l’eau for the 2011-2015 period. In terms of the progress of the major "Leak 
Search and Repair" project, the report mainly details the leak search work of the ARSO 
team. It indicates the percentage of the system that has been investigated, the number of 
km investigated and the number of leaks detected for this period. 

Despite the fact that significant effort has been invested by the Service de l’eau, we found 
no evidence that all the work and all the relevant aspects related to leak search and loca-
tion for all the units involved have been periodically evaluated in performance terms. In our 
opinion, although the setting up of the ARSO team constitutes an important aspect within 
the framework of systematic leak search work, they alone cannot be considered to be the 
Leak Search Program. As mentioned earlier, we see this program as including all the units 
involved in this work, and believe that a number of components need to be evaluated, in 
particular the equipment and devices used, techniques applied, staff training, planning 
and strategies deployed, and response times for leak detection and location.

In our opinion, the Service de l’eau, along with the boroughs, should take responsibility for 
all these components of the Leak Search Program in order to enumerate and periodically 
evaluate them. In the same spirit of the efforts made by the Service de l’eau to evaluate 
leak search and location work, we believe the boroughs should also invest in periodic 
evaluations of this same work. 

RECOMMENDATIONS

3.1.4.B. We recommend that the Service de l’eau periodically evaluate 
the performance of the Leak Search Program with regard to all 
activities of the units involved, in order to obtain an overview of 
the city and make any necessary adjustments, as needed, with 
a view to improving working methods and contributing more 
effectively toward achieving the objectives set by the Government 
of Québec and the city. 

3.1.4.C. We recommend that the boroughs of Lachine, Le Plateau-Mont-
Royal and Le Sud-Ouest periodically evaluate leak search and 
location work in order to obtain an overview of this work and make 
any necessary adjustments, with a view to maximizing  
their results.
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3.2. PLANNING REPAIRS

3.2.1. INCORPORATING LOCATED LEAKS INTO A WORK PLAN

3.2.1.A. BACKGROUND AND FINDINGS

Leak search and location activities are the first steps in the major project "Leak Detec-
tion and Correction" of the Stratégie montréalaise de l’eau. Thus, it is essential to include 
located leaks in a work plan so that the necessary interventions can be undertaken to 
make repairs within an appropriate timeframe. A work plan should therefore include 
time-bound levels of priorities for the repairs. 

THE DIRECTION DE LA GESTION STRATÉGIQUE DES RÉSEAUX D’EAU

Although the planning of repairs is not the responsibility of the ARSO team, it still carries 
out leak search and location work mainly on the secondary system and transmits infor-
mation to the boroughs concerned. Leak location consists of accurately determining the 
location of the leak. Using colour markings, the ARSO team indicates on the pavement 
the location of the leak and where the borough is to excavate and ultimately repair the 
leak once the water main is clear. A leak location record is then prepared by an ARSO 
technician. This record is generally accompanied by a sketch and photo and includes 
various information such as the name of the borough, location, asset concerned (e.g., 
main, service entry or terminal), as well as an indication of a "repair priority" based on 
four types of responses: immediate, urgent (1-3 days), short-term (7 days) and medium-
term (14 days). The ARSO technician can then determine the type of response needed 
by checking one of the four intervention types. On a sample basis, we examined 15 files 
in the selected boroughs to assess how often a priority was indicated. We found that  
this section had not always been completed (7 out of 15 cases) in order to determine  
the intervention priority. 

The location record also includes a file number for a "Work Request" related to the GDT 
computer application. This work request includes various details about the leak, including 
the location, the asset where the leak has occurred (e.g., water main or service entry) and 
the date of the request. This work request is automatically sent to the borough concerned 
for processing. Attached to the request are the location record, sketch and photo. 

This information, which is sent to the boroughs, should allow the located leaks to  
be incorporated into a work plan. 
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THE DIRECTION DE L’EAU POTABLE

The DEP conducts leak detection work on the primary water main system using private 
firms. These firms produce a report on their work and identify the existence or absence 
of leaks in the pipes. These results are recorded by the DEP in an Excel file, which serves 
as a work plan. It includes the number of leaks detected in the sections of the pipe, their 
location and other information, including the pipe's year of manufacture and its compo-
sition. 

According to the information obtained from the people we met, leak repairs are generally 
outsourced to contractors, through contracts managed by the DEP. In some cases, howe-
ver, the work is managed by the borough concerned. The Excel file referred to above not 
only serves as a work plan, but is also used for follow-up purposes. To this effect, the file 
includes a section relating to repairs, which provides various types of information, inclu-
ding the status of the leak, type of repair, year of repair and contract with the company 
responsible for the repair. Our review of the Excel file showed that it does not include a 
priority level with a completion time for each leak file to ensure leaks are repaired quickly, 
to minimize damage. 

In our opinion, it is important that the DEP ensure that it includes in its work plan an 
order of priority with a desired timeframe for each leak detection file for the repairs to 
be carried out, in order to plan the work to be done and allow for appropriate follow-up.

THE BOROUGHS 

With regard to the boroughs, some leaks are located by ARSO, and the data transmitted 
via the GDT. Other leaks are located by them as a result of requests received on a daily 
basis. In the latter case it is the boroughs that undertake the search and location. 

The service partnership agreements signed with the DGSRE set out an order of priority to 
guide the boroughs in carrying out repairs. The 2017 agreement provides seven priority 
levels depending on the type of asset:

• L1 Repair of breaks and leaks in drinking water mains;

• L2 Repair of collapses and major defects in sewer mains;

• L3 Repair of breaks and leaks in water service entries;

• L4 Repair and/or replacement of end-of-life fire hydrants;

• L5 Repair and/or replacement of end-of-life valves;

• L6 Repair and/or replacement of fire hydrants and valves according to restoration  
priorities depending on the type of anomaly;

• L7 Repair and/or replacement of other assets with major anomalies.
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As can be seen, repairs to drinking water pipes and water service entries must be carried 
out as a priority.

In the three selected boroughs, we noted that in general the files on leaks that had been 
located either by the ARSO team or the boroughs were included in their Excel house 
files, which were serving as a sort of work plan. In the case of Le Sud-Ouest borough, 
leaks located by the ARSO team are the subject of a separate file, while for the other 
two boroughs, all located leaks are compiled in their Excel file without any distinctions 
being made. In all cases, we found that it was possible to trace the date that the request 
for intervention had been received, the date that repairs began and the date they ended. 
When the repair had been carried out, a breakage file is recorded in the GEA computer 
application. 

In the course of our work, we looked at how repairs were being prioritized. For Le Plateau- 
Mont-Royal borough, based on the information obtained, the work crew supervisor 
prepares a work plan for the waterworks personnel responsible for repairing leaks.  
A dashboard including the work to be done is also prepared and displayed in the work-
place. The tracker and crew supervisor work together to prioritize leaks for repair based 
on their expertise. In Le Sud-Ouest borough, according to the people we met, the crew 
supervisor and tracker work together daily to plan repairs and identify priorities. Thus a 
prioritization method was established by the tracker based on his/her expertise in the 
field. We found that the Excel file used indicates a priority level from 1 to 5 (1 being the 
most urgent and 5 the least urgent) for the leaks located. However, we found that this file 
does not give any indication or explanation supporting this approach or the repair time 
associated with it.

In Le Plateau-Mont-Royal and Lachine boroughs, we found no evidence that priorities 
and repair times had been established by the boroughs in the documents and Excel files 
being used as work plans. 

Although efforts are being made by the units involved in the planning of leak repairs 
to determine a priority level that describes the urgency of the response, we found that 
various approaches are taken. The tools and means used do not always include a docu-
mented work plan with a priority level to indicate the degree of urgency, along with  
a deadline for the repair. 

Once again, we observed that the use of multiple computer applications to process leak 
files increases the risk of confusion, which can hinder effective response planning, par-
ticularly with regard to response times and priorities. Although it is good practice for the 
ARSO team's technicians to enter an order of priority in the location record, it is important 
to remember that, under regulations regarding delegation, the boroughs are responsible 
for maintaining the secondary system, which also includes repairing leaks. In our opinion, 
it is therefore important that the boroughs ensure their work plans include a priority order 
for repairs, as well as a timeframe for the work to be completed. We also believe that  
the DGSRE (ARSO) should ensure that a repair priority is assigned in all location records 
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in order to facilitate the work of the boroughs and maintain a good understanding of  
the work to be done. 

As mentioned earlier, the DGSRE is currently working on the "Maxim'eau" project. Based 
on the information and documentation obtained, the project should include the items 
outlined above. The project mainly concern maintenance activities done by blue-collar 
employees in the boroughs. 

The principal aim of the "Maxim'eau" project is to standardize leak repair work in the 
boroughs and, at the same time, to manage this work through a repair planning process 
so that it can be better organized. The position of planner is being created in the borough, 
whose job would be to plan daily repair activities. The computer application will make it 
possible to produce a work plan of the repairs to be carried out by incorporating priority 
levels, as well as a schedule.

RECOMMENDATIONS

3.2.1.B. We recommend that the Service de l’eau define priority levels for 
repairs to the primary and secondary water main systems, and 
indicate desired repair timeframes, in order to standardize repair 
planning and better delineate the scope of the work.

3.2.1.C. We recommend that the Service de l’eau and the boroughs of 
Lachine, Le Plateau-Mont-Royal and Le Sud-Ouest ensure that 
leaks located in systems be included in a work plan, along with the 
priority levels and associated repair times, in order to effectively 
carry out planned repair work.

3.2.2. FOLLOW-UP OF LOCATED LEAKS AND THEIR REPAIR

3.2.2.A. BACKGROUND AND FINDINGS

According to MAMOT's 2016 guide, "L’économie d’eau potable et les municipalités" the 
speed and quality of leak repairs is one of AWWA's pillars28 in reducing actual water losses. 
Development of a strategy to minimize the duration of water losses is therefore essential. 

Once located leaks are incorporated into a work plan, mechanisms must be put in place to 
ensure follow-up, particularly regarding the response to the priority given to a file, as well 
as the deadline set. 

We reviewed the mechanisms in place used by the units involved to follow up on located 
leaks and their repair.

28 American Water Works Association.
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THE DIRECTION DE LA GESTION STRATÉGIQUE DES RÉSEAUX D’EAU

First, the needs of the DGSRE in terms of repair follow-up are specific. As mentioned above, 
after leaks are located in the secondary system, the ARSO team sends the information to 
the boroughs via the GDT, so they can undertake a repair. Although the ARSO team is not 
responsible for following up on the repair, it does, however, have an interest in knowing to 
what extent the located leaks have been repaired and within what timeframe. Using the 
information available in the GDT and GEA applications, the ARSO team produces reports 
for each borough, indicating the number of leaks reported during the year, the number of 
leaks repaired and the average number of days to complete the repair. 

According to the information obtained, the GDT application does have some limitations in 
its ability to follow up. For example, the timelines between the creation of the file and the 
repair date are not always reliable, because a repair date may have been entered after the 
actual date or because the work request was closed without the repair being completed. 
The GEA application is also used for follow-up; however, the borough is responsible for 
entering breakage files into this application. Therefore, the DGSRE does not always use 
this application to follow up on its leak files as they are sent to the boroughs. 

In addition, the three DGSRE management units, sharing supervision of the boroughs, also 
monitor repairs through the "Table of Targets" tool and the GEA computer application, in 
order to obtain an overview of the city. The statistics compiled in the "Table of Targets" 
correspond to leaks located by ARSO and by the boroughs. Monitoring, conducted by field 
units on a monthly basis, focuses more on the number of leaks located versus the number 
of repairs. However, we did not find any evidence of a follow-up relating to the planning 
and schedule that had been given for each of the identified leaks.

THE DIRECTION DE L’EAU POTABLE

Once the reports are obtained from the private firm handling the leak search and loca-
tion, the leaks are recorded in an Excel file. A contractor or sometimes a borough takes 
care of the repair. The information resulting from the repair is entered by the DEP in the 
house Excel file that is used for tracking purposes, including type of repair, year of repair, 
contract number and amount. However, we did not find any evidence of follow-up by the 
DEP between the date of detection and the date of repair, in order to determine whether 
repair deadlines were being met. 

THE BOROUGHS

The tools currently available to the boroughs to follow up on repairs are the house Excel 
files and the GEA application. As for Lachine borough, the house Excel file does not track 
located leaks, since it only includes repair dates. There is no file creation date or location 
date. 
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In its monitoring of leak repairs, Le Plateau-Mont-Royal borough uses an Excel file to track 
the completion of open files. It includes the date of receipt of the intervention request, the 
date of the tracker's report and the date of repair. 

Le Sud-Ouest borough also uses an Excel file to track leak repairs. The file includes the 
date that the leak was recorded and the date of the repair work, as well as the priority level. 
The file also includes monthly statistics of leaks waiting to be repaired versus those that 
have been repaired. 

For all the audited boroughs, the GEA application is also used to enter the breakage files. 
The application includes the location and repair dates, as well as various details on the 
nature of the leak. Monthly statistics of the number of locations versus the number of 
repairs are also available. 

However, for all of these files, we found no evidence of any calculation of a timeline for 
execution.

While efforts are being made to put in place mechanisms to track repairs of located leaks, 
we believe it is important that these mechanisms compare the established and actual 
timeframes. According to the information we obtained from people we met at the DGSRE, 
the "Maximo" computer application allows for entering a priority level and a schedule. 
Follow-up reports can also be produced to determine what has been done. In our opinion, 
when this application becomes operational, the Service de l’eau must ensure that such 
mechanisms are used. 

RECOMMENDATION

3.2.2.B. We recommend that the Service de l’eau and the boroughs 
of Lachine, Le Plateau-Mont-Royal and Le Sud-Ouest put 
mechanisms in place to determine the degree of compliance with 
the timeframes for repairs to located leaks, to ensure that repair 
work is completed as planned.

3.3. EVALUATION OF PROGRAM BENEFITS AND ACCOUNTABILITY

3.3.1. EVALUATION OF PROGRAM BENEFITS 

3.3.1.A. BACKGROUND AND FINDINGS

While the implementation of a Leak Search Program is one of the measures required by 
SQEEP, and while the Stratégie montréalaise de l’eau has identified leak detection as a major 
priority, we believe it is important to evaluate the benefits of such a program. MAMOT, in 
its recent 2016 documents related to SQEEP, recommends the following: [TRANSLATION] 
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"Calculate cost-effectiveness: annual costs of leak search relative to the value of water saved 
each year". And regarding possible improvements in the optimization of methods and 
equipment, it adds: [TRANSLATION] "…to always check the cost-effectiveness by comparing 
the costs of leak search with the value of the water saved on the basis of an average leak 
duration of 6 months, for annual campaigns29".

Thus, leak search work does help minimize impacts, whether minor or major, which could 
generate significant costs. The Leak Search Program allows them to be detected and 
located for repair before they cause more damage. 

As part of one of its major projects titled "Leak Detection and Correction," the Stratégie 
montréalaise de l’eau states that: [TRANSLATION] "More than $30 million will be devoted to 
these detection activities by 202030". In our opinion, this is a large sum of money and there 
is good reason to question the benefits gained. 

The leak search and location work of the units involved is partly carried out in-house and 
partly by private firms specializing in this field. 

Our audit work revealed that efforts are being made by the DGSRE, the boroughs and 
the DEP to compile the amounts spent on leak search and location work. However, we 
were not able to find a full compilation of the direct costs (internal and external) of these 
activities for all units involved. This situation means that we cannot determine whether 
the projections have been realized and therefore we cannot evaluate the benefits of the 
program. In our opinion, the Leak Search Program should include a compilation of all 
these costs, to allow for an evaluation of the benefits of the program. According to the 
information we obtained from the people we met at the DGSRE, the "Maximo" computer 
application could make it possible to compile more detailed actual costs that could be 
useful when evaluating benefits.

In addition, an analysis to assess the possible economies was conducted when the ARSO 
team was created (2013) in a fact sheet on the team's systematic water leak detection 
activity. This fact sheet shows the savings related to the costs of claims associated with 
major waterworks breaks and the production of water lost in the ground. It also deals 
with other aspects, notably issues and problems related to this work. However, this ana-
lysis mainly concerns the tracking activity carried out by the ARSO team.

While efforts have been made to assess the savings potential associated with the ARSO 
team’s leak detection work, we did not find an equivalent analysis for the Leak Search 
Program as a whole and involving all units. 

It appears to us that the Service de l’eau acts as the first point of contact; it should 
conduct an evaluation of the benefits of the Leak Search Program for all units involved. 

29 Stratégie québécoise d’économie d’eau potable : L’économie de l’eau potable et les municipalités,  
volume 1, 5e édition, 2016, MAMOT et Réseau Environnement, pages 61 and 64.

30 Stratégie montréalaise de l’eau, Ville de Montréal, page 126.
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We believe that such an evaluation is necessary, on the one hand, given the MAMOT's 
recommendations on the importance of cost-effectiveness and, on the other, given the 
large sums invested in the Stratégie montréalaise de l’eau. This evaluation would undoub-
tedly demonstrate the usefulness and need to carry out these activities and even to inject 
additional resources into them in view of the anticipated results.

RECOMMENDATION

3.3.1.B. We recommend that the Service de l’eau compile the total direct 
costs for all the leak search and location work of all the units 
involved, in order to be able to evaluate the benefits of the 
program and thus help make informed decisions about the 
resources to be allocated.

3.3.2. ACCOUNTABILITY

3.3.2.A. BACKGROUND AND FINDINGS

When a unit is required to comply with government requirements or when it has to imple-
ment guidelines approved by authorities, it must periodically monitor and report on its 
progress. Accountability mechanisms must be put in place within the structure, so that 
informed decisions can be made at the right time. 

In the case of the Leak Search Program, the Service de l’eau must comply with SQEEP's 
requirements. SQEEP requires that requires municipalities produce documents to report 
to their decision-making bodies and to MAMOT.

Thus, SQEEP anticipates that:

• As of April 1, 2012, all municipal organizations will be required, when submitting  
a request for financial assistance, to file a water use report based on 2011 data, with an 
update for subsequent years (Measure 2);

• As of 2012 (for the subsequent year), municipal agencies will be required to submit  
an annual water management report to their municipal council (Measure 5).

To aid the municipalities, MAMOT has produced a water use form, stating the annual 
percentage of potential water losses in the distribution system. Our audit work revealed 
that this annual form was filed with the city's decision-making bodies and forwarded to 
MAMOT for the years 2011 to 2016.



4.5. | LEAK SEARCH PROGRAM

2017 ANNUAL REPORT | PAGE 333

The Service de l’eau has also been submitting a water use report to the city's decision-ma-
king bodies since 201131. This report details the many activities carried out in the water 
sector, including progress in implementing the measures required by SQEEP, the status of 
the water loss situation, system renewal and repairs, and leak search work. 

In addition, since the adoption of the Stratégie montréalaise de l’eau, the Service de l’eau 
produced a progress report for the period 2011-2015 in December 2017. The report out-
lines the work done in meeting the objectives set out in the strategy. 

Other documents regarding leak search and location work are also produced to report to 
the heads of administrative units and bodies on the work carried out, the achievement of 
set objectives and the progress of major projects, in particular:

• Annual presentation of the operating budget and the Three-Year Capital Works Program 
to the city's Commission sur les finances et l’administration (Committee on Finance and 
Administration);

• "Table of Targets" compiled by the boroughs and forwarded to the Service de l’eau;

The Service de l’eau also reports annually to the decision-making bodies in accordance 
with the regulations governing the delegation of authority for maintenance work on the 
waterworks system assigned to the related municipalities and boroughs.

Efforts are therefore being made by the Service de l’eau and the boroughs to provide 
accountability to meet SQEEP requirements, to present the progress of the objectives set 
out in the Stratégie montréalaise de l’eau and to report on maintenance work in order to 
keep the decision-makers informed. 

However, a review of the water use report for 2016 filed by the Service de l’eau with the 
decision-making bodies in the summer of 2017 shows that it does not give an account 
of the boroughs' work concerning leak search and location. The report covers the 
490 undetected leaks located by ARSO across the territory, but does not mention the 
leaks located by the boroughs. Our audit work revealed that, in 2016, the three audited 
boroughs detected and located nearly 390 leaks within their territory, excluding leaks 
located by the ARSO team. 

In addition, review of the progress report on the Stratégie montréalaise de l’eau for  
the period 2011-2015, which includes leak search information, demonstrates that this 
information relates almost exclusively to the ARSO team's leak search work. 

However, our audit work revealed that the boroughs play an important role in leak search 
and location work. According to the information obtained from the people we met at the 
DGSRE and in the boroughs, it is important that leak search work be done and maintained 

31 The water use report corresponds to the annual report required by SQEEP (the measures).
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in the boroughs. We therefore believe that the accountability report should include leak 
search and location activities carried out by the boroughs in order to demonstrate their 
participation in the Leak Search Program and the specific features that concern them indi-
vidually. In addition, according to the Stratégie montréalaise de l’eau, "Leak Detection and 
Correction" is one of the six major projects. Thus, accountability would apply to the Leak 
Search Program for all units involved. 

Lastly, we believe that the Service de l’eau should ensure that data concerning borough 
leak search and location work be compiled separately in the computer application that is 
or will be used for comparison, evaluation and accountability purposes.

RECOMMENDATIONS

3.3.2.B. We recommend that the Service de l’eau ensure that data 
concerning borough leak search and location work be 
compiled separately from those of the Analyse réseau soutien 
aux opérations for purposes of comparison, evaluation and 
accountability.

3.3.2.C. We recommend that the Service de l’eau include in the 
accountability report it produces, regarding the Stratégie 
québécoise d’économie d’eau potable and the Stratégie montréalaise 
de l’eau, the leak search work of all the units involved, in order 
to present a complete picture of the Leak Search Program to aid 
informed decision-making.
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BUSINESS UNITS RESPONSE

 
 
[TRANSLATION] The detailed action plans from the business units are expected on 
June 11, 2018. However, the Lachine, Plateau-Mont-Royal and Sud-Ouest boroughs 
and Service de l'eau have confirmed that they agree with the recommendations 
addressed to them.
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4. CONCLUSION

The Stratégie québécoise d’économie d’eau potable adopted by the Ministère des Affaires 
municipales et de l’Occupation du territoire in 2011, under the 2002 Québec water policy, 
set out drinking water conservation requirements for municipalities receiving government 
financial assistance for their water-related infrastructure projects. These requirements 
take the form of objectives to be achieved and measures to be put in place. The strategy 
imposed a two-pronged objective to reduce the leakage rate of all drinking water distribu-
tion systems in Québec to a maximum of 20% of the water volume distributed and a maxi-
mum of 15 cubic metres per day per kilometre of water main. One of these measures was 
to implement a programme de détection et de réparation des fuites as of April 1, 2012.

The Stratégie montréalaise de l’eau presented to the city's decision-making bodies and 
adopted by the agglomeration council in 2012 formulated guidelines over a 10-year period 
(2011-2020) around five issues, including an action plan to meet strategic and specific 
objectives, some of which concern leak search in the waterworks system. This strategy 
also identified six major projects in the major water project, one of which is leak detection 
and correction.

Since then, several actions have been taken to meet the requirements of these two strate-
gies, including:

• A team from the Direction de la gestion stratégique des réseaux d’eau of the Service 
de l’eau undertakes systematic leak detection work in the secondary system, mainly  
to detect undetected leaks;

• The Direction de l’eau potable of the Service de l’eau conducts leak detection and  
testing work on the primary water main system;

• The boroughs conduct leak search and location work on their territory, but mainly  
following requests from various sources.

Despite these achievements, it must be noted that the rate of potential water losses on 
the agglomeration system as a whole remains high (34.7%), according to the 2016 data 
on the drinking water use form submitted to the Ministère des Affaires municipales et de 
l’Occupation du territoire in 2017.
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To conclude, although the Stratégie québécoise d’économie d’eau potable was adop-
ted nearly 7 years ago and the Stratégie montréalaise de l’eau almost 6 years ago,  
and meanwhile, the waterworks system continues to age, we note that the Leak Search 
Program currently in place is not optimally reducing leaks in the waterworks system in 
accordance with the requirements and directions taken. Efforts will need to be redoubled 
and processes put in place that meet the requirements of good management practices. 

To this end, the city should, in particular:

• Set up a real Leak Search Program covering the leak investigation work of all units involved;

• Better define the roles and responsibilities of the units involved in leak search and  
location work; 

• Develop long-term and well-documented planning of leak search and location work  
to ensure that all objectives are met;

• Speed up the implementation of the "Maximo" computer application for the processing 
of leak and repair files and encourage the use of relevant management reports;

• Develop work plans, following the location of leaks, that reflect established priorities 
and the repair deadlines, to improve repair performance;

• Periodically assess the performance and expected benefits of the Leak Search Program 
to provide guidelines for informed decision-making in areas needing improvement and 
the level of resources to be allocated;

• Improve accountability, including the work of all units involved in the program, in order 
to provide an overall picture for better decision-making. 

Water management as a whole is a major challenge for the city. This resource, while 
abundant, is not inexhaustible. Every effort must therefore be made to preserve it. The 
Stratégie québécoise d’économie d’eau potable and the Stratégie montréalaise de l’eau are 
a big step in that direction. In both cases, objectives have been established to prevent 
wasting this resource. It is from this perspective that we undertook this audit and are 
making our recommendations.
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5. APPENDIX

5.1. PURPOSE AND CRITERIA FOR EVALUATION

PURPOSE

Ensure that the Leak Search Program efficiently and effectively reduces leaks within  
the waterworks system, in accordance with the Stratégie montréalaise de l’eau and the 
Stratégie québécoise d’économie d’eau potable.

EVALUATION CRITERIA

• The Leak Search Program was strategically planned in line with the Stratégie montréa-
laise de l’eau and the second SQEEP objective.

• The roles and responsibilities of the units involved in the Leak Search Program are clearly 
defined.

• The Leak Search Program is supported by best practices, including documentation of 
detection work and all identified leaks.

• Detected and located leaks are subject to a plan with a view to repairing them and are 
included in a work plan in accordance with established priorities.

• An evaluation of the performance and cost-effectiveness of the Leak Search Program is 
conducted periodically and reported on.
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In addition to these 
results, we have 
formulated various 
recommendations 
for the business 
units. 

The details of these 
recommendations 
and our conclusion 
are outlined in 
our audit report, 
presented in the 
following pages.

Note that the 
business units have 
had the opportunity 
to formulate their 
comments, which 
appear after the 
audit report recom-
mendations.

SUMMARY OF THE AUDIT
OBJECTIVE
To ensure that the city’s management practices are adequate for ensuring the proper 
maintenance and safety of the cycling network and its upgrade and development in accor-
dance with the priorities approved by the relevant authorities and the needs of cyclists.

RESULTS

Since 2008, significant efforts have been made to develop the cycling network approved 
by the urban agglomeration council. At the end of 2017, there were still approximately 
430 km of the cycling network to be developed in order to reach the target of 1,280 km 
(33%) in addition to new strategic orientations adopted by the authorities that must now 
be taken into consideration. These include the “VISION ZÉRO décès et blessé grave” and 
the commitment to increase the practice of cycling in metropolitan Montréal. Against this 
backdrop, we believe that improvements should be made with regard to the following key 
aspects:

• The new priorities recently approved by the authorities, along with the safety and land 
use planning requirements and the needs of cyclists, are not reflected in the Plan du 
réseau cyclable currently in effect;

• The people in charge do not have all the required data on the cycling network (state and 
compliance with standards), bicycle path traffic and the type and number of accidents 
involving cyclists, making it difficult to plan its development and upgrade;

• Development and upgrade projects are selected based almost exclusively on the num-
ber of kilometres. Additional criteria will need to be established to determine the priority 
projects that meet the strategic orientations of authorities;

• No service levels or minimum maintenance standards for the existing cycling network 
have been established and approved by the authorities;

• No permanent mechanisms have been put in place to evaluate the level of client  
satisfaction with the development, upgrade, safety and maintenance of the network;

• Accounting reporting mechanisms must be put in place following the adoption of the 
Plan-cadre vélo and upon approval of the “VISION ZÉRO décès et blessé grave” action plan 
to demonstrate the achievement of the established objectives.



4.6. | CYCLING NETWORK MANAGEMENT

PAGE 342 | 2017 ANNUAL REPORT

TABLE OF CONTENTS

1. BACKGROUND 345

2. PURPOSE AND SCOPE OF THE AUDIT 350

3. AUDIT RESULTS 351

 3.1. Development and Upgrade of the Cycling Network 351

  3.1.1. Establishing the Plan du réseau cyclable 351

  3.1.2. Data Used in the Planning of the Development and Upgrade  
   of the Cycling Network 358

  3.1.3. Annual Development and Upgrade Programming of Cycling  
   Network Projects 363

 3.2. Summary Cost Estimates for Planning Purposes 366

 3.3.  Tracking the Implementation of Development and Upgrade Projects 369

 3.4. Recognizing Expertise in the Development and Upgrade of the Cycling  
  Network 375

 3.5. Cycling Network Maintenance 376

 3.6. Client Satisfaction 381

 3.7. Accountability Reporting 383

4. CONCLUSION 388

5. APPENDICES 390

 5.1. Goals and Evaluation Criteria 390

 5.2. Types of Cycling Infrastructure 391



4.6. | CYCLING NETWORK MANAGEMENT

2017 ANNUAL REPORT | PAGE 343

LIST OF ACRONYMS 

CMM  
Communauté métropolitaine  
de Montréal

MTMDET  
Ministère des Transports,  
de la Mobilité durable et de 
l’Électrification des transports

MTQ  
Ministère des Transports du Québec

 

PMAD  
Plan métropolitain d’aménagement  
et de développement

SCA  
Service de la concertation  
des arrondissements

TCWP  
Three-Year Capital Works Program
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1. BACKGROUND

The cycling network of Ville de Montréal (the city) and agglomeration was developed in 
stages through initiatives by the city and the Government of Québec. The first bikeways 
were introduced in Montréal in the 1970s. This was followed by a second phase of develop-
ment in the 1980s, which was initiated by the Programme d’aide à l’aménagement de voies 
cyclables implemented by the Ministère des Transports du Québec (MTQ). The launch 
of Route verte in 1995 marked the start of a third phase of development, which involved 
connecting several main routes of the city’s cycling network and developing new ones. 

In recent years, a new phase of development firmly focused on transportation was put in 
place with the implementation of the city’s Plan de transport adopted by the urban agglome-
ration council in June 2008. This strategic plan proposed 21 development programs to be 
carried out in the decade that followed. One such program involved the development of a 
cycling network, while another focused on transportation safety:

• Development program 13 / Double the cycling network within seven years (2008-2014):

 – City’s strategic orientation: To become a foremost Plan du réseau cyclable and bench-
mark recognized for its cycling network; 

 – Priority actions:

 › Pursue the development of new bikeways as indicated in the Plan du réseau cyclable 
presented in the Plan de transport (400 km to 800 km);

 › Develop a winter cycling network;

 › Upgrade the current cycling network.

• Development program 17 / Enhance transportation safety:

 – City’s strategic orientation: To reduce accidents by 40% in the next ten years,  
as the first step of the “VISION ZÉRO décès et blessé grave”;

 – Priority actions:

 › Set up a Bureau de la sécurité des déplacements (office of travel safety) in 2008;

 › Modify street design.

In the years that followed, the city was required to comply with the strategic orientations 
adopted by the Communauté métropolitaine de Montréal (CMM) on land use planning, 
transportation and the environment. In its Plan métropolitain d’aménagement et de déve-
loppement (PMAD), which came into effect in March 2012, the CMM was aiming to make 
Montréal “un Grand Montréal avec des réseaux et des équipements de transports perfor-
mants et structurants”. Its objective was to promote active mobility across the city and, 
as such, it focused on defining a Réseau de vélo métropolitain. To comply with the PMAD, 
among other reasons, the urban agglomeration council adopted the Schéma d’aménage-
ment du territoire de l’agglomération de Montréal in January 2015. This plan aligns with  
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the city’s strategic documents, including the Plan de transport adopted in June 2008.  
The main orientations of the plan include the development of the cycling network  
as follows:

• Promoting an excellent living environment. One of the objectives is to design neighbou-
rhoods in a way that promotes an active lifestyle among residents, encourages walking 
and cycling as modes of transportation and reduces reliance on automobiles. To do so, 
the plan recommends the development of a cycling network linking different centres 
of interest and ensuring its integration into the public transit system. It also recom-
mends the development of infrastructure that promote greater safety for pedestrians 
and cyclists;

• Improving accessibility based on the needs of different sectors. One of the objectives is 
to increase and improve the public transit and active transportation offer1 and promote 
complementary modes of transportation so that by 2021, 55% of all morning rush hour 
trips by residents are done using public transit and active transportation. To this end, the 
plan recommends:

 – The development of local mobility plans for boroughs and municipalities that reflect 
the orientations of the land use development plan and of the Plan de transport at the 
local level;

 – The integration of infrastructure that encourage the use of public transit and active 
transportation during major road restoration or construction projects.

• Ensuring the accessibility to the downtown core at all times through effective public 
transit and active transportation measures. 

Simultaneously, in 2014, the Plan du réseau cyclable2 included in the Plan de transport was 
reviewed. Also during the same period, the municipal administration focused on the objec-
tive of developing 50 km of bikeways annually. In January 2015, the urban agglomeration 
council adopted an amendment to the 2008 Plan de transport following the update of the 
current and planned Plan du réseau cyclable. The existing network spanned 680 km and 
the projected network covered 600 km, for a total of 1,280 km. At the time of producing 
our audit report, it is this current and planned Plan du réseau cyclable which is in effect. 

In June 2016, the urban agglomeration council adopted the Sustainable Montréal 2016-
2020 Plan, which includes achieving a 1,000 km cycling network by 2020 in order to reduce 
greenhouse gas emissions and dependence on fossil fuels. Since that time, other orienta-
tions have been adopted by the authorities. These will have an impact on the development 
planning of the cycling network and the design of bikeways since they include performance 
indicators other than the number of kilometres achieved. For instance, in September 2016, 
city council formally committed to the “VISION ZÉRO décès et blessé grave” approach 

1 Active transportation: any mode of transportation involving an expenditure of energy by human  
 beings (walking, cycling, inline skating).
2 It refers to a map of the current and planned cycling network.
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intended to protect vulnerable users, including pedestrians and cyclists. The new approach 
focuses the efforts of all stakeholders towards the same goal: safety. 

In September 2017, the urban agglomeration council approved a first strategic plan entit-
led “Plan-cadre vélo”, which outlines the city’s intention to promote cycling as a mode of 
transportation on the Island of Montréal and increase cycling’s modal share3 by 15% in 
central neighbourhoods4 in the next 15 years. 

Recently, in November 2017, the CMM approved the Plan directeur du Réseau vélo métro-
politain. The network is expected to cross 78 of the 82 municipalities of Greater Montréal. 
It will be composed of 70 routes, for a total of 1,600 km, in addition to the cycling and 
walking trail between Oka and Mont-Saint-Hilaire. The metropolitan cycling network will 
be complementary to the local networks and to the Route verte. It is expected to position 
Greater Montréal as a leading cycling region in North America by 2031. The targets focus 
on increasing cycling’s modal share from 1.8% in 2011 to 3.8% by 2031. In coming years, the 
city will definitely need to take this plan into account when developing the cycling network.

All these orientations taken since the adoption of the Plan de transport reflect the growing 
popularity of cycling in recent years. 

Here are a few statistics to illustrate: 

• According to a 2015 survey by Vélo Québec on the state of cycling, the agglomeration 
of Montréal has more than one million cyclists ages 3 to 74 (representing almost half of 
the population). Of this number, close to half – or 536,000 cyclists – regularly use their 
bicycle to go to work, get to school, visit friends or go elsewhere. In other words, cycling 
has now become much more than a leisure activity; it is a mode of transportation for 
day-to-day life;

• According to data from the latest Origine-Destination5 surveys conducted in Montréal 
by the Agence métropolitaine de transport, the modal share of cycling trips has consi-
derably increased in recent years when compared to overall trips. In 2013, 2.5% of trips 
were made using a bicycle in the Montréal agglomeration. 1 in 40 trips to work, school or 
elsewhere is made by bicycle. It should be noted that given the four distinct seasons that 
exist in Québec, the modal share of cycling fluctuates based on the month of the year;

3 The modal share of public transit indicates the overall use made of public transit compared  
 to other urban modes of transportation available. The measure is generally obtained from a survey  
 conducted as part of a study on urban transportation. The Origine-Destination survey, which is  
 carried out at regular intervals by the Agence métropolitaine de transport, evaluates the share of  
 the different modes of urban transportation. Urban transportation refers to trips made by car,  
 public transit, active transportation and other motorized vehicles.
4 Composed of nine boroughs and one related municipality: Ville-Marie, Côtes-des-Neiges–Notre- 
 Dame-de-Grâce, Plateau-Mont-Royal, Sud-Ouest, Mercier–Hochelaga-Maisonneuve, Outremont,  
 Rosemont–La Petite-Patrie, Verdun, Villeray–Saint-Michel–Parc-Extension and Westmount.
5 The Origine-Destination surveys and the Statistics Canada census are the two main sources  
 of information used to track the evolution of cycling in Montréal. Data from the Origine-Destination  
 surveys have the advantage of including all transportation modes and destinations (work, but also  
 school, shopping and leisure activities).
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• Every day, an average of 116,000 cycling trips are made in the Montréal agglomeration. 
This represents a 57% increase between 2008 and 20136. This growth is closely linked 
to the development of the cycling network and the implementation of traffic-calming 
measures;

• According to the CMM, in March 2017, the popularity of cycling and the size of Mon-
tréal’s cycling network made Montréal and the greater metropolitan area a leader in 
North America. In North America, Greater Montréal ranks 5th, with Vancouver, among the 
metropolitan regions boasting the highest share of residents using cycling as a mode 
of transportation to go to work (1.8%), just behind the regions of Portland (2.4%), Ottawa 
(2.2%), San Francisco (2%) and Sacramento (1.9%)7;

• In addition to having one of the highest modal shares for cycling in North America when 
it comes to commuting from home to work, the agglomeration also has one of the lar-
gest cycling networks (approximately 850 km in 2017) and self-service bike-sharing 
system (540 stations and 6,200 BIXI bicycles)8;

• According to an index by the Danish Copenhagenize Design Company, which measures 
the place of cycling in 122 cities with a population of 600,000 or more, Montréal ranks 
2nd in North America and 20th in the world of bicycle-friendly cities based on a variety of 
indicators (2015 index). The ranking uses 13 indicators, some quantitative (e.g., cycling’s 
modal share, proportion of male versus female cyclists), others qualitative (e.g., influence 
of proponents of cycling culture, consideration given to cycling in urban planning)9.

In terms of the division of powers in matters related to the management of the cycling 
network, the following should be noted:

• Under the schedule of the Order in Council (1229-2005) related to the Montréal 
agglomeration, the urban agglomeration council is responsible for the current and 
planned cycling network on the Island of Montréal presented in the Plan de transport, 
since it falls under equipment, infrastructures and activities of collective interest. The 
current and planned cycling network on the Island of Montréal presented in the Plan de 
transport is composed of both on-street and off-street (e.g., in large parks) bikeways. 
According to the Order in Council, the urban agglomeration council is responsible for 
the management, funding and use of the revenues generated. According to this Act, 
as a central municipality, the city has jurisdiction in its own territory and in the territory 
of any other related municipality10. It should be noted that since May 2016, the urban 
agglomeration council has delegated to city council the development and redevelop-
ment of the city’s cycling network identified in the Plan de transport. At the city level, 

6 Plan-cadre vélo (2017), Ville de Montréal et l’état du vélo à Montréal (2015), Vélo Québec.
7 Sources: Statistics Canada, NHS2011; U.S. Census Bureau, ACS 2011, Traitement CMM 2017.
8 Plan-cadre vélo (2017), Ville de Montréal.
9 Sources : Bulletin de la CMM – Perspectives Grand Montréal – mars 2017 (http://copenhagenizein-

dex.eu/criteria.html).
10 Under the Act respecting the exercise of certain municipal powers in certain urban agglomerations  
 (Bill 75).
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the Direction des transports under the Service des infrastructures, de la voirie et des 
transports is responsible for the cycling network;

• Bikeways not under the jurisdiction of the agglomeration are under the responsibility of 
each of the related municipalities, including the city, in accordance with the Municipal 
Powers Act. For bikeways located on the city territory, jurisdiction is determined by the 
Charter of Ville de Montréal. Consequently, the responsibility for bikeways located on the 
arterial network belongs to city council and is assumed by the Service des infrastruc-
tures, de la voirie et des transports. In addition, the responsibility for bikeways located 
on the local network and those that run along certain parks are under the jurisdiction  
of the relevant borough council;

• Under the Act respecting the exercise of certain municipal powers in certain urban agglome-
rations, the agglomeration council is responsible for the Schéma d’aménagement et  
de développement de l’agglomération. This plan, carried out in accordance with the Act 
respecting land use planning and development, includes the main orientations on land use 
and transportation planning. As the central municipality, the city exercises the powers 
for the agglomeration. This responsibility is assumed by the Direction de l’urbanisme 
under the Service de la mise en valeur du territoire. In 2014, following the transfer of 
powers, this Direction was put in charge of updating the city’s Plan de transport, which 
will soon result in the production of a Plan de mobilité (currently under development);

• The borough councils, the Service des grands parcs, du verdissement et du Mont-Royal 
and related municipalities share the responsibility for the maintenance of bikeways. 
The maintenance of bikeways located on the arterial network is delegated in accor-
dance with the Règlement de délégation de pouvoirs du conseil de Ville sur la délégation 
de certains pouvoirs relatifs au réseau de voirie artérielle aux conseils d’arrondissements 
(08-055), adopted by city council on December 15, 2008. For bikeways located in large 
parks and forming part of the current and planned cycling network identified in the Plan 
de transport, maintenance is under the responsibility of the Service des grands parcs, 
du verdissement et du Mont-Royal, with the exception of bikeways in Parc du Mont-
Royal, whose upkeep has been delegated to the Ville-Marie borough. The maintenance 
of bikeways located on the local network and those in other parks is the responsibility of 
the relevant borough councils  in accordance with the Charter of Ville de Montréal. Finally, 
the maintenance of bikeways located in the territory of related municipalities is under 
the authority of these municipalities in accordance with the Municipal Powers Act11.

At the Direction des transports, the Division des transports actifs et collectifs is in charge 
of planning the development and upgrade projects for the Island of Montréal’s current 
and planned cycling network identified in the Plan de transport. The Division de la sécurité 
et de l’aménagement du réseau artériel is also involved since it manages the Bureau de  
la sécurité des déplacements12, which is responsible for the “VISION ZÉRO décès et blessé 
grave” approach.

11 (C-47.1).
12 Created in 2013.



4.6. | CYCLING NETWORK MANAGEMENT

PAGE 350 | 2017 ANNUAL REPORT

At the Direction de l’urbanisme of the Service de la mise en valeur du territoire, the Division 
de la planification des transports et de la mobilité is in charge of producing the city’s  
Plan de mobilité. 

Moreover, since the adoption of the Plan de transport in June 2008 by the urban agglome-
ration council, investments of $103.4 million were included in the Three-Year Capital 
Works Program (TCWP) for the Programme de développement et de mise à niveau du réseau 
cyclable d’agglomération. Actual spending reached $81.9 million (from 2008 to 2017) and 
421 km of bikeways were developed. 

Lastly, in light of the orientations of the CMM, the commitments of the municipal admi-
nistration and the objectives established, the significant growth of cycling network  
of recent years is expected to continue. Consequently, the infrastructure must be adequate  
and safe to meet demand and further promote cycling.

2. PURPOSE AND SCOPE OF THE AUDIT

In accordance with the provisions of the Cities and Towns Act, we have conducted a value-
for-money audit of cycling network management. This audit was performed in compliance 
with the Canadian Standards on Assurance Engagement (CSAE) 3001 of the CPA Canada 
Handbook – Assurance. 

The purpose of this audit is to ensure that the city’s management practices are adequate 
for ensuring the proper maintenance and safety of the cycling network and its upgrade 
and development in accordance with the priorities approved by the relevant authorities 
and the needs of cyclists.

The role of the Auditor General of Ville de Montréal is to provide a conclusion regarding 
the purpose of the audit. To do so, we have collected a sufficient amount of relevant evi-
dence on which to base our conclusion and to obtain a reasonable level of assurance. Our 
evaluation is based on criteria we have deemed valid for the purpose of this audit. They 
are presented in Appendix 5.1.

The Auditor General of Ville de Montréal applies the Canadian Standard on Quality Control 
(CSQC 1) of the CPA Canada Handbook – Assurance and, consequently, maintains a 
comprehensive quality control system that includes documented policies and procedures 
with respect to compliance with ethical guidelines, professional standards and applicable 
legal and regulatory requirements. It also complies with regulations on independence and 
other ethical guidelines of the Code of ethics of chartered professional accountants, which 
is governed by fundamental principles of integrity, professional competence, diligence, 
confidentiality and professional conduct. 

Our audit work focused on the period from January 2016 to September 2017. However, 
for some aspects, data prior to these years were also considered. Most of the audit 
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work was carried out between September 2017 and January 2018, but we also took into 
consideration information given to us until February 2018. 

This work was performed primarily with the following business units:

• Le Service des infrastructures, de la voirie et des transports (Direction des transports); 

• Le Service de la mise en valeur du territoire (Direction de l’urbanisme);

• The Service de la concertation des arrondissements (SCA) (Direction des travaux 
publics);

• Plateau-Mont-Royal borough;

• Rivière-des-Prairies–Pointe-aux-Trembles borough;

• Saint-Laurent borough;

• Ville-Marie borough.

Upon completing our audit work, we presented a draft audit report to the managers  
of each of the audited business units for discussion purposes. The final report was then 
forwarded to the city manager and to each of the business units involved in the audit in 
order to obtain action plans and timelines for their implementation. A copy of the final 
report was also sent to the directeur général adjoint à l’arrondissement de Ville-Marie et 
à la concertation des arrondissements and the directrice générale adjointe au dévelop-
pement. For information purposes, the final report was also forwarded to the managers  
of the four boroughs involved in our audit and to the director of the SCA.

3. AUDIT RESULTS

3.1. DEVELOPMENT AND UPGRADE OF THE CYCLING NETWORK

3.1.1. ESTABLISHING THE PLAN DU RÉSEAU CYCLABLE

3.1.1.A. BACKGROUND AND FINDINGS

Planning a cycling network involves implementing consistent and sustainable develop-
ment strategies that meets several requirements, with the main ones being safety, land 
use planning and the needs of cyclists. There are three steps involved in planning a cycling 
network at the municipal level.

STEP 1: ASSIGNING RESPONSIBILITIES

Planning the development of a network first entails identifying the stakeholders invol-
ved and their working relationships with one another. These working relationships help 
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make everyone aware of issues pertaining to safety, land use planning and the needs of  
the community.

STEP 2: CONDUCTING A DIAGNOSIS

The city must provide a status report (a diagnosis) based on a thorough analysis of the 
issues in order to identify problems and opportunities. Through a review of best practices, 
we have identified three aspects to be considered and analyzed. 

First, the diagnosis must identify the safety issues and problems associated with cycling 
both on and off the existing cycling network, since both are used by cyclists, in the agglome-
ration’s territory. To assess the suitability of the existing cycling network, factors such  
as riding comfort, the state of bikeways and problematic intersections must be assessed. 

Regarding issues of land use planning, the following factors must be evaluated as part  
of the diagnosis:

• Population;

• Access to trip generators (places people travel to);

• The network’s level of connectivity;

• The existing cycling network’s capacity to serve the entire territory;

• Cycling barriers (draw up an inventory of obstacles );

• Routes used: Gain an overview of cycling trip habits using surveys or the Origine- 
Destination studies.

Last but not least, the transportation needs of cyclists need to be taken into account.  
Surveys among residents can be used to measure the use of the cycling network and 
obtain other important information about cycling habits. Counts are another way  
to determine the amount of traffic on a given bikeway. 

STEP 3: PREPARING THE PLAN 

Using the diagnosis, the next important step is to prepare a Plan du réseau cyclable  
by identifying the key routes to be developed or completed in order to connect neighbou-
rhoods and sectors separated by natural or man-made barriers. The key routes serve 
as roadside cycling corridors that must meet the needs of cyclists based on the density  
of areas in terms of population and type of housing. 

The Plan du réseau cyclable is also used to upgrade the existing network by taking into 
account the issues raised during the diagnosis (regarding safety, land use planning and 
needs of cyclists). 
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When planning the cycling network, it is important to use land development planning tools 
that are consistent with one another. For example:

• The city’s land use planning documents (Schéma d’aménagement et de développement 
du territoire, Plan d’urbanisme and borough chapters);

• The Plan de transport, which contains strategic statements on the development of  
the cycling network;

• The local transportation plans (local Plan de transport - to be produced by boroughs  
and related municipalities as set out in the Plan de transport);

• The Plan-cadre vélo (formal commitment by the municipal administration in support  
of cycling);

• The Plan directeur de gestion des déplacements.

As mentioned in the introduction of this report, the current and planned Plan du réseau 
cyclable presented in the Plan de transport was reviewed during the first 10 months of 
2014. The initial version of the Plan du réseau cyclable therefore dates back to 2008 when 
the Plan de transport was approved. 

During our audit, we looked at the Plan du réseau cyclable approved during the review 
by the urban agglomeration council in January 2015. More specifically, we assessed  
the degree to which the planning of the cycling network met the established priorities, 
land use and safety requirements and the needs of cyclists using the three-step process 
previously described.

Let us being by discussing the assignment of responsibility. The Division des transports 
actifs et collectifs of the Direction des transports was put in charge of reviewing the Plan du 
réseau cyclable. Meetings were held exclusively with boroughs and related municipalities 
in order to obtain the approval of a final concept. According to the information obtained, 
the Direction de l’urbanisme of the Service de la mise en valeur du territoire was not invol-
ved in the review process of the Plan du réseau cyclable, even though it is responsible for 
the land use development tools and was newly appointed to review the Plan de transport 
(since March 2014). Moreover, the Division de la sécurité et de l’aménagement du réseau 
artériel of the Direction des transports was not involved in the cycling network review 
process, despite its role as the head of security.

Second, regarding the conduct of a diagnosis, when reviewing the Plan du réseau cyclable, 
the authorities at the Direction des transports presented a positive report on the achieve-
ments of recent years (from 2008 to 2014), more specifically, the development of 250 km 
of bikeways added to the network since 2008 and the upgrade of some 10 or so kilo-
metres. During the diagnosis, the Direction des transports also noted the congestion of 
certain bikeways despite the implementation of several major projects.

We noted that during its review of the Plan du réseau cyclable, the Direction des transports 
did not have available for analysis information on safety issues and problems. During our 
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audit, in fact, the Direction des transports acknowledged that accident data were not used 
since they did not provide a comprehensive overview of the situation.

Regarding land use issues, the Plan du réseau cyclable was reviewed using the following 
planning criteria:

• To ensure the continuity and coherence of the current cycling network;

• To plan the development of the cycling network in a concerted manner that promotes 
cooperation among the boroughs and related municipalities;

• To consider the safety of cycling by taking into account street geometry, speed, traffic 
flow and visibility;

• To provide access to trip generators, including institutional, commercial, industrial and 
tourist hubs;

• To ensure the accessibility to major historical, cultural and recreational infrastructure;

• To ensure the integration of cycling into the public transit system by allowing access  
to metro stations and commuter train stations;

• To reduce travel time for cyclists by creating direct, fast, safe and accessible routes. 

We note that the above criteria are generic and do not make reference to a detailed 
methodological approach that could be used to guide the planning work. During our audit 
work, we found no evidence of a substantial and documented analysis of land use issues  
to which could have been integrated the results of the cycling network diagnosis. Accor-
ding to the information obtained, the data used by the Direction to establish a diagnosis 
were fragmentary.

Lastly, the review process of the Plan du réseau cyclable was not based on findings from 
research surveys for the purpose of evaluating the needs of cyclists nor on counts meant 
to assess the traffic on existing bikeways According to the information obtained, the last 
survey conducted among cyclists dated back to 2007 and few counters were installed 
along the network at that time.

Third, regarding the production of a revised Plan du réseau cyclable, the Direction des 
transports started by considering the Plan du réseau cyclable initially presented in the Plan 
de transport. Despite the lack of a comprehensive diagnosis of the cycling network, links 
that were initially planned were removed and new links were proposed by the Direction  
des transports, the boroughs and related municipalities.

Following the review exercise, the Plan du réseau cyclable (current and planned) presented 
in the June 2008 Plan de transport went from 800 km to 1,280 km, an increase of 480 km. 
After the review of the original Plan du réseau cyclable, a total of 50 km of bikeway was 
removed and 530 new kilometres were added. In January 2015, upon being approved by 
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the urban agglomeration council, the Plan du réseau cyclable featured 680 km of existing 
bikeways and 600 km of planned bikeways, for a total of 1,280 km.

Regarding the land use development planning tools previously mentioned, we noted that 
at the time of the review, some of the documents had already been taken into account 
during the development of the original Plan du réseau cyclable (the Plan de transport 
and the Plan d’urbanisme), while others had not yet been produced (the Plan-cadre vélo,  
the local transportation plans for the boroughs, the Schéma d’aménagement et de déve-
loppement du territoire and the Plan directeur du réseau cyclable). 

In conclusion, the review of the Plan du réseau cyclable carried out by the Direction  
des transports did not include all the business units that could have contributed to the 
diagnosis and analysis of the issues at hand. Furthermore, the review did not entail a dia-
gnosis of the state of the situation pertaining to safety, both on and off the network, land 
use planning and the needs of cyclists. It should be mentioned that the planning tools that 
could have guided the review process had not yet been completed. As a result, the review 
of the cycling network emphasized the absolute necessity of developing new bikeways 
in order to increase of the number of kilometres, given the priority of the municipal admi-
nistration at that time. The review of the Plan du réseau cyclable neglected issues related 
to the safety of the current bikeways and the need to identify which paths needed to be 
upgraded13. Moreover, the review exercise involving the Plan du réseau cyclable did not 
sufficiently demonstrate how the new planned bikeways were the best options in terms of 
security, land use planning and cyclists’ needs.

That being said, it is this reviewed version of the current and planned Plan du réseau cyclable 
that was approved by the urban agglomeration council in January 2015 and guided the 
project programming ever since. While not officially approved, the scheduled timeline for 
the development of the planned kilometres was approximately 10 to 12 years, depending 
on the hypotheses selected.

Since that time, however, decision makers have made a commitment to the safety of 
cyclists and pedestrians by committing to the “VISION ZÉRO décès et blessé grave” 
approach in September 2016. In September 2017, they also adopted the Plan-cadre vélo, 
which features 10 strategic orientations aiming to provide more efficient, innovative 
infrastructure adapted to the new reality of urban transportation. The goal is to encourage 
cycling in metropolitan Montréal and, more specifically, to increase the cycling’s modal 
share to 15% in the central boroughs over the next 15 years. In addition, the orientations 
recently approved by the CMM in its Plan directeur du Réseau vélo métropolitain (November 
2017) will also need to be taken into consideration by the city, more specifically the objec-
tive of achieving a modal share of 3.8% for the entire metropolitan area by 2031. This 
objective could have an impact on all boroughs of the city. All these new orientations 
adopted after the last review of the Plan du réseau cyclable no doubt have an impact on 
the Plan du réseau cyclable. Consequently, we believe that a new review of the current and 

13 Upgrade projects reflected issues raised by the diagnosis related to safety, land use planning  
 and the needs of cyclists.
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planned Plan du réseau cyclable should be done by way of integrating the new priorities of  
the municipal administration and requirements related to safety, land use planning and 
the needs of cyclists.

Given that several actions in the Plan-cadre vélo are to be carried out over a 15-year period, 
and that many pertain to the development of the cycling network, we believe that the 
notion of priority should be included in the next review of the Plan du réseau cyclable (e.g., 
planned routes to be built in the short, medium and long term). During our audit, in fact, we 
noted that the revised Plan du réseau cyclable presented in the current Plan de transport 
set out, at the time of its adoption, a target of 600 km of bikeways, but made no reference  
to any medium or long-term plan to achieve this end.

Moreover, at the time of our audit, the Direction de l’urbanisme du Service de la mise 
en valeur du territoire was working on updating the Plan de transport, which is to result 
in the city’s Plan de mobilité. We believe that the Plan du réseau cyclable should also  
be reviewed in collaboration with this department.

Given the recent orientations adopted by the authorities and those to come in the Plan  
de mobilité, we believe that the responsibilities among the various business units of  
the Direction des transports, the Direction de l’urbanisme of boroughs and related  
municipalities should be clearly defined to make judicious use of the expertise of each 
unit and ensure the contribution of all parties in reaching the objectives established by  
the authorities.

RECOMMENDATIONS

3.1.1.B. We recommend that the Service des infrastructures, de la voirie 
et des transports and the Service de la mise en valeur du territoire 
clearly define and communicate their respective responsibilities 
during the review of the current and planned Plan du réseau cyclable 
included in the Plan de transport and during the development of 
the city’s Plan de mobilité allowing each to play an effective role in 
achieving the objectives established.

3.1.1.C. We recommend that during the next review of the current and 
planned Plan du réseau cyclable included in the Plan de transport, the 
Service des infrastructures, de la voirie et des transports ensure 
that all aspects related to safety, land use planning and the needs of 
cyclists are taken into consideration in order to meet all the priorities 
approved by the authorities.

3.1.1.D. We recommend that the Service des infrastructures, de la voirie et des  
 transports set a timeline for the priorities of the revised Plan du réseau  
 cyclable presented in the Plan de transport in order to facilitate the  
 implementation of the projects by all stakeholders involved and, in  
 turn, the achievement of the established objectives.
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BUSINESS UNITS' RESPONSES

3.1.1.B. Service des infrastructures, de la voirie et des transports  
 et Service de la mise en valeur du territoire

[TRANSLATION] The Direction générale adjointe au développement,  
which includes the Service des infrastructures, de la voirie et des 
transports and the Service de la mise en valeur du territoire, initiated 
discussion on a review of the role and responsibilities of the Direction 
des transports and the Direction de l’urbanisme regarding transport 
and mobility planning. The goal of the current exercise is to develop and 
implement strategic orientations for transport and mobility planning 
(vision, mission, objectives). It will entail a review of management 
practices (work, communication and decision-making processes) and  
a clear division of responsibilities between the Service des 
infrastructures, de la voirie et des transports and the Service de  
la mise en valeur du territoire.

The responsibilities will be shared with the central business units and 
the boroughs. These will be set out in a clear service offering provided 
by both departments and include concrete examples. This will make it 
possible to review the management of transport and mobility planning  
as a whole, including the Plan du réseau cyclable. During the review 
of the Plan du réseau cyclable, an action plan will be developed. It will 
include SMART objectives with process and performance indicators 
and a clear action plan showing collaboration among the various units. 
(Planned completion: March 2019)

3.1.1.C.  Service des infrastructures, de la voirie et des transports

[TRANSLATION] All aspects relating to safety, land use planning  
and the needs of cyclists are taken into consideration in the various 
studies initiated by the city currently under way, including the study  
on the development of a Bicycle accessibility plan for downtown.

The Service des infrastructures, de la voirie et des transports will make 
sure it takes these aspects into account when next reviewing the current 
and planned Plan du réseau cyclable of the Montréal agglomeration, 
which will also include the planning of the Réseau express vélo. In the 
meantime, these issues will be taken into account in all similar studies 
conducted elsewhere in the Montréal agglomeration. 
(Planned completion: June 2018)
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3.1.1.D. Service des infrastructures, de la voirie et des transports

[TRANSLATION] Given the current administration’s focus on building 
a Réseau express vélo in coming years (most of which will be located 
downtown), the cycling infrastructure projects to be developed will 
need to be prioritized and included in the deployment strategy of the 
new network. This strategy will take into consideration other required 
planning initiatives, such as the update of the current and planned Plan 
du réseau cyclable of the Montréal agglomeration. This priority-setting 
exercise will also provide target completion dates for each of the major 
projects identified. (Planned completion: October 2019)

3.1.2. DATA USED IN THE PLANNING OF THE DEVELOPMENT  
 AND UPGRADE OF THE CYCLING NETWORK

3.1.2.A. BACKGROUND AND FINDINGS

Access to reliable and up-to-date information is important when it comes to conducting 
various diagnoses used in the planning of the cycling network. For example, traffic infor-
mation for a given bikeway can help target the needs of cyclists and ensure better safety. 
As another example, it is also important to consult data on the state of bikeways and 
their compliance with existing standards in order to plan upgrade projects. Data on the 
state of the network refer to the issue of riding comfort, while data on non-compliance 
with existing standards raise the issue of harmonization. In both cases, best practices 
relate to the safety of cyclists. Finally, it is important to have data on accidents involving 
cyclists, both on and off the cycling network, in order to gain an overall picture of the 
situation. The focus should be on information related to the location of serious or fatal 
accidents, but the analysis should also include all accident data in order to obtain a more 
comprehensive picture of the situation, so that effective safety measures may be planned 
and implemented. 

During our audit, we wanted to evaluate the extent to which the people in charge had 
access to reliable data on the following three aspects which could be analyzed and used 
to plan the development and upgrade work. 

DATA ON BIKEWAY TRAFFIC

At the time of our audit, there were 23 permanent counters on the cycling network, most 
of which were located in central boroughs. This type of data is useful for confirming the 
development potential of certain bikeways or checking winter traffic at a given location. 
While these data were not used during the 2014 review of the current and planned Plan 
du réseau cyclable, the Direction des transports informed us that they would be used to a 
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greater extent following the adoption of the Plan-cadre vélo by the urban agglomeration 
council in September 2017. Let us recall that the objective of this plan is to increase bicy-
cle use in metropolitan Montréal and, more specifically, cycling’s modal share to 15% in 
central neighbourhoods. We believe that the Direction des transports has taken measures 
to obtain the data needed to measure traffic. However, we are of the view that it will need 
to demonstrate that the counter data are actually used when planning the development 
and operation of the cycling network, especially since the measures announced under  
the Plan-cadre vélo includes the deployment of bike traffic counters with displays.

DATA ON THE STATE OF THE NETWORK AND ITS COMPLIANCE WITH 
STANDARDS

Our audit work revealed that the Direction des transports did not have data enabling it to 
gain an overall picture of the state of the cycling network and its level of compliance with 
standards. Since the adoption of the Plan de transport by the urban agglomeration council, 
the Direction des transports has focused primarily on the development of new bikeways, 
but did not need to use these data for upgrading purposes, since measurable objectives 
had only been set for development projects. The Direction des transports recognizes the 
need to have such data available for the purpose of upgrading the cycling network and, as 
such, actions were recently taken in this regard. However, much work remains to be done. 

Regarding the state of bikeways, the Direction des transports has participated financially 
in the production of a “Guide d’auscultation des voies cyclables” and a “Guide de gestion 
et d’entretien de voies cyclables” in partnership with the CERIU14. Both guides will soon be 
published. 

Regarding compliance with the standards of the existing cycling network, the Direction 
des transports does not have any data for the network as a whole. Currently, the applicable 
regulatory framework consists of standards established by the Ministère des Transports, 
de la Mobilité durable et de l’Électrification des transports (MTMDET). These standards 
pertain to the design of bikeways, signage and markings. Some are mandatory (design 
of the infrastructure), while others are not (signage and markings). The Direction des 
transports recognizes all the standards set by the MTMDET. In addition, given the exper-
tise it has acquired over the years, combined with the best practices set out in the Vélo  
Québec guide entitled “Aménagement en faveur des piétons et des cyclistes”15, the Direc-
tion des transports has set its own internal standards adapted to the Montréal context.  
The Direction des transports is currently working on the development of a "Guide d’amé-
nagement durable des rues." This guide on the sustainable development of streets, 
harnesses expertise from various fields involved in developing the public space to identify 
the best planning practices. One of the sections of the guide deals with the design of 
bikeways. It should be available in 2018. 

14 Centre d’expertise et de recherche en infrastructures urbaines.
15 Vélo Québec is now working on a updated version of the “Aménagement en faveur des piétons  
 et des cyclistes” guide.
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In conclusion, actions are under way, but to have a strong program on the upgrade of 
the cycling network, we believe that the Direction des transports needs to establish a 
methodology to collect, compile and analyze data on the state of bikeways and their 
level of compliance or non-compliance with the standards. This should meet one of the 
measures of the Plan-cadre vélo adopted in 2017 regarding the continuous improvement  
of the network (compliance with standards). In the meantime, as long as the Direction des 
transports does not have an overall picture of the state of its bicycle paths and their level 
of compliance with the standards, we believe that it will be very difficult to establish and 
monitor performance objectives for these aspects. Consequently, this situation will make 
it more difficult to reach the objective of increasing cycling’s modal share and improving 
the safety of cyclists as part of the city council’s commitment to the “VISION ZÉRO décès 
et blessé grave” approach. 

DATA ON ACCIDENTS INVOLVING CYCLISTS

The Bureau de la sécurité des déplacements, reporting to the Division de la sécurité et 
de l’aménagement du réseau artériel under the Direction des transports, is responsible 
for the development and operation of the data management tools on safety used by all 
city departments. At the time of our audit, accident reports produced by police for the 
agglomeration as a whole were recorded in the Société de l’assurance automobile du 
Québec (SAAQ) database and were then forwarded to the Bureau de la sécurité des dépla-
cements for geo-localization. It should be noted that this involves all types of accident 
reports (cars, pedestrians and cyclists).

According to the people interviewed, a great deal of information is available in this 
database (e.g., data on car dooring16), but is not used for planning purposes. The database 
is currently used by the Bureau de la sécurité des déplacements to respond to specific 
requests from the boroughs or from other business units (e.g., number of accidents at a 
given intersection). It would appear that the Bureau de la sécurité des déplacements is 
constantly in emergency mode and, as such, is not able to establish an overall picture of 
the safety of the cycling network for the agglomeration in accordance with the mandate it 
was given in 2013. Without an overall picture of the safety of cyclists, it will be difficult to 
determine measures and programs aiming to achieve accident reduction targets. Let us 
specify that in 2010, a picture of road safety on the Island of Montréal was prepared for the 
Direction des transports. According to the people in charge at the Bureau de la sécurité 
des déplacements, this document needs to be updated.

Moreover, according to the Bureau de la sécurité des déplacements, while the database 
does contain a great deal of information, the current data compiled are fragmentary.  
For example, it is not possible at present to evaluate the performance of different types of 
cycling infrastructure from a safety standpoint. In another example, the data are limited 
since they come solely from police reports. Other information could be relevant, such 

16 Hitting a cyclist or causing him to fall or colliding with another vehicle by opening a car door  
 without first checking for oncoming traffic.
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as data from Santé publique sources pertaining to the severity of injuries or information 
from auto insurance companies. It would be important to collect all this data related  
to accidents in order to have a more comprehensive picture of cycling safety.

RECOMMENDATIONS

3.1.2.B. We recommend that the Service des infrastructures, de la voirie 
et des transports demonstrate that the counter data from the 
counters installed on the cycling network are actually used for 
planning purposes in order to achieve the objectives adopted  
by the authorities to ensure the development and safety of  
the cycling network.

3.1.2.C. We recommend that the Service des infrastructures, de la voirie 
et des transports implement a methodology to collect, compile 
and analyze data on the state of the cycling network and its 
compliance with the standards in order to have an overall picture 
of the current cycling network, which could be used to develop  
an upgrade program in accordance with the orientations adopted 
by the authorities.

3.1.2.D. We recommend that the Service des infrastructures, de la voirie  
et des transports ensure that the database on road safety 
includes all information required for the analysis of accidents 
involving cyclists in order to facilitate the focus on safety when 
planning and managing the cycling network and support the 
objectives of the “VISION ZÉRO décès et blessé grave” approach.

3.1.2.E. We recommend that the Service des infrastructures, de la voirie 
et des transports develop an updated picture of accident data for 
Montréal as a whole, more specifically those involving cyclists, 
in order to determine measures and programs that could help 
support the goals of the “VISION ZÉRO décès et blessé grave” 
approach adopted by city council in September 2016.

BUSINESS UNIT’S RESPONSES

3.1.2.B. Service des infrastructures, de la voirie et des transports

[TRANSLATION] The Service des infrastructures, de la voirie et des 
transports plans on installing approximately twenty new counters in  
the next few years, in addition to the existing 23. The data collected will 
be used by the Service des infrastructures, de la voirie et des transports 
to determine cycling traffic on the current cycling network and the risks 
associated with congestion in certain sectors.  
(Planned completion: November 2018)
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On this front, an assessment will be produced twice a year: one dealing 
with cycling traffic during the summer, the other during the winter 
(retention rate). (Planned completion: May 2019)

The review of the current and planned Plan du réseau cyclable of  
the Montréal agglomeration will enable the planning of other cycling 
routes along parallel corridors in order to maintain the smooth flow of 
bicycle traffic and avoid the risk of conflicts due to an excess of cyclists. 
(Planned completion: September 2019)

It should also be noted that a discussion is under way regarding options 
for a new mobile app for cyclists. The app would be used by cyclists  
to learn more about their daily route. The data collected could then be 
used for the planning of Montréal’s cycling network.  
(Planned completion: September 2020)

3.1.2.C. Service des infrastructures, de la voirie et des transports

[TRANSLATION] The “Guide d’auscultation des voies cyclables,” produced 
in October 2017 in partnership with the Centre d’expertise et de recherche 
en infrastructures urbaines, led to the development of an inspection 
protocol that is now used to collect and compile data on the state of  
our bikeways. (Planned completion: completed)

The mandate to inspect the state of the cycling network will involve 
a quote that will include an assessment of compliance with existing 
standards. (Planned completion: October 2018)

A second initiative with the Centre d’expertise et de recherche en 
infrastructures urbaines is now under way. It involves the development  
of the “Guide de gestion et d’entretien des voies cyclables,” which will  
be used to analyze the data collected on the state of our bikeways in 
order to plan an upgraded infrastructure program in accordance with  
the strategic orientations adopted by the authorities.  
(Planned completion: April 2019)

3.1.2.D. Service des infrastructures, de la voirie et des transports

[TRANSLATION] As part of the development of the “VISION ZÉRO décès 
et blessé grave” action plan, the Bureau de la sécurité des déplacements, 
subject to additional resources being made available, will evaluate 
complementary sources of information (data on hospital admissions, 
ambulances and incidents) along with data from accident reports 
produced by the Service de police de la Ville de Montréal in order  
to enhance the database on accidents involving cyclists and thereby 
facilitate the integration of safety into the planning of the cycling  
network management.
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As part of the consultations held by the Société de l’assurance 
automobile du Québec on Bill 165, the city included in its brief a 
request to review the definition of accident to include collisions with 
parked vehicles, such as cases of car dooring. This would further help 
to enhance the accident database. When the Bill was assented to on 
April 18, 2018, this recommendation was not retained by the provincial 
government. (Planned completion: June 2020) 

3.1.2.E.  Service des infrastructures, de la voirie et des transports 

[TRANSLATION] As part of the development of the “VISION ZÉRO décès 
et blessé grave” action plan, the Bureau de la sécurité des déplacements, 
subject to additional resources being made available, will compile 
information on all collisions including those involving cyclists, in order  
to have an up-to-date overview and identify situations with a high risk  
for fatalities or serious injuries, for the purpose of determining the 
measures and programs that will achieve the commitments made  
under the “VISION ZÉRO décès et blessé grave” approach.  
(Planned completion: October 2019) 

3.1.3. ANNUAL DEVELOPMENT AND UPGRADE PROGRAMMING  
 OF CYCLING NETWORK PROJECTS

3.1.3.A. BACKGROUND AND FINDINGS

During our audit, we wanted to ensure that the development and upgrade of the network 
were subject to annual planning in accordance with established priorities and require-
ments in terms of safety, land use planning and the needs of cyclists.

Given the adoption of a revised Plan du réseau cyclable by the urban agglomeration coun-
cil, the projected bikeways (600 km) were to be included in the programming over a period  
of 10 to 12 years, depending on the hypothesis used. Since one of the priorities of the Plan 
de transport was to bring up to standards the existing cycling network, upgrade projects 
were also to be included in this programming. In our view, the selection of planned pro-
jects should be carried out based on priorities selected according to objective criteria.

When producing the annual programming of bikeway development and upgrade projects, 
the Direction des transports (the Division des transports actifs et collectifs) establishes 
an annual for a two-year period (e.g., 2016-2017 plan). The project selection process is 
done two years prior to the targeted period (e.g., the project selection process for 2016-
2017 started in 2014).

The annual project programming basically focuses on completing the Plan du réseau 
cyclable adopted by the urban agglomeration council. Since 2014, the municipal admi-
nistration has set the goal of developing 50 km of new bikeways every year. To do so, 
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the Direction des transports (the Division des transports actifs et collectifs) identifies 
projects, which include requests from boroughs, related municipalities, policymakers and 
Vélo Québec. In terms of upgrades to the network, projects are included in the program-
ming at the request of boroughs or related municipalities, but the proportion is very low 
since no objectives have been set in this regard. The feasibility of potential development 
and upgrade projects is assessed based on knowledge of road conditions, traffic, signage, 
parking, geometry and recorded accident and also reflect the need to coordinate and inte-
grate these projects with other initiatives. Only those projects that can be completed within 
a two-year window are retained and included in the [TRANSLATION] “initial programming”.

The selected projects are subsequently analyzed to determine the implementation 
options available (e.g., integrating the bicycle path project to an infrastructure project, 
going forward with the bicycle path project only or making a temporary bicycle path until 
a project is ready for implementation). The projects selected are included into the [TRANS-
LATION] “preliminary programming”.

Before including projects into the final programming announced to the public, the Direc-
tion des transports (the Division des transports actifs et collectifs) is required to clearly 
define the projects selected. Studies involving input from other business units may be 
required, as the case may be. For example: surveying (the Division de la géomatique of 
the Direction des infrastructures), soil characterization (the Division expertise et soutien 
technique of the Direction des infrastructures), environmental studies, some impact 
studies (the Division de l’exploitation du réseau artériel – the Direction des transports).  
It is also during this phase that the Direction des transports (the Division des transports 
actifs et collectifs) selects the type of cycling infrastructure (see Appendix 5.2) according 
to recognized standards and prepares the various plans required (traffic lights, marking, 
lighting, geometry). Depending on the type of infrastructure selected or type of project to 
be integrated into other similar works, some projects will be submitted to the Direction 
des infrastructures, while others will be carried out by the Direction des transports (e.g., 
designated paving projects that only involve marking). The final programming of bicycle 
path projects will include the projects confirmed by the Direction des infrastructures and 
those to be carried out by the Direction des transports.

In light of the process we have described, we note that the main selection criterion for 
development projects is mileage, combined with the feasibility of the project over a short 
period of time. We are of the view that the projects selected as part of the 2016-2017 
programming reflected the priorities of the administration since mileage was the only 
objective used. However, the Direction des transports (the Division des transports actifs 
et collectifs) used no other criterion to prioritize its final selection. Regarding upgrade 
projects, we note here too that no selection criteria are used to guide the identification 
and choice of projects.

The cycling network development and upgrade projects to be included into the annual 
programming were not selected and prioritized using safety as a criterion. According 
to the information obtained, the Direction des transports (the Bureau de la sécurité des 
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déplacements) does not offer support when it comes to selecting projects from those 
presented in the revised Plan du réseau cyclable, or for prioritizing these projects based 
on security requirements or on the choice of infrastructure. Accident data are therefore 
not used when selecting the priority projects. However, the Direction des transports  
(the Division des transports actifs et collectifs) consults accident data once the projects 
have been included in the annual programming.

Based on the information obtained, the cycling network development and upgrade pro-
jects to be included into the annual programming were not selected and prioritized using 
safety, land use planning or the needs of cyclists as criteria. 

Given that the revised Plan du réseau cyclable is still in force and that new measures related 
to the need to increase cycling’s modal share in central boroughs have been retained 
following the adoption of the Plan-cadre vélo, we believe that criteria other than mileage 
should be used. Consequently, we are of the view that the identification and choice of 
projects selected for the next annual programming should reflect objective criteria related 
to safety, land use planning and the increase of cycling’s modal share in order to align with 
the orientations of the municipal administration.

RECOMMENDATION

3.1.3.B. We recommend that the Service des infrastructures, de la voirie 
et des transports establish objective criteria based on safety, land 
use planning and increase of cycling’s modal share to determine 
the projects to be selected and included in the annual programing 
of development and upgrade projects for the cycling network in 
keeping with the orientations of the municipal administration.

BUSINESS UNIT’S RESPONSE

3.1.3.B. Service des infrastructures, de la voirie et des transports

[TRANSLATION] To comply with the new strategic orientations of  
the municipal administration, the Service des infrastructures, de la voirie 
et des transports will establish new criteria and objectives to guide  
the choice of projects that will be included in the annual development 
and upgraded infrastructure programming for the cycling network,  
in keeping with these recommendations:

• 3.1.1.D. the priority time table of the Plan vélo;

• 3.1.2.C. data on the state of the network and its compliance with 
standards;

• 3.1.2.E. updated overview of accident data;

• 3.2.C. estimated project costs. (Planned completion: September 2019)
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3.2. SUMMARY COST ESTIMATES FOR PLANNING PURPOSES

3.2.A. BACKGROUND AND FINDINGS 

When establishing the programming, all potential bicycle path projects (development and 
upgrades) should be accompanied by a summary cost estimate to determine their order of 
magnitude. The cost factor could even be a criterion to consider when selecting projects. 

To better understand the purpose of a summary cost estimate in the planning process and 
distinguish it from a detailed estimate, here is a brief description of the process. It should 
be noted that the two types of estimates do not have the same degree of detail nor the 
same purpose. 

• To start, the Direction des transports (the Division des transports actifs et collectifs) is 
responsible for the “Programme de développement et de mise à niveau du réseau cyclable 
de l’agglomération17” included in the TCWP. It oversees the budget, timeline and tracking 
of projects. To this end, when planning a project, it prepares a summary cost estimate 
in order to determine the required budget. This summary cost estimate is based on the 
type of bicycle path infrastructure involved, related work needed and overall cost per 
kilometre. The amount of the summary estimate is included in the information sent  
to the Direction des infrastructures, once it is tasked with preparing the plans and  
specifications. 

• Detailed cost estimates are prepared by the Direction des infrastructures. Under the 
current process, a detailed estimate is produced when the plans and specifications are 
being prepared, which is before the calls for tenders are announced. They are used to 
validate the project budget. Another detailed estimate known as the “control estimate” 
is prepared during the call for tenders. It is compared with the bids received and used  
to award the contract. 

It should be noted that the process of establishing the detailed estimate was not the  
subject of this audit. Our audit focused only on the summary cost estimates prepared by 
the Direction des transports (the Division des transports actifs et collectifs). We evaluated 
whether such cost estimates had been produced during the planning phase, so that they 
could be used to prioritize one project over another and plan the distribution of the pro-
gram’s budget envelope. 

During our audit, the people interviewed reported that summary estimates were not always 
prepared and that the overall reference costs used were based on historical costs from 
2003 to 2007. Given that we examined projects included in the programming for 2016-
2017 and 2017-2018, we are of the view that the overall cost schedule did not correspond 
to the market value. This may have an impact on the usefulness of the summary esti-
mates. Although a new version of overall costs based on 2016 figures was made available 

17 In 2018, the program is entitled “Réseau express vélo et développement du réseau cyclable”.
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in January 2018, we believe that the Direction des transports (the Division des transports 
actifs et collectifs) should have used actual market costs for the programs audited. 

Using files of the project programming for the years 2016-2017 and 2017-2018, we  
examined six projects involving one of the four boroughs selected. Here are our findings: 

• The project programming files did not always indicate the summary cost estimate  
(two in six cases);

• There was no documentation (electronic or paper) to indicate the date of the estimate or 
demonstrate the use of the overall cost schedule (justifications when the estimate does 
not match the established cost schedule), units of measure (e.g., length of the section 
evaluated) or the assumptions considered;

• Of the summary estimate amounts listed in the mandates sent to the Direction des 
infrastructures, some were underestimated compared to the costs set out in the overall 
cost schedules. We were unable to obtain a satisfactory explanation for these gaps 
(three in four cases):

• Of the summary estimate amounts listed in the mandates sent to the Direction  
des infrastructures, some were significantly underestimated compared to the control 
estimate used to evaluate bids (two in four cases with a gap greater than 100%).

In conclusion, we note that summary cost estimates are not always prepared. When 
they are, they are not documented, and, as a result, it is not possible to track the overall 
costs and assumptions used. In addition, while the summary estimates established at the 
draft project phase do not provide the same level of accuracy as detailed estimated, the 
under-evaluations of the summary estimates compared to the detailed estimates indicate 
that they were not based on overall costs that correspond with the market value or that 
certain assumptions had not been taken into consideration. Consequently, we believe that 
at the planning phase, the Direction des transports (the Division des transports actifs et 
collectifs) is not able to prioritize one project over another based on cost. 

We also noted that the summary cost estimates were not used for planning the budget 
envelope. Rather, we found that the exercise involved the [TRANSLATION] “over-program-
ming” of projects to reach the 50 km objective. For projects already confirmed following 
the awarding of contracts during the previous fiscal year, the costs retained matched 
the contract costs. For other projects selected, the amounts were indicated, but did not 
match the summary estimates listed in the programming files. The fiscal year thus invol-
ved [TRANSLATION] “over-programming” in terms of kilometres and budget. To date, this 
situation has not resulted in any budgetary problems, since certain major projects were 
not implemented during the year. They were replaced with other cycling infrastructure 
projects, but the project cost was not the motivating factor for the change, but rather 
the likelihood of the project being implemented in order to reach the mileage objective  
(e.g., designated pavement). 
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Given that more complex, and likely more expensive, projects are planned for the coming 
years, we believe that the choice of projects should take into account the summary cost 
factor in order to determine the annual budget envelopes to be allocated and also by way 
of complying with the priorities of the municipal administration.

RECOMMENDATIONS

3.2.B. We recommend that the Service des infrastructures, de la voirie 
et des transports use an up-to-date cost schedule to establish 
summary cost estimates for cycling path development and 
upgrade projects to ensure that they reflect overall planning 
orientations and market costs.

3.2.C. We recommend that the Service des infrastructures, de la voirie 
et des transports adopt a guideline on briefly documenting the 
summary cost estimates at the draft project phase. It would 
include the underlying assumptions and the date of the evaluation 
and be used to support the selection of projects at the planning 
phase.

3.2.D. We recommend that the Service des infrastructures, de la voirie  
et des transports prepare a summary cost estimate each time  
a project is selected for the annual programming of cycling 
network development and upgrade projects in order to ensure  
that the allocated budget envelope is used appropriately.

BUSINESS UNIT’S RESPONSES

3.2.B. Service des infrastructures, de la voirie et des transports

[TRANSLATION] Drawing on the cost schedule currently used to estimate 
projects and on past experience, it will be possible to update the cost 
schedule and establish summary estimates for the development and 
upgraded infrastructure projects of bikeways so that it reflects  
the overall land use planning requirements and market pricing.  
(Planned completion: October 2019)

3.2.C. Service des infrastructures, de la voirie et des transports

[TRANSLATION] As recommended, the Service des infrastructures, 
de la voirie et des transports will adopt a guideline presented as an 
internal notice meant to provide more information on the summary cost 
estimates at the draft project phase. It will also include the underlying 
assumptions and the date of the evaluation and will be used to support 
the selection of projects at the planning phase.  
(Planned completion: October 2019)
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3.2.D. Service des infrastructures, de la voirie et des transports

[TRANSLATION] Based on recommendations 3.2.B. (cost schedule) and 
3.2.C. (guideline), it will then be possible to prepare a summary cost 
estimate each time a project is selected for the annual programming of 
cycling network development and upgraded infrastructure projects in 
order to ensure that the allocated budget envelope is used appropriately. 
(Planned completion: December 2019)

3.3.  TRACKING THE IMPLEMENTATION OF DEVELOPMENT  
 AND UPGRADE PROJECTS

According to the guideline entitled “Clarification des rôles et responsabilités des requé-
rants et exécutants dans le cadre de la planification et de la réalisation des projets/ 
programmes d’immobilisations” adopted by the city manager in May 2015, applicants 
are responsible for implementing projects/programs as a whole and reporting on them.  
Applicants are therefore responsible for project/program planning and tracking, as well as 
for the scope, timeline and tracking of costs (including forecasts). 

Project/program performers are responsible for ensuring compliance with the terms of 
the project agreement, including the funds made available to them. As such, they are 
accountable for the quality, progress and cost (including the forecasts) and the imple-
mentation of the project assigned to them.

Accountability reporting for the contract signed by an applicant and performer will  
be based on the terms of the agreement, including the nature of the project/program, 
timeline, costs of the work and any other important factors included in the agreement.

For the task at hand, we used the Programme de développement et de mise à niveau du 
réseau cyclable d’agglomération. During the audit, we wanted to evaluate the tracking and 
control mechanisms implemented to ensure the sound management of cycling network 
development and upgrade projects in terms of timelines, costs and project implementa-
tion as planned.

TIMELINES

First, we will address the mechanisms implemented by the Direction des transports  
to track the timeline for the completion of the revised current and planned Plan du réseau 
cyclable adopted by the urban agglomeration council in January 2015. Given that the 
challenges associated with adding new cycling infrastructure had become increasingly 
difficult due to their complexity and costs, the Plan du réseau cyclable needed to be revised 
to open the network up to new projects. Let us recall that at the time of its adoption, 
the network totalled 1,280 km, including 600 km of existing lanes and 600 km of new 
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planned lanes. Although in January 2015, the urban agglomeration council did not present 
an official timeline for the completion of the cycling network, the municipal administration 
set an objective of developing 50 km of bikeways per year. Given this annual objective, 
the overall timeline spanned 12 years18 (until 2027), but on the condition that the pace of 
implementation (in terms of kilometres) be maintained. In June 2016, the urban agglome-
ration council had just officially addressed the timeline for the development of the cycling 
network through its Sustainable Montréal 2016-2020 Plan. In fact, to reduce greenhouse 
gas emissions and our fossil fuel dependency, the Plan featured the addition of 270 km  
to the cycling network during the 2016-2020 period, for a total of 1,000 km by 2020.

Given the annual development objective set by the municipal administration, the following 
table (Table 1) presents the implementation targets included in the budget documents of 
the Direction des transports for 2015 to 2017.

To reach the annual objective set for the development of new bikeways and ultimately 
complete the 1,280 km network, the Direction des transports is [TRANSLATION] “over- 
programming” projects that can be implemented over a two-year period. In fact,  
the programming includes a series of projects totalling more than 50 km. If some projects 
cannot be completed for one reason or another, there is the possibility of replacement 
projects to ensure that the 50 km objective is reached, as follows: 

• For 2016-2017: 91 projects were listed in the project portfolio totalling a potential 
98.8 km, while the programming announced featured 63 projects for a total of 76.4 km;

• For 2017-2018: 128 projects were listed in the project portfolio totalling a potential 
157.6 km, while the programming announced featured 58 projects for a total of 81.9 km.

The following table presents the results obtained following the measures taken by  
the Direction des transports to reach the annual development objective.

18 Total projected kilometres in January 2015-annual objective: 600 km/50 km.
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For the three years, we note that the Direction des transports reached its targets.  
However, since the results include upgrades, we observe that the annual development 
objective set by the municipal administration (50 km/year) was not reached in 2015 but 
was reached in 2016. The 2017 results cannot be compared since they are based on  
the first eight months of the year and the projects had yet to be completed. 

These results indicate that the 2016 annual development objective was attained due 
to the [TRANSLATION] “over-programming” of projects. In our view, however, it is also 
because when the revised Plan du réseau cyclable in the Plan de transport was adopted, 
600 km of 1,280 km (47%) could be developed. It is also because the Direction des trans-
ports opted for temporary projects, such as pavement markings (e.g., designated shared 
roadways, bike lanes) until the implementation of major projects. We believe, however, 
that it will become increasingly difficult to use [TRANSLATION] “over-programming” as a 
way of reaching the annual development objective. On the one hand, the proportion of 
new bikeways to be developed will go down, and on the other, cycling projects will be 
increasingly complex to develop. As a result, it will become more and more difficult to 
reach the annual development objective of 50 km if other resources are not added and 
this could delay the overall timeline for the completion of the cycling network approved 
by the urban agglomeration council. Consequently, in order to track the overall timeline 
governing the completion of the cycling network, we believe it would be advisable to 
prepare a long-term plan for projected cycling network projects and establish priorities 
in this overall timeline. It should be noted that section 3.1.1 of this report features a 
recommendation on the concept of priority setting.

Moreover, regarding upgrades to the next existing cycling network, while a few projects 
are already included in the annual programming, we have noted that they are not tracked 

TABLE 1 –  STATUS REPORT ON THE DEVELOPMENT OF  
 THE CYCLING NETWORK (IN KILOMETRES) 
 2015 TO 2017

2015 2016 2017 
(EIGHT MONTHS)

Development target[A] 50 50 58 

Completion of new infrastructure 41.6 51.2 15.1

Upgraded infrastructure 9.9 6.4 2.9

Projects under way 33.2

Planned projects 6.8

TOTAL COMPLETED 51.5 57.6 58.0

[A] Source: Budget documents for the Service des infrastructures, de la voirie et des transports.
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on any timeline to ensure the achievement of the objectives established. In order  
to set such an objective, the Direction des transports must first have on hand data on 
the state and level of compliance with the standards of the current cycling network.  
The issue of lack of data to assess the state of the existing cycling network and its level 
of compliance with the standards has already been addressed in section 3.1.2. 

COSTS

Second, we will address the mechanisms implemented by the Direction des transports 
to track the costs of the Programme de développement et de mise à niveau du réseau 
cyclable d’agglomération. To do so, we have compared the real costs of the Programme 
de développement et de mise à niveau du réseau d’agglomération incurred to date with  
the amount it should have cost to complete the review of the cycling network, as per  
the estimates established by the Direction des transports. 

To start, regarding the cost estimates, the Plan de transport adopted in 2008 set out 
$50  million to complete 400 km of new bikeways over seven years (2008-2014) and 
bring the cycling network up to 800 km, for a cost of $125,000 per kilometre. The Plan de 
transport also included a sum of $23 million to upgrade the cycling network over a period 
of 10 years ($15.5 million from 2008 to 2017 and $7.5 million after 2017). Moreover, in 
January 2015, when the revised current and planned Plan du réseau cyclable presented 
in the Plan de transport was adopted, an estimated sum of $150 million earmarked for 
the development of the remaining 600 km, for a total of $250,000 per kilometre, were 
presented to decision makers without, however, mentioning an official timeline. 

Regarding allocated budgets and real costs since the creation of the program - from 
January 1, 2008 to December 1, 2017 - the sums approved in the TCWP reached 
$103.4  million and real expenses were $81.9  million. During this period, 421  km of 
bikeways were added for a total cycling network spanning 846 km at the end of 2017. 
Another 434 km needed to be added to complete the revised cycling network approved 
by the urban agglomeration council (34% of 1,280 km). We have attempted to reconcile 
the initial estimates with the actual expenditures. Based on cost estimates, the addi-
tion of the new kilometres should have cost $71.6 million, but it cost $81.9 million.  
We note, however, that these results are not quite comparable, since the actual expen-
ditures includes the upgrade of 32 km of existing bikeways. In fact, the tracking mecha-
nisms in place do not allow us to distinguish the development costs from the upgrade 
costs. In our view, this situation fails to provide the information needed to assess the 
sums invested to date for the development of new bikeways compared to those invested 
for their upgrade. Since the upgrade of the existing cycling network is included in the 
Plan-cadre vélo, the implementation of such projects can be expected to become more 
and more important in coming years. Consequently, we believe that measures should be 
taken to allow managers to distinguish costs associated with each program component. 

Moreover, given that the number of kilometres that need to be developed and considering 
the strategic orientations involving the development of the cycling network have changed 
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since the review of the current and planned Plan du réseau cyclable integrated to the Plan 
de transport, we believe that the investments required to complete the cycling network 
of the agglomeration should be periodically estimated in order to be capable of making 
best decisions at the right time. In fact, the Plan-cadre vélo focuses on the development 
of protected bikeways and other types of new infrastructure (e.g., vélorues) to improve the 
safety and comfort of cyclists, which risks increasing the ratio of infrastructure that are 
more complex and expensive to build. 

PROJECT IMPLEMENTATION

Third, we will address the mechanisms implemented by the Direction des transports 
(the Division des transports actifs et collectifs) to track the implementation of pro-
jects included in the Programme de développement et de mise à niveau du réseau cyclable  
d’agglomération. To do so, we examined the management tools used to plan the  
programming, track projects and control costs. 

The management tools used are Excel files that have several tabs and require the entry 
of the same data multiple times. Many users enter data into the files, yet the author and 
data entry date are not included. Since this is a collective work tool for the Direction des 
transports (the Division des transports actifs et collectifs), all employees should have 
the same mode of functioning. We believe that the current situation involves an elevated 
risk for errors. In our opinion, project tracking files should be protected and their access 
should be restricted in order to avoid data entry errors and omissions.

Moreover, every year, a new Excel file is created for the annual programming (e.g., annual 
2016-2017 programming). It features the list of projects comprising the [TRANSLATION] 
“over-programming” and the corresponding implementation schedules (for both deve-
lopment and upgrade projects). For each of the projects, the borough or related muni-
cipality, location, type of cycling infrastructure and number of kilometres are provided. 
Throughout the implementation, project managers report on the status of the project 
(e.g., completed, under way, delayed, struggling, abandoned). 

During our audit, we noted that the tool used did not facilitate the tracking of the time-
line, costs or progress of the project. In terms of timelines, we noted that the tool did 
not include the actual project start and end dates. In addition, it could not track the 
various projects assigned to the Direction des infrastructures, Direction des transports 
business units or Rosemont–La Petite-Patrie borough for pavement marking jobs. 

In terms of cost tracking, we noted that the actual project costs were not included in 
the management tool. In our view, this situation does not provide a detailed history used 
to distinguish development costs from upgrade costs, conduct analyses or report on 
the management of the projects. Mechanisms should be put in place to ensure that  
the actual project costs are compiled in the project management tool. 
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In conclusion, we are of the view that the tool used does not facilitate the management 
of the projects, nor does it enable the production of management reports that could be 
used to monitory the timeline, costs and execution of the work.

RECOMMENDATIONS

3.3.A. We recommend that the Service des infrastructures, de la voirie 
et des transports periodically estimate the investments needed to 
fulfil the strategic orientations of the authorities (e.g., remaining 
kilometres, “VISION ZÉRO décès et blessé grave” approach,  
Plan-cadre vélo, etc.), for both development and upgrade projects, 
to ensure that the right decisions at the right time.

3.3.B. We recommend that the Service des infrastructures,  
de la voirie et des transports implement mechanisms to compile 
the actual project costs in a program management software tool  
in order to have a detailed history that can be used to distinguish 
development costs from upgrade costs, conduct analyses  
and report on the project cost management.

3.3.C. We recommend that the Service des infrastructures, de la voirie 
et des transports acquire a secure project tracking tool that would 
include all relevant data and facilitate the tracking of timelines 
and costs and the production of management in order to be able 
to report of project implementation.

BUSINESS UNIT’S RESPONSES

3.3.A. Service des infrastructures, de la voirie et des transports

[TRANSLATION] In 2017, the administration adopted the Plan du réseau 
cyclable, which focused on identifying the actions needed to increase 
cycling’s modal share and improve mobility on the territory. This plan 
will be upgraded to include the new Réseau express vélo and will be 
accompanied by a deployment strategy that will include the resources 
and investments needed and the implementation schedule.  
The investments needed will subsequently be taken into consideration 
when developing the three-year capital works programs.  
(Planned completion: March 2020)

3.3.B. Service des infrastructures, de la voirie et des transports

[TRANSLATION] In order to have access to a history of costs of 
development projects compared to upgraded infrastructure projects,  
a mechanism to separate the actual cost of development projects from 
upgraded infrastructure projects will be put in place, thus improving 
the management and control of project costs. Significant headway 
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has already been made in compiling actual project costs given the 
administrative requirements of the provincial government subsidy 
programs for the development of the cycling network, which the city uses 
to fund nearly 50% of its projects. (Planned completion: December 2019)

3.3.C. Service des infrastructures, de la voirie et des transports

[TRANSLATION] The Service des infrastructures, de la voirie et  
des transports will continue to evaluate available options for the 
acquisition of a secure project tracking tool that would include all 
relevant data and facilitate the tracking of timelines and costs and  
the production of management reports on project implementation status. 
(Planned completion: December 2019) 

3.4. RECOGNIZING EXPERTISE IN THE DEVELOPMENT AND  
 UPGRADE OF THE CYCLING NETWORK

3.4.A. BACKGROUND AND FINDINGS

As mentioned in previous sections, the Division des transports actifs et collectifs of the 
Direction des transports has been responsible for the development and upgrade of the 
cycling network since the adoption of the Plan de transport. This Division has overseen 
the development of more than 421 km of bikeways over nearly 10 years. In addition, it is 
also in charge of updating the Plan du réseau cyclable approved in January 2015. More 
recently, it also produced the Plan-cadre vélo, which will provide guidance for the manage-
ment of the cycling network for the next 15 years. The Division is working on a “Guide de 
normes internes dans le domaine des aménagements cyclables”, which will be included 
in the “Guide d’aménagement durable des rues de Montréal”. Over the years, the Division  
des transports actifs et collectifs has developed expertise in this area. 

During our audit, however, we were told of certain situations arising in recent years.  
In this respect, some bikeways are constructed as part of capital projects managed by 
other business units within the Direction des transports (the Division de la sécurité et de 
l’aménagement du réseau artériel) or the Service des infrastructures, de la voirie et des 
transports (the Division des grands projets). According to information obtained, projects 
involving the construction of bikeways are sometimes conducted without first notifying 
the people in charge at the Division des transports actifs et collectifs. For certain other 
projects, the business units submit development plans for bikeways to the Division des 
transports actifs et collectifs, in order to obtain feedback, but subsequently fail to take it 
into account. Such situations suggest that several business units believe they have exper-
tise in the area of the cycling network, yet they fail to assess the impact on the coherence 
of the network or compliance with standards recognized by the city (e.g., addition of traffic 
lights for cyclists). Failing to comply with certain standards can have an impact on the 
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safety of cyclists. We believe that one unit should be recognized as having the expertise in 
the development and upgrade of the cycling network. 

Moreover, in 2016, following the délégation de pouvoirs du conseil d’agglomération au 
conseil municipal regarding the development and redevelopment of the current and 
planned cycling network identified in the Plan de transport and located in the Montréal 
territory, city council acknowledged the authority of the Service des infrastructures, de la 
voirie et des transports to authorize projects proposed by the boroughs. As a result of this 
delegation of authority, city council can accept service offers from interested boroughs. 
Though the authority of the Service des infrastructures, de la voirie et des transports 
is recognized, we believe that a clear position should be taken on the appointment of a 
business unit responsible for authorizing the proposed development and redevelopment 
projects managed by other business units they involve the cycling network in the agglome-
ration. This would contribute to a consistent work methods and ensure consistency and 
oversight in terms of complying with the standards recognized by the city.

RECOMMENDATION

3.4.B. We recommend that the Service des infrastructures, de la voirie  
et des transports formally recognize a business unit as the 
expert on the development and upgrade of the cycling network, 
which would be responsible for authorizing development and 
redevelopment projects managed by other business units in order 
to promote compliance with the standards recognized by the city 
and harmonize the practices throughout the cycling network.

BUSINESS UNIT’S RESPONSE

3.4.B. Service des infrastructures, de la voirie et des transports

[TRANSLATION] The Service des infrastructures, de la voirie et  
des transports will assign a business unit to the task of authorizing 
development and redevelopment projects of the cycling network  
in compliance with standards recognized by the city and will share  
the information with its partners. (Planned completion: February 2019)

3.5. CYCLING NETWORK MAINTENANCE

3.5.A. BACKGROUND AND FINDINGS

The proper maintenance of the cycling network will enable us to offer cyclists a safe and 
comfortable cycling experience. 

To date, the only maintenance standards in the area of cycling come from and MTMDET. 
They focus on signage and pavement marking. Vélo Québec, however, has survey best 
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practices in this area, leading to the production of a “Guide technique sur l’aménagement 
des voies cyclables”19, which deals with several related topics, including the operation of 
a cycling network. The publication discusses maintenance and snow-clearing activities. 

According to this Vélo Québec publication, it is extremely important to implement a main-
tenance program to ensure the longevity of the cycling network. It references three types 
of activities: preventing maintenance (e.g., sweeping the pavement), corrective mainte-
nance (e.g., filling cracks in the pavement) and replacement when an asset has reached 
its useful life. The level of maintenance provided varies based on the type of cycling route, 
the surrounding environment and traffic. However, a minimum level of maintenance is 
required necessary to ensure the longevity of the cycling network and the comfort and 
safety of users. In addition to maintenance activities, snow operations are also necessary. 
They include clearing snow, spreading abrasives and removing snow. 

At the city level, the maintenance of the cycling network is included in the list of main-
tenance activities for the arterial network delegated to the boroughs councils20 by a city 
council by-law. These delegated maintenance activities must be performed in compliance 
with the instructions of the “Guide d’entretien présenté en annexe du règlement”.

Here is a description of the maintenance jobs:

• Minor repairs of public roads;

• Cleaning pavement, sidewalks and public spaces;

• Maintaining signage;

• Marking pavement;

• Clearing snow from pavement, sidewalks and public spaces.

During our audit, we examined to extent to which the maintenance guide produced  
by the city is used by the boroughs when maintaining the bikeways. We start by noting 
that the guide recognizes the importance of maintaining the bikeways to ensure the safety  
of cyclists. We also note, however, that there is no specific description of the type of  
maintenance work to be done. In this respect, based on the guide, snow-clearing activities 
include all operations that involve ensuring the safety of drivers, pedestrians and cyclists. 
The guide also refers to cycling signage intended to ensure the safety of cyclists and mar-
kings of all bikeways of the arterial network in order to comply with the latest MTMDET 
standards. 

As previously mentioned in the introduction to this section, best practices provide that 
a minimal level of maintenance is required to ensure the longevity of the network and 
the comfort and safety of users. In the “Guide d’entretien du règlement de délégation de 

19 The guide is entitled “Aménagements en faveur des piétons et des cyclistes”, last update in 2009.
20 Règlement du conseil de Ville sur la délégation de certains pouvoirs relatifs au réseau de la voirie  
 artérielle aux conseils d’arrondissements (08-055).
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pouvoirs,” we found the following information that could constitute minimal standards. 
For example, for pavement marking, the guide stipulates that it will be done annually in 
April and May and that certain critical locations will be marked in the fall. In terms of street 
cleaning, the guide specifies that the frequency of cleaning of a main artery is determined 
as needed and can be defined under a regulation in effect. 

On snow-clearing activities for roads and sidewalks, the guide refers to the snow-clearing 
policy adopted by city council in August 2015, whose levels of service have been adop-
ted. They are determined based on a characterization of streets and their related priority 
(P1, P2, P321). Minimal standards have also been established for plowing, spreading of 
melting agents and loading. For example: plowing if snowfall is more than 2.5 cm; loading  
if snowfall in between 10 cm and 20 cm within 4 days. More specifically, the snow-removal 
policy sets out that only the bikeways of the Plan des voies cyclables quatre saisons22 are 
to be accessible. According to the policy, these included painted bike lanes (developed 
along streets and identified by pavement markings) and protected bike lanes (physically 
separated from traffic by a barrier, such as a concrete divider). They benefit from the same 
level of service as the streets on which they are located. This level of service varied based 
on the priority established in the street characterization plan. 

It should be noted that the winter cycling network covers close to 521 km of bikeways23, 
including a protected network (about 45 km) that runs through the city (north to south) 
across six boroughs (Ahuntsic-Cartierville, Villeray–Saint-Michel–Parc-Extension,  
Rosemont–La Petite-Patrie, Le Plateau-Mont-Royal, Ville-Marie, Côte-des-Neige–Notre-
Dame-de-Grâce). It comprises the Boyer/Christophe Colomb, Rachel et Maisonneuve/Peel 
routes. The rest of the four-season network is composed of bike lanes and designated 
share roadways that run along the streets of Montréal’s boroughs spanning 476 km (97%). 
According to the snow-clearing policy, the cycling network is located on level P1, P2 and P3 
streets, which leads to inconsistent service, more specifically on the protected network. 
According to the delegation of powers, boroughs can choose the level of snow-clearing 
service they will offer on given bikeways. This situation can have an impact on the quality 
and standardization of snow-clearing services. 

21 P1:  Street with a combination of several features: major street, very narrow, priority bus routes,  
  reserved lanes, hospital entryway, major commercial street, high traffic flow and presence of  
  sidewalks; 
 P2: Street with a combination of several features: secondary street, presence of school drop-off  
  zone, local commercial street rue, regular bus route and presence of sidewalks;
 P3: Street with a combination of several features: local residential street, industrial sector street,  
  low traffic flow, with or without sidewalks.
22 Plan made public by the Direction des transports.
23 Data for the 2017-2018 season. Includes the Maisonneuve cycling route in the City of Westmount.
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The winter maintenance of bikeways was such an issue that at the start of the 2016-2017 
season, a working committee under the auspices of the SCA was formed to address snow 
clearing. Six boroughs (five of which with a protected network), the Service des infrastruc-
tures, de la voirie et des transports and the Service des communications were part of the 
committee. The objectives of the working committee were as follows:

• To ensure the oversight of cycling route maintenance, primarily for the protected network;

• To determine the bikeways to be cleared of snow and establish snow-clearing standards;

• To propose design criteria whose express purpose would be to facilitate snow-clearing 
operations;

• To evaluate the type of equipment needed for winter maintenance;

• To improve communication with citizens on the state and accessibility of bikeways;

• Assess the incidence of maintenance costs.

Following up on the work of the committee, recommendations were produced on different 
maintenance-related topics. One of the recommendations focused on establishing service 
levels and minimal maintenance standards for three categories of cycling itineraries (the 
protected network, the four-season network and the unplowed network). For the protected 
network, a P1 level of service was recommended. According to the information obtained, 
the boroughs with a protected network voluntarily agreed to a harmonized P1  level of 
service. At the time of our audit, city council had not adopted a position statement on 
the issues and, as a result, it was not included in the snow-clearing policy. However,  
the Plan-cadre vélo adopted in November 2017 by the urban agglomeration council 
includes, in its action plan, the establishment of service standards for the winter mainte-
nance of the cycling network (2017-2021 timeline). 

As part of our audit, we asked the boroughs about their maintenance operations. In the 
absence of levels of service established for the various seasonal maintenance activities, 
the boroughs reported that they had each set their own level of service and minimum 
rules. For example, in the Plateau-Mont-Royal borough, bikeways are cleaned twice a 
week during the summer compared to once a week in other boroughs. Though the winter 
maintenance of bikeways does pose a challenge, it is nonetheless important to provide 
year-round maintenance of the bikeways based on minimum service standards in order to 
provide a riding experience that is safe and comfortable across the network. Since cycling 
differs from driving in terms of safety, we are of the view that city council should adopt 
service levels and minimum maintenance standards for the entire cycling network. 

When establishing these levels of service and minimum maintenance standards,  
we believe that data on safety (e.g., number of accidents) and cycling traffic (e.g., increase 
in winter use) should be reconciled with maintenance costs. We previously addressed the 
first two types of data in section 3.1.2. Regarding maintenance costs, the division heads 
interviewed in the four selected boroughs mentioned not having specific knowledge of 
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these sums, since they are included in the road and sidewalk maintenance costs. Conse-
quently, they are unable to evaluate how much it costs to maintain the cycling network 
either during cycling season or in winter. This situation means that the Direction des trans-
ports does not have an overview of the operation costs for the cycling network, either 
during cycling season or in winter. In our opinion, this information combined with data 
on safety and traffic would be very useful when establishment a position statement on 
service level and minimum maintenance standards. Knowledge of the maintenance costs 
would also be useful in the interest of sound management, especially since the develop-
ment and operation of the cycling network will increase in coming years in order to reach 
the objectives on safety and traffic. In our opinion, the city manager could ensure that 
the boroughs are able to evaluate the maintenance costs for the bikeways and forward 
this information to the Direction des transports enabling it to have an overall picture of 
operation costs and reconciling these sums with the levels of service. 

In addition, still on the topic of the winter maintenance of bikeways, the four selected 
boroughs acknowledged finding it difficult to maintain certain routes due to their design. 
These findings were raised during working committee meetings on snow clearing and led 
to a recommendation on systematically taking into account maintenance needs when 
designing bikeways in order to prevent this type of issue. According to the Service des 
infrastructures et des transports, maintenance issues are always taken into consideration 
when selecting the design of bikeways. During our audit, we were not able to find evidence 
that these criteria had been taken into consideration.

RECOMMENDATIONS

3.5.B. We recommend that the Service des infrastructures, de la voirie 
et des transports produce a guide d’entretien du réseau des voies 
cyclables and refer to it in the Règlement de délégation de pouvoirs 
08-055 to ensure harmonized practices across the boroughs.

3.5.C. We recommend that the city manager take the necessary 
measures to ensure that the boroughs are able to evaluate the 
maintenance costs of bikeways by distinguishing the seasonal 
network from the winter network in order to provide the Service 
des infrastructures, de la voirie et des transports with an overall 
picture of operation costs for the cycling network in support of 
sound decision making when establishing the levels of service 
and reporting on results achieved.

3.5.D. We recommend that the city manager establish levels of service 
and minimum standards for the maintenance of the cycling 
network and that it obtain approval of city council to harmonize 
maintenance practices across the network to promote cycling and 
the safety of users in accordance with the strategic orientations 
adopted by the authorities.
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BUSINESS UNITS' RESPONSES

3.5.B. Service des infrastructures, de la voirie et des transports

[TRANSLATION] The Service des infrastructures, de la voirie et des 
transports takes note of the recommendation and will produce a four-
season maintenance guide for the city’s cycling network in accordance 
with orientation 2 of the Plan du réseau cyclable. A working committee 
will be created and the boroughs, related municipalities, Service  
de la concertation des arrondissements and Service du matériel roulant 
et des ateliers will be invited to participate.  
(Planned completion: December 2019)

3.5.C. Direction générale

[TRANSLATION] The Direction générale will task the Service  
de la performance organisationnelle with the development of  
a management tool that will enable the boroughs to evaluate  
the maintenance cost of bikeways directly in the activity management 
program. (Planned completion: August 2019)

3.5.D. Direction générale

[TRANSLATION] The Direction générale will task the Service  
des infrastructures, de la voirie et des transports and the Service  
de la concertation des arrondissements with the establishment  
of minimum maintenance levels and standards of bikeways.  
This will be done in collaboration with borough representatives.  
Based on the division of power, the departments involved will need 
to have the proposed service standards approved by the authorities. 
(Planned completion: January 2019)

3.6. CLIENT SATISFACTION

3.6.A. BACKGROUND AND FINDINGS

Measure client satisfaction is a way to gain insight on strong points and weak points, 
better understand perceptions and identify areas for improvement. This exercise should 
be conducted at regular intervals to better respond to client needs. In terms of the cycling 
network, mechanisms should be put in place to evaluate the level of satisfaction regar-
ding its development, upgrade, safety and maintenance. This evaluation has become even 
more important since the adoption of the Plan-cadre vélo in September 2017, given its goal 
of increasing cycling’s modal share to 15% across the city and, more specifically, in central 
boroughs in the next 15 years. 
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During our audit, we examined whether mechanisms had been implemented to determine 
and evaluate client satisfaction. 

In 2007, a survey was conducted among clients, but the findings are no longer relevant 
given the major development of the cycling network and the increased popularity of cycling 
since that time. In addition, in 2012, a focus group on the public’s perception of safety 
was held as part of the work of a Commission permanente sur le transport et les travaux 
publics sur le partage du réseau cyclable montréalais. Since that time, however, no other 
citizen surveys have been carried out, not even on the actions presented in the Plan-cadre 
vélo. It should be pointed out, however, that by participating in a joint Comité de concerta-
tion visant à favoriser la pratique du vélo24, which was composed of various partners from 
the cycling community, city officials were able to learn more about the needs of cyclists.

Currently, the only mechanism available to determine client satisfaction is the Service 311, 
which collects requests and complaints from citizens, including those using the cycling 
network. These requests and complaints are received about the boroughs, which res-
pond to them, unless they are addressed to the Direction des transports. Although these 
requests and complaints are not representative of overall client satisfaction, they are not 
being analyzed in a structured, systematic manner with the view to obtaining a complete 
picture for the city as a whole to be used to make improvements. We believe that this is a 
relevant source of information to evaluate client satisfaction.

Our work has revealed that no permanent mechanisms have been put in place to evaluate 
the level of client satisfaction with the development, upgrade, safety and maintenance of 
the network. As a result, the Direction des transports does not know if these aspects meet 
the needs of cyclists.

According to the people interviewed, a satisfaction survey is planned for 2018 as  
a follow-up to the adoption of the Plan-cadre vélo by the urban agglomeration council in 
September 2017. The purpose of the exercise will be to survey cyclists and non-cyclists 
in order to better target the projects and interventions to be implemented. We encourage 
the Direction des transports to pursue its efforts in this direction and to put in place per-
manent mechanisms to evaluate client satisfaction.

RECOMMENDATION

3.6.B. We recommend that the Service des infrastructures, de la voirie  
 et des transports put in place mechanisms to periodically evaluate  
 client satisfaction with the cycling network (surveys, reports on  
 citizen requests and complaints) in order to identify the actions  

24 Composed of various partners from the cycling community: the Montréal Bike Coalition,  
 the Commission scolaire de Montréal, the CMM, the Conseil régional de l’environnement de  
 Montréal, the Copenhagenize Design Company-Montréal, the Direction de la santé publique de  
 Montréal, the MTMDET, the Service des infrastructures, de la voirie et des transports, the Service  
 de police de la Ville de Montréal, the Service de transport de Montréal and Vélo Québec.
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 needed to meet the needs of current and potential cyclists by  
 way of attaining the objectives set by city council as part of its  
 commitment to the “VISION ZÉRO décès et blessé grave” and those  
 listed in the Plan-cadre vélo approved by the urban agglomeration  
 council in September 2017.

BUSINESS UNIT’S RESPONSE

3.6.B. Service des infrastructures, de la voirie et des transports

[TRANSLATION] The Service des infrastructures, de la voirie et des 
transports plans on launching a survey in the near future regarding 
the comfort, satisfaction and sense of security of Montréal cyclists. 
The goal is to learn more about the cycling clients, their mobility 
habits, behaviours and bicycle usage. It will also aim to pinpoint the 
expectations and preferences of cyclists regarding available cycling 
infrastructure and the type of infrastructure that should be developed  
in coming years as part of the implementation of the Réseau express 
vélo. The survey will be followed by a focus group.

After the consultation, a post-mortem will be done to recommend  
a method for the periodic assessment of client satisfaction.  
(Planned completion: November 2018)

3.7. ACCOUNTABILITY REPORTING

3.7.A. BACKGROUND AND FINDINGS

When a business unit implements orientations approved by the authorities, it must 
monitor their progress, evaluate them periodically and report the results. Accountability 
mechanisms must be in place within the structure so that well-founded decisions can be 
made at the right time. 

Let us recall that since 2015, the objective being pursued, which was established by muni-
cipal administration is that of developing 50 km of cycling route every year. This objective 
is part of the goal of completing the Plan du réseau cyclable of 1,280 km. It should also be 
pointed that other priorities featured in the 2008 Plan de transport have been integrated 
into the activities of the Direction des transports. They include upgrading the current 
network and the development of the winter cycling network. 

During our audit, we therefore examined if periodic accountability reporting mechanisms 
were used to provide people in charge with sufficient information on these priorities.

First, during our work, we did find mechanisms in place to report on the achieving of annual 
development objectives. According to the information obtained, statutory meetings are 
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held at the Direction des transports, to evaluate the performance of executives as well as 
weekly meetings with the relevant elected officials. In addition, occasional meetings are 
also held with the Mayor of Montréal to discuss certain priority issues or the results of the 
annual programming. These meetings did not include any formal follow-up reports. 

However, every year during the launch of the programming for the development of bikeways, 
the Direction des transports also reported on the results from the programming of the 
previous year. For each borough, the report listed the projects that had been announced 
and their status. It included a distinction between development and upgrade projects.  
It also indicated the total of kilometres developed to ascertain the progress made toward 
the annual development objective.

In addition, as part of the public review of operating budgets and of TCWP, the Service  
des infrastructures, de la voirie et des transports presents annually to the Commission 
permanente sur les finances et l’administration its achievements of the year and the objec-
tives for the coming year. For the cycling network, it presented, for the period covered  
by our audit, the total kilometres developed and the number of kilometres to be developed 
in the coming year. 

In our view, the mechanisms in place enable accountability reporting on the results achie-
ved compared to the established annual development objective of 50 km/year. 

Second, our audit also found that an accountability reporting mechanism was also  
initiated in 2016 at the Bureau des projets et programmes d’immobilisations of the 
city manager. According to the Cadre de gouvernance des projets et des programmes  
de gestion d’actifs municipaux25, the Programme de développement et de mise à niveau du 
réseau cyclable of the agglomeration ranks among the city’s priority programs. It should 
be pointed out that the identification of priority programs aims primarily at improving the 
realization of investments. Based on the current process, the official in charge of a prio-
rity program must report to the Comité corporatif de gestion des projets/programmes 
d’envergure (CCGPE)26 every year regarding the state of progress and the realization  
of planned investments. Regarding the Programme de développement et de mise à niveau  
du réseau cyclable de l’agglomération, a first accountability reporting was conducted in May 
2017. The Direction des transports first presented the three components of the program: 

• The development of the cycling network;

• The upgrade of the existing cycling network to improve the comfort and safety of cyclists;

• The development of a four-season cycling network.

As part of the 2017 presentation, the Direction des transports reported on the progress 
made in terms of investments and kilometres since the start of the program. According 

25 Adopted in April 2010 by city council.
26 This committee is composed of the city manager, the manager of the Bureau des projets  
 d’immobilisations, the three assistant city managers and the manager of the Service des finances
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to the presentation, the execution rate (actual expenses/authorized TCWP) was 74% since 
the program began and 373 km had been completed (from January 1, 2008 to December 
31, 2016). In 2016 alone, the execution rate was 78% with a total of 58 km completed. 
Although the document presents the average execution rate, we note an absence of expla-
nation as to why the rate is not higher. At first glance, the development objectives seem to 
be achieved, yet we note that the entire share of planned investments has not been used. 

A careful review of the document presented reveals that the presentation does not deal 
with each prong of the program. In this respect, the Direction des transports did not 
present efforts made to upgrade the network and develop the winter cycling network.  
For example, it would have been relevant to mention that the number of kilometres 
upgraded (30 km since 2008) represents a small share of the existing network (787 km as 
of December 2016), for a total of nearly 4%. 

Consequently, the accountability reporting document does not contain certain pieces of 
information, which in our view, are important. For example: 

• Investments needed to complete the development and upgrade of the network. Though 
the Division reports that $15 million/year should be available for the next 10 years  
(from 2018 to 2027), this sum does not represent all of the investments needed,  
since not all the priorities established by the authorities are included;

• The impact of developing the winter cycling network in terms of maintenance;

• External investments (subsidies) the city has received since the start of the program;

• Difficulties encountered, as the case may be, in implementing the development and 
upgrade projects (e.g., the development priorities for the cycling network differ from 
those of the Direction des infrastructures).

We understand that this accountability reporting pertains to the Programme de dévelop-
pement et de mise à niveau du réseau cyclable for the agglomeration; however, we believe 
that a comprehensive status report regarding all three components of the program should 
have been presented to the committee so that appropriate recommendations could  
be made. 

Third, we noted that there were no formal mechanisms to report on the implementation 
of cycling network projects as approved by the urban agglomeration council. These types 
of accountability reporting mechanisms did exist in the years following the adoption of 
the Plan de transport until the bilan quinquennal 2008-2012. This is no longer the case. 
We note that the last time the urban agglomeration council was given an overview of 
the progress made was in June 2016 with the production of the 2014-2015 review of the 
Plan de développement durable de la collectivité montréalaise 2010-2015. Given that the 
development of the cycling network was one of the priorities established to reduce car 
dependency, the report mentioned that as of December 31, 2015, the cycling network 
totalled 730 km, which represented 91% of the initial objective featured in the 2008 Plan 
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de transport. Since then, the authorities had not been given an updated picture of the total 
kilometres developed. 

With the approval of the Plan-cadre vélo by the urban agglomeration council we believe that 
that tracking and accountability reporting mechanisms must be established to monitor the 
implementation of the plan’s 10 strategic orientations through the 32 measures and sche-
dule of its action plan. Since one of the measures involves the development of the cycling 
network, the accountability reporting should provide a picture of the network in terms of 
the kilometres mentioned in the previous paragraph. Accountability reporting mechanisms 
would provide the people in charge and authorities involved with accurate information on 
how well the measures put in place contributed to the achievement of the objectives. 

Moreover, since cycling is part of the “VISION ZÉRO décès et blessé grave” approach adop-
ted by city council in September 2016 and given that the city has committed to increasing 
the practice of cycling throughout the Montréal agglomeration, more specifically in central 
boroughs in the next 15 years, we believe that the results obtained should be measured 
and evaluated as set out in the action plans and that accountability reporting mechanisms 
need to be implemented. This would provide the opportunity to assess the extent to which 
the solutions selected have contributed to anticipated results.

RECOMMENDATIONS

3.7.B. We recommend that the Service des infrastructures, de la voirie 
et des transports produce for the city manager, a comprehensive 
review report on the Programme de développement du réseau 
cyclable d’agglomération and the state of investments required to 
complete the planned development of the network approved by the 
urban agglomeration council in January 2015 and the upgrade of  
the network in order to facilitate sound decision making that reflects 
the strategic orientations of the authorities.

3.7.C. We recommend that the Service des infrastructures, de la voirie 
et des transports implement periodic and formal accountability 
reporting mechanisms on the actions set out in the action plan 
of the Plan-cadre vélo adopted in September 2017 by the urban 
agglomeration council in order to adequately inform the appropriate 
people in charge and enable them to adapt the development,  
upgrade and operation practices, as and when appropriate,  
so that the objectives established may be reached.

3.7.D. We recommend that the Service des infrastructures, de la voirie et des  
 transports implement periodic and formal accountability reporting  
 mechanisms on the actions set out in the action plan of the “VISION  
 ZÉRO décès et blessé grave” approach, from the start, in order to  
 adequately inform the appropriate people in charge and demonstrate  
 the achievement of the objectives established.
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BUSINESS UNIT’S RESPONSES

3.7.B. Service des infrastructures, de la voirie et des transports
[TRANSLATION] Every year, the Service des infrastructures, de la voirie 
et des transports presents a detailed account of the development 
and upgraded infrastructure projects for the cycling network of the 
agglomeration to the Comité corporatif de gestion des projets/programmes 
d’envergure, which reports to the Direction générale and to the Comité 
de coordination des projets d’envergure. In coming presentations, the 
Service des infrastructures, de la voirie et des transports will make sure to 
document this presentation more thoroughly by focusing on the need to 
identify the investments required to complete the planned cycling network 
approved by the urban agglomeration council.

The last presentation to the Comité corporatif de gestion des projets/
programmes d’envergure was on May 8, 2018.  
(Planned completion: May 2019)

3.7.C. Service des infrastructures, de la voirie et des transports
[TRANSLATION] The Service des infrastructures, de la voirie et des 
transports will put in place an accountability mechanism to track the 
initiatives carried out under the Plan du réseau cyclable in accordance 
with the deployment strategy, which will be based on the human and 
financial resources allocated by the authorities. This mechanism will  
be a dashboard where the main milestones linked to the development 
and implementation of the 10 orientations of the Plan can be entered:

• Actions taken to date (meetings, consultations, studies);
• Subsequent steps;
• Investments to date and projected;
• Level of implementation of the project;
• Overall project status (under control, action required, major problems);
• Timelines. (Planned completion: June 2020)

3.7.D. Service des infrastructures, de la voirie et des transports

[TRANSLATION] As part of the development of the action plan of the 
“VISION ZÉRO décès et blessé grave,” approach, the Bureau de la sécurité 
des déplacements, subject to additional resources being made available, 
has as one of its intervention axes the implementation of periodic and 
formal accountability mechanisms on actions set out in the action plan of 
the “VISION ZÉRO décès et blessé grave,” approach, in order to adequately 
inform all the people in charge and demonstrate the achievement of the 
objectives established. (Planned completion: December 2020)
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4. CONCLUSION

With the adoption of the Plan de transport in 2008, the urban agglomeration council embar-
ked on a new phase of development focused on active transportation27. It set out to double 
the cycling network in the agglomeration over seven years, bring the existing network up 
to standards and develop a four-season cycling network. In response to major demand 
for cycling infrastructure, a revised version of the cycling network map was adopted by 
the urban agglomeration council in January 2015, tripling the 2008 network for a total 
of 1,280 km. During the same period, the responsibility of updating the Plan de transport 
was transferred to the Service de la mise en valeur du territoire to ensure the integra-
tion of land use planning concepts, while the Service des infrastructures, de la voirie et 
des transports was given an annual development objective of 50 km/year by city council  
in order to complete the Plan du réseau cyclable. In September 2016, city council made  
a commitment to the “VISION ZÉRO décès et blessé grave” approach, and a formal action 
plan was to be produced. The urban agglomeration council also adopted a Plan-cadre 
vélo in 2017. Its objective was to increase, over the next 15 years, the practice of cycling in 
metropolitan Montréal, more specifically in the central boroughs, by increasing cycling’s 
modal share by 15%.

In conclusion, our audit indicates that significant efforts have been made to ensure that 
the development of the cycling network meets the priorities established by the authorities. 
It should be noted that 421 km of bikeways have been developed since 2008, reaching  
a total of 846 km at the end of 2017 and that a four-season cycling network of 521 km was 
accessible as of that date. It should also be added that the annual development objective 
set by the municipal administration was reached over the past few years. However, since the 
authorities have made a commitment to the “VISION ZÉRO décès et blessé grave” approach, 
and adopted the Plan-cadre vélo, in addition to the production of the Plan de mobilité currently 
under way (it will replace the Plan de transport), our audit work indicates that the development 
and upgrade of the cycling network is not meeting all their priorities. The new orientations 
call for the review of certain management practices by the appropriate stakeholder involved 
in the management of the cycling network. Consequently, this means that the management 
processes currently in place cannot be used to determine the level of safety of the cycling 
network. Lastly, our audit found that maintenance is conducted on the cycling network, but 
that improvements must be made to harmonize management practices in this respect. 

Despite efforts made, there is room for improving management practices to ensure that 
the cycling network comply with all the priorities approved by the authorities. In this spirit, 
we recommend that the city: 

• Clearly define and communicate the responsibilities of the stakeholders involved in the 
review of the current and planned Plan du réseau cyclable and in the production of the 
coming Plan de mobilité to ensure everyone’s contribution to reaching the objectives 
established;

27 All forms of transportation that require the expenditure of energy by human beings (e.g., walking,  
 cycling, non-motorized wheelchair, inline skating or skateboarding).
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• During the next review of the Plan du réseau cyclable, take into account all orientations 
approved by the authorities as well as safety and land use planning requirements and 
the needs of cyclists in order to reach the objectives established;

• Establish priorities for the development of the planned cycling network and integrate 
them into an overall timeline to facilitate implementation by all stakeholders involved;

• Establish objective criteria to identify and choose projects to be included in the annual 
development and upgrade programming of the cycling network in keeping with the 
orientations of the municipal administration;

• Establish levels of service and minimum standards for the maintenance of the cycling 
network and obtain approval of city council to harmonize maintenance practices across 
the network and promote its use among cyclists;

• Implement mechanisms to evaluate client satisfaction with the cycling network  
to achieve the objectives of the Plan-cadre vélo approved by the urban agglomeration 
council in September 2017;

• Implement accountability reporting mechanisms for the action plan of the Plan-cadre 
vélo and the action plan of the “VISION ZÉRO décès et blessé grave” approach once  
it is developed by way of tracking the objectives established.

Through its Plan de transport, its “VISION ZÉRO décès et blessé grave” approach and  
its Plan-cadre vélo, the city has chosen to focus on the development, upgrade and safety 
of its cycling network. In this regard, the city has decided to make major investments  
in coming years, as is reflected in its mission of consolidating Montréal’s standing as one 
of North America’s top cycling cities. Consequently, the authorities have decided to acce-
lerate the implementation of cycling infrastructure across the Montréal agglomeration.  
If the city wants to increase cycling’s modal share in the years to come and reach  
the targets it has established, it must focus on the quality of cycling infrastructure, both new 
and existing, on the establishment of levels of service for the boroughs as a whole, on main-
tenance standards that include quality snow operations and, lastly, on improving the safety  
of cyclists.
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5. APPENDICES

5.1. GOALS AND EVALUATION CRITERIA

OBJECTIVE

To ensure that the city’s management practices are adequate for ensuring the proper 
maintenance and safety of the cycling network and its upgrade and development in accor-
dance with the priorities approved by the relevant authorities and the needs of cyclists.

EVALUATION CRITERIA

• The roles and responsibilities of the business units and related municipalities in  
the maintenance, development and upgrade of the cycling network are clearly defined 
and communicated;

• The people in charge have a good understanding of the location, state, use and safety 
of the cycling network;

• Interventions to ensure the maintenance of the network and the safety of users are 
effective and efficient;

• The development and upgrade of the network are subject to planning (multi-year and 
annual) in accordance with established priorities and requirements in terms of safety, 
land use planning and the needs of cyclists;

• Cost estimates are produced as part of the planning process and prior to the launch  
of calls for tenders;

• Tracking and control mechanisms are implemented to ensure the sound management 
of the development and upgrade cycling network projects in terms of compliance with 
timelines, anticipated costs and project implementation as planned;

• Mechanisms are put in place to evaluate the level of client satisfaction with  
the development, safety and maintenance of the network;

• Periodic accountability reporting mechanisms provide the appropriate people in charge 
with required information. 
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5.2. TYPES OF CYCLING INFRASTRUCTURE

DESIGNATED SHARED ROADWAY

Street or traffic lane shared by drivers and cyclists. Signage involves pavement markings 
and signs alerting drivers to the potential presence of cyclists on the road. 

BIKE LANE

One-way or contraflow on-street lane reserved for cyclists. The lane is defined by pave-
ment markings. Delineators are sometimes installed along the dividing line when there is 
a risk of encroachment into the lane by cars. 

BIKE PATH

Cycling path separated from traffic by a physical barrier, such as a concrete mall, plant 
mall, delineators, bollards, etc. or located on a separate section of the roadway. Bike paths 
can be designed as separate lanes or within the road allowance. 

MULTI-USE TRAIL

Paved or gravel laneway that can be used by cyclists and pedestrians. Multi-use trails are 
also known as multipurpose trails. They are separate cycling lanes accessible to cyclists 
and pedestrians.



4.6. | CYCLING NETWORK MANAGEMENT

PAGE 392 | 2017 ANNUAL REPORT



2017 ANNUAL REPORT | PAGE 393

4.7.
STREET FOOD

March 29, 2018 



PAGE 394 | 2017 ANNUAL REPORT



4.7. | STREET FOOD

2017 ANNUAL REPORT | PAGE 395

In addition to these 
results, we have 
formulated various 
recommendations 
for business units. 

The details of these 
recommendations 
and our conclusion 
are outlined in 
our audit report, 
presented in the 
following pages.

Note that the 
business units have 
had the opportunity 
to formulate their 
comments, which 
appear after the 
audit report recom-
mendations.

SUMMARY OF THE AUDIT
OBJECTIVE
Ensure that a functional and effective process has been instituted to ascertain that food 
trucks are operating in compliance with the laws, by-laws and frameworks in effect in the 
territory of Montréal.

RESULTS

On March 24, 2015, the municipal council adopted a by-law governing street food within 
the city’s territory. The governance surrounding the management of this activity was also 
amended, in particular with regard to the division of roles and responsibilities of the vari-
ous business units involved. Three years later, we believe that improvements should be 
made with regard to the following main aspects:

• The selection process for the kinds of food trucks authorized to apply for a permit rep-
resents an administrative burden and does not in any way take into consideration the 
outcomes achieved in terms of food inspection.

• Monitoring mechanisms have not been established to ensure that the conditions required 
to receive street food permits are maintained throughout the period of validity.

• Some aspects of the current operating method for the occupation of the public domain 
by food trucks cause dissatisfaction for the operators, which negatively influences the 
visitor rates at street food sites.

• The street food by-law and the responsibilities delegated for its enforcement are not well 
known by the boroughs. Consequently, most of the boroughs audited do not inspect the 
food trucks in their respective territories to enforce the by-law.
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LIST OF ACRONYMS 

MAPAQ  
Ministère de l’Agriculture, des Pêcheries 
et de l’Alimentation du Québec

RBI  
Risk-Based Inspection

 

SCA  
Service de la concertation  
des arrondissements

SIAM  
Système d’inspection des aliments  
de Montréal
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1. BACKGROUND

Street food can be defined as the sale of food prepared and served by merchants in mobile 
equipment (e.g., trucks, trailers, carts) set up in the public domain1.

Although the sale of food in the public domain was prohibited in the territory of the Ville 
de Montréal (the city) beginning in 1947, the growing popularity of this activity and the 
pressure to allow it once again led the city to consider the matter. On June 19, 20122, 
the city’s municipal council mandated the Commission permanente sur le développement 
économique et urbain et l’habitation (the “Commission”) to study the sale of food in the 
public domain. A number of issues had to be considered, particularly with regard to: 

• Governance: the division of responsibilities between the central city and the boroughs;

• Economy: tax fairness and competition related to the cohabitation of street trucks and 
established restaurants;

• Urban environment: the occupation of the public domain (e.g., odours, obstruction of 
traffic) and cleanliness;

• Public health and safety: hygiene and food safety, fire prevention;

• Reputation: the impacts on the city’s gastronomic image (e.g., the quality of the culinary 
offering).

After completing a public study and submitting its report in April 2013, the Commission 
declared itself in favour of developing a scenario to allow food trucks in the public domain 
and agreed on the need to set up a pilot committee to propose a regulatory framework for 
the deployment of this activity beginning in 2015. We should specify, however, that street 
food was already available in Montréal during outdoor events (e.g., festivals, neighbour-
hood celebrations) based on ordinances and rules established by the boroughs.

In summer 2013, the Ville-Marie borough was entrusted with the task of carrying out  
a street food pilot project at specific sites in its territory. The pilot project was repeated 
in 2014 and the Rosemont–La Petite-Patrie borough was added to the area allowing 
food trucks. The experience over the two years of the pilot project led to a positive report,  
and on March 24, 2015, the municipal council adopted the By-law governing street food3 
(By-law 15-039) which is applicable to the entire territory of the Ville de Montréal. 

By-law 15-039 regulates street food in the public domain at established sites4 and spots5 
occupied in rotation by operators with a street food permit. It includes subsections on the 
selection process and the constitution of the selection committee, the permit application 

1 The public domain means streets, alleys, squares and public places, including sidewalks and parks.
2 Municipal council resolution CM12 0570.
3 Municipal council resolution CM15 0365.
4 Fixed marked location on the public domain that includes, at most, three spots for food trucks.
5 Space within the site where the food truck must be installed.
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and conditions, the validity period and expiry of permits, the general conditions of the food 
truck, the sale of food, signs and advertising, inspection and penal provisions. Section 3 of 
the by-law specifies that it does not apply to: 

• Commercial promotions authorized by the city;

• Events, festivals or demonstrations authorized by the city;

• Mobile canteens;

• Private events where a food truck associated with the event is parked on the public 
domain;

• Vehicles intended for making food donations.

It is important to specify that on February 24, 20156, prior to the adoption of this by-law, 
the municipal council declared its jurisdiction, under section 85.5 of the Charter of Ville 
de Montréal, for a period of two years, over the occupation of the public domain for  
the sale, preparation and consumption of food and beverages, with the exception  
of authorizations granted for the sale of food items in the public domain during events, fes-
tivals, demonstrations or commercial promotions, which remained under the jurisdiction of  
the boroughs. This declaration of jurisdiction was made with the goal of developing  
a shared approach in the territory, given that the powers to adopt and apply by-laws related 
to the sale of food and beverages in the public domain had been delegated to the boroughs7. 
Subsequently, at a session held on February 20, 20178, the municipal council resolved  
to extend the application of this declaration of jurisdiction for a period of two additional 
years (expiring February 2019).

Through the adoption and the gradual amendment of By-law 15-039, the municipal council 
also adopted (in 2015 and 2017) amendments9 to the By-law concerning the delegation  
of city council powers to borough councils (By-law 02-002) to clarify the division of roles 
and responsibilities in relation to this activity. By-law 02-002 stipulates that the city council 
must: 

• Delegate to the borough councils the powers to adopt and enforce by-laws related to  
the sale, preparation and consumption of food and beverages in the public domain  
during events, festivals or demonstrations or commercial promotions10.

Under By-law 15-039, the city council must: 

• Delegate to Ville-Marie borough the enforcement of provisions related to street food  
permit applications and issuance conditions; 

6 Municipal council resolution CM15 0186.
7 By virtue of the by-law concerning the delegation of city council powers to borough councils  
 (02-002) (section 1, paragraph 1, subparagraph i)).
8 Municipal council resolution CM17 0171.
9 Municipal council resolutions CM15 0365 and CM17 0352.
10 By-law 02-002, paragraph 1, subparagraph i) and section 4.2, paragraphs 1 and 2.
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• Delegate to all boroughs the enforcement of the provisions of this by-law with the excep-
tion of those related to the selection process, the selection committee, the authorization 
to occupy the public domain for the purpose of street food and the validity and expiry  
of permits, which are under the responsibility of the Service de la concertation des arron-
dissements (SCA).

All the boroughs are accountable for carrying out the inspections required to enforce 
By-law 15-039 and determine the number of sites and spots where food trucks are 
authorized in their respective territories. The boroughs choose the sites and spots and 
can change them as required, by ordinance. The SCA manages the occupation calendar 
for street food sites in the public domain. In this regard, we should specify that in recent 
years, the SCA has awarded the contract for managing the site occupation calendar to an 
external organization.

Annually, the municipal council adopts the By-law concerning fees to which the fees associ-
ated with food trucks have been added. The fees for food trucks concern the examination 
of the eligibility application for the selection of operators, the cost of the permit and the 
occupation fee for the public domain (see Appendix 5.2).

Under an agreement concluded with the Ministère de l’Agriculture, des Pêcheries et  
de l’Alimentation du Québec (MAPAQ), the Division de l’inspection des aliments of  
the Service de l’environnement is the MAPAQ’s agent for inspecting food establishments 
in the restaurant, retail sales, processing, distribution and storage sectors in the greater 
Montréal territory. Food trucks are covered by this agreement.

2. PURPOSE AND SCOPE OF THE AUDIT

By virtue of the provisions of the Cities and Towns Act, we conducted an audit mission 
of the resource optimization for food trucks. This audit was performed in compliance 
with the Canadian Standards on Assurance Engagement (CSAE) 3001 of the CPA Canada 
Handbook – Assurance. 

The purpose of the audit was to ensure that a functional and effective process had been 
instituted to ascertain that food trucks are operating in compliance with the laws, by-laws 
and frameworks in effect in the territory of Montréal.

The role of the Auditor General of the Ville de Montréal is to provide a conclusion regard-
ing the purpose of the audit. To do so, we have collected a sufficient amount of relevant 
evidence on which to base our conclusion and to obtain a reasonable level of assurance.  
Our evaluation is based on criteria we have deemed valid for the purpose of this audit.  
They are presented in Appendix 5.3.

The Auditor General of the Ville de Montréal applies the Canadian Standard on Quality  
Control (CSQC 1) of the CPA Canada Handbook – Assurance and, consequently, maintains 
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a comprehensive quality control system that includes documented policies and proced-
ures with respect to compliance with ethical guidelines, professional standards and applic-
able legal and regulatory requirements. It also complies with regulations on independence 
and other ethical guidelines of the Code of Ethics of Chartered Professional Accountants, 
which is governed by fundamental principles of integrity, professional competence, dili-
gence, confidentiality and professional conduct. 

Our audit work focused on the period extending from January 1, 2015, to December 31, 
2017, but for certain issues, data prior to these years were also considered. Most of  
the audit work was carried out between December 2017 and February 2018, but we also 
took into consideration information given to us until March 2018. 

This work was performed primarily with the following business units:

• SCA – Division soutien aux projets et programmes;

• Service de l’environnement – Division de l’inspection des aliments;

• Mercier–Hochelaga-Maisonneuve borough – Direction des travaux publics;

• Outremont borough – Direction de l’aménagement urbain et du patrimoine;

• Rosemont–La Petite-Patrie borough – Direction du développement du territoire et des 
études techniques;

• Sud-Ouest borough – Direction de l’aménagement urbain et du patrimoine;

• Verdun borough – Direction de l’aménagement urbain et des services aux entreprises;

• Ville-Marie borough – Direction des travaux publics.

Upon completing our audit work, we presented a draft audit report to the managers of each 
of the audited business units for discussion purposes. The final report was then forwarded 
to the Direction générale and to each of the business units involved in the audit in order 
to obtain action plans and timetables for their implementation. A copy of the final report 
was also submitted, for information purposes, to the directors of the boroughs not directly 
targeted by our audit, so they could implement the recommendations if appropriate.

3. AUDIT RESULTS

3.1. FOOD TRUCKS SELECTION PROCESS

3.1.A. BACKGROUND AND FINDINGS

In compliance with section 5 of By-law 15-039 governing street food, permits are issued 
based on a selection process carried out with the assistance of a selection committee that 
is responsible for evaluating the applicants’ file and making recommendations. To this end, 
a call for applications is launched each year by the SCA. Only applicants that have been 
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recommended by the selection committee can apply for a street food permit from the Ville-
Marie borough. Through this process, the city wishes to assess the creativity, originality 
and quality of the culinary offering proposed by the food truck operators, in order to protect 
Montréal’s reputation as a gastronomic destination. The applicants pay a fee of $70 for  
the examination of their application file (see Appendix 5.2.).

By-law 15-039 specifies the information and documents that must be included in the 
application file. In particular, to be eligible, the applicant must work from a production 
kitchen11 that holds a valid operation certificate for the city territory and a permit issued by  
the MAPAQ. As for the food truck, to be eligible, it must be motorized and self-propelled,  
be of the prescribed maximum height, length and width, be licensed by the Société de l'as-
surance automobile du Québec, have an independent supply of drinking water, electricity 
and propane, and be equipped with sufficient retention tanks for wastewater and grease. 
The application file must include: a presentation of the proposed street food concept,  
the menu and prices, photos of the culinary offering and the food truck, the ingredients 
that will make up each dish offered, scale plans (inside and outside) showing the layout 
of the food truck and an environmentally responsible management plan (e.g., choice of 
containers, waste disposal methods).

The established selection process provides that, on receipt of the application file, an SCA 
representative will conduct a technical analysis of the file to ensure that the applicant 
meets the eligibility conditions and that the file is complete and in compliance with the 
rules set out in By-law 15-039. Once this verification is complete, the application files are 
submitted to the selection committee, which evaluates them based on the six criteria  
in the evaluation chart appended to By-law 15-039. A score out of 100 is attributed to each 
file. The overall passing mark is 70%, with one quarter of the mark coming from the first 
criterion, “Creativity, originality and quality of the culinary offering.” The other criteria are 
related to: origin of the products, professional experience and knowledge of issues related 
to restaurant operation, environmentally responsible management, general appearance  
of the food truck and the overall quality of the application file. 

We want to point out that By-law 15-039 stipulates that the selection committee must 
be made up of five voting members, including three external members, who are not 
city employees and who are associated with the restaurant business or culinary arts,  
and two internal members, who are city employees. The city’s executive committee appoints  
the external members of the selection committee by ordinance, while the SCA designates 
the internal members.

For the purposes of this audit, we have examined the street food selection process for 
the season beginning in April 2017. Exceptionally, in 2017, two selection committee 
meetings were held (in February and April 2017) to allow more applicants to apply. A 
total of 31 application files were submitted to the SCA. The outcome of the two selec-
tion processes was that 27 food trucks were retained, becoming eligible to apply to the 

11 Commercial establishment located in the city territory and used by the operator in particular for street  
 food.
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Ville-Marie borough for a permit. With the 7 food trucks retained by the 2016 selection 
committee, 34 food trucks were eligible to apply for a permit in 2017. Under By-law 
15-039, retained applicants can automatically renew their permits once12 without having 
to submit another application file. Ultimately, 26 food trucks obtained permits in 2017 
(see Appendix 5.1.).

Our audit work began by corroborating, by means of a survey, that the application files 
were in compliance with the specifications in By-law 15-039 and that the application fee 
($70) had been paid. Two files selected at random were examined to this end. Everything 
was found to be in compliance. Then, for each of the 31 application files, we verified that 
a technical analysis had been carried out by the SCA before the file was forwarded to 
the selection committee members. Overall, we found evidence of a documented technical 
analysis, except for one application file that was ultimately retained by the selection com-
mittee and given a street food permit in 2017. According to the information obtained from 
the person who had been assigned that task, it was an oversight that occurred in the wake 
of the April 2017 selection committee meeting. We want to point out that the selection 
committee works from the premise that the application file is complete and that the tech-
nical compliance of the food truck has been verified in advance. The technical analysis  
is therefore an important step.

Next, we examined whether the composition of the selection committee was in com-
pliance with the rules set out in By-law 15-039 and sought evidence of the appointment  
of the external members by the city’s executive committee. Everything was found to be 
compliant. The composition of the selection committee was in keeping with the rules and 
the appointment of the external members was approved by the city’s executive committee 
at a session held on January 25, 201713. We also found evidence of the selection commit-
tee’s evaluation of each of the 31 application files. We were given a copy of the electronic 
file for each one, containing the evaluation chart with the attributed scores and the final 
mark received. All the retained applications had received the passing grade. 

On another note, we did find, however, that the application evaluation process does not take 
into account the result of visits to food trucks carried out for food inspection purposes.  
As we will see in section 3.4.2, inspectors from the city’s Service de l’environnement, 
Division de l’inspection des aliments visit food trucks (for planned interventions or after 
receiving complaints) in order to protect the public by ascertaining the safety and quality 
of the foods that are prepared and served. All their interventions are documented and 
recorded in individual dashboards for each food truck. Our audit work revealed that some 
food trucks received permits even though the outcomes of their food inspection visits 
were sometimes less than glowing or they had been the subject of complaints about  
the quality or condition of the food served. Some had received infraction notices for 
non-compliances that could have an impact on consumer health. The dashboards for some 

12 By-law 15-039, section 26.
13 Resolution CE17 0085.
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of them even report cases of foodborne illness14. According to the statistics obtained from 
the Division de l’inspection des aliments, of a total of 19 complaints submitted from 2015 
to 2017 about street food, 15 reported cases of foodborne illness from six different food 
trucks. We agree that this situation is far from widespread. Nevertheless, we feel that the 
information is very relevant to consider for informed decision-making about the choice  
of applicants that can be authorized to apply for a street food permit. The information held 
by the Division de l’inspection des aliments about the results of food truck inspections 
should, in our opinion, be obtained by the SCA and considered in the selection process. 

Finally, we must point out the unwieldiness of the administrative process for selecting  
the food trucks that are ultimately allowed to apply for a permit. The application file has 
to be studied three times: once by the SCA, to verify the compliance of the food truck with 
the requirements set out in By-law 15-039 (technical analysis), once by the selection com-
mittee, which has to assess the creativity, originality and quality of the culinary offering, 
among other things, and, as we will see in the next section of this report, a third time by 
the Ville-Marie borough in order to issue the street food permit. There are therefore many 
people involved in the process, with the risk of duplicating efforts and the costs this entails, 
for an activity that seems to be waning. Indeed, since the adoption of By-law 15-039 for 
the period from 2015 to 2017, only 8 of the 19 boroughs have sporadically offered sites  
on their territory for street food activities. For the 2018 season, it is currently projected that 
only three boroughs will participate (see Appendix 5.1.).

RECOMMENDATIONS

3.1.B. We recommend that the Service de la concertation des 
arrondissements ensure that all applications received undergo  
a technical analysis to confirm that the applicant meets  
the eligibility conditions and that the file submitted is complete 
and in compliance with the rules set out in By-law 15-039 
governing street food.

3.1.C. We recommend that the Service de la concertation  
des arrondissements make the required provisions to ensure  
that the dashboards showing the historic results of food truck 
inspection interventions are obtained and considered in  
the selection process, to improve its effectiveness.

3.1.D. We recommend that the Service de la concertation des 
arrondissements propose the amendments it deems appropriate 
to streamline the selection process for food trucks authorized  
to apply for a permit.

14 Foodborne illness is an illness suffered after ingesting contaminated water or food.
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BUSINESS UNIT’S RESPONSES

3.1.B. Service de la concertation des arrondissements

An analysis table for the technical specifications has been developed  
that covers all technical articles in the by-law governing street food.  
The files will be systematically transferred from the person in charge  
of receiving the files to the person in charge of the technical analysis.  
(Planned completion: completed)

3.1.C. Service de la concertation des arrondissements

An access to information request will be submitted annually  
to the Ministère de l’Agriculture, des Pêcheries et de l’Alimentation  
du Québec two months before the beginning of the evaluation period  
to receive the food trucks’ food inspection history.  
(Planned completion: November 2018)

3.1.D. Service de la concertation des arrondissements

Regulatory amendments to streamline the selection process are being 
adopted by the authorities (municipal council meeting on April 24).  
The selection committee will be replaced by two forms (new or old 
operator) with objective, measurable criteria that will simplify and 
streamline the process for the operators.  
(Planned completion: April 2018)

3.2. ISSUANCE OF STREET FOOD PERMITS

3.2.A. BACKGROUND AND FINDINGS

As mentioned previously, the Ville-Marie borough is the business unit that has been desig-
nated to issue street food permits. In this borough, this task has been assumed by the staff 
at the Division circulation et occupation du domaine public, which is part of the Direction 
des travaux publics. 

The current process provides that each year the SCA will submit to the Ville-Marie borough 
the list of food trucks that have been retained by the selection committee. It is based on 
this list that the Ville-Marie borough manages the applications it receives from applicants 
to issue street food permits. For 2015, 2016 and 2017 respectively, 31, 29 and 26 street 
food permits were issued (see Appendix 5.1.). The applicants can apply for a seasonal 
permit (valid from April 1 to October 31) or an annual permit (valid from April 1 to the next 
March 31). Exceptionally in 2017, a winter permit was offered (valid from November 1, 
2017, to March 31, 2018) (see Appendix 5.2.).
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Our audit work began by comparing the list of permits issued by the Ville-Marie borough  
in these three years with the list of food trucks retained by the selection committees 
for those years. This examination allowed us to confirm that only authorized applicants 
received street food permits.

By-law 15-039 sets out the conditions for the issuance of permits15. In particular, the permit 
application must be accompanied by the following documents: 

• The city’s permit application form, duly signed and completed;

• A copy of the document attesting that the applicant has a corporate civil liability insur-
ance policy for a minimum amount of $2 million covering the entire period for which the 
permit is being requested and identifying the city as the co-insured;

• A copy of the operation certificate issued for the production kitchen and the required 
MAPAQ permits (for the production kitchen and the food truck);

• A copy of the lease, the sublease, the title deed in the applicant’s name or a copy of the 
property tax bill for the address where the production kitchen is located;

• A copy of the incorporation documents for the company that operates the food truck;

• The resolution by the board of directors of the business that operates the food truck 
authorizing the submission of the application;

• A copy of the valid registration certificate for the food truck, issued by the Société de 
l’assurance automobile du Québec;

• A certificate (from a specialized private firm) for the connection of an exhaust ventila-
tion system and a fire prevention system for commercial cooking equipment in the food 
truck, if applicable;

• Payment of the permit issuance fee, as set in the annual by-law concerning fees in the 
year of the application (see Appendix 5.2.).

Ultimately, when all these conditions are fulfilled and the analysis of the file has been 
completed, the permit is prepared, approved by the technical agent assigned and remitted  
to the applicant after the related fees have been duly paid. 

That said, in order to corroborate that the permits were issued in compliance with the 
established rules, we examined the files of a sample of nine food trucks that received per-
mits in 2015, 2016 and 2017, three different food trucks each year. Overall, our examination 
revealed that the permit issuance process unfolded in compliance with the rules set out in 
By-law 15-039. The required approvals were obtained with the exception of a single permit 
issued in 2015, where the copy placed in the file showed no evidence of a signature from 
the technical agent who prepared it or approval from the head of the division in charge. 
For that same permit, and for another one issued in 2015, we noted that some of the  

15 By-law 15-039, sections 22 to 24.
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documentary proofs required for the permit to be issued were not found in the file. In one 
case, the MAPAQ permits for the production kitchen and the food truck were not in the file, 
and in the other, we could not find evidence of a certificate for the connection of an exhaust 
ventilation system and a fire prevention system for the commercial cooking equipment.

Furthermore, we would like to point out that the permits issued are conditional on  
the applicant’s maintaining all the documents required for its issue up to date and valid, 
for the entire duration of the permit obtained. This requires follow-up to ensure that  
the conditions for the issue of the permit are being upheld by obtaining proof concerning 
documents that expire during the season (e.g., MAPAQ permits, registration certificate, 
civil liability insurance policy, fire safety certificate for the exhaust ventilation system and 
fire prevention system for the commercial cooking equipment). However, although the files 
established by the Ville-Marie borough to issue permits contained email communications 
informing applicants of the need to submit proofs of renewal for the expired documents, 
for five of the nine files examined, we did not find evidence of follow-up. The updated 
documentary proof was not in the files. 

We feel that follow-up mechanisms should be instituted in order to ensure that street 
food permits are in compliance with the by-law governing this activity throughout their 
entire validity period. In this regard, the person assigned to this file at the SCA informed us  
that steps had been undertaken to set up the appropriate follow-up mechanisms.

RECOMMENDATIONS

3.2.B. We recommend that the Ville-Marie borough take the necessary 
measures so that all conditions for the issue of a street food 
permit are met and that all documentary proofs are obtained in  
a timely fashion, to enforce the by-law in effect.

3.2.C. We recommend that the Service de la concertation des 
arrondissements complete the steps undertaken to set up 
follow-up mechanisms to ensure that the conditions for receiving 
a permit are upheld throughout its validity period.

BUSINESS UNITS' RESPONSES

3.2.B. Ville-Marie borough
A checklist will be created for each permit application that includes all 
conditions and supporting documents. (Planned completion: June 2018)



4.7. | STREET FOOD

2017 ANNUAL REPORT | PAGE 409

3.2.C. Service de la concertation des arrondissements
A tracking chart was developed that specifies the validity dates of each 
document, the permit issue date and the payment date for the permit. 

Requiring payment for the permit at the time of issue allows for closer 
tracking of the permit holders.

Finally, the operators are not permitted to reserve locations on the online 
platform before having properly obtained a permit.  
(Planned completion: completed)

3.3. MANAGEMENT OF THE STREET FOOD SITES OCCUPATION  
 CALENDAR

3.3.A. BACKGROUND AND FINDINGS

Since the adoption of By-law 15-039 in 2015, the SCA has recommended that the city’s 
executive committee grant a contract to a specialized external firm to manage the street 
food site allocation calendar for operators with permits.16 The budgets historically dedi-
cated to this purpose are presented in Table 1.

Beginning in 2017, the agreement concluded with the firm hired (firm C) was developed 
based on a new operating method for street food permits that involves separate pricing for 
the permit and the occupation of the public domain. Previously, the site occupation calen-
dar was based on the availability of the street food operators. According to the information 
obtained from the people we met, this operating method required a lot of work, was more 
costly to manage and was criticized by the operators, who complained that they could not 
gain access the sites most coveted for their heavy visitor traffic. The fee for occupying  
the public domain was at that time incorporated into the price paid to receive the per-
mit. The new operating method is based on the use of the sites (first come, first served).  

16 For information purposes, we would like to specify that when the street food pilot project was set  
 in motion in 2013 and 2014, this task was also entrusted to an external firm.

TABLE 1 –  CHANGE IN BUDGETS DEDICATED TO  
 THE MANAGEMENT OF THE STREET FOOD  
 SITES ALLOCATION CALENDAR FOR OPERATORS  
 WITH PERMITS

EXTERNAL FIRM HIRED CONTRACT DURATION PERIOD COST OF CONTRACT 
(TAXES INCLUDED)

A 1 year 2015-2016 $57,671

B 1 year 2016-2017 $119,574

C 2 years 2017-2019 $132,221
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This operating method stipulates that before occupying the site, the operator must reserve 
the spot and pay the amount determined by the by-law concerning fees. Amendments have 
been made to By-law 15-039 to include rules that apply to the occupation of the public 
domain17 with regard to issues such as the terms for reservations, the payment of a fee 
to occupy the public domain and cancellation. Amendments have also been made to the 
by-law concerning fees (2017 financial year)18, to stipulate the permit fee as well as a fee 
based on visitor traffic at four site categories. The most popular sites (e.g., category A) are 
a little more expensive to reserve (see Appendix 5.2.). Management of the calendar, reser-
vations and payment for the spot are carried out online (website) using a digital platform 
run by firm C. The parameters for the various authorized sites and the list of food trucks 
with permits are included in the platform. When the street food permit-holder wants to open 
up for business, they have to use the application to pay the reservation fee charged for  
the spot and the occupation period, by credit card. The reservation site is accessible 
through the city’s Internet portal under the heading “Street Food,” and it allows public 
access so consumers can find the food trucks and view the calendar of where and when 
they will be in operation in the territory.

According to the information we obtained, to allow the hired firm to manage the calendar 
and assign spots in keeping with the established rules, each year the SCA gives it a list 
of the food truck operators with permits and a list of the available sites and spots. Any 
changes to this information are also communicated over time.

To begin, our audit work consisted of checking whether the site reservation calendar was 
functional and followed. Our objective was to corroborate that: 

• The reservations that appear on the dedicated digital platform match the real occupation 
in the field (check that the food trucks on the sites are those that made reservations and 
find any that were present but had not made reservations);

• The food trucks present at the sites are on the list of those retained by the selection com-
mittee and that they had their street food permits posted in the food truck in public view;

• The spots for which no reservations were made were not occupied.

To do this, based on information on the reservation site for September 21, 22 and 26, 2017, 
we selected and visited a total of 14 spots, 9 of which had reservations and 5 that should 
have been free since no reservations had been made. This examination in the field allowed 
us to determine that the reservations made matched the real occupation in the field. We did 
not find any trucks on the sites that had not made reservations and paid their fee in advance. 
Moreover, all the food trucks present at the spots during the three field visits were on the list 
of those retained by the selection committee. They all had a street food permit, but it was not 
always posted clearly in view as stipulated in By-law 15-039. Finally, the visit to the spots for 
which there were no reservations revealed that they were effectively not occupied.

17 By-law 15-039, sections 24.1 to 24.3.
18 By-law 16-065.
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Next, using this same sample of spot reservations, we wanted to corroborate that the firm 
hired to manage the calendar had collected the fees for occupying the public domain,  
in keeping with the fee by-law in effect. In this regard, we want to mention that the firm hired 
is required to periodically submit a detailed list of revenues collected to the SCA. Based 
on this list, the transaction related to each reservation in our sample was traced, and we 
compared the price invoiced (based on the site category) with the by-law concerning fees 
for 2017. Our examination did not reveal any irregularities. Everything was in compliance. 
Our audit work also confirmed that the person in charge of the file at the SCA conducts 
checks to verify the accuracy of the revenues collected by the firm hired to manage the 
occupation calendar. We feel this is a good management practice.

On another note, we examined a report produced by firm C for the period from April 1 to 
October 31, 2017, that shows the results of the activity in terms of the rate of reservations 
for the sites proposed by the six participating boroughs. Table 2 presents the statistics 
from this report for each borough.

 
In light of these results, we must confirm that the food trucks are not very active in most  
of the participating boroughs. Only Ville-Marie posted a significant popularity rate. Accord-
ing to the information obtained from the SCA, for many of the boroughs, these low visitor 
rates are due partly to the fact that the sites proposed by the boroughs are located in areas 
that are not very attractive in terms of traffic (not very visible to the public) and therefore 
not very profitable for the operators. As mentioned in section 3.1., considering the low 
visitor rates at their sites, several boroughs have decided to withdraw from this activity.  
For 2018, only three boroughs19 will participate. 

19 Ville-Marie, Rosemont–La Petite-Patrie and Outremont.

TABLE 2 – RATE OF RESERVATIONS FOR SITES PROPOSED  
 BY THE BOROUGHS FOR THE PERIOD  
 FROM APRIL 1 TO OCTOBER 31, 2017

BOROUGH TOTAL NUMBER OF 
RESERVATIONS RECORDED RESERVATION RATE

Ville-Marie 1,251 94.2%

Verdun 11 0.83%

Sud-Ouest 5 0.38%

Rosemont–La Petite-Patrie 48 3.6%

Mercier–Hochelaga-Maisonneuve 0 0%

Outremont 13 0.99%

TOTAL 1,328 100%
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Moreover, an analysis of the situation carried out by the SCA for the 2017 season reveals 
the displeasure of the street food operators concerning: 

• Occasional lack of availability of reserved sites which were inaccessible due to various 
obstructions (e.g., roadwork under way). The lack of communication between the vari-
ous stakeholders was mentioned;

• The 48-hour cancellation time imposed by By-law 15-03920 for the operator to be reim-
bursed, which is deemed too long (considering weather conditions) and causes oper-
ators to lose money;

• The rate for site reservation, which increased the operators’ operating costs.

Clearly, if the city wishes to maintain this activity in its territory, we feel a re-evaluation 
is required with regard to the current operating method. In this respect, the head of  
the division in charge of the activity at the SCA informed us that various discussion groups 
had been held to gather comments and assess options.

RECOMMENDATIONS

3.3.B. We recommend that the Ville-Marie borough, to enforce  
the by-law governing street food, take steps to reiterate to 
operators that have received a street food permit what their 
obligations are, particularly with regard to posting the required 
permit in their food truck.

3.3.C. We recommend that the Service de la concertation des 
arrondissements pursue the steps undertaken to re-evaluate 
the current operating method for food trucks in the territory of 
Montréal and make the appropriate presentations to the municipal 
administration concerning potential improvements if it intends  
to continue this activity.

BUSINESS UNITS' RESPONSES

3.3.B. Ville-Marie borough

A notice will be addressed to all permit holders concerning the obligation 
to display the permit.

The checklist will include a systematic verification that must be carried 
out. (Planned completion: June 2018)

20 By-law 15-039, section 24.3.



4.7. | STREET FOOD

2017 ANNUAL REPORT | PAGE 413

3.3.C. Service de la concertation des arrondissements

Based on the survey results and the working committee meetings with 
the operators between December 2017 and January 2018, potential 
improvements were identified and were or are the subject of ordinances 
(food truck sites) or regulatory amendments (e.g., reduction of site 
reservation time, review of cancellation policy).  
(Planned completion: April 2018)

3.4. STREET FOOD INSPECTIONS

3.4.1. INSPECTIONS UNDER THE BY-LAW GOVERNING STREET FOOD

3.4.1.A. BACKGROUND AND FINDINGS 

By virtue of a delegation of powers by the city’s council to the borough councils, the bor-
oughs are accountable for enforcing certain provisions of By-law 15-039 in their territory.

By-law 15-039 includes several provisions that must be upheld by the operators and that 
require monitoring in the field to ensure compliance. By way of example, inspection visits 
should verify that: 

• The food truck complies with the spots and hours determined for the occupation of the 
public domain;

• Food is sold only in the food truck;

• With the exception of garbage cans and recycling bins, no furniture, equipment or acces-
sories are located outside the food truck;

• The spot is kept clean at all times;

• The street food permit is displayed in public view;

• The generator and propane gas tanks are mechanically, solidly and permanently  
fastened to the food truck by an approved brace that is in compliance with the standards 
for the transport of this type of material;

• A sign prohibiting smoking within a minimum of three metres from the food truck’s  
propane tanks is posted in public view;

• The food truck is equipped with at least one portable fire extinguisher classified 5-A: 
20-B:C and one class K extinguisher when the food truck uses combustible cooking 
agents.
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We want to point out that By-law 15-039 sets out penal provisions with fines ranging from 
$350 to $2,000 and from $700 to $4,000, depending on whether the infraction is commit-
ted by a natural person or a corporation. 

For our audit, we questioned the managers in each of the six boroughs involved, to 
assess their knowledge of the regulations in effect concerning this activity and identify  
the mechanisms in place for the inspection of food trucks in their territory. Based on the 
information obtained, we can state that with the exception of the Ville-Marie and Rosemont– 
La Petite-Patrie boroughs, the managers (that is, in Mercier–Hochelaga-Maisonneuve,  
Sud-Ouest, Verdun and Outremont) were not very familiar with the existence of By-law 15-039 
and the delegated responsibilities related to its enforcement. As such, we feel it would be 
appropriate for the SCA to remind the boroughs of their responsibilities with regard to the 
regulatory provisions governing street food. 

Furthermore, it appears that only the Ville-Marie borough carried out inspections for this 
activity. In fact, the people we contacted in the other five boroughs stated that the activity 
was not very popular in their territory. Although the Rosemont–La Petite-Patrie borough 
is planning once again to offer food truck spots for the season beginning in April 2018,  
it clearly stated that it did not intend to oversee the application of the by-law, mainly because 
the borough does not have enough inspectors to add the oversight of an additional activ-
ity. Nevertheless, considering that failure to uphold the regulation could, in some regards, 
endanger public security, not to mention the risk of tarnishing the city’s image, we feel 
that all the boroughs that allow street food in their territory must make provisions to plan  
for inspections. 

As concerns the Ville-Marie borough, we found that beginning in 2017, a blitz of street 
food inspections was launched. According to the information obtained from the head of 
the division in charge, inspections were also carried out sporadically in 2015 and 2016. 
We were unable to find any evidence of this, however. These inspections were not subject 
to reporting and may be recorded inconsistently in the inspectors’ individual daily reports 
(on paper). As such, our audit focused on examining the interventions carried out in 2017. 
Based on the inspection summary and related documentation submitted to us, we found 
that food truck inspections were carried out over a period of six weeks in June and July 
2017. During this period, 20 food trucks were inspected, of a total of 26 permit-holders. 
According to the information we obtained, some food trucks were rarely present on the 
identified sites in the borough, which made it more difficult to plan an inspection. 

To assist the inspectors in their inspections, the borough created a list of inspection points 
called “Fiche d’inspection - véhicule-cuisine” which lists the aspects of By-law 15-039 that 
have to be assessed for compliance during the inspection visit. We examined this sheet 
to assess whether it exhaustively reflects By-law 15-039. It appears to us to be complete 
except that it does not include checking for the presence and compliance of the fire safety 
equipment, particularly portable extinguishers21. Since fire safety is a priority concern,  

21 By-law 15-039, section 73.
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we feel that the appropriate corrections should be made so this issue is covered in the 
food trucks inspections. 

Finally, our examination of the street food inspection files compiled for the Ville-Marie 
borough showed that 9 of the 20 inspection files revealed non-compliances. In order  
to determine whether the inspectors followed up to ensure that the requested changes 
were implemented, we randomly selected three of these nine files. We could not find 
any evidence in any of the three files of any follow-up for the non-compliances reported. 
Although the people we met in the borough stated that this follow-up was carried out,  
it appears that documentary proof (e.g., email exchanges, photos) to support this was 
not retained. In this regard, we feel that the documentation in the inspection files should  
be improved so that the borough can demonstrate that the operators have promptly made 
the changes requested after receiving non-compliance notices.

RECOMMENDATIONS

3.4.1.B. We recommend that the Service de la concertation des 
arrondissements, with a view to enforcing regulatory compliance, 
remind the boroughs of the existence of By-law 15-039 governing 
street food and of their responsibilities with regard to its 
application in their respective territories.

3.4.1.C. We recommend that the boroughs of Mercier–Hochelaga-
Maisonneuve, Rosemont–La Petite-Patrie, Sud-Ouest, Verdun 
and Outremont plan to carry out food truck inspections when 
this activity is authorized in their territory, to fulfil their delegated 
responsibilities.

3.4.1.D. We recommend that the Ville-Marie borough, with a view to 
upholding public safety, take the necessary steps for inspections 
to include verifying the presence and compliance of the fire safety 
equipment, as stipulated in section 73 of By-law 15-039 governing 
street food.

3.4.1.E. We recommend that the Ville-Marie borough make the required 
provisions for non-compliance notices to entail appropriate 
follow-up and for the related documentary proof to be kept in  
the compiled inspection file, to ensure the requested changes  
are made.



4.7. | STREET FOOD

PAGE 416 | 2017 ANNUAL REPORT

BUSINESS UNITS' RESPONSES

3.4.1.B. Service de la concertation des arrondissements

A note will be sent to the borough managers involved at the beginning  
of the season to remind them of the borough’s responsibilities concerning 
the enforcement of the by-law governing street food.  
(Planned completion: April 2018)

3.4.1.C. Mercier–Hochelaga-Maisonneuve borough

The Mercier–Hochelaga-Maisonneuve borough council adopted  
a resolution to change the food truck locations in the borough’s territory 
(CA18 27 0037) which withdrew all food truck locations in the borough as 
there was little traffic at the sites. We will plan to carry out the statutory 
inspections if the service is recommenced in our borough, however. 
(Planned completion: N/A)

 Outremont borough

A tracking table will be created to quantify the visits in the field  
and ensure that the standards are upheld by the operators.  
(Planned completion: June 2018)

 Rosemont–La Petite-Patrie borough

The Rosemont–La Petite-Patrie borough will take all necessary measures 
to enforce the by-law governing street food. Control inspections will  
be conducted regularly during the operating period.  
(Planned completion: June 2018)

 Sud-Ouest borough

We want to inform you that at the borough council meeting on  
January 15, 2018, it was resolved by our elected officials not to have  
any street food sites in the Sud-Ouest borough territory in 2018.  
(Planned completion: N/A)

 Verdun borough

No sites have currently been identified for street food activities in  
the borough. If the activity is revived in the borough, our borough 
inspectors will be trained in collaboration with the Service de  
la concertation des arrondissements and will carry out regular summer 
patrols to regulate it. (Planned completion: N/A)
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3.4.1.D. Ville-Marie borough

A joint visit will be made with the Service de sécurité incendie de Montréal 
to all food trucks to ascertain the compliance of the equipment with  
a formal letter of confirmation. (Planned completion: June 2018)

3.4.1.E. Ville-Marie borough

Notices of non-compliance will be filed with a follow-up note concerning 
the date of correction. (Planned completion: June 2018)

3.4.2. FOOD INSPECTIONS

3.4.2.A. BACKGROUND AND FINDINGS

The Service de l’environnement, Division de l’inspection des aliments is the MAPAQ’s agent 
for food inspection in the entire territory of greater Montréal. The agreement concluded 
between the city and the MAPAQ delineates the programs and inspection standards  
for food establishments and the samples that must be taken by the city inspectors.  
The agreement authorizes the Division de l’inspection des aliments, when necessary,  
to take coercive measures (e.g., seizures, orders for the temporary cessation of activities) 
and to pursue legal proceedings in the case of an infraction of any of the provisions of  
the Québec plan22 or when an imminent danger to consumer health is observed. In exchange, 
the MAPAQ provides financial compensation ($4.6 million for 2018, $4.1 million each year 
for 2015, 2016 and 2017) to finance the inspection activities and related laboratory work 
(e.g., analysis of samples) carried out by the Division de l’expertise technique de la Ville23.

Under the MAPAQ’s “Cadre définissant les programmes d’inspection régulière et de gestion 
des risques supérieurs”, food trucks are included in the commercial restaurant sector.  
As such, like the some 13,900 food establishments in the urban agglomeration of Montréal, 
they are subject to food inspections based on the Risk-Based Inspection (RBI) program. 
These inspections assess basic food handling practices by auditing control points div-
ided into five components (matter, methods, manpower, material and milieu). A risk 
level is then attributed to the establishment based on the calculation of the “risk load.”  
The value obtained classifies the food establishments based on the health risk they 
pose and determines the inspection frequency. Since the inspection frequency is based  
on the risk load attributed to the establishment, it can be changed based on the results 
of the latest RBI inspection or an inspection due to a complaint. Table 3 presents the RBI 
inspection frequency with adjusted intervals based on risk load.

22 Regulation respecting food, CQLR, c. P-29, r.1.
23 This division also reports to the Service de l’environnement.
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The Division de l’inspection des aliments manages inspections using a computer applica-
tion called the Système d’inspection des aliments de Montréal (SIAM). This system man-
ages the interventions based on the frequency and risk attributed to each establishment. 
For each inspected establishment, the system creates a dashboard of the detailed history 
of all interventions over time. At the time of our audit in February 2018, 87 food trucks (with 
“active” status) were registered in the SIAM. Based on information received from the head 
of the division in charge, Table 4 provides an overview of food truck inspections carried out 
from 2015 to 2017. Table 5 presents the risk load category attributed to the food trucks.

TABLE 4 – PORTRAIT OF FOOD TRUCKS INSPECTIONS  
 FROM 2015 TO 2017 (IN FEBRUARY 2018)

2015 2016 2017 TOTAL

Number of inspections carried out 79 105 105 289

Number of complaints investigated 2 12 5 19

Number of infraction notices[A] 8 13 11 32

Number of lawsuits recommended 0 2 5 7

Number of lawsuits settled 0 0 0 0

[A] An infraction notice may contain more than one infraction.
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TABLE 3 – RISK-BASED INSPECTION FREQUENCY BASED ON  
 THE RISK LOAD ATTRIBUTED TO THE ESTABLISHMENT

TYPE OF INSPECTION 
FREQUENCY RISK LOAD RISK LOAD  

CATEGORY

RISK-BASED 
INSPECTION INTERVAL 

(MONTHS)

Risk-based  
inspection

0 to 99 Low 36

100 to 299 Medium-low 36

300 to 599 Medium 12

600 to 1,299 Medium-high 6

1,300 and + High 3
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That said, for 2015, 2016 and 2017, our audit consisted of corroborating whether each food 
truck that received a permit was subject to food inspection at the established frequency. 
This work was based on the list of permits issued by the Ville-Marie borough in 2015, 
2016 and 2017, respectively 31, 29 and 26 permits (see Appendix 5.1.). For each of these 
permits, we examined the food inspection data (the dashboard) recorded in the SIAM.  
Overall, we found that the food trucks are subject to appropriate food inspection monitor-
ing. The dashboard compiled for each food truck includes the following information: 

• Contact information for the food truck operator;

• Risk load category attributed;

• Number and details of inspections conducted;

• Number and details of complaints submitted;

• Information concerning samples taken and laboratory interpretation;

• Details about non-compliances raised and follow-up.

Our examination did reveal, however, that there were three food trucks that had permits  
at one time or another during the period from 2015 to 2017 for which there is no evidence 
that food inspections were conducted. The findings concerning these three food trucks are 
presented in Table 6. 

TABLE 5 – RISK LOAD CATEGORY ATTRIBUTED TO FOOD  
 TRUCKS REGISTERED IN THE SYSTÈME D’INSPECTION  
 DES ALIMENTS DE MONTRÉAL (IN FEBRUARY 2018)

RISK LOAD CATEGORY NUMBER OF FOOD TRUCKS PERCENTAGE

Low (36 months) 16 18%

Medium-low (36 months) 47 54%

Medium (12 months) 14 16%

Medium-high (6 months) 4 5%

High (3 months) 1 1%

To come [A] 5 6%

 87 100%

[A] Risk load not yet attributed – awaiting inspection.
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We are aware that some food trucks may not have been very present in the territory,  
making it more difficult to plan an inspection. We believe, however, that oversight should 
be exercised to ensure that every food truck that receives a permit during the year is  
systematically added to the SIAM to plan an inspection visit.

RECOMMENDATION

3.4.2.B. We recommend that the Service de l’environnement take the 
measures required to ensure that all food trucks with permits are 
systematically recorded in the Système d’inspection des aliments 
de Montréal every year and that an inspection is conducted or 
planned in compliance with the food establishment inspection 
program.

BUSINESS UNIT’S RESPONSE

3.4.2.B. Service de l’environnement

Annually, formally and in writing, the Service de l’environnement  
Division de l’inspection des aliments will contact the boroughs and 
related municipalities and ask for a complete list of permits issued  
to food trucks. 

All food trucks with a permit for the year will be systematically registered 
in the Système d’inspection des aliments de Montréal and inspected  
in accordance with the inspection program in effect.  
(Planned completion: April 2018)

TABLE 6 – FINDINGS CONCERNING THE THREE FOOD TRUCKS  
 THAT WERE NOT SUBJECT TO A FOOD INSPECTION

FOOD TRUCK FACTS

A The file was created in the SIAM in 2016, but no inspection was carried out.  
A street food permit was issued in 2015.

B The file was closed in the SIAM in 2016, although a permit was issued for  
this food truck in 2017.

C No file was created in the SIAM, although a permit was issued in 2017. 

4.7. | STREET FOOD
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3.5. ACCOUNTABILITY REPORTING

3.5.A. BACKGROUND AND FINDINGS

Management reports must be produced periodically to allow changes in the activities to be 
monitored and to support informed decision-making concerning any corrective measures 
required. 

In this regard, we want to point out that the contractual agreement between the external 
firm in charge of managing the street food site allocation calendar stipulates that the firm 
must submit a report to the SCA for each period (i.e., summer season, winter season), 
providing information such as: 

• Statistics on the number of times food trucks were in operation, by borough, by site and 
by food truck;

• A description of issues encountered and proposed solutions;

• Details of revenues earned from reservations made by the operators to occupy the public 
domain.

We read the report filed in November 2017 by the firm mandated for this activity, which 
provided results for the summer season from April 1 to October 31, 2017. We also read 
two surveys conducted by this same firm in 2017 to evaluate the satisfaction of the 
operators and the customers, and we obtained and examined the 2015 and 2016 annual 
reports filed by the external firms that were retained to manage the site allocation calendar  
in those years. We can confirm that these reports are a source of relevant information for 
evaluating this activity.

There is also a report called “Analyse de la cuisine de rue à Montréal”, which was filed at 
the end of the summer 2017 season by the person in charge of this activity at the SCA. 
This report describes several problematic issues that merit consideration to find solutions 
for improvement (e.g., sites offered by the boroughs, low visitor rate in certain boroughs, 
management of the site allocation calendar, regulations). According to the head of the 
division in charge, this report was submitted to the SCA management and led to several 
discussion groups. 

Likewise, for 2017, we found evidence of accountability reporting by the SCA to the bor-
oughs that offer street food sites in their territory. A report called “Bilan cuisine de rue 
– saison 2017” was prepared and submitted to each of the six boroughs that were the sub-
ject of this audit. We obtained a copy of the reports produced and the managers involved 
in each borough confirmed receipt of them. We found that the report in question informs 
the boroughs about the changes since 2015 in the reservation rates for the various street 
food sites offered, the operators’ satisfaction with these sites and the number and type of 
complaints filed. The report also makes recommendations on improving the process. 
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In the boroughs, we found that the management reports retained are those produced by 
the SCA. Other than these, given that street food is, all things considered, a very minor part 
of all the activities under the responsibility of the administrative units in charge, it appears 
that accountability reporting is carried out verbally.

For the Division de l’inspection des aliments, we found that accountability reporting mech-
anisms are described in the agreement concluded with the MAPAQ, and several activity 
reports are submitted to it monthly. We obtained copies of the various reports filed cov-
ering activities up to December 31, 2017. We should specify that these reports cover all 
types of establishments inspected, not only food trucks. Although we did not conduct an 
exhaustive analysis, these reports appear to us to be fairly complete. We also saw a Power-
Point presentation on the activities of the Division de l’inspection des aliments in 2017 and 
its objectives for 2018. This presentation was prepared for meetings in early 2018 with  
the management of the Service de l’environnement and the MAPAQ and it covers a variety 
of information, including: 

• Number of inspections carried out since 2010;

• Number of hours worked in relation to the number of inspections;

• Number of food samples taken for microbiological analysis;

• Number of complaints filed and their reasons (e.g., foodborne illnesses);

• Number of non-compliances (or infractions) found;

• Number of lawsuits. 

In conclusion, the accountability reporting for street food activities appears to us to be 
satisfactory and we have no recommendations to propose.
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4. CONCLUSION

In 2012, in light of the fact that street food was gaining in popularity in many of the major 
cities of the world, the city decided to reconsider the possibility of allowing the sale of food 
in the public domain of Montréal, which had been prohibited since 1947. A street food 
pilot project was therefore launched in 2013 and 2014. The results were conclusive in the 
eyes of the city and a by-law governing street food (15-039) was adopted by the municipal 
council in March 2015.

As the fourth street food season following the adoption of By-law 15-039 is about to begin, 
we find that the activity is on the wane. In 2017, six boroughs offered sites for food trucks 
in their territory. For 2018, currently only three boroughs intend to take part. The other 
boroughs have withdrawn from this activity because the visitor rates at their sites were too 
low. In 2017, 94% of the site reservations were in the Ville-Marie borough. The operators’ 
complaints relate mainly to the fact that the sites proposed by the boroughs are not very 
appealing in terms of visitor traffic and, by extension, profitability. 

In conclusion, our audit reveals that many processes surrounding this activity were put in 
place to ensure that it is conducted in compliance with the regulatory provisions. Author-
ized food trucks are subject to a selection process, the issue of permits guided by rules 
that must be upheld by the operators, the management of the site allocation calendar and 
oversight of the food quality by the city. Nevertheless, despite all these efforts, some of 
the controls related to the application of By-law 15-039 need to be tightened. In particular:

• The process surrounding the selection of food trucks authorized to apply for a permit 
could be simplified to make it more streamlined from an administrative point of view;

• The selection of food trucks should also take into consideration the information held by 
the city concerning past food inspection interventions;

• The controls surrounding the issue of permits should be improved by introducing  
follow-up mechanisms to ensure that the documentary proofs required to receive the 
permits remain in effect throughout their period of validity;

• All the boroughs that plan to offer street food in their territory should enforce By-law 
15-039, in keeping with the responsibilities delegated to them in this regard;

• All street food permit-holders should be systematically registered in the Système  
d’inspection des aliments de Montréal so a food inspection can be planned.

Finally, if it is the city’s intention to maintain this activity in its territory, we feel that a 
re-evaluation is required of the operating conditions for the occupation of the public 
domain by food trucks, so this activity can attain the desired level of success.
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YEAR NUMBER OF 
BOROUGHS NAMES OF BOROUGHS NUMBER OF 

SITES

NUMBER OF 
SPOTS FOR 
ALL SITES

NUMBER OF 
PERMITS 
ISSUED 

2015 5

Côte-des-Neiges–Notre-Dame-de-Grâce 2 4

31

Mercier–Hochelaga-Maisonneuve 3 3

Rosemont–La Petite-Patrie 4 4

Sud-Ouest 2 2

Ville-Marie 9 15

TOTAL 20 28

2016 7

Côte-des-Neiges–Notre-Dame-de-Grâce 2 4

29

Mercier–Hochelaga-Maisonneuve 4 4

Rivière-des-Prairies–Pointe-aux-Trembles 1 1

Rosemont–La Petite-Patrie 6 6

Sud-Ouest 4 4

Verdun 2 2

Ville-Marie 11 17

TOTAL 30 38

2017 6

Mercier–Hochelaga-Maisonneuve 2 2

26

Outremont 2 2

Rosemont–La Petite-Patrie 5 5

Sud-Ouest 1 1

Verdun 1 1

Ville-Marie 15 22

TOTAL 26 33

2018 3

Outremont 2 n/a

n/a
Rosemont–La Petite-Patrie 2 n/a

Ville-Marie 23 n/a

TOTAL
27  

(Note 1)
n/a

n/a not available
Note 1 The data for 2018 are preliminary. On the audit date, they had not been officially approved by  
 the borough councils in question.

5. APPENDICES

5.1. HISTORY OF FOOD TRUCKS FROM 2015 TO 2018
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5.2. STREET FOOD FEES

24

24 The visitor traffic history of the sites (and their spots) determines which category they are placed in.

YEAR

NUMBER 
OF BY-LAW 

CONCERNING 
FEES

SECTION 
OF BY-LAW 

CONCERNING 
FEES

PRICE FOR THE 
EXAMINATION OF 
THE ELIGIBILITY 

APPLICATION 
FOR  

THE SELECTION 
PROCESS

PERMIT TYPE
PERMIT 
PRICE

2015 14-044 17.1 $70
Annual[A] $1,910 The price includes the cost 

of obtaining the permit and 
the right to occupy the public 
domain.Seasonal[B] $1,045

2016 15-091 17 $70
Annual[A] $2,075 The price includes the cost 

of obtaining the permit and 
the right to occupy the public 
domain.Seasonal[B] $1,215

2017 16-065 15 $70

Annual[A] $350

The price excludes the fees 
for occupying the public 
domain, which are invoiced 
separately based on  
the category of the spot 
reserved by the operator 
(category A, B, C or D)24. 

The fees range from $10 
to $40 based on the spot 
category, for a period of 
occupation between 6 a.m. 
and 11 p.m. in a given day.

Summer 
season[B] $300

Winter 
season[C] $50

[A] Permit valid from April 1 to March 31 the next year.
[B] Permit valid from April 1 to October 31 of the current year.
[C] Permit valid from November 1 to March 31 the next year.
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5.3. GOALS AND ASSESSMENT CRITERIA

OBJECTIVE

Ensure that a functional and effective process has been instituted to ascertain that food 
trucks are operating in compliance with the laws, by-laws and frameworks in effect in the 
territory of Montréal. 

ASSESSMENT CRITERIA

• The call for applications process is impartial and complies with the established rules;

• The permits and occupation rights for the public domain are issued in compliance with 
the decreed rules;

• A functional allocation calendar for the operators’ occupation of the street food sites 
exists and is followed;

• A periodic inspection program has been established and is duly carried out for  
the enforcement of the by-law governing street food and the control of food quality;

• Accountability reporting is carried out periodically for the activities surrounding  
the oversight of street food.
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In addition to these 
results, we have 
formulated various 
recommendations 
for the business 
units of the STM. 

The details of these 
recommendations 
and our conclusion 
are outlined in 
our audit report, 
presented in the 
following pages.

Note that the 
business units have 
had the opportunity 
to formulate their 
comments, which 
appear after the 
audit report recom-
mendations.

SUMMARY OF THE AUDIT

OBJECTIVE 
The objective of the audit was to evaluate whether the controls put in place ensure the  
logical and physical security of the personal information (PI) held by the Société de transport de  
Montréal (STM) in a way that limits privacy breaches, theft or unauthorized access.

RESULTS

Overall, we can conclude that the STM adequately protects the PI collected in the course  
of its activities.

Regarding governance:

• The STM has suitable corporate and management policies; responsibilities are clearly 
defined and accountability reporting is in place;

• Employees and managers are suitably aware of the importance of protecting PI;

• The STM has a PI inventory that meets the requirements of the Act respecting Access  
to documents held by public bodies and the Protection of personal information (AAD).

Regarding the retention and destruction of PI:

• A retention schedule has been established for PI in physical files and in the new systems. 
However, there are no retention guidelines for the five information systems audited;

• The destruction of PI in physical files is conducted by an outside firm in a secure manner;

• No destruction of PI is scheduled for three of the five information systems audited.

Regarding protection measures:

• Four of the five systems audited contain real PI in environments other than their produc-
tion environments;

• One system presented a deficiency in terms of the review process for access rights;  
but logical access was managed properly in the other systems;

• Physical access to medical records is protected. Two locations where employee records, 
applicant files and paratransit forms are kept have combination door locks, which are 
not as secure as card reader door locks;

• The electronic transmission of PI to other transit agencies is secure. However, the trans-
mission of applicant files to an external firm is not confidential;

• The incident management process includes the protection of PI;

• Penetration tests are conducted regularly to evaluate the security of systems containing 
PI.
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LIST OF ACRONYMS 

AAD  
Act respecting Access to documents  
held by public bodies and the Protection 
of personal information

ACCÈS  
système de gestion des clients  
du transport adapté

CAI  
Commission d’accès à l’information

E-Dotation  
système de gestion des candidatures

SAP  
progiciel de gestion intégré pour,  
entre autres, les ressources humaines 
et la paie

IT  
information technology

   

PI  
personal information

SIGESST  
système de gestion de la santé et 
sécurité au travail traitant également  
les congés de maladie

SIN  
social insurance number

STM  
Société de transport de Montréal

VP  
système de gestion pour la vente  
et la perception des cartes OPUS
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1. BACKGROUND

Through its activities, the Société de transport de Montréal (STM) collects and processes 
a considerable amount of information concerning the private life of its customers and 
employees. The STM serves approximately 2.9 million customers who have a registe-
red OPUS card, 30,000 customers who use paratransit; it also employs 9,700 people.  
The STM needs this information in order to provide quality service. The main activities for 
which the STM collects personal information (PI) are:

• The compilation of employee records, including their medical records;

• The collection of employee banking information for payroll purposes;

• Employment applications for staffing purposes;

• OPUS card registration (generally for reduced fare purposes);

• The collection of medical information on paratransit users.

In Canada, privacy is a fundamental right that is protected in a comprehensive manner by 
federal and provincial laws.

Adopted on June 27, 1975, Québec’s Charter of Human Rights and Freedoms lists,  
among others, the following rights and freedoms of citizens:

• The right to the safeguard of dignity, honour and reputation;

• The right to respect of private life.

Over the past four decades, Québec has built a legislative model embodied by the Québec 
Commission d’accès à l’information (CAI). The CAI oversees the application of two acts:

• For the public sector: The Act respecting Access to documents held by public bodies  
and the Protection of personal information1 (AAD);

• For the private sector: The Act respecting the protection of personal information in  
the private sector2.

As a public body, the STM is subject to the AAD. This Act sets out two intrinsic rights:  
the right of access and the right of protection of PI. 

It applies to all documents whether they are recorded in writing or print, on sound tape  
or film, in computerized form, or otherwise. 

1 CQLR, chapter A-2.1.
2 CQLR, chapter P-39.1.
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PI is defined as information that3:

• Identifies a natural person (as opposed to a corporate body);

• Helps identify an individual (as opposed to anonymized information);

• Is factual or subjective about a person regardless of its form or medium.

Given its nature, some PI is confidential. Examples include:

• Social insurance number (SIN);

• Health insurance number;

• Date of birth;

• Banking information;

• Medical records;

• Curriculum vitae.

However, some PI is not confidential given its public nature. Here are a few examples:

• Name, title, salary, workplace address and telephone number of a member of a public 
body or its board of directors;

• STM management staff.

Any loss, theft or unauthorized access involving confidential PI is not only against the law, 
it can also:

• lead to the disclosure of PI;

• make it possible for malicious individuals to steal identities;

• compromise a person’s safety, given the sensitive nature of some of the information 
held;

• damage the organization’s reputation;

• result in the loss of confidence by users;

• lead to lawsuits.

Given this context, the STM must absolutely protect its PI in order to reduce the risk of  
any of these events occurring.

3 In accordance with CQLR, chapter A-2.1, sections 1 and 54.
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2. PURPOSE AND SCOPE OF THE AUDIT

In accordance with the provisions of the Cities and Towns Act, we have conducted  
a value-for-money audit of the protection of PI by the STM. This audit was performed 
in compliance with the Canadian Standards on Assurance Engagement (CSAE) 3001 of  
the CPA Canada Handbook – Assurance.

The objective of the audit was to evaluate the presence and efficiency of the controls put 
in place to ensure the adequate logical and physical security of the PI held by the STM in 
a way that limits privacy breaches, theft or unauthorized access.

The role of the Auditor General of Ville de Montréal is to provide a conclusion regarding 
the purpose of the audit. To do so, we have collected a sufficient amount of relevant evi-
dence on which to base our conclusion and to obtain a reasonable level of assurance. Our 
evaluation is based on criteria we have deemed valid for the purpose of this audit. These 
are set out in the appendix.

The Auditor General of Ville de Montréal applies the Canadian Standard on Quality Control 
(CSQC 1) of the CPA Canada Handbook – Assurance and, consequently, maintains a 
comprehensive quality control system that includes documented policies and procedures 
with respect to compliance with ethical guidelines, professional standards and applicable 
legal and regulatory requirements. It also complies with regulations on independence and 
other ethical guidelines of the Code of Ethics of Chartered Professional Accountants, which 
is governed by fundamental principles of integrity, professional competence, diligence, 
confidentiality and professional conduct.

Our audit focused on PI found in the following:

• Physical supports: 

 – Employee medical records;

 – Staffing (applications, employee records);

 – Paratransit (paratransit service request form, which includes medical information  
on customers).

• Information systems:

 – Progiciel de gestion intégré pour, entre autres, les ressources humaines et la paie 
(SAP);

 – Système de gestion pour la vente et la perception des cartes OPUS (VP) primarily  
for students and people 65 years of age and over;

 – Système de gestion des candidatures (E-Dotation);

 – Système de gestion de la santé et sécurité au travail traitant également les congés 
de maladie (SIGESST);

 – Système de gestion des clients du transport adapté (ACCÈS).
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We have excluded from our audit PI collected when issuing statements of offence and PI 
used for the purpose of managing pension plans, for the following reasons:

• Under the Act, courts, such as the municipal court of Ville de Montréal, are not consi-
dered a public body. Statements of offence issued in accordance with STM regulations 
036 and 105 are collected by inspectors and other STM employees. The statements 
are then redirected to the municipal court system of Ville de Montréal. As such, legal 
statements of offence are accessible without restriction;

• Regarding pension plans, they are managed by an organization other than the STM;

• We have also excluded the following from our audit: 

 – Logical access to the SAP and VP systems; 

 – Physical security of server rooms;

 – Backup processes.

These aspects are evaluated during the audit of the general controls of information  
technology (IT) as part of the financial statements. For the 2017 fiscal year, they were 
found to provide a sufficiently robust control environment overall. 

While the STM is required to comply with existing laws and regulations, this audit cannot 
be construed as a mandate to attest to the level of compliance of the STM with the AAD 
or with any other laws or standards to which the STM refers when developing its PI pro-
tection system.

Our audit was conducted from September 2017 to March 2018. The work consisted  
of conducting interviews with personnel, examining various documents and conducting 
surveys we considered appropriate with a view to obtaining probative information. 

Upon completing our audit work, we presented a draft audit report to the managers of 
each of the audited business units for discussion purposes. The final report was then 
forwarded to the Director General of the STM and to each of the business units involved in 
the audit in order to obtain action plans and timetables for their implementation. A copy 
of the final report was also sent to the Chairman of the Board for information purposes.
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3. AUDIT RESULTS

3.1. GOVERNANCE

3.1.A. BACKGROUND AND FINDINGS

Governance includes the frameworks and operating principles implemented by an orga-
nization to disseminate its strategic directions, establish rules of conduct and promote 
transparency and accountability within the organization. 

Our first audit criterion addressed the STM’s need to develop, document and communi-
cate policies and procedures on PI and assign responsibility for ensuring compliance with 
these policies and procedures.

The STM is also required to comply with the AAD. In three of its sections on PI, the AAD 
stipulates that:

• A public body must take the security measures necessary to ensure the protection of the 
personal information collected, used, released, kept or destroyed and that are reasonable 
given the sensitivity of the information, the purposes for which it is to be used, the quantity 
and distribution of the information and the medium on which it is stored [s. 63.1];

• No person may, on behalf of a public body, collect personal information if it is not necessary 
for the exercise of the rights and powers of the body or the implementation of a program 
under its management [s. 64];

• A public body must establish and keep up to date an inventory of its personal information 
files [s. 76].

To comply with the AAD, the STM has developed several frameworks that define  
the parameters for the management of PI within the organization.

3.1.1. POLICIES

3.1.1.A. BACKGROUND AND FINDINGS

Frameworks are documents that determine the scope, the requirements and the roles and 
responsibilities of the different business units for any given issue. In the case of the STM, 
these documents take the form of corporate policies and management policies. 

During our audit, the STM provided us with its policies on the protection of PI, which 
include one corporate policy and two management policies. 
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The corporate policy entitled “Sécurité informatique et protection de l’information” establi-
shes the STM’s position and strategic orientations on computer security and the protec-
tion of information. This policy, which was approved by the Board of Directors, outlines the 
general framework governing the efficient and effective management of risks involving 
computer systems and data processing.

The guiding principles presented in the policy require that:

• IT and information resources be administered in a manner that gives priority to the  
protection and security of these resources;

• the physical and logical access to IT and information assets be controlled in a way that 
efficiently prevents and counters intrusions and the unauthorized use of equipment, 
systems and data that make up these assets;

• the access, retention, transmission and destruction of files and documents be conduc-
ted in a way that complies with the ethical guidelines of the STM and the laws that apply 
to it.

The management policies, entitled “Protection de la confidentialité des renseignements 
personnels” and “Utilisation du patrimoine informatique,” focus on the management of 
information. They have been approved by the Director General. 

The first management policy defines the management framework governing the efficient 
control of activities involving PI. It sets out the basic principles on the access, retention 
and destruction of PI and its release to third parties. 

The second policy, which deals with the use of IT assets, aims to guarantee the efficient, 
optimal and secure use of computer equipment and networks of the STM in a manner that 
respects individuals and protects the PI held by the STM. It includes the administrative 
rules and regulations on the retention, transmission and use of information along with 
access protocols and access rights. It also defines illegal and unacceptable behaviour. 

We evaluated these frameworks and found them to be adequate. The corporate policy was 
issued in 2002 and is currently being updated. The management policies derived from the 
corporate policy will be addressed and amended at a later date. No recommendation is 
required.

3.1.2. EMPLOYEE EDUCATION PROGRAM

3.1.2.A. BACKGROUND AND FINDINGS

All employees play an active role in the protection of PI. Consequently, it is important for 
the STM to share with its employees the frameworks and their amendments pertaining 
to the protection of PI. In addition, there must be special education measures to make 
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employees aware of the issues related to privacy, confidentiality and the protection of 
PI. These measures must be documented. Moreover, disseminating these measures on  
a regular basis increases the level of vigilance of individuals. 

We have evaluated the document on an information session entitled “Accès à l’informa-
tion et protection des renseignements personnels.” The main topics covered during the 
session were: 

• The scope of the AAD;

• Access to documents held by public bodies;

• The protection of PI;

• Access to PI;

• Protocols on access to information and PI;

• The role of the CAI;

• Penalties.

The training is offered at least twice a year. Since 2013, it has been held 19 times and 
presented to 177 participants. It is provided to employees in the following positions: exe-
cutives, managers, office managers, advisors, holders of PI, administrative assistants and 
information and customer service employees.

A training session entitled “Ce qu’un gestionnaire d’exploitation devrait savoir au plan 
légal” is also offered to managers. It provides them with an overview of the laws and 
regulations governing the operations of the STM. The session includes a segment on the 
concepts of access to information contained in the documents held by the STM.

In addition, new employees must sign a document acknowledging that they have read the 
policy “Gestion sur l’utilisation du patrimoine informatique” and have agreed to abide by it.

Finally, in order to increase employee vigilance regarding PI, certain initiatives have been 
launched:

• The code of conduct of the STM is presented to new employees of the Division  
Planification et acquisition de talents upon being hired;

• Before accessing the corporate network of the STM, a warning reminds all users that 
they must comply with the requirements of the management policy “Utilisation du  
patrimoine informatique”.

After evaluating the various measures implemented, we concluded that these are  
adequate for educating employees and managers on issues related to the protection of PI.  
No recommendation is required.
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3.1.3. ASSIGNMENT OF RESPONSIBILITIES

3.1.3.A. BACKGROUND AND FINDINGS 

At the STM, the responsibility and accountability reporting regarding PI are formally 
assigned to an entity or department by the corporate policy “Sécurité de l’information et 
protection de l’information.” The entity in charge must develop, document and implement 
the necessary measures and monitoring mechanisms that will allow it to demonstrate 
compliance with the requirements of the framework. The designated entity must have the 
highest authority.

During our audit, we noted that the responsibility has been suitably assigned to the 
Direction exécutive – Technologies de l’information et innovation and to the Secrétariat 
corporatif et direction affaires juridiques. These responsibilities have been delegated  
to the secrétaire corporatif (Secrétariat corporatif et direction affaires juridiques) and to 
the head of the division, Risques, sécurité et conformité (TI et innovation). The staff from 
these divisions work together on applying the policy.

The top two employees responsible in this respect participate in committees on the pro-
tection of PI and related issues.

The first committee is the “Comité de gestion de ressources et actifs informationnels”. It 
focuses on recommended orientations to deal with the main risks faced by the STM and 
evaluates the main risk incidents involving information assets that have occurred at the 
STM and in the area of public transit. 

A second committee, which is attended by the secrétaire corporatif, compiles the annual 
statistical listing of access to information requests and their processing. This listing 
is also presented to the “Gouvernance, éthique et développement durable” committee 
of the Board of Directors and can be found in one of the sections of the STM’s annual 
report.

After assessing these aspects, we concluded that the responsibilities for protecting PI 
have been properly assigned and that accountability reporting is in place and functions 
adequately. No recommendation is required.

3.1.4. INVENTORY AND CLASSIFICATION OF PERSONAL INFORMATION

3.1.4.A. BACKGROUND AND FINDINGS 

This last portion of our audit work on governance is specifically defined in the AAD.  
Section 76, mentions that “a public body must establish and keep up to date an inventory of 
its personal information files”.

4.8. | PROTECTION OF PERSONAL INFORMATION
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According to this section, the inventory must contain the following information:

• The title of each file, the classes of information it contains, the purposes for which  
the information is kept and the method used to manage each file;

• The sources of the information entered in each file;

• The categories of persons to whom the information in each file relates;

• The categories of person who have access to each file in carrying out their duties;

• The security measures taken to ensure the protection of PI. 

A person has a right of access to the inventory on request, except as regards information 
confirmation of the existence of which may be refused under this Act. 

In addition, setting up a PI inventory and classification system for all manual and com-
puter processes used in handling PI provides an overview of the situation that facilitates 
procedures on: 

• Risk analyses by the STM;

• Implementation on control measures to ensure the protection of PI.

The STM has inventoried its PI in table format. For each of its corporate divisions,  
the table identifies the following information, as required by the AAD:

• The classes of information;

• The source of the information;

• The category of persons to whom the information relates;

• The category of persons who have access to this information;

• The security measures taken to ensure the protection of PI.

The STM has also established a document classification plan by subject based on  
a logical hierarchy that reflects its main activities. Among them, let us note the following 
categories related to the management of PI:

• Information and communication management;

• Human resources management (staffing, human resource file, health and safety).

The STM uses the information contained in these two documents to inform its annual 
risk analysis process, which includes the protection of PI and establishes mitigation and 
control measures.

However, while the PI inventory may seem comprehensive, we note that the table does not 
specify each type of PI contained in the computer systems or physical files. 
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For example, for the SIGESST system (health and safety, sick leave), the E-Dotation  
system (external applicants) and the ACCÈS system (paratransit customers), the exact 
nature of the PI contained and the PI recorded on an optional basis are not known.

Moreover, the number of files or items related to the classes of information is not  
specified, even as an estimate. These statistical data would enhance the risk analysis 
process. 

While this information is not required under the AAD, it could nevertheless facilitate  
the STM’s decision-making on the mitigation and control measures required.

RECOMMENDATION

3.1.4.B. We recommend that the Secrétariat corporatif et direction 
affaires juridiques add the following information to the personal 
information inventory:

• All the types of personal information held, whether optional  
or required, for each physical and/or electronic system;

• The number of files or items held for each type of personal 
information.

BUSINESS UNIT’S RESPONSE

3.1.4.B. Société de transport de Montréal 

[TRANSLATION] Given the low level of residual risk, here is one of  
the actions we propose:

• Expand the inventory of personal information for all new files by 
creating a subcategory to specify the types of personal information 
and the number of related files. (Planned completion: December 2018)

3.2. RETENTION AND DESTRUCTION OF PERSONAL INFORMATION

3.2.A. BACKGROUND AND FINDINGS

Regarding the retention and destruction of PI, the AAD stipulates in section 63.1 that:

A public body must take the security measures necessary to ensure the protection of the 
personal information collected, used, released, kept or destroyed and that are reasonable 
given the sensitivity of the information, the purposes for which it is to be used, the quantity 
and distribution of the information and the medium on which it is stored.
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The retention of PI must comply with the Archives Act4: it must be based on formally 
defined retention schedules and any access granted must be restricted solely to autho-
rized persons through the use of physical and logical protection measures. A retention 
schedule generally specifies the number of years each type of PI must be kept. At the 
STM, the schedule is presented as index cards. Each specifies the number of years  
for active and semi-active files.

When PI is destroyed, measures must be taken to protect the confidentiality of the  
information. For example:

• By defining and applying a policy on the destruction of media and documents containing 
PI;

• When using the services of a specialized company, drawing up a contract that contains 
clauses related to the protection of PI. This company must follow industry standards  
to ensure the confidentiality of the PI upon destroying documents.

For the purpose of our audit, we have evaluated two of the actions involved: the retention 
and destruction of PI.

RETENTION

The aim of our work was to ensure that the PI collected was kept only as long as needed 
to fulfill the purposes for which it was gathered.

For PI contained in physical files, we made sure that there were index cards indicating  
the retention period for the following files:

• Employee records including their medical records;

• Employees on work-related accident leave;

• Eligibility to paratransit;

• External applicants.

Furthermore, when analyzing the computer systems, we noted that for newly implemented 
software applications, the STM specifies retention rules for electronic data in an index 
card annexed to the PI table. However, the STM does not have any index cards for older 
computer systems such as VP, SAP, SIGESST, ACCÈS and E-Dotation. It is therefore diffi-
cult to know if the rules that apply to physical files must also be applied here. Let us note, 
however, that for the VP system, the information on the retention period can be found  
in the system’s procedures.

4 CQLR, chapter A-21.1.
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Without a comprehensive overview of PI retention periods including both physical files 
and computer files, the STM faces the risk of having retention rules applied in a random 
fashion, which could lead to breaches in confidentiality of PI, given that the information 
might be kept for longer than required by its operational needs.

It would seem advisable to produce a summary containing the PI retention schedules for 
all media (paper and computer) as this would make it easier to monitor the retention and 
destruction periods for all PI.

DESTRUCTION

Information that is no longer required must be made anonymous or destroyed to prevent 
its loss, theft, misuse or unauthorized access.

In the case of physical files, we noted that an external firm ensures the archiving of 
semi-active files. This firm is also responsible for the destruction of these files. It has 
undertaken to respect the confidentiality of the information it receives. We noted that the 
requirements for the services provided are listed in the quote and include the manage-
ment of the inventory (file transfers). The firm is certified NAID AAA (National Association 
for Information Destruction), attesting that the destruction of paper and computer data is 
done in a secure manner. Once the firm completes the destruction, it provides the STM 
with a certificate.

For computer files, data is destroyed only in the VP and ACCÈS systems. We have obtained 
reports indicating that the PI in these systems has been destroyed.

For the E-Dotation, SIGESST and SAP, the STM has confirmed to us that PI is not being 
destroyed. Failing to destroy PI found in these systems can lead to it being kept longer 
than necessary, thus increasing the likelihood of disclosure.

RECOMMENDATION

3.2.B. We recommend that the Secrétariat corporatif et direction affaires 
juridiques, in collaboration with the Direction exécutive des 
technologies de l’information et innovation, establish: 

• retention rules for computer systems, except the most recent, 
in order to obtain a comprehensive overview of all personal 
information;

• procedures on the destruction of personal information in  
the following systems: the Système de gestion des 
candidatures (E-Dotation), the Système de gestion de la santé 
et sécurité au travail traitant également les congés de maladie 
(SIGESST) and the progiciel de gestion intégré pour, entre 
autres, les ressources humaines et la paie (SAP).
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BUSINESS UNIT’S RESPONSE

3.2.B. Société de transport de Montréal

[TRANSLATION] Catalogue the systems that require retention rules. 
Establish retention rules with the stakeholders of the catalogued 
systems. Have the rules approved by the required authorities. Define  
a destruction procedure for personal information with the stakeholders 
for each catalogued system. Implement the destruction procedure 
periodically. (Planned completion: June 2019)

3.3. PROTECTION MEASURES FOR PERSONAL INFORMATION

A protection measure is any process, mechanism or action that limits the risk of someone 
seizing PI in any number of ways without proper authorization. Among these measures, 
we find:

• the management of physical and logical access to computer equipment and systems;

• the deletion or redaction (blacking out) of PI in environments other than its production 
environment;

• the management of incidents for a timely response in the event of a security breach;

• the encryption of data being sent to a third party;

• the performance of penetration tests to identify vulnerabilities.

The disclosure, unauthorized access or loss of confidentiality involving PI could lead to:

• the breach of personal security;

• identity theft;

• the theft or disclosure of PI or medical information on employees;

• the theft or disclosure of PI on clients;

• damage to the reputation of the STM or loss of user confidence;

• lawsuits.

To ensure that the STM is adequately protecting PI from all such risks, we evaluated:

• The procedures on PI found in environments other than its production environment;

• The procedures on the management of computer system access;

• The physical access to files containing PI;

• The control mechanisms involving the transmission of PI to third parties;

• The management of incidents; 

• The existence and operation of a penetration test program.



4.8. | PROTECTION OF PERSONAL INFORMATION

PAGE 446 | 2017 ANNUAL REPORT

(SOCIÉTÉ DE TRANSPORT DE MONTRÉAL)

3.3.1. PERSONAL INFORMATION IN ENVIRONMENTS  
 OTHER THAN PRODUCTION ENVIRONMENTS

3.3.1.A. BACKGROUND AND FINDINGS

For this portion of our audit, we wanted to verify whether there were mechanisms in place 
to avoid the use of PI found in the STM’s information system environments other than 
production environments.

Information systems generally have several distinct environments. There is the production 
environment, which is used by employees in the course of their work, and which contains 
real data that is required to meet business needs. Then there are the environments that 
are used for other purposes, for example: 

• Development environments: these are used by IT specialists to develop or improve  
the functionalities of applications; 

• Test environments: these are used by groups of users and computer analysts to ensure 
that changes made to the applications function properly; 

• Training environments: these enable employees to acquire the expertise needed  
to effectively use the information systems. 

However, without exception, in environments other than production, the use of real data 
is not necessary, especially if these data are confidential, as is the case with PI. Good 
industry practices recommend that dummy records be used in environments other than 
production.

During our audit, we noted that the VP system does not contain real PI in its three non- 
production environments. Instead, it uses a combination of false or amended data  
(e.g., date of birth).

However, in the information systems below, we found that real PI was being copied, in 
whole or in part, from production environments to various test and development environ-
ments. In addition, no systematic PI deletion procedure was being applied once the test or 
development work was completed.

• SAP: Four in five environments use real PI (pre-production, quality assurance, develop-
ment, project) from the production environment, including last name, first name, SIN, 
date of birth, banking information, home address and home telephone number.

• E-Dotation: In three environments (development, quality assurance and pre-produc-
tion), all production data are imported, including PI such as last name, first name, 
home address, personal telephone number, personal email, driver’s license number  
(if applicable), gender, group membership (e.g., visible minority) and disability indicator 
(yes or no).
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• SIGESST: In the pre-production environment, employees with access to it use real PI 
from the production environment, including last name, first name, SIN, date of birth, 
gender, home telephone number and email.

• ACCÈS: Four environments (development, quality assurance pre-production and  
training) use real PI from the production environment, such as last name, first name, 
SIN, date of birth, home address and home telephone number; the last name, first name 
and, if relevant, date of birth of accompanying children under the age of 14.

Allowing real PI to be used outside production environments could result in the PI of all 
employees, customers and applicants being stolen and disclosed to unauthorized indivi-
duals. With such information, malicious individuals could commit fraudulent acts, such as 
theft or identity theft. In all cases, this would seriously harm the STM’s reputation. 

 

RECOMMENDATION

3.3.1.B. We recommend that the Direction exécutive des technologies  
de l’information et innovation:

• delete real personal information from the data environments 
other than production environments (e.g., through redaction  
or anonymization) for the following information systems:

 – Progiciel de gestion intégré pour, entre autres, les ressources 
humaines et la paie (SAP);

 – Système de gestion de la santé et sécurité au travail traitant  
également les congés de maladie (SIGESST);

 – Système de gestion des clients du transport adapté (ACCÈS);

 – Système de gestion des candidatures (E-Dotation);

• Implement a systematic process for the deletion of personal 
information.

BUSINESS UNIT’S RESPONSE

3.3.1.B. Société de transport de Montréal

[TRANSLATION] For each identified system, in collaboration with the 
system owner, conduct an analysis to identify the solutions that will 
mitigate the risk related to the use of personal information in non-
production environments and also meet development and quality 
assurance needs. Given the related level of risk, prioritize the analysis 
of the progiciel de gestion intégré pour, entre autres, les ressources 
humaines et la paie. 
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• Prioritize and deliver the analysis for the progiciel de gestion intégré 
pour, entre autres, les ressources humaines et la paie.  
(Planned completion: September 2018)

• Deliver the analyses for the other identified systems:  
(Planned completion: March 2019)

 – Système de gestion de la santé et sécurité au travail traitant  
également les congés de maladie;

 – Système de gestion des clients du transport adapté; and

 – Système de gestion des candidatures.

• Develop an implementation plan for the solutions identified through  
the analyses. (Planned completion: To be determined) 

3.3.2. LOGICAL ACCESS 

3.3.2.A. BACKGROUND AND FINDINGS

For this second portion on protection measures, we evaluated the procedures in place 
used to restrict the logical access to PI only to authorized persons. This assessment 
included three components: access rights given to users and administrators, the review 
of these access rights and the parameters used to ensure robust passwords.

We noted that for the ACCÈS, SIGESST and E-Dotation systems, the passwords were  
sufficiently robust since the following parameters were used:

• Minimum of 8 characters in length;

• Activation of password complexity;

• Expiry deadline of 90 days;

• History to prevent the reuse of the last five passwords. 

For the ACCÈS and SIGESST systems, the access rights granted to users and adminis-
trators is well-founded and based on their current responsibilities. In addition, an access 
request form has been signed by a person in authority. These access rights are subject  
to a formal periodic review. 
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However, access to the E-Dotation system is not subject to such a review. While conduc-
ting tests on the administrative accounts in E Dotation, we found that two accounts in the 
list of access were still active even though the users had left the STM. E-Dotation contains 
the following PI:

• Last name and first name;

• Home address;

• Personal telephone number;

• Personal email address;

• Driver’s licence number (if applicable);

• Gender.

It should be mentioned that the E-Dotation system is expected to be replaced in December 
2018. However, E Dotation will retain for at least three years data collected in more than 
200,000 files for operational purposes; for instance, many candidates apply more than 
once and their PI must be recovered. During the replacement, access to the old E-Dotation 
system will be limited to two or three users in read-only mode. 

Without an access review process, the STM faces the risk of former employees still having 
access to the E-Dotation system or of current employees in new positions still maintaining 
old access rights that do not reflect their new duties and responsibilities. This could lead 
to the loss of confidentiality of PI held by the STM.

RECOMMENDATION

3.3.2.B. We recommend that the Direction expertise ressources humaines, 
in collaboration with the Direction exécutive des technologies de 
l’information et innovation, implement a recurring review process 
of access rights and related privileges for the Système de gestion 
des candidatures (E-Dotation) until its replacement. This same 
process will need to be implemented for the new system.

BUSINESS UNIT’S RESPONSE

3.3.2.B. Société de transport de Montréal

[TRANSLATION] Establish the annual access review process for  
the Système de gestion des candidatures.  
(Planned completion: September 2018)

Ensure the annual access review process is in place for the Solution  
de Gestion des Talents (a new solution that will replace the Système  
de gestion des candidatures). (Planned completion: December 2018)
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3.3.3. PHYSICAL ACCESS

3.3.3.A. BACKGROUND AND FINDINGS

To ensure that the security procedures and mechanisms put in place restrict physical 
access to PI only to authorized persons, we evaluated whether the offices protecting files 
containing PI had adequate security mechanisms and whether the persons accessing 
these offices did so legitimately.

Based on good industry practices and in the spirit of the AAD, offices that contain sensi-
tive information must be protected by containment mechanisms to prevent unauthorized 
physical access. These mechanisms can be, for example, an area reserved for the storage 
of files or doors installed to separate hallways from the offices. These doors should be 
fitted with card reader door locks. Card reader access systems are capable of tracing the 
users entering an office and restricting access only to authorized persons.

Our audit focused on the following three offices:

• Human resources: contains employee and applicant records;

• Paratransit: contains medical information on customers provided on request forms for 
paratransit;

• Health office: contains employee medical records.

During our evaluation, we found that only the health office, where employee medical 
records are kept, has a card reader door lock. Access rights are reviewed several times  
a year. We found no discrepancies in the management of these access rights.

The other two offices (human resources and paratransit) are equipped with a five-digit 
combination lock. This type of lock does not provide the identity of the person entering 
the office or the date and time of entry.

Here is the main PI at risk of exposure: 

• Human resources: employee and applicant files:

 – Last name, first name;

 – Home address;

 – Personal telephone number;

 – SIN;

 – Date of birth;

 – Driver’s licence (for some employment categories, such as bus drivers);

 – Curriculum vitae;
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• Paratransit: Application for admission to Transport adapté :

 – Last name, first name;

 – Home address;

 – Personal telephone number;

 – Date of birth;

 – Email address;

 – Medical data;

 – Gender;

 – Weight;

 – Height;

 – Last name, first name and date of birth of accompanying children under the age of 14.

While combination locks are safer than standard locks, they cannot ensure that only autho-
rized persons are accessing the premises. Whether or not access codes are modified  
on a regular basis, persons who do not necessarily need access for the performance  
of their duties can nevertheless find out what the code is. Moreover, in the event of  
fraudulent acts (e.g., theft of PI), it would be impossible to determine who was present  
on the premises at the time of the incident.

A malicious employee could have access to PI and steal it by consulting certain  
pay records, applications or paratransit request forms.

RECOMMENDATION

3.3.3.B. We recommend that the Directions expertise ressources humaines 
and transport adapté replace the combination locks with card 
reader door locks on the doors of the following offices:

• Human resources;

• Paratransit.

BUSINESS UNIT’S RESPONSE

3.3.3.B. Société de transport de Montréal

[TRANSLATION] Install card reader door locks on the door to  
the Human Resources office. (Planned completion: December 2018)

Install card reader door locks on the door to the Paratransit office. 
(Planned completion: December 2018)
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3.3.4. TRANSMISSION OF PERSONAL INFORMATION TO THIRD PARTIES

3.3.4.A. BACKGROUND AND FINDINGS

Here, we were looking to evaluate the tools and mechanisms put in place to protect PI 
when sending it to external third parties by email or other means.

When sending PI, the holder (or guardian) of the information is under the obligation to 
protect the PI in a way suited to the communication channel used (e.g., mail, email, fax).

During our audit, we identified three types of information being sent to third parties. 

For the VP application, customer data reports are shared with other transit agencies that 
use the OPUS card, including the Réseau de transport métropolitain (RTM), Réseau de 
transport de Longueuil (RTL), Société de transport de Laval (STL) and Réseau de transport 
de la Capitale (RTC). Our audit found that the data transmitted are encrypted making it 
impossible to identify the customers referred to in the reports.

In the case of paratransit, the vast majority of transport is provided by external taxi com-
panies. Only the last name, first name and home address of customers are sent by email 
to the drivers. We nevertheless consider this to be adequate, since this type of PI is not 
critical and the risk of identity theft is very low.

In the area of human resources (applicants), the pre-employment screening forms are 
sent by email to a company, which conducts a background check on criminal records, 
employment references and academic diplomas, as part of the STM’s hiring process. The 
process is carried out with the applicant’s consent. The company providing the service 
has agreed to the STM’s clauses on confidentiality and PI protection. In addition to last 
name, first name, address and personal telephone number, information such as date of 
birth, SIN and driver’s licence number (e.g., in the case of candidates applying for a bus 
driver position) are transmitted. The information sent by email is not protected in any way, 
such as encryption.

By not adequately protecting employment application forms sent by email, malicious indi-
viduals could steal the PI of applicants and use it to steal a person’s identity.

RECOMMENDATION

3.3.4.B. We recommend that the Direction expertise ressources humaines, 
in collaboration with the Direction exécutive des technologies  
de l’information et innovation, implement a protection measure 
when transmitting personal information on applicants to  
the external firm.
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BUSINESS UNIT’S RESPONSE

3.3.4.B. Société de transport de Montréal

[TRANSLATION] Analyse and set up a mechanism to protect personal 
information during transmission to the provider for applicant background 
checks. (Planned completion: December 2018)

3.3.5. INCIDENT MANAGEMENT

3.3.5.A. BACKGROUND AND FINDINGS

By evaluating the incident management process it is possible to identify security 
breaches involving PI and assess whether the appropriate corrective measures have been 
implemented. Incident management activities must include detection and escalation 
procedures specific to PI. Lastly, these activities must be appropriately documented and 
retained for audit purposes.

We obtained the documents indicating that an incident management process has been 
implemented. These included a flow chart on the « processus de communication – inci-
dent majeur », a summary of the overall process of the Service aux utilisateurs featu-
ring the incident management and security request management process. A dashboard  
of security incidents is produced and presented monthly to the management committee  
of the Direction exécutive des technologies de l’information et innovation and to the comité 
trimestriel de gestion de ressources et actifs informationnels.

To support the incident management process, there are also detailed procedures pertai-
ning to security events, such as:

• Unauthorized access;

• Social engineering;

• Equipment theft or loss;

• Data loss, theft or leaks.

A review of this document allowed us to conclude that the procedures in place are adequate 
for the proper management of incidents involving PI. No recommendation is required.
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3.3.6. PENETRATION TEST PROGRAM

3.3.6.A. BACKGROUND AND FINDINGS

A penetration test program helps an organization determine its vulnerabilities in terms 
of data leaks or unauthorized access to PI by external sources. This type of program is 
meant to identify potential weaknesses in an organization’s system so it may act quickly 
to repair security breaches, thus limiting risks.

Our audit involved reviewing the penetration test program; it featured three main items: 
the methodology used, test reports and action plans. 

We noted that the STM conducts two types of penetration tests: 

• First, penetration tests are conducted on new IT projects just before deployment.  
We evaluated the methodology used on a new project and the test report, which  
presents recommendations to address the vulnerabilities found. We noted that this 
report is then used to develop an action plan.

• The second type of penetration test is performed on the STM’s operational systems 
once a year and simulates an external attack. We reviewed the methodology of this 
category of test, which included the objective, scope, targets and intervention protocol. 
We then reviewed the penetration test report, which presented the results of the tests. 
We noted that the vulnerabilities identified and the corrective measures to be imple-
mented were then included in an action plan. 

After reviewing the penetration test program, we were able to conclude that the metho-
dology in place is adequate for the proper management of system vulnerabilities, thus 
limiting risks. No recommendation is required.
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4. CONCLUSION

Overall, we can conclude that the Société de transport de Montréal adequately protects 
the confidentiality of personal information collected as part of its activities through the 
implementation of effective control measures that limit the risk of security breaches, theft 
or unauthorized access. 

The following evaluation criteria were used:

Assessment Criteria – Governance: 

• The Société de transport de Montréal has adequate corporate and management  
policies that govern the protection of personal information;

• Responsibilities are clearly established and assigned to the appropriate persons;

• Various measures, such as training sessions and presentations for employees and 
managers, are in place to make them aware of the importance of protecting personal 
information;

• There is accountability reporting to address issues related to the protection of personal 
information;

• The Société de transport de Montréal has a personal information inventory that meets 
the requirements of the Act respecting Access to documents held by public bodies 
and the Protection of personal information. However, even if not required, the types of  
personal information and the number of files are not inventoried. 

We believe that if the Société de transport de Montréal added to the inventory the types of 
personal information and the number of files held for each type of personal information, 
its risk analysis process would be improved.

Assessment Criteria – Retention and Destruction of Personal Information:

• A retention schedule has been established for personal information in physical files 
and for the new systems. However, there are no retention guidelines for the following  
information systems:

 – Système de gestion pour la vente et la perception des cartes OPUS;

 – Progiciel de gestion intégré pour, entre autres, les ressources humaines et la paie;

 – Système de gestion de la santé et sécurité au travail traitant également les congés 
de maladie;

 – Système de gestion des clients du transport adapté;

 – Système de gestion des candidatures;

• The destruction of personal information in physical files is conducted by an outside firm 
in a secure manner;



4.8. | PROTECTION OF PERSONAL INFORMATION

PAGE 456 | 2017 ANNUAL REPORT

(SOCIÉTÉ DE TRANSPORT DE MONTRÉAL)

• In terms of computer systems, the destruction of personal information is only car-
ried out for the Système de gestion pour la vente et la perception des cartes OPUS  
and Système de gestion des clients du transport adapté systems. There is nothing in 
the works for the Système de gestion des candidatures, Système de gestion de la santé 
et sécurité au travail traitant également les congés de maladie and progiciel de gestion 
intégré pour, entre autres, les ressources humaines et la paie.

We believe that if the Société de transport de Montréal implements retention rules and 
destruction procedures for personal information in the above-mentioned systems, perso-
nal information would be destroyed as soon as it was no longer needed by the Société de 
transport de Montréal for the conduct of its operations.

Assessment Criteria – Protection Measures for Personal Information:

• The système de gestion pour la vente et la perception des cartes OPUS system only 
contains personal information in its production environment. In the case of the Système 
de gestion des clients du transport adapté, Système de gestion de la santé et sécurité 
au travail traitant également les congés de maladie, progiciel de gestion intégré pour, 
entre autres, les ressources humaines et la paie and Système de gestion des candi-
datures, real personal information is present in environments other than production 
environments;

• The management of logical access is adequate for the Système de gestion des clients 
du transport adapté and Système de gestion de la santé et sécurité au travail traitant 
également les congés de maladie. There were discrepancies in the Système de gestion 
des candidatures in terms of the review of access rights;

• The office where medical records are kept has a card reader door lock, which restrict 
physical access only to authorized personnel. The two locations where employee and 
applicant files are kept along with paratransit forms have combination door locks, which 
are not as secure as card reader door locks;

• The electronic transmission of personal information to other transit agencies is secure; 
However, the transmission of applicant files to an external firm is not confidential, since 
it is not encrypted;

• An incident management process is in place and includes the protection of personal 
information;

• Penetration tests are conducted regularly to demonstrate the reliability of systems 
containing personal information and gaps are corrected, as needed.
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We believe that the Société de transport de Montréal could increase the effectiveness  
of protection measures for personal information by:

• deleting real personal information from information system environments other  
than production (e.g., using redaction) and implementing a systematic process for  
the deletion of personal information once the tests or development work is completed;

• implementing a process for the recurring review of access rights and related privileges 
for the Système de gestion des candidatures;

• replacing both combination locks with card-reader doors locks on the doors of offices 
where human resources and paratransit records are kept;

• implementing a protection mechanism when sending personal information about  
applicants to the external firm hired to conduct pre-employment background checks. 
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5. APPENDIX

5.1. ASSESSMENT CRITERIA

Our audit is based on the following assessment criteria in these three areas:

• Governance: 

 – Policies: The Société de transport de Montréal has frameworks defining the require-
ments on the sound management of personal information applicable to all business 
units;

 – Employee education program: Employees are made aware of the issues and risks 
associated with personal information making them better able to comply with the 
security rules governing its protection;

 – Assignment of responsibilities: The Société de transport de Montréal has formally 
assigned responsibility and accountability reporting to a directorate which is in 
charge of developing, documenting and implementing the requirements of personal 
information protection policies;

 – Inventory and classification of personal information: There is a comprehensive, 
up-to-date inventory of personal information that provides the Société de transport 
de Montréal with an overview of data to be protected to ensure their confidentiality. 
The protection of personal information is included in the risk analysis process.

• Retention and Destruction of Personal Information: 

 – Personal information is retained in keeping with a pre-established schedule.  
When personal information is no longer required, it is destroyed in a manner that 
prevents it from being reassembled in order to avoid all fraudulent use.

• Protection Measures for Personal Information:

 – Personal information in Environments other than Production Environments: Mecha-
nisms are in place to prohibit the use of real personal information in information 
system environments other than production;

 – Logical Access: Access rights are granted in a manner that only authorized persons 
can access the information systems containing personal information when this 
access is required by their position. The security parameters (e.g., passwords) are 
sufficiently robust to prevent unauthorized access to personal information;

 – Physical Access: Mechanisms are in place to limit access to personal information 
in physical media (e.g., medical or employee records) only to authorized personnel;
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 – Transmission of Personal Information to Third Parties: Personal information sent 
to third parties protected by security mechanisms to safeguard the confidentiality  
of the information being transmitted;

 – Incident Management: Should a major event involving the massive disclosure  
of personal information occurs, the Société de transport de Montréal has in place 
an incident management procedure enabling it to respond in a timely manner,  
thus limiting the real and potential repercussions, and take the necessary measures 
to resolve the incident;

 – Penetration Test Program: There is a penetration test program that includes  
personal information and measures the vulnerabilities of information systems  
to cyberattacks.
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In addition to these 
results, we formu-
lated various recom-
mendations for the 
business units. 

The details of these 
recommendations, 
as well as our 
conclusion, are 
described in our 
audit report, which 
is presented on the 
following pages.

Note that the 
business units have 
had the opportunity 
to formulate their 
comments.

SUMMARY OF THE AUDIT
PURPOSE
To ensure that the governance of the project involving the organization of a Formula E 
Event in Montréal was defined in accordance with existing policies and directives of Ville de  
Montréal (the city).

RESULTS

On July 29 and 30, 2017, races involving vehicles propelled by an electric motor took place in 
the streets of downtown Montréal (“the Event”). The non-profit organization Montréal c’est 
électrique (MCE), created on October 14, 2016, held the rights to present the Event.

For the Event, the city awarded non-recurring financial support totalling $1.75 million to MCE 
and guaranteed its line of credit for a maximum of $10 million. In addition, it carried out 
the infrastructure work and provided the organization with technical support. Ultimately,  
the total expenses actually incurred by the city were $26 million.

In our opinion, because of the complexity of the Event and the amounts involved, the muni-
cipal administration should have considered it a large-scale project rather than a series  
of separate successive operations. In 2010, the city adopted a comprehensive Cadre de  
gouvernance des projets et des programmes de gestion des actifs municipaux (CGP);  
however, we found that it was not applied for the Event. No business case was presented 
to authorities, no roles or responsibilities were defined, no project leader was formally 
appointed, and cost tracking and accountability reporting proved to be deficient. The appli-
cation of the CGP would have helped establish an overall vision of this project and adequate 
accountability reporting to the various authorities. 

To ensure clear, transparent communication among stakeholders, to manage risks effec-
tively and to maximize the use of financial, material and human resources for any large-
scale project, we think the following improvements should be made:

• Appropriate measures for ensuring application of the governance framework should be 
put in place;

• For any large-scale project, the Direction générale should assign implementation  
responsibilities for the project and establish shared operating and accountability rules;

• A reference guide should be developed in order to better define the role and responsibili-
ties of officers appointed by the city as observers on boards of directors of legal entities;

• The scope of financial operations should be reviewed in order to ensure that all decision- 
making records contain a complete financial analysis and that tracking and accountability 
mechanisms are clearly defined in the agreements with any organization supported by the 
city.
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LIST OF ACRONYMS 
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former mayor’s Cabinet

CGP  
Cadre de gouvernance des projets et 
des programmes de gestion des actifs 
municipaux

EC  
Executive Committee
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et de l’Occupation du territoire

MCE  
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1. BACKGROUND

On July 29 and 30, 2017, races involving vehicles propelled by an electric motor (the “Event”) 
took place on the streets of downtown Montréal. The Ville de Montréal (the “city”) confirmed 
at a press conference held on October 21, 2016, that the 2016–2017 season of the Fédéra-
tion internationale de l’automobile (FIA) Formula E World Championship would end with two 
races held in the city’s downtown core in July 2017. Organization of the Event was entrusted 
to the non-profit organization (NPO) Montréal c’est électrique (MCE). This organization’s 
mandate was to organize Formula E races and promote the electrification of transportation 
in Montréal. The city hoped to position itself as one of the cities at the leading edge of 
transportation electrification and intelligent transportation, raise the population's level of 
education about this subject and accelerate the transition to more sustainable mobility.

The city granted $1.75 million in non-recurring financial support to MCE so that it could 
start its activities and proceed to organize the Event. The city also provided the organiza-
tion with a one-year $10 million line of credit guarantee. These decisions and the resulting 
obligations were specified in agreements between the city and the organization.

To manage the execution of projects, the city adopted a Cadre de gouvernance des pro-
jets et des programmes de gestion des actifs municipaux (CGP)1. This framework covers 
so-called large-scale projects, i.e., projects involving $10 million or more in investments, 
complex projects, and projects whose execution involves high risks, as well as any other 
projects identified by the administration. In particular, the CGP is aimed at harmonizing 
practices surrounding the execution of projects, ensuring the sharing of information on 
project monitoring and the efficiency, integrity, rigour and coherence of municipal actions. 
This framework applies to the city as a whole (departments, boroughs, NPOs and paramu-
nicipal corporations). It provides that the city can entrust the piloting of a project to ano-
ther organization, which will be supported by a municipal project leader who will ensure 
that the city’s governance framework is applied.

According to the CGP, each stage of a project must be subject to a decision made by 
authorities. A business case is submitted at pivotal stages, i.e., following project planning, 
following completion of the feasibility study leading to the definition of the project’s scope 
and at key stages of project execution. Projects are also subject to accountability.

2. PURPOSE AND SCOPE OF THE AUDIT

Under the provisions of the Cities and Towns Act (CTA), we conducted a compliance audit 
on implementation of the Formula E project and the support granted to MCE. The purpose 
of our audit was to ensure that project governance was defined in accordance with the 
city’s existing policies and procedures. We conducted this audit in accordance with CPA 
Canada standards.

1 Cadre de gouvernance des projets et des programmes de gestion des actifs municipaux, adopted by  
the urban agglomeration council of Ville de Montréal on April 22, 2010.
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The Auditor General of Ville de Montréal is responsible for providing a conclusion concer-
ning the purposes of the audit. To this end, we gathered sufficient and appropriate evidence 
to obtain a reasonable level of assurance and to provide a basis for our audit conclusion. 
Our evaluation is based on the criteria that we considered suitable to the circumstances. 
These criteria arose chiefly from the requirements of the city’s governance framework and 
are set forth in Appendix 6.1.

The Auditor General of Ville de Montréal applies the Canadian Standard on Quality Control 
(CSQC 1) of the CPA Canada Handbook – Assurance, and accordingly, maintains an 
exhaustive quality control system that includes documented policies and procedures with 
respect to compliance with ethical requirements, professional standards and applicable 
legal and regulatory requirements. Furthermore, it complies with independence and other 
ethical requirements of the Code of Ethics of Chartered Professional Accountants, which are 
based on the basic principles of integrity, professional competence, diligence, confiden-
tiality and professional conduct. 

Our audit was conducted from November 2017 to March 2018 and essentially concerned 
activities related to preparing and holding the Event. In June 2017, we began an analysis 
of the conditions pertaining to the reporting entity to determine whether MCE was under 
the control of the city. The conclusion on this subject is presented in chapter 3 of the 2017 
annual Report of the Auditor General of Ville de Montréal.

We compiled the information necessary for our audit using the city’s available financial 
and operational data and that provided by MCE. We also conducted interviews with  
the MCE manager and the key city stakeholders involved in this project, namely:

• the Service des affaires juridiques (SAJ); 

• the Service de la culture;

• the Service du Développement économique (SDÉ);

• the Service des finances;

• Ville-Marie borough.

At the end of our audit, a draft audit report was submitted to the managers concerned for 
discussion purposes. The final report was then delivered to the Direction générale as well 
as to each of the business units concerned by recommendations in order to obtain action 
plans and timelines for their implementation.

The Bureau du vérificateur général and the Bureau de l’inspecteur général conducted sepa-
rate audits on the Formula E Event. In order to avoid any duplication of roles and tasks, the 
two bodies shared their objectives and specified their respective areas of expertise under 
this mandate. This report therefore relates certain facts that led to the creation of MCE but 
does not give an opinion on the merit of the special manner in which it was created or the 
conclusions of the Bureau de l’inspecteur général in this regard.
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3. AUDIT RESULTS

3.1. TIMELINE OF THE KEY PROJECT EVENTS

The following diagram shows the stages of the Formula E project. For each stage,  
we will present the highlights and the key decisions made. A timeline of the key events in 
the Formula E project is presented in Appendix 6.2.

FIGURE 1 – STAGES OF THE FORMULA E PROJECT

3.1.1. PROJECT PLANNING

3.1.1.A. BACKGROUND AND FINDINGS

While steps had already been taken, it was not until 2015 that the city first made a decision 
about the project. It concerned approval of the former Montréal mayor’s travel expenses in 
March 2015 to attend a Formula E race in Miami and meet with the directors of Formula E 
Holdings Limited2 (FEO) so that Montréal could join the Formula E series by 20163. A few 
months later, on September 2, 2015, the Executive Committee (EC) passed a resolution to 
grant 100,000 Euros to FEO for the city’s nomination fees4.

In the fall of 2015, a technical feasibility study for the project was under way. To do this, 
potential streets that provided the necessary clearance (length and width of the streets) 
for holding a possible race were identified. It should be pointed out that this study did not 
include a study of the Event’s impact on citizens and shopkeeper who were hemmed in by 
the race or residents along the circuit. An assessment of the constraints and issues they 
faced was conducted only a few months before the Event. 

During this period, the former mayor’s Cabinet (the “Cabinet”) consulted with the SAJ to 
determine the possible options so that it could decide on an organizational structure for 
the purpose of holding the Event in compliance with the city’s laws. Figure 2 presents the 
possible options, depending on whether a commercial undertaking, the city or an NPO 
was to hold the racing rights. 

2 Formula E Holdings Limited is the parent company of Formula E Operations, Ltd. In this report,  
we use the acronym FEO to designate either of these companies.

3 Decision-making record 1150843004 adopted by the EC on April 28, 2015.
4 Decision-making record 1152701056 adopted by the EC on September 2, 2015. A management com-

mitment of approximately $150,000 was entered.

Project planning
March 2015 to  
October 2016

Project execution
October 2016 to  

August 2017

Accountability reporting  
and project closing

August 2017 to  
February 2018
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 FIGURE 2 – TYPES OF POSSIBLE ORGANIZATIONAL STRUCTURE

 
* Exception provided for in section 573.3, para. 2 of the CTA; however, the NPO must be capable  
 of executing the contract by itself.

As the SAJ explained to us, if FEO concludes a racing rights agreement with a commercial 
undertaking, it can either act alone as an Event promoter or entrust the organization and 
promotion to a contractor of its choice. If a commercial undertaking is involved, the city 
cannot subsidize it5 and will therefore have to reinvoice the commercial undertaking for 
the municipal services and the occupation of public land at fair market value, because 
the Event will take place on an urban circuit. According to the information obtained, a 
potential organizer, together with the city and FEO, had been working on holding the Event 
in Montréal since the spring of 2015.

Moreover, if the city holds the racing rights, the following options are open to it:

• Issue a call for tenders to select one or more contractors to handle the organization and 
promotion of the Event;

• Award a private service contract to an NPO so that it can organize the Event for the city. 
It is understood that the purpose of the contract must be in keeping with the NPO’s 
mission. The NPO must also possess the skills, resources and knowledge to produce 
and provide the bulk of the goods and services covered by the contract with the city. 

5 Chapter i-15, Municipal Aid Prohibition Act.
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If on the other hand, the preferred option was for the NPO to hold the racing rights, it can 
either act on its own to promote the Event if it has the capacity or entrust the organiza-
tion and promotion of the Event to a contractor of its choice. Because of the commercial 
nature of the planned activities, the NPO could not be created solely for the purposes of 
organizing the Event. The NPO therefore had to have a mission of its own, and it could not 
be profit-oriented; otherwise it could not obtain and maintain its status as an NPO. The 
Event could then serve as a springboard for promoting its mission. In this way, the city 
could agree to pay the NPO a contribution and provide it with technical support in order 
to execute the project. The Formula E Event must be considered as belonging to the NPO 
and not the city.

In the end, the preferred option was for an NPO to hold the racing rights. On October 14, 
2016, the NPO Montréal c’est électrique was created. It is a legally autonomous entity with 
its own board of directors. MCE’s mission is to promote electrification of transportation 
and to organize the Event. 

Although the way in which the Event was to be organized was not yet defined, we identified 
several decisions that the city made in early 2016 concerning the planning of infrastructure 
and road work necessary for holding the Event. An administrative position was created 
within the Direction des travaux publics of Ville-Marie borough. A multidisciplinary team 
consisting of department managers, internal and external engineers, budget advisors and 
communications consultants was also set up to implement this project. Work involving 
the design of plans and technical specifications, tendering processes, the selection of 
contractors and project execution would continue until November 2016. No overall cost 
estimate was provided for the Formula E project at the outset, and the cost was not part 
of the annual budget.

3.1.2. PROJECT EXECUTION

A press conference held on October 21, 2016, confirmed that the Event would be held 
in the streets of Ville-Marie borough. According to the press release issued by the Cabi-
net, MCE elected to entrust the execution of the Event to the potential manager. On 
the day of the press conference, MCE and FEO signed the agreement on racing rights.  
The agreement defines the parties’ responsibilities and the parameters of the Event. The 
agreement provides that MCE could subcontract a substantial part of its responsibilities 
to the potential manager. Under the agreement, MCE, in addition to organizing and promo-
ting the Event, was responsible for producing a race track according to a time frame and 
criteria specified by FEO. At the time of signing, however, it was already known that the 
city was completing infrastructure work on the urban circuit and had proceeded to award 
contracts for the purchase of barriers.

On October 27, 2016, the urban agglomeration council (UAC) approved non-recurring 
financial support for MCE totalling $1.75 million. The amount awarded had to be used 
to start up MCE’s activities ($0.25 million) and to make the first payment to FEO for 
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racing rights ($1.5 million)6. The agreement also stipulated that the city was to provide 
the organization with office space in a city building for the first year of its existence, its 
full support for the occupation of public land, as well as internal resources provided on 
a full-time equivalent basis by Ville-Marie borough for planning the Event and preparing 
the circuit. There was no business plan or financial support application supporting the 
contribution granted to MCE.

As part of the project, MCE had to obtain a line of credit in order to meet its contract 
obligations and its cash flow needs until the Event was held. In order to provide the 
guarantees that MCE needed in its application for credit from a financial institution,  
the institution required that the city agree to provide a letter of guarantee or guarantee 
MCE for the equivalent of the line of credit requested. On December 7, 2016, MCE  
presented its project to the EC. According to the background document, MCE explained 
the organizational structure for executing the Event, as shown in Figure 3.

FIGURE 3 – ORGANIZATIONAL STRUCTURE7

 
It shows the initiatives planned to promote the electrification of transportation during  
the Event and help position Montréal as a technological showcase. No detailed budget 
was submitted. Ticket sale revenues were not mentioned. It states: 

[TRANSLATION] “Estimated expenditures (apart from race track + barrier): approximately 
$22 million (…) 
Objective: zero deficit, but additional request may have to be made to the city” 

6 Decision-making record 1163455001 adopted by the urban agglomeration council on October 27, 
2016.

7 Source: Document prepared by Montréal c’est électrique and presented to the EC on December 7,  
 2016.
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We tracked down several plans and projected budgets showing scenarios based on diffe-
rent assumptions. Figure 4 shows the revenues, costs and anticipated gains or losses for 
3 projected budgets prepared during the period in which the line of credit was negotiated.

FIGURE 4 – PROJECTED BUDGETS FOR THE ORGANIZATION OF THE RACE  
 AND THE OPERATION OF MONTRÉAL C’EST ÉLECTRIQUE

We found no explanation concerning variances between the amounts disclosed to the EC 
on December 7, 2016, and the amounts of the projected budget that was available as of 
December 1, 2016. 

The resolution adopted by the UAC concerning the guarantee agreement was reached 
on December 22, 20168. The city then signed two agreements concerning the $10 million 
guarantee: a guarantee contract with the financial institution, and a guarantee agreement 
with MCE to set the terms and conditions for using the line of credit and to define accoun-
tability reporting. The guarantee provided by the city to MCE has a duration of one year. 
The city thereby hopes that the line of credit will be reset to zero after Year One of the 
Event. The city requests that MCE provide monthly accountability reports to the Service 
des finances on the use of the line of credit according to parameters to be set by that 
department9.

8 Source: Decision-making record 116345003 adopted by the urban agglomeration council,  
 December 22, 2016.

9 Source: Convention relative aux modalités de cautionnement entre la Ville et Montréal c’est  
 électrique, clauses 3.3 and 3.7.
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Several stakeholders discussed the financial and legal issues before this decision-making 
record be submitted to authorities10. For its part, the Service des finances’ role was to 
negotiate with the financial institution in order to protect the city’s interests and certify 
the availability of funds. In accordance with the procedural requirements for operations 
in decision-making records submitted to authorities, the Service des finances confirmed 
both that the funds needed to support the spending requirements were available and the 
accounting rules, standards and frameworks that had to be complied with11. As part of its 
intervention, the Service des finances does not issue any assurance as to the viability of 
the project. It did not receive any business plan or estimated budget for the event at this 
stage. Notwithstanding the scope of the financial operations prescribed in the procedural 
requirements, the Service des finances has deemed it appropriate to make the necessary 
arrangements to build up a reserve from the agglomeration surpluses in the amount of 
$10 million so as not to jeopardize the realization of other initiatives coming from the 
agglomeration. With regard to sound management principles, we believe that the scope 
of financial interventions should be reviewed and also include a preliminary analysis of  
the financial risks associated with a guarantee agreement.

AGREEMENT WITH THE MANAGER

Without a call for tenders, MCE concluded an agreement with the manager on March 15, 
2017. In brief, the project manager was the person handling Event-related aspects of the 
MCE project, and was responsible for organizing and promoting of the Event as such.  
The technical component of the race was managed by another of MCE’s subcontractors. 
The manager’s job was to set up a project team for the Event, which, on behalf of MCE, 
would handle the management of suppliers and the entire contractual management  
process for designing specifications in order to obtain submissions and orders and to 
receive goods and services.

TECHNICAL SUPPORT AGREEMENT 

Generally, for this type of project, the Service de la culture, which is responsible in particu-
lar for public events, liaises among the promoters, internal stakeholders (e.g., the Service 
de police de la Ville de Montréal (SPVM) the Service de sécurité incendie de Montréal 
(SIM)) and external stakeholders (e.g., Urgences-santé). It acts as a coordinator among 
them. Prior to an event, a goods and services agreement or technical support agreement 
can be concluded with the promoters in order to keep a record of equipment loans and 
services provided by the city. Following the Event, the decision-making record for this 
agreement was submitted to decision-making authorities for ratification. 

10 Representatives from MCE, the financial institution, the Service des finances, the SDÉ, and the SAJ.
11 Source : Révision du concept des interventions dans les dossiers décisionnels soumis aux  

 instances – modalités d’application (October 2015) and balises des interventions des  
 unités expertes administratives (November 2017).
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It emerges from the facts set forth above that the city’s various stakeholders involved in 
the project followed the usual decision-making process supporting the development of 
capital projects (e.g., the purchase of safety features and infrastructure work) as well as 
the existing rules and directives applicable to the awarding of contracts (for professional 
services). Decisions made by elected officials are therefore based on information found 
in the corresponding decision-making summaries. In our opinion, given the complexity of 
the Event and the amounts involved, the municipal administration should have considered 
it to be a large-scale project rather than a series of individual operations. 

Indeed, if one takes into account all the city’s commitments in connection with the project, 
including operational support and investment activities, they exceed $10 million. Accor-
ding to the 2017 three-year capital expenditure program, the investment commitments for 
producing the urban race circuit (the purchase of safety features and infrastructure work) 
turned out to be higher than $10 million. In addition, a $10 million budget reserve was esta-
blished for MCE’s line of credit guarantee (see Table 1), bringing budget commitments 
for the Event to over $20 million. Furthermore, given the particular nature of the project,  
it should have been subject to the CGP, which was not the case.

It also emerged from our audit and the timeline of Events that the coordination of ope-
rations and associated information went through the Cabinet instead of a project leader 
appointed by the municipal administration, as set out in the CGP. This did not lend itself 
to forming an overall vision and a systematic analysis of the legal and financial risks  
of the project, which would have made it possible from the outset to regard the Event as 
a large-scale project. 

3.2. PROJECT GOVERNANCE

The CGP provides that each department responsible for a project must adopt or have 
the EC approve a detailed management process defining checkpoints and identifying the 
deliverables as well as the decisions expected of decision-making authorities. The Bureau 
des projets et programmes d’immobilisations, which reports to the Direction générale, 
established a process for approving and coordinating large-scale projects. As mentioned 
previously, the city can entrust the piloting of a project to another organization, which 
is then supported by a municipal project leader who will ensure that the CGP is applied.  
This framework outlines the requirements for preparing a business case, defining roles 
and responsibilities, financial monitoring and accountability reporting. The diagram 
showing each step and checkpoint for capital projects and programs covered by the CGP 
is presented in Appendix 6.3.
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3.2.1. BUSINESS CASE

3.2.1.A. BACKGROUND AND FINDINGS

As mentioned above, under the CGP, a file documenting the project approval process 
(“business case”) must be prepared or updated at each checkpoint between stages 
(planning, feasibility study, project execution and accountability reporting). The business 
case must contain information such as a description of the project, the project execution 
scenarios under consideration and the one selected, and a risk and opportunity analysis. 
Several financial aspects of the project must also be covered, such as the budget for the 
project, a budget plan showing the cash flows for the entire duration of the project, an 
analysis of the financial return, an economic impact analysis and potential sources of 
funding. A business case helps all stakeholders to agree on key aspects of the project and 
to support the decision-making process throughout its life cycle. 

In the case of the Formula E project, we found that no business case was prepared or 
updated by the city at the checkpoints. For example, when the city’s nomination was appro-
ved, a preliminary business case would have provided justification for the project in terms 
of the city’s strategic objectives, identified internal and external interested parties and 
revealed constraints and risks associated with the project. Concerning the start-up phase, 
the business case would have defined the broad outlines of the project, the options being 
considered to achieve the expected results, its costs and the expected delivery schedule. 
The business case, as part of the project planning and execution, would have specified 
the management aspects of the project, such as the issues, the risks, the stakeholders, 
the project schedule and the project governance, all for the purpose of submitting a plan 
and an integrated project budget to decision-making authorities in order to ensure more 
efficiency and transparency in project management.

3.2.2. ROLES AND RESPONSIBILITIES

3.2.2.A. BACKGROUND AND FINDINGS

The Formula E project is distinctive for several reasons. Responsibility for the project 
was delegated to Ville-Marie borough, since the Event was to be held on its territory. 
The borough was responsible for providing an approved urban circuit that complied with 
safety standards, managing obstacles and communicating with the public. However, 
the borough’s budget could not be used to finance such an elite sports event; the urban 
agglomeration budget had to be used for this purpose12. The Service des infrastructures, 
de la voirie et des transports and the Service de la culture were therefore designated to 
support the borough in its administrative dealings with the authorities concerned, espe-
cially in the area of budget authorizations. As mentioned above, the Service de la culture 

12 Order-in-Council 1229-2005, December 8, 2005, Act respecting the exercise of certain municipal 
powers in certain urban agglomerations (CQLR, chapter E-20.001).
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was involved in the project because of its role as an intermediary among the promoters, 
internal stakeholders (e.g., the SPVM and the SIM) and external stakeholders. Contrary to 
the city’s usual practice for similar projects, it obtained both an operating budget to bring 
this project to completion and a capital budget for the purchase of barriers, fences and 
guardrails, which is unique and unusual for this type of project. 

If the CGP had been applied, the Direction générale would have assigned implementation 
responsibilities to the municipal stakeholders concerned and a project leader acting as 
an overall project coordinator would have been officially appointed. Ville-Marie borough 
certainly had expertise in the issues involving the technical component of the Event. The 
financial, coordination and communications components, however, did not fall under 
its jurisdiction. If the governance framework had been applied, a project governance 
structure delineating the roles and responsibilities of all the stakeholders could have 
been applied, information compiled and communication and decision-making channels 
specified.

Normally, when financial support is provided to an organization, an officer within the muni-
cipal administration is appointed to engage in dialogue with the organization in order to 
understand its needs and negotiate agreements and obligations so that it can support its 
contribution request. According to the information obtained, the appointed officer was  
not involved in any of these aspects.

In addition to project governance seeming to us to be non-compliant with the CGP, our 
audit showed that improvements could be made when an officer is appointed to act as  
an observer of an organization. 

On September 25, 2017, the Direction générale issued a directive concerning the “Règle 
selon laquelle un fonctionnaire ou un employé ne peut être administrateur d’un organisme 
dans le cadre ou à l’occasion de ses fonctions”. Its purpose is to prevent municipal officers 
or employees who act in the capacity of an administrator of a legal entity in connection 
with the performance of their duties from being placed in a conflict of interest situation. 
Alternatively, the directive suggests that this person sit as an observer when it is conside-
red appropriate13. This means that the observer does not vote on or participate in the legal 
entity’s decisions.

According to the agreement to provide a contribution to MCE, the city can appoint an 
officer as an observer at board of directors meetings. An observer was appointed, but 
at no time was he given any instructions concerning his role. We noted that he attended 
all the board of directors meetings, at which important issues were discussed. Because 
of his privileged access to information, he would have been in a position to report to the 
municipal administration any difficulties encountered in the course of the project or even 
call on other stakeholders concerned.

13 Source: Directive entitled: “Règle selon laquelle un fonctionnaire ou un employé ne peut être  
 administrateur d’un organisme dans le cadre ou à l’occasion de ses fonctions”  
 (C-OG-DG-D-16-004).
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A directive was issued by the city concerning an officer appointed as an observer, but it 
was unclear about the role that this person must play. In our opinion, it would be useful 
to define the roles and responsibilities of an observer officer or employee in order to get 
the desired benefits. The observer should be chosen not just on the basis of his or her 
expertise in the area covered by the legal entity, but also on the basis of the issues he or 
she will face, even if this means appointing more than one observer. Furthermore, obser-
vers should be given an appropriate feedback and monitoring mechanism as part of their 
mandate. 

3.2.3. FINANCIAL MONITORING

3.2.3.A. BACKGROUND AND FINDINGS

COSTS INCURRED BY THE CITY

Ville-Marie borough, designated as responsible for the race track and its safety features, 
prepared cost estimates that were used for the purpose of issuing calls for tenders as the 
infrastructure work progressed. The purchase of assets, such as fences and barriers, was 
funded out of the capital budget, while other expenses were funded through the operating 
budget.

In the budget plan, most Event-related expenses are assumed by the urban agglomeration 
because they concern an international sports Event (Order-in-Council 1229-2005, concer-
ning the urban agglomeration of Montréal, equipment, infrastructures and activities  
of collective interest, section 37)14. Table 1 gives a breakdown of the expenses based on 
the types of budget.

14 Order-in-Council 1229-2005, December 8, 2005, Act respecting the exercise of certain municipal 
powers in certain urban agglomerations (CQLR, chapter E-20.001).
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TABLE 1 –  COMPILATION OF EXPENSES INCURRED BY THE CITY  
 FOR THE EVENT BY COMPETENCY AND  
 RESPONSIBILITY CENTRE

FUNDING OF PROJECT – 
RESPONSIBILITY CENTRE SHARING OF EXPENSES ACTUAL 

EXPENSES OR 
FEES 

PROJECTED 
COMMITMENTS 

CAPITAL BUDGET AGGLOMERATION LOCAL

Culture $7,449,226 $7,449,226 $6,545,338

Transportation $266,707 $3,592,515 $3,859,222 $5,303,819

TOTAL – CAPITAL BUDGET $7,715,933 $3,592,515 $11,308,448 $11,849,157

Operating budget

Shared expenses – Guarantee $7,301,065 $7,301,065 $10,000,000

Economic development – 
Contribution

$1,765,748 $1,765,748 $1,750,000

TOTAL AMOUNT PAID TO MCE $9,066,813 $0 $9,066,813 $11,750,000

Culture $1,916,591 $3,035 $1,919,626 $14,951,651

STM – Free public transit $1,149,708 $0 $1,149,708 $5,000

Montréal Reflex $1,000,000 $0 $1,000,000 $0

Ville-Marie $0 $681,523 $681,523 $264,720

SPVM – Public safety $652,629 $0 $652,629 $0

Direction générale $0 $152,438 $152,438 $150,000

Communication $64,947 $0 $64,947 $0

SIM – Public safety $18,537 $0 $18,537 $0

Clerk’s office $0 $1,766 $1,766 $0

Bixi Montréal – Loss of  
revenues

$0 $0 $0 $0

Société en commandite  
Stationnement de Montréal – 
Loss of revenues

$0 $0 $0 $0

TOTAL – OPERATING BUDGET $13,869,225 $838,762 $14,707,987 $27,121,370

TOTAL EXPENSES ACTUALLY 
INCURRED AND PROJECTED 
COMMITMENTS

$21,585,158 $4,431,277 $26,016,435 $38,970,527

Source: Data from the city accounting system (SIMON), non-audited information.
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We found that the city did not keep track of the amounts committed or the expenses 
incurred for the Event. In order to obtain a complete cost profile for this project, we had to 
ask several of the business units concerned for information. This proved to be a complex 
undertaking, especially since this project is administered through budgets from a variety 
of sources. Moreover, even though Ville-Marie borough can be considered responsible 
for the case, it was not officially required to track the costs incurred and report on them. 
Several stakeholders found themselves having to compile costs, with the result that we 
found several duplicates in the compilations submitted by the stakeholders contacted. 

The city’s governance framework clearly stipulates that the financial components of a pro-
ject must be managed and monitored. It would have been easier for the city to keep track 
of the amounts committed and expenses incurred for the Event if it had been given its own 
specific project code. Financial data and cost reports could then have been produced and 
submitted in a timely manner. It would also have facilitated accountability reporting to city 
authorities so that the public could be informed in a timely manner.

MONITORING THE FINANCIAL PERFORMANCE OF  
MONTRÉAL C’EST ÉLECTRIQUE

This section presents MCE’s financial highlights, which we prepared using documents 
provided by the organization. First, we present an overview of revenues from subsidies, 
sponsorships and ticket sales. Expenses are then presented by category: costs associated 
with the race, fees paid to the manager, and racing rights and transportation of vehicles. 
Figure 5 provides a summary comparison of budget forecasts with MCE’s actual results.
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FIGURE 5 – COMPARISON OF PROJECTED BUDGETS WITH  
 ACTUAL RESULTS OF MONTRÉAL C’EST ÉLECTRIQUE  
 AS AT SEPTEMBER 30, 2017

REVENUES OF MONTRÉAL C’EST ÉLECTRIQUE

As shown in Table 2, total revenues include three categories of revenues: subsidies, ticket 
sales and sponsorships, box seat sales and other revenue. 
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TABLE 2 –  COMPARISON OF ANTICIPATED WITH 
 ACTUAL REVENUES BY CATEGORY

ACTUAL RESULTS TOTAL VARIANCE  
$ 

(C–A)
(IN $ MILLIONS)

TOTAL 
VARIANCE  

%
(C–A)

NOVEMBER 4, 2016 
(A)

(IN $ MILLIONS)

MARCH 13, 2017
(B)

(IN $ MILLIONS)

SEPTEMBER 30, 2017
(C)

(IN $ MILLIONS)

Subsidies 11.55 11.55 3.66 -8.0 -69

Ticket sales 4.87 1.29 0.7 -4.17 -86

Other revenues 5.75 2.69 2.68 -3.02 -47

TOTAL 
REVENUES 22.17 15.53 7.04 -15.19 -68
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Anticipated revenues from government subsidies were $11.55 million and accounted 
for a little more than 50% of the total anticipated revenues (52%). Revenues from ticket 
sales and sponsorships (“own-source revenues”) accounted for 48% of total revenues.  
We noted that the total revenues realized account for 32% of the revenues anticipated 
initially, a decrease of $15.1 million.

SUBSIDIES

From the moment it was incorporated, nine months before the Event, MCE worked on fun-
ding applications to be submitted to governments. The projected subsidy revenues were 
$11.55 million. However, $8 million in government subsidies failed to materialize. Table 3 
shows the forecasts and the actual subsidies.

TABLE 3 – SUBSIDY REVENUES BY SOURCE

SOURCE OF FUNDING
BUDGET

NOVEMBER 4, 2016
IN $ MILLIONS

ACTUAL RESULTS 
SEPTEMBER 30, 2017

IN $ MILLIONS

Canadian Government 4.00 0

Québec government 4.00 1.5 (1)

Ville de Montréal 3.25 1.75

Tourisme Montréal 0.30 0.41

TOTAL 11.55 3.66

(1) $0.5 million from the Fonds d’initiative et de rayonnement de la Métropole and $1 million deducted 
 by the MAMOT under the “Montréal Reflex” agreement.

Although the subsidy request was for $4 million, the federal government has committed 
to paying MCE a $1.75 million repayable contribution15. However, this contribution was 
never received. As for the city, a single decision-making record was submitted to autho-
rities for a $1.75 million monetary contribution16. At the provincial level, MCE received 
$0.5 million from the Fonds d’initiative et de rayonnement de la Métropole and $1 million 
from the Ministère des Affaires municipales et de l’Occupation du territoire (MAMOT) 
(Order-in-Council 964-2017)17. This last amount was submitted separately because  
the city effectively considered it to be a contribution that the organization made to itself.

15 Payment of the contribution is subject to submission of the prescribed claim forms. The contribution 
must be repaid in full through remittance of royalties equal to 10% of the total gross annual revenue 
of Montréal c’est électrique, starting on April 15, 2020.

16 Decision-making record 1163455001 adopted by the urban agglomeration council on October 27, 
2016.

17 Order-in-Council 964-2017 of September 27, 2017.
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In fact, in the course of our audit, we discovered that a specific agreement was signed 
between the city and the Québec government. According to the October 18, 2017, edition 
of the Gazette officielle du Québec, Order-in-Council 964-2017 concerns the awarding of 
a $1 million subsidy to MCE in 2017–2018 to support holding the Formula E in Montréal in 
2017. For this purpose, a memorandum of understanding was signed between the minis-
ter responsible for the Montréal region and MCE on November 30, 2017; the amount was 
received by MCE on December 8, 2017. According to correspondence dated October 12, 
2017, the MAMOT confirmed to the city that under the framework agreement “Montréal 
Reflex” it would pay $82 million rather than $83 million, in view of the $1 million non-recur-
ring financial support awarded to “[TRANSLATION] the organization Montréal c’est électrique 
to provide assistance for holding the Formula E Championship in Montréal in 2017.” Table 4 
shows the projected amounts and the amounts actually paid.

TABLE 4 –  COMPARISON OF PROJECTED AMOUNTS UNDER 
 ORDERS-IN-COUNCIL AND AGREEMENTS WITH  
 AMOUNTS ACTUALLY PAID FOR EACH BENEFICIARY

ACCORDING TO  
ORDER-IN-COUNCIL 

AND AGREEMENT
(IN $ MILLIONS)

ACTUAL
(IN $ MILLIONS)

Ville de Montréal –  
Order-in-Council 736-2017

83 82

MCE – Order-in-Council 964-2017 1 1

AMOUNT PAID BY THE QUÉBEC 
GOVERNMENT 84 83

The framework agreement “Montréal Reflex” cancels or repeals two specific agree-
ments18 to grant subsidies to the city through an $83 million unconditional transfer to 
support it in its development and in its role as the major metropolis of Québec. This was 
confirmed by Order-in-Council 723-201719. According to the memorandum of understan-
ding, this transfer is not subject to any eligibility conditions or restrictions concerning 
its use. 

The subsidy that the MAMOT paid to MCE reduced the unconditional transfer paid to 
the city under the framework agreement “Montréal Reflex”. Furthermore, even though 
the money did not pass through the city, we think that this amount should be likened 
to a contribution to MCE from the city. There is no council resolution authorizing the 
MAMOT to make a direct payment of a portion of the amounts paid under the framework  

18 Repeal of Order 749-201 and cancellation of the Memorandum of understanding concerning 
$175 million financial support for the strategy Imagine-Réaliser Montréal 2025 concluded on July 9, 
2012.

19 Order-in-Council 723-2017 of July 4, 2017.
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agreement “Montréal Reflex”, and no financial support application package was submitted 
to justify this additional contribution, as required by the policy to that effect20.

The tight, nine-month deadline that MCE had to wrap up the subsidy applications may have 
been one of the potential contributing factors to its lack of success. Generally, for such 
applications, waiting periods must be expected so that the application can be analyzed 
according to various eligibility criteria, between the presentation of a funding offer and the 
signing of the agreement and between the signing of the agreement and the payment of 
the subsidy. 

TICKET SALES 

When an economic impact study of an event is conducted, the number and origin of par-
ticipants are important data for calculating its impact. The number of tickets sold for the 
Event was the subject of much speculation. Figure 6 shows a comparison of the manager’s 
forecasts for ticket sales with the actual results. His forecasts and the adjustments made 
along the way were based on ticket sales revenues for Formula E races held elsewhere in 
the world together with his understanding of the Montréal context.

20 The Charter of Ville de Montréal provides that the city can grant subsidies to organizations. City 
council must grant any contribution above $50,000. The Guide spécifique: Accorder une contribution 
sans appel de candidatures fournit les éléments de contenu et de présentation des dossiers déci-
sionnels. Since October 27, 2017, a Guide de gestion des soutiens financiers aux organismes à but 
non lucratif (OBNL) sets out broad guidelines for managing financial support (C-RF-DG-P-17-001).
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FIGURE 6 – COMPARISON OF PROJECTED TICKET SALES WITH 
 ACTUAL TICKET SALES AS AT SEPTEMBER 30, 201721

It should be stressed that that the information on the number of tickets sold was avai-
lable, upon request, for both MCE and the city. The very day after the Event was held, 
the breakdown between the number of tickets sold versus the number given away was 
available and known. As is clear in Figure 6, 13,646 tickets were sold out of a total of 
48,376  tickets in circulation. The difference, 34,730 tickets, is equal to the number of 
tickets given to sponsors or others. 

21 Source: Projected budgets prepared by the manager and ticket sales report, excerpted from  
  the auditor’s file.
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Figure 7 shows the revenue forecasts for ticket sales and other revenues associated 
with the Event. Other revenues included revenues from box seat sales and sponsorship  
revenues (trade name rights and race track sponsorships).

FIGURE 7 – COMPARISON OF ANTICIPATED REVENUES FROM TICKET  
 SALES AND OTHER SOURCES WITH ACTUAL RESULTS 
 AS AT SEPTEMBER 30, 201722

Ticket sales generated $0.7 million in revenues, compared with the anticipated  
$4.9 million. Other revenues were also 50% lower than anticipated, at $2.7 million rather 
than $5.7 million, of which $0.85 million from the main sponsor.

BREAKDOWN OF COSTS OF MONTRÉAL C’EST ÉLECTRIQUE

We obtained several documents that allowed us to reconstruct certain expenses. Table 5 
shows the breakdown of MCE’s expenses by cost category according to both projected 
budgets and actual results. 

22 Same as 21.
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Based on the information available, we noted that for many expenses, the actual results 
were below the different forecasts produced. Since general attendance and sales of 
box seats were lower than anticipated, expenses associated with entertainment and the 
spectator experience were adjusted downward. 

Among the costs of the Event, there is an amount totalling $3.8 million, which the mana-
ger billed to MCE. As provided for in the agreement, he invoiced for management fees  
($2 million), claimed a 20% commission for each of the sponsorships obtained ($0.3 mil-
lion), invoiced for marketing ($0.7 million) and launch ($0.2 million) fees, and miscellaneous 
expenses ($0.3 million). He also reinvoiced the salaries and the expenses associated with 
the project team ($0.3 million). 

Our audit showed that as at the end of 2016, MCE’s and the city’s budget forecasts reflec-
ted a loss. In fact, with or without the anticipated subsidies, it was expected that MCE 
would incur a deficit of anywhere from $3.1 million to $7.3 million. Figure 5 reveals the 
cash shortfall expected for the Event aspect (not counting MCE’s operating expenses). 
The city must therefore have known that MCE’s line of credit that it guaranteed would be 
used to eliminate the deficit. 

TABLE 5 –  COMPILATION OF TOTAL COSTS OF  
 MONTRÉAL C’EST ÉLECTRIQUE BY EXPENSE CATEGORY 

INITIAL
OCTOBER 27, 2016

CONTRACT
MARCH 13, 2017

ACTUAL RESULTS 
SEPTEMBER 30, 2017

IN $ MILLIONS (INCLUDING TAXES)

Costs of the Event 14.0 12.9 12.9

Racing expenses and  
transportation

10.7 9.3 7.4

MCE’s operating expenditures - - 0.3

TOTAL COSTS 24.7 22.2 20.6
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3.2.4. ACCOUNTABILITY REPORTING

3.2.4.A. BACKGROUND AND FINDINGS

ACCOUNTABILITY REPORTING

We tracked down a report, produced by the Service des finances in February 2017 and 
updated in June 2017, that summarizes the financial information, particular issues 
concerning the guarantee and government contributions to the MCE project. The report 
and its updated version were communicated by the Service des finances respectively to 
the Direction générale and the President of the EC. The report underscores the fact that  
no contribution that MCE requested from the Québec and Canadian governments was 
confirmed. MCE’s projected balanced three-year budget is found in these financial  
profiles. The updated version presents the budgeted costs of the Event adopted by the 
MCE Board in March 2017. According to the budget, MCE runs the risk of ending its fiscal 
year with a $7.3 million deficit.

In May 2017, the preparation of a decision-making record to increase the guarantee for 
MCE from $10M to $15M was initiated. The decision-making record has progressed to the 
point of being placed on the agenda of a meeting of the EC on June 7, 2017. However, the 
progress of the file is interrupted following discussions between the Service des finances 
and the President of the EC. As all surpluses in the agglomeration budget were incurred, 
the Service des finances could not certify the availability of the funds needed to increase 
the guarantee. In addition, it highlights its uncertainties regarding the receipt of MCE sub-
sidies. The former EC president informed MCE of the City's decision not to increase MCE's 
bond to $15M.

The agreement between the city and MCE concerning the line of credit guarantee provides 
that the organization must: 

[TRANSLATION] “Send monthly Accountability Reports to the Director. Accountability 
reporting must be done in accordance with the form and parameters communicated to 
it by the Director, with the understanding that these can be altered at any time by simple 
notification. These Accountability Reports must be submitted to the Director no later than 
the 1st day of each month.” 23

According to the agreement, the Service des finances was responsible for sending 
the accountability parameters to MCE. Our audit revealed that on September 11, 2017,  
the city’s Service des finances sent MCE a letter in which it specified these parameters 
and asked it to produce an accountability report on August 31, 2017, as well as a monthly 
status report until the end of the agreement, on December 31, 2017. This request for 
accountability reporting was made six weeks after the Event had been held.

23 Agreement between Ville de Montréal and Montréal c’est électrique, establishing the terms and 
conditions of the city’s guarantee and the organization’s obligations regarding its use of the variable 
credit.
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After the accountability parameters were sent to MCE in the fall of 2017, several discus-
sions and meetings were held between the Service des finances and MCE. In November 
2017, the Service des finances and MCE agreed to suspend the use of the line of credit. 
From that point on, the Service des finances monitored MCE very closely. The Service des 
finances was to be notified of any anticipated receipt (refund of taxes receivable), and all 
expenses were to be approved in advance. As stated above, MCE’s $9 million line of credit 
balance was repaid by the city to the financial institution. As at January 26, 2018, the city’s 
net expenses associated with the MCE’s guarantee were $7.3 million, of which $1.7 million 
was recovered24.

The monitoring measures provided for in the agreement were not applied with suffi-
cient rigour, since the monitoring parameters were communicated only 7 months after 
the agreement was signed, after the Event took place and therefore most expenses had 
already been incurred. No file was found that would have enabled us to assess the nature 
of the monitoring that was carried out previously by the Service des finances in connec-
tion with the guarantee agreement.

With respect to the $1.75 million contribution, the contract provided that MCE was to  
submit its first accountability report on March 1, 2018. 

We think that if the Formula E project had been integrated into the CGP, this would have 
allowed better tracking of the progress of commitments and the expenses arising from 
them and authorities would have been better informed of the impacts of decisions made.

24 The trustee appointed by MCE sought a legal opinion on the validity and enforceability of security 
interests held by the City. Pending this decision, the Service des finances has found it necessary not 
to make these funds available.
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4. CONCLUSION

The city developed a comprehensive project governance framework providing for a project 
monitoring process. The application of this governance framework provides for a check-
point process for the development and approval of projects, a governance mechanism 
that ensures adequate monitoring and comprehensive documentation for informed deci-
sion-making by municipal authorities. The framework provides that the city can entrust 
the piloting of a project to another organization, which must be supported by a municipal 
project leader who will ensure that the framework is applied. 

In light of the work carried out, we note that the Formula E project did not apply the city’s 
governance framework. No business case presenting a description of the project, the 
issues and risks involved and the overall costs was submitted to authorities. This would 
have enabled all the stakeholders to agree on key aspects of the project and would have 
supported the decision-making process throughout its execution. The roles and responsi-
bilities were not defined adequately. We noted that the coordination of operations and 
associated information passed through the Cabinet. It can be seen that in the absence of 
a project leader, as prescribed by Cadre de gouvernance des projets et des programmes de 
gestion des actifs municipaux, the municipal administration, had no overall vision of the 
issues and risks involved in this large-scale project. 

Beyond the fact that project governance appeared to us to be deficient, our audit revealed 
areas where improvements should be made, especially with respect to the roles and res-
ponsibilities of officers acting as observers of organizations and the accountability repor-
ting required of an organization and monitoring of it by the administration. The monitoring 
measures provided for in the guarantee agreement were not applied in a timely enough 
manner to allow the necessary monitoring, given the financial risks of the project.

The Formula E project should have fallen under the purview of the Cadre de gouvernance 
des projets et des programmes de gestion des actifs municipaux. This would have allowed 
better tracking of the progress of commitments and expenses arising from the project, 
and authorities would have been better informed of the impacts of decisions made. As 
part of the planning process, the project leader would have had to produce a business 
case defining, for example: the reason for the project, its objectives, expectations in terms 
of impacts, the risks, the budget plan and the definition of the roles and responsibilities 
of the stakeholders involved. A more comprehensive tracking and documentation pro-
cess would have improved accountability reporting to stakeholders. This information is 
essential for ensuring sound management and appropriate accountability reporting on a 
project. 
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5. RECOMMENDATIONS

Furthermore, our recommendations arising from these conclusions are as follows: 

RECOMMENDATIONS

5.A. We recommend that the Direction générale put in place 
appropriate measures to ensure that all business units apply  
the Cadre de gouvernance des projets et des programmes de gestion 
des actifs municipaux in executing projects that are subject to it. 

5.B. We recommend that the Direction générale assign implementation 
responsibilities for a large-scale project and establish 
shared operating and accountability rules in order to improve 
communications among stakeholders (internal and external, 
the Executive Committee, city council, the urban agglomeration 
council), effectively manage the risks generated and maximize  
the use of financial, material and human resources.

5.C. We recommend that the Direction générale develop a reference 
guide (or summary) in order to better define the roles and 
responsibilities of officers appointed by the city as observers  
on the board of directors of a legal entity. 

5.D. We recommend that the Direction générale, in collaboration 
with the Service des finances, put in place a cost monitoring 
mechanism for this type of project.

5.E. We recommend that the Direction générale review the scope of 
financial operations in order to ensure that all decision-making 
records contain a clear, complete and comprehensive financial 
analysis enabling the city’s decision-making authorities to make 
an informed decision.

5.F. We recommend that the Direction générale take the necessary 
steps to ensure that the financial support agreements benefit 
from the necessary monitoring, in particular by:

• including, from the outset, the specific parameters of financial 
and operational accountability;

• requiring the appointed officers to submit periodic accountability 
reports on their assessments of compliance with the parameters 
that are set.

Action plans will follow.
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6. APPENDICES

6.1. PURPOSE AND EVALUATION CRITERIA OF THE AUDIT

PURPOSE

To ensure that governance of the project involving the organization of a Formula E Event  
in Montréal was defined in accordance with the city’s existing policies and directives.

EVALUATION CRITERIA

1.1 The stakeholders are established and the roles and the responsibilities are clearly 
defined.

1.2 A project leader is appointed to coordinate operations and to support the organiza-
tion mandated to organize the Event.

1.3 A management framework is adopted to define:

 – the expected results;

 – the sources of funding;

 – the financial monitoring systems;

 – the stages requiring approval by authorities.

1.4 A business case is prepared or updated so that authorities have comprehensive 
information when making decisions about the important stages of the project.

1.5 Agreements between the city and the organization mandated to organize the Event 
are monitored rigorously on a regular basis.

1.6 Mechanisms are put in place to report to authorities on progress of the project.
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6.2. TIMELINE OF THE KEY ANNOUNCEMENTS AND 
 APPROVALS FOR THE FORMULA E PROJECT

DATE OR PERIOD DESCRIPTION OF ANNOUNCEMENT OR APPROVAL

March 13 to 18, 2015 Former mayor’s trip to Miami – For the purpose of holding discussions with FEO  
so that Montréal could join the Formula E series by 2016.

September 2, 2015 Approval of the city’s nomination – Technical feasibility study and establishment  
of the layout of the urban circuit.

Fall 2015 Discussion between the Cabinet and the Service des affaires juridiques about  
organizational structures for the organization of a Formula E race.

January to June 
2016

Planning of infrastructure works on the urban circuit

• Setting up a project team – Ville-Marie borough.
• Developing plans and specifications in preparation for the infrastructure and road 

work on the urban circuit and for designing protective features for the race track.
June and September 
2016

Tendering period – For the purpose of awarding infrastructure and road work contracts 
and for the purchase of protective features for the race track.

September to 
December 2016

Awarding of contracts and execution of infrastructure works 

• Contract to undertake infrastructure work on the circuit – $4,416,598.
• Contract to provide protective features on the race track – $7,525,502.
• Contract to install, assemble and dismantle protective features – $8,966,756  

(taxes included).
October 14, 2016 Incorporation of the non-profit organization MCE.

October 21, 2016 Press conference – Official announcement of Formula E races to be held on the streets 
of downtown Montréal.

Agreement between FEO and MCE on racing rights.
October 27, 2016 Resolution passed by the urban agglomeration council to grant a $1,750,000  

contribution to MCE.
December 22, 2016 Resolution passed by the urban agglomeration council to approve MCE’s  

$10,000,000 line of credit guarantee by the city. 
March 20, 2017 Resolution passed by MCE’s board of directors to approve the contract with  

the manager.
July 29–30, 2017 Formula E championship held in Montréal.

August 22, 2017 Ratification by the urban agglomeration council of technical support provided by  
the city to MCE.

September 11, 2017 Letter sent by the Service des finances to MCE defining the accountability parameters 
for the $10 million line of credit.

November 1, 2017 Preliminary assessment filed by MCE. 

December 18, 2017 Approval of MCE’s financial statements by its board of directors.

Announcement of the city’s withdrawal of support for MCE.
December 21, 2017 Repayment of MCE’s line of credit by the city.

As of January 26, 2018, the city’s net expenditures were $7,301,065.
February 5, 2018 Filing of final assessment and announcement of closing (and bankruptcy) of MCE.
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5. FOLLOW-UP ON RECOMMENDATIONS OF PREVIOUS YEARS

The percentage of recommendations made by the Bureau du vérificateur général (the 
BVG) that have led to concrete measures is an essential indicator in ensuring that central 
departments and boroughs implement their recommendations.

The BVG’s policy is to follow up on the recommendations in the year following their publi-
cation in the annual report. The follow-up cycle of a given year’s recommendations is 
generally limited to a period not exceeding three years, except in very special circums-
tances where some recommendations are followed up for one, two or three additional 
years.

RESULTS OF FOLLOW-UPS TO RECOMMENDATIONS –  
VALUE-FOR-MONEY AND INFORMATION TECHNOLOGY AUDIT

The results of follow-ups to the recommendations made in the 2012-2016 annual reports 
are presented in Table 1.

TABLE 1 – RESULTS OF FOLLOW-UPS TO RECOMMENDATIONS  
 BY STATUS  
 VALUE-FOR-MONEY AND INFORMATION  
 TECHNOLOGY AUDIT  
 AS OF APRIL 16, 2018

STATUS OF RECOMMENDATIONS
NO. OF RECOMMENDATIONS PER YEAR

2012 2013 2014 2015 2016 TOTAL

Resolved 215 161 306 207 41 930

In progress 9 11 77 100 34 231

Deferred 1 5 8 4 1 19

Not resolved 7 30 2 0 3 42

To be implemented[A] 0 0 0 19 21 40

TOTAL NUMBER OF 
RECOMMENDATIONS MADE

232 207 393 330 100 1,262

[A] These recommendations have not been followed-up by the business units concerned.
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We note that recommendations whose status is «resolved» in the first year of follow-up 
after their publication in the BVG’s annual report represent 41% for those of 2016  
(50% for those of 2015) – (see Figures 1 and 2).

Recommendations whose status is «resolved» in the second year of follow-up after their 
publication represent 63% for those of 2015 (63% for those of 2014) – (see Figures 3  
and 4).

Recommendations whose status is «resolved» in the third year of follow-up represent 78% 
for those of 2014 (74% for those of 2013) – (see Figures 5 and 6).

FIGURES 1 AND 2 – STATUS OF RECOMMENDATIONS FROM 2016 AND 2015  
 VALUE-FOR-MONEY AND INFORMATION TECHNOLOGY AUDIT  
 1ST YEAR OF FOLLOW-UP

Figure 1 - 2016 Recommendations  
1st Year of Follow-Up

Figure 2 - 2015 Recommendations  
1st Year of Follow-Up
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FIGURES 3 AND 4 –  STATUS OF RECOMMENDATIONS FROM 2015 AND 2014 
 VALUE-FOR-MONEY AND INFORMATION TECHNOLOGY AUDIT  
 2ND YEAR OF FOLLOW-UP

FIGURES 5 AND 6 –  STATUS OF RECOMMENDATIONS FROM 2014 AND 2013 
 VALUE-FOR-MONEY AND INFORMATION TECHNOLOGY AUDIT  
 3RD YEAR OF FOLLOW-UP

Figure 5 - 2014 Recommendations  
3rd Year of Follow-Up

Figure 3 - 2015 Recommendations  
2nd Year of Follow-Up

Figure 6 - 2013 Recommendations  
3rd Year of Follow-Up

Figure 4 - 2014 Recommendations  
2nd Year of Follow-Up
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ADDITIONAL NOTES FOR RESULTS OF  
RECOMMENDATION FOLLOW-UPS

The objective of our follow-up work is to ensure that business units undertake measures 
to implement the action plans they have provided, within the planned implementation 
schedule. In this context, it is expected that business units will ensure a rigorous response 
to the BVG’s recommendations while following up on the implementation of action plans 
for these recommendations at the appropriate time.

According to the action plans of business units for the 2016 and 2015 recommendations, 
the scheduled implementation times ranged from 0 to just over 36 months. Table 2 pre-
sents the change in the percentage of recommendations over time that the Bureau du 
vérificateur général has confirmed to be resolved, based on the completion date initially 
planned by the business units in question for those recommendations.

In short, as of April 16, 2018, for the 2016 recommendations subject to their first year of 
follow-up, we note that 41% were resolved within 0 to 12 months compared to the antici-
pated rate of 78% given the action plans provided by the business units.

TABLE 2 – RESOLUTION RATE OF RECOMMENDATIONS 
 FORMULATED IN 2016 AND 2015 ON APRIL 16, 2018

IMPLEMENTATION 
PERIOD FOR RE-
COMMENDATIONS

RECOMMENDATIONS MADE IN 2016
(1ST YEAR OF FOLLOW-UP)

RECOMMENDATIONS MADE IN 2015
(2ND YEAR OF FOLLOW-UP)

PLANNED ACTUAL PLANNED ACTUAL

PERCENTAGE OF 
RECOMMENDATIONS 

SETTLED BY  
BUSINESS UNITS

PERCENTAGE OF 
RECOMMENDATIONS 

SETTLED  
ACCORDING  
TO THE BVG

NUMBER OF  
RECOMMENDATIONS

PERCENTAGE OF 
RECOMMENDATIONS 

SETTLED BY  
BUSINESS UNITS

PERCENTAGE OF 
RECOMMENDATIONS 

SETTLED  
ACCORDING  
TO THE BVG

NUMBER OF  
RECOMMENDATIONS

0 to 12 
months

78% 41% 41 87% 50% 164

12 to 24 
months

14% N/A[A] - 10% 13% 43

24 to 36 
months

8% N/A[A] - 2% N/A[A] -

More than 36 
months

0% N/A[A] - 1% N/A[A] -

100% 41% 41 100% 63% 207

TOTAL OF RECOMMENDATIONS 100 TOTAL OF RECOMMENDATIONS 330

[A]  Implementation date not yet due, as of the date of this report.
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As for the 2015 recommendations, which were subject to their second year of follow-up, 
63% were resolved within 0 to 24 months compared to the anticipated rate of 97% for  
the same period. 

We have also established how the business units fared in terms of complying with the 
implementation dates for the 2016 recommendations initially set out in their action plans.  
Our results are presented in Table 3.

 
In light of these results, we note that the implementation dates initially set out were respec-
ted by business units (or not expired) for only 23% (17% in 2015) of the recommendations. 
Of this number, 12% of the 2016 recommendations (10% in 2015) were deemed “resolved.”

Moreover, for several recommendations, our follow-up work revealed that the business 
units did not take sufficient steps to implement the recommendations, or were unable to 
demonstrate the status.

TABLE 3 – IMPLEMENTATION DATE OF 2016 RECOMMENDATIONS, 
 BY STATUS ON APRIL 16, 2018

STATUS OF 
RECOMMENDATIONS 
CONFIRMED BY  
THE BVG

NUMBER OF 
RECOMMENDATIONS 

BY STATUS RATE

IMPLEMENTATION DATE

RESPECTED
(OR NOT 

EXPIRED)
OUTDATED

NUMBER
RATE

NUMBER
RATE

AVERAGE TIME 
CALCULATED

Resolved 41 
(41%)

5 
(12%)

36 
(88%)

154 days[B] 
(5,1 months)

In progress 34 
(34%)

3 
(9%)

31 
(91%)

200 days[C] 
(6,6 months)

Deffered 1 
(1%)

0 
(0%)

1 
(100%)

290 days[C]  
(9,5 months)

Not resolved 3 
(3%)

0 
(0%)

3 
(100%) N/A[D]

To be  
implemented[A] 

21 
(21%)

15 
(71%)

6  
(29%)

221 days[C] 
(7,2 months)

TOTAL NUMBER 
OF 2016 
RECOMMENDATIONS

100 
(100%)

23 
(23%)

77 
(77%)

174 DAYS 
(5,7 MONTHS)

[A] These recommendations have not been followed up by the business units concerned.
[B] Timeline calculated from the date the business unit follows up on the recommendations  
 («resolved» provisional status) and the implementation date initially scheduled in the action plan.
[C] Timeline calculated between April 16, 2018 and the implementation date originally scheduled  
 in the action plan.
[D] No corrective action is planned by the business unit.



5. | FOLLOW-UP ON RECOMMENDATIONS OF PREVIOUS YEARS

PAGE 502 | 2017 ANNUAL REPORT

We note the following:

• 40 recommendations from 2012 to 2016, 35 (88%) of which were formulated in 2015 
and 2016, which had been considered by the business units, had to be kept «in pro-
gress» since the measures put in place by the business units did not respond to the 
recommendations, or the business units had not been able to demonstrate any evidence  
of the measures having been taken;

• 25 recommendations (6%) from 2015 and 2016, specifically, 19 from 2015 and 6 from 
2016, for which the initial implementation date had passed, still have the «to be imple-
mented» status, indicating no follow-up on them by the business units concerned.

RESULTS OF FOLLOW-UPS TO RECOMMENDATIONS –  
AUDIT OF FINANCIAL STATEMENTS

Results of follow-ups to recommendations made in the 2012 to 2016 reports on internal 
control weaknesses are presented in Table 4.

We note that recommendations whose status was «resolved» in the first year of fol-
low-up after their publication in the report on internal control weaknesses for the Ville de  
Montréal audit committee represent 45% for those of 2016 (42% for those of 2015) –  
(see Figures 7 and 8).

TABLE 4 – RESULTS OF FOLLOW-UPS TO RECOMMENDATIONS,  
 BY STATUS 
 AUDIT OF FINANCIAL STATEMENTS 
 ON APRIL 16, 2018

STATUS OF RECOMMENDATIONS
NO. OF RECOMMENDATIONS PER YEAR

2012 2013 2014 2015 2016 TOTAL

Resolved 9 10 5 7 9 40

In progress 0 0 1 4 6 11

Deferred 0 0 0 1 0 1

Not resolved 3 0 0 0 1 4

To be implemented[A] 0 0 0 0 4 4

TOTAL OF  
RECOMMENDATIONS MADE

12 10 6 12 20 60

[A] These recommendations have not been followed up by the business units concerned.
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Recommendations whose status is «resolved» in the second year of follow-up after their 
publication represent 58% for those of 2015 (83% for those of 2014) – (see Figures 9  
and 10).

Recommendations whose status is «resolved» in the third year of follow-up represent 83% 
for those of 2014 (100% for those of 2013) – (see Figures 11 and 12).

FIGURES 7 AND 8 –  STATUS OF RECOMMENDATIONS FROM 2016 AND 2015 
 AUDIT OF FINANCIAL STATEMENTS 
 1ST YEAR OF FOLLOW-UP

Figure 7 - 2016 Recommendations  
1st Year of Follow-Up

Figure 8 - 2015 Recommendations  
1st Year of Follow-Up
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FIGURES 9 AND 10 –STATUS OF RECOMMENDATIONS FROM 2015 AND 2014 
 AUDIT OF FINANCIAL STATEMENTS 
 2ND YEAR OF FOLLOW-UP

FIGURES 11 AND 12 – STATUS OF RECOMMENDATIONS FROM 2014 AND 2013 
 AUDIT OF FINANCIAL STATEMENTS 
 3RD YEAR OF FOLLOW-UP

Figure 11 - 2014 Recommendations  
3rd Year of Follow-Up

Figure 12 - 2013 Recommendations  
3rd Year of Follow-Up

  100% Resolved 
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Figure 9 - 2015 Recommendations  
2nd Year of Follow-Up

Figure 10 - 2014 Recommendations  
2nd Year of Follow-Up
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CONCLUSION

For the value-for-money and information technology audit, we note, first of all, that only 
41% of the recommendations formulated in 2016 were resolved by the time of our first year 
follow-up. In comparison, 50% of the recommendations formulated in 2015 were resolved 
by the first year follow-up, which is a significant reduction in implementation. In addition to 
this regression, of the recommendations issued in 2016, 78% should have been resolved 
at the time of our first follow-up, according to the action plans submitted by the business 
units.

Second, we note that in terms of implementation times for the recommendations formu-
lated in 2016, only 12% (5 of 41) were resolved within the implementation dates initially put 
forward by the business units in their action plans, and the year before, only 10% of recom-
mendations formulated in 2015 (17 of 164) were resolved by the planned completion time. 
Although this is a slight improvement, our findings show that the business units largely do 
not meet the time lines they submit in their action plans.

With regard to the audit of the financial statements, the resolution status of the recom-
mendations by the time of the first year follow-up improved slightly for the 2016 recom-
mendations, with a result of 45% compared to 42% for the 2015 recommendations.

However, the rate of recommendations that were resolved by the second year of follow-up 
in 2016, that is, the 2015 recommendations, had deteriorated, with a 58% resolution rate 
(83% for 2014). This same trend is also seen for recommendations in their third year of 
follow-up in 2016, that is, the 2014 recommendations, with a result of 83% (100% for 2013). 

We repeat our recommendation that municipal governments establish performance indi-
cators to measure the degree of implementation of the recommendations included in  
the Auditor General’s audit reports and follow up on them.
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6. OVERVIEW OF THE BUREAU DU VÉRIFICATEUR GÉNÉRAL

This chapter presents the highlights of the results obtained for the year 2017 regarding 
the performance of the Auditor General’s mandate and the utilization of resources for this 
purpose. More specifically, we present different indicators so the reader can appreciate 
the performance of the Bureau du vérificateur général (the Bureau).

The indicators presented are:

• The financial results;

• The number of audit reports issued; 

• Human resources: 

 – Current and Future Staff Portrait,

 – Use of time,

 – Staff turnover rate,

 – Absenteeism rate,

 – Average number of hours and cost of training,

 – Equal access to employment.
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6.1. FINANCIAL RESULTS

For the year 2017, the Bureau’s operating expenditures amounted to $5.43 million,  
compared to the budget of $6.05 million. This favourable variance is explained, in particu-
lar, by the three positions that remained vacant and the maternity leaves of two employees 
as presented in Table 3 of point 6.3. Figure 1 illustrates the Bureau’s financial results  
for the past three years. 

FIGURE 1 – BUDGET AND FINANCIAL RESULTS 
 (IN MILLIONS OF DOLLARS)

In accordance with the provisions of section 108.2.1 of the Cities and Towns Act,  
the Auditor General accounts for the year ended December 31, 2017, were audited  
by an independent auditor mandated by the city. The report of the independent auditor is 
presented in Appendix 7.2.

Budget                                     Results
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6.2. NUMBER OF AUDIT REPORTS ISSUED

Table 1 details the number of reports issued over the past few years for audits of the finan-
cial statements, regulatory compliance, as well as value for money (VM) and information 
technology (IT) audits.

The number of reports issued in 2017 remained essentially the same as in the previous 
year. 

TABLE 1 –  NUMBER OF AUDIT REPORTS ISSUED FROM 2015  
 TO 2017

REFERENCE ANNUAL 
REPORT 

FINANCIAL 
STATEMENTS COMPLIANCE VM AND IT TOTAL NUMBER  

OF AUDIT REPORTS

2015 17 1 8 26

2016 18 2 7 27

2017 17 2 9 28
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6.3. HUMAN RESOURCES

The Bureau is known for its high-quality work, and its extensive competencies and broad 
experience are a major asset for giving elected officials and citizens an objective and 
independent view of how well public funds are being managed. The Bureau is comprised  
of some thirty qualified professionals, including accountants, forensic accountant, 
engineer, lawyer and specialists in business administration and information technology. 
The Bureau’s staff hold a variety of certifications such as public accountant (CPA), finan-
cial auditor (CPA, auditor), internal auditor (CIA), information systems auditor (CISA), 
forensic accountant (CA-EJC, CFF, CFE) and engineer (Eng.).

The Bureau’s philosophy is, on one hand, to have an internal core of experienced pro-
fessionals who, collectively, have expertise in the city’s various spheres of professional 
activities related to the financial, value-for-money and regulatory compliance audits that 
are the Bureau’s mandate. On the other hand, we enlist external resources to meet one-off 
needs for very specialized expertise, to spread the workload inherent in the peak period 
related to audits of the financial statements of the city and the agencies under its control 
and sometimes to temporarily compensate for a lack of resources related to leaves or 
vacant positions.

WORKFORCE TRENDS AND STATUS

Table 2 presents the workforce trends as of December 31 of the years 2015 to 2017.

The number of employees as of December 31, 2017 stood at 29. During the year, a senior 
auditor accepted a position with the city’s Service des technologies de l’information.

TABLE 2 –  WORKFORCE TRENDS AS OF DECEMBER 31  
 OF THE YEARS 2015 TO 2017

YEAR TOTAL EMPLOYEES

2015 30

2016 30

2017 29
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Table 3 illustrates the workforce status of the Bureau by directorate and in relation  
to authorized and filled positions as of December 31, 2017.

 
At the end of 2017, we had three vacant positions, two in the Value-for-Money and Regula-
tory Compliance department and one in the Information Technology, Forensic Accounting 
and Administration department.

Furthermore, Figure 2, Workforce Evolution and Forecasting for 2015 to 2021, reveals the 
importance of immediately implementing a succession plan, to begin training successors 
and mitigate any dilution of expertise.

TABLE 3 – WORKFORCE STATUS AS OF DECEMBER 31, 2017

DIRECTORATES AUTHORIZED 
POSITIONS

FILLED 
POSITIONS

POSITIONS TO 
FILL

Bureau de la vérificatrice générale 3 3 0

Certification des états financiers  
Ville et autres organismes 11 11 0

Optimisation des ressources et  
conformité réglementaire 10 8 2

Technologies de l’information,  
juricomptabilité et administration 8 7 1

TOTAL 32 29 3
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FIGURE 2 –  EVOLUTION AND FORECASTING  
 OF THE WORKFORCE FROM 2015 TO 2021

 
The situation is worrisome for the next three years because:

• Three positions were vacant as of December 31, 2017;

• Seven departures are expected by 2021, including one of the four members  
of the Bureau’s management team.

We conducted a strategic planning exercise in 2017, which led us to question the organi-
zational structure of the Bureau and review our needs in terms of hiring and succession.

At the time of writing, we had begun recruitment efforts for three senior auditor positions. 
Hiring actions will be commenced later to fill other positions.

USE OF TIME

Figures 3 and 4 present the breakdown of total hours and hours worked of the Bureau’s 
members for the past three years. Note that the hours worked by administrative support 
staff and the management members are included in the basic data of the following indica-
tors for the second consecutive year.
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FIGURE 3 – BREAKDOWN OF TOTAL HOURS

 
FIGURE 4 – BREAKDOWN OF HOURS WORKED, BY ACTIVITY

Audit product: includes the 
activities of audit of the financial 
statements and compliance, 
value-for-money and information 
technology audits.

Quality assurance: includes the 
time devoted to quality control  
of audit engagements, both 
during the engagement and 
after the fact, which control 
is exercised pursuant to the 
standards in force.

Administration: includes general 
administration, meeting,  
financial management, human 
resources management,  
goods and services acquisition, 
IT support and secretarial teaks.
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The results presented in Figure 4 show some stability in 2016 and 2017 in terms of hours 
worked in administrative activities. This increase in comparison to 2015 is due to the addi-
tion of hours for administrative staff and management members to our data bases. These 
additions obviously had an inverse effect on the percentage of hours worked devoted to 
audit product activities. 

The hours dedicated to quality assurance declined in 2017 in comparison to the previous 
year because management members spent less time on the development and implemen-
tation of the new methodology to comply with the new CPA Canada standards for direct 
and indirect reporting engagements than they did in 2016.

Other indicators related to the use of time and the staff turnover rate are presented  
in Tables 4 to 6.

STAFF TURNOVER RATE 

The calculation of the staff turnover rate includes retirements, resignations and  
departures by transfer to another department or borough of the city. There was only  
one departure this year.

ABSENTEEISM RATE

 
 
The absenteeism rate increased by 2.4% between 2016 and 2017. 

TABLE 4 – STAFF TURNOVER RATE

2015 2016 2017

Turnover rate 3.4% 6.7% 3.4%

TABLE 5 – ABSENTEEISM RATE

2015 2016 2017

Absenteeism rate 1.0% 1.5% 3.9%
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NUMBER OF HOURS AND COST OF TRAINING

 

The average number of hours dedicated to training increased from 36 to 41. The training 
cost to payroll ratio, in accordance with the Act to promote workforce skills development 
and recognition, is relatively stable. We should note that the objective for the city as a 
whole is 1%.

EQUAL ACCESS TO EMPLOYMENT

Like the city, the Bureau pays special attention to questions of equal access to employ-
ment. The breakdown of the representation of target groups in the Act respecting equal 
access to employment in public bodies, as of December 31 of the past three years,  
is presented in Table 7.

We note that female representation on our staff improved considerably during this period. 
We now have 17 women on our staff of 29 employees.

TABLE 6 – NUMBER OF HOURS AND COST OF TRAINING

2015 2016 2017

Average hours of training per employee 62 36 41

Training cost to payroll ratio 4.9% 3.4% 2.9%

TABLE 7 – REPRESENTATION OF TARGET GROUPS

TARGET GROUP 2015 2016 2017

Men 46.7% 43.3% 41.4%

Women 53.3% 56.7% 58.6%

TARGET GROUP 2015 2016 2017

Aboriginal peoples 0.0% 0.0% 0.0%

Visible minorities 10.0% 10.0% 6.9%

Ethnic minorities 10.0% 6.7% 6.9%

TOTAL 20.0% 16.7% 13.8%
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IV.1. — CHIEF AUDITOR

2001, c. 25, s. 15.

CHIEF AUDITOR 107.1. The council of every municipality having  
100,000 inhabitants or more shall have an officer called  
the chief auditor.

2001, c. 25, s. 15.

TERM 107.2. The chief auditor shall, by a resolution approved  
by a two-thirds majority of the votes of the members of  
the council, be appointed for a term of seven years. The term 
may not be renewed.

2001, c. 25, s. 15.

INELIGIBILITY 107.3. In no case may the following persons act as chief auditor:

(1) a member of the council of the municipality and, where 
applicable, of a borough council;

(2) the associate of a member mentioned in subparagraph 1;

(3) a person who, personally or through an associate, has any 
direct or indirect interest in a contract with the municipality 
or a legal person referred to in paragraph 2 of section 107.7.

DISCLOSURE  
OF INTEREST

The chief auditor shall disclose in every report produced any 
situation that could cause a conflict between the chief auditor’s 
personal interest and duties of office.

2001, c. 25, s. 15.

7. APPENDICES

7.1. APPENDIX 1 – EXCERPTS FROM THE CITIES AND TOWNS ACT

CQLR, chapter C-19 
Updated to December 31, 2017
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INABILITY OR 
VACANCY

107.4. If the chief auditor is unable to act, or if the office of chief 
auditor is vacant, the council shall,

(1) not later than at the sitting following the inability to act or  
the vacancy, designate a person qualified to replace the chief 
auditor, for a period of not more than 180 days;

(2) not later than at the sitting following the inability or the 
vacancy, or not later than at the sitting following the expiry 
of the period fixed under paragraph 1, appoint a new chief 
auditor in accordance with section 107.2.

2001, c. 25, s. 15.

EXPENSES 107.5. The budget of the municipality shall include an  
appropriation to provide for payment of a sum to the chief 
auditor to cover the expenses relating to the exercise of  
the chief auditor’s duties.

AMOUNT OF 
APPROPRIATION

Subject to the third paragraph, the appropriation must be equal 
to or greater than the product obtained by multiplying the total 
of the other appropriations provided for in the budget for opera-
ting expenses by

(1) 0.17% where the total of those appropriations is less than 
$100,000,000; 

(2) 0.16% where the total of those appropriations is at least 
$100,000,000 and less than $200,000,000;

(3) 0.15% where the total of those appropriations is at least 
$200,000,000 and less than $400,000,000;

(4) 0.14% where the total of those appropriations is at least 
$400,000,000 and less than $600,000,000;

(5) 0.13% where the total of those appropriations is at least 
$600,000,000 and less than $800,000,000;

(6) 0.12% where the total of those appropriations is at least 
$800,000,000 and less than $1,000,000,000;

(7) 0.11% where the total of those appropriations is at least 
$1,000,000,000. 
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EXCEPTION Where the budget of the municipality provides for appropria-
tions for operating expenses related to the operation of  
a system of production, transmission or distribution of electric 
power, 50% only of those appropriations shall be taken into 
account in establishing the total of the appropriations referred 
to in the second paragraph.

2001, c. 25, s. 15; 2001, c. 68, s. 5.

DUTIES 107.6. The chief auditor is responsible for the application  
of the municipality’s policies and standards relating to  
the management of the human, material and financial  
resources assigned to auditing.

2001, c. 25, s. 15.

DUTIES 107.7. The chief auditor shall audit the accounts and affairs

(1) of the municipality;

(2) of every legal person

(a) that is part of the reporting entity defined in  
the municipality’s financial statements;

(b) of which the municipality or a mandatary of  
the municipality appoints more than 50% of  
the members of the board of directors; or

(c) of which the municipality or a mandatary of  
the municipality holds more than 50% of the outstanding 
voting shares or units.

2001, c. 25, s. 15; 2010, c. 18, s. 20.

AUDIT 107.8. The audit of the affairs and accounts of the municipality 
and of any legal person referred to in paragraph 2 of section 
107.7 comprises, to the extent considered appropriate by  
the chief auditor, financial auditing, auditing for compliance  
of their operations with the Acts, regulations, policies and 
directives, and auditing for value-for-money.

AUDIT The audit must not call into question the merits of the policies 
and objectives of the municipality or legal persons referred  
to in paragraph 2 of section 107.7.
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DOCUMENTS AND 
INFORMATION

The chief auditor in the performance of his duties is authorized

(1) to examine any document concerning the affairs and 
accounts relating to the objects of the audit;

(2) to require from any employee of the municipality or any legal 
person referred to in paragraph 2 of section 107.7 all  
information, reports and explanations the chief auditor 
considers necessary.

2001, c. 25, s. 15; 2001, c. 68, s. 6.

AUDIT 107.9. Any legal person receiving an annual subsidy from  
the municipality of at least $100,000 is required to have  
its financial statements audited.

COPY The auditor of a legal person not referred to in paragraph 2  
of section 107.7 that receives an annual subsidy from  
the municipality of at least $100,000 shall transmit to the chief 
auditor a copy of

(1) the annual financial statements of the legal person;

(2) the auditor’s report on the statements;

(3) any other report summarizing the auditor’s findings and 
recommendations to the board of directors or the officers  
of the legal person.

DOCUMENTS AND 
INFORMATION

That auditor shall also, on the request of the chief auditor,

(1) place at the disposal of the chief auditor any document 
relating to the auditor’s audit and its results;

(2) provide all information and explanations the chief auditor 
considers necessary concerning the auditor’s audit and  
its results.

ADDITIONAL 
AUDIT

Where the chief auditor considers that the information,  
explanations and documents provided by an auditor under 
the second paragraph are insufficient, the chief auditor may 
conduct such additional audit as he considers necessary.

2001, c. 25, s. 15.

AUDIT 107.10. The chief auditor may conduct an audit of the accounts 
or documents of any person having received financial  
assistance from the municipality or from a legal person  
referred to in paragraph 2 of section 107.7, as regards  
the use made of such assistance.
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ACCOUNTS AND 
DOCUMENTS

The municipality and the person having received the financial 
assistance are required to furnish to or place at the disposal  
of the chief auditor any accounts and documents that the chief 
auditor considers relevant to the performance of the chief 
auditor’s duties.

INFORMATION The chief auditor is authorized to require from any officer 
or employee of the municipality or from any person having 
received financial assistance any information, reports and 
explanations the chief auditor considers necessary to  
the performance of the chief auditor’s duties.

2001, c. 25, s. 15.

AUDIT 107.11. The chief auditor may conduct an audit of the pension 
plan or pension fund of a pension committee of a municipality 
or a legal person referred to in paragraph 2 of section 107.7 
where the committee requests the chief auditor to do so with 
the approval of the council.

2001, c. 25, s. 15.

DUTIES 107.12. The chief auditor shall, every time the council  
so requests, investigate and report on any matter within  
the competence of the chief auditor. In no case, however,  
may the investigation take precedence over the primary  
responsibilities of the chief auditor.

2001, c. 25, s. 15.
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REPORT 107.13. Not later than 31 August each year, the chief auditor 
shall transmit to the mayor, to be filed with the council at the 
first regular sitting following its receipt, a report presenting the 
results of the audit for the fiscal year ending on the previous 31 
December and indicate any fact or irregularity the chief auditor 
considers expedient to mention, in particular in relation to

(1) control of revenue including assessment and collection;

(2) control of expenditure, including authorization,  
and compliance with appropriations;

(3) control of assets and liabilities including related  
authorizations;

(4) accounting for operations and related statements;

(5) control and safeguard of property owned or administered;

(6) acquisition and utilization of resources without sufficient 
regard to economy or efficiency;

(7) implementation of satisfactory procedures to measure and 
report effectiveness in cases where it is reasonable to do so.

REPORT The chief auditor may also, at any time, transmit to the mayor  
or the chair of the board of directors of a legal person  
described in paragraph 2 of section 107.7 a report of  
the findings and recommendations that, in the opinion of  
the chief auditor, warrant being brought to the attention  
of the council or the board of directors, as applicable,  
before the transmission of the chief auditor’s annual report.  
The mayor or the chair of the board of directors must file  
the report with the council or board, as applicable, at the first 
regular sitting or meeting following its receipt.

COPY OF REPORT If the chief auditor transmits a report to the chair of the board  
of directors of a legal person described in paragraph 2  
of section 107.7, the chief auditor must also transmit a copy  
of the report to the mayor of the municipality, to be filed with  
the council at the first regular sitting following its receipt.

2001, c. 25, s. 15; 2010, c. 18, s. 21.

REPORT 107.14. The chief auditor shall report to the council on the audit 
of the municipality’s financial statements.
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REPORT In the report, which must be transmitted to the treasurer,  
the chief auditor shall state, in particular, whether the financial 
statements faithfully represent the municipality’s financial 
position as at 31 December and the results of its operations  
for the fiscal year ending on that date.

The chief auditor shall report to the treasurer on the audit of 
any document determined by the Minister of Municipal Affairs, 
Regions and Land Occupancy and on the audit of the statement 
fixing the aggregate taxation rate, in respect of which the chief 
auditor shall declare whether the effective rate was fixed  
in accordance with Division III of Chapter XVIII.1 of the Act 
respecting municipal taxation (chapter F-2.1).

2001, c. 25, s. 15; 2006, c. 31, s. 16; 2010, c. 18, s. 22; 2017, c. 13, 
s. 50.

REPORT 107.15. The chief auditor shall report to the boards of directors 
of the legal persons referred to in paragraph 2 of section 107.7 
on the audit of the financial statements before the expiry of  
the time within which they are to produce their financial  
statements.

REPORT In the report, the chief auditor shall state, in particular,  
whether the financial statements faithfully represent their 
financial position and the results of their operations at  
the end of their fiscal year. 

2001, c. 25, s. 15.

TESTIMONY 107.16. Notwithstanding any general law or special Act,  
neither the chief auditor nor the employees under the chief 
auditor’s direction or the professionals under contract may 
be compelled to give testimony relating to any information 
obtained in the performance of their duties or to produce  
any document containing such information.

IMMUNITY Neither the chief auditor nor the employees under the chief 
auditor’s direction may be prosecuted by reason of any act  
they have done or failed to do in good faith in the performance 
of their duties.

IMMUNITY No civil action may be instituted by reason of the publication  
of a report of the chief auditor prepared under this Act or  
of the publication in good faith of an extract or summary  
of such a report.
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IMMUNITY Except on a question of jurisdiction, no application for judicial 
review under the Code of Civil Procedure (chapter C-25.01) 
may be exercised nor any injunction granted against the chief 
auditor, the employees under the chief auditor’s direction or  
the professionals under contract acting in their official capacity.

ANNULMENT A judge of the Court of Appeal, on an application, may sum-
marily annul any proceeding instituted or decision rendered 
contrary to the provisions of the first paragraph.

2001, c. 25, s. 15; I.N. 2016-01-01 (NCCP).

AUDIT 
COMMITTEE

107.17. The council may establish an audit committee and 
determine its composition and powers.

AUDIT  
COMMITTEE 
OF THE URBAN 
AGGLOMERATION 
OF MONTRÉAL

Despite the first paragraph, in the case of the urban agglomera-
tion of Montréal, the council must establish an audit committee 
composed of not more than 10 members appointed on the 
proposal of the mayor of the central municipality. Two of the 
committee members must be council members representing 
the reconstituted municipalities. Those two members shall take 
part in deliberations and votes of the committee on any matter 
related to an urban agglomeration power.

OPINIONS AND 
INFORMATION OF 
THE COMMITTEE

In addition to the other powers that may be entrusted to it,  
the committee established in the case of the urban  
agglomeration of Montréal shall submit opinions to the urban 
agglomeration council on the requests, findings and  
recommendations of the chief auditor concerning the urban 
agglomeration. It shall also inform the chief auditor of  
the interests and concerns of the urban agglomeration council 
with respect to the audit of the accounts and affairs  
of the central municipality. On an invitation by the committee,  
the chief auditor or a person designated by the chief auditor 
may attend a sitting and take part in deliberations.

2001, c. 25, s. 15; 2008, c. 19, s. 11; 2009, c. 26, s. 19.
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V. — External auditor

2001, c. 25, s. 16.

EXTERNAL  
AUDITORS

108. The council shall appoint an external auditor for not more 
than three fiscal years, except in the case of a municipality with 
a population of 100,000 or more, where the external auditor 
shall be appointed for three fiscal years. At the end of the term, 
the external auditor shall remain in office until replaced or 
reappointed.

R. S. 1964, c. 193, s. 104; 1975, c. 66, s. 11; 1984, c. 38, s. 11; 
1995, c. 34, s. 12; 1996, c. 27, s. 12; 1999, c. 43, s. 13; 2001, c. 25, 
s. 17; 2003, c. 19, s. 110, s. 250; 2005, c. 28, s. 196; 2009, c. 26, s. 
109; 2016, c. 17, s. 8

VACANCY 108.1. If the office of the external auditor becomes vacant 
before the expiry of his term, the council shall fill the vacancy as 
soon as possible.

1984, c. 38, s. 11; 2001, c. 25, s. 18; 2003, c. 19, s. 111.

DUTIES 108.2. Subject to section 108.2.1, the external auditor shall audit 
the municipality’s financial statements for the fiscal year for 
which he was appointed and report to the council on the audit.

DUTIES In the report, which must be transmitted to the treasurer,  
the external auditor shall state, in particular, whether the  
financial statements faithfully represent the municipality’s  
financial position as at 31 December and the results of its 
operations for the fiscal year ending on that date.

The external auditor shall report to the treasurer on the audit  
of any document determined by the Minister of Municipal 
Affairs, Regions and Land Occupancy and on the audit of  
the statement fixing the aggregate taxation rate, in respect  
of which the external auditor shall declare whether the effective 
rate was fixed in accordance with Division III of Chapter XVIII.1 
of the Act respecting municipal taxation (chapter F-2.1).

1984, c. 38, s. 11; 1996, c. 2, s. 209; 1999, c. 43, s. 13; 2001, c. 25, 
s. 19; 2003, c. 19, s. 250; 2005, c. 28, s. 196; 2006, c. 31, s. 17; 
2009, c. 26, s. 109;  2017, c. 13, s. 51.
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DUTIES 108.2.1. In the case of a municipality with a population of 
100,000 or more, the external auditor shall audit, for the fiscal 
year for which the external auditor was appointed, the accounts 
relating to the chief auditor and the financial statements of  
the municipality and shall report to the council on the audit.

REPORT In the report on the financial statements, which must be 
transmitted to the treasurer, the external auditor shall state, in 
particular, whether the financial statements faithfully represent 
the municipality’s financial position as at 31 December and the 
results of its operations for the fiscal year ending on that date.

The external auditor shall report to the treasurer on the audit of 
any document determined by the Minister of Municipal Affairs, 
Regions and Land Occupancy.

2001, c. 25, s. 20; 2001, c. 68, s. 7; 2003, c. 19, s. 250; 2005, 
c. 28, s. 196; 2009, c. 26, s. 109; 2017, c. 13, s. 52.

108.3. (Repealed).

1984, c. 38, s. 11; 2001, c. 25, s. 21; 2010, c. 18, s. 23; 2017, c. 13, 
s. 53.

AUDITS 108.4. The council may require any other audit it considers 
necessary, and require a report.

1984, c. 38, s. 11.

ACCESS  
TO BOOKS AND  
INFORMATION

108.4.1. The external auditor shall have access to the books, 
accounts, securities, documents and vouchers and may require 
the employees of the municipality to furnish any information 
and explanations necessary for the performance of the external 
auditor’s mandate.

2001, c. 25, s. 22.

DOCUMENTS 108.4.2. The chief auditor shall place at the disposal of  
the external auditor all books, statements and other documents 
prepared or used by the chief auditor during the audit conduc-
ted under section 107.7 and that the external auditor considers 
necessary to carry out his mandate.

2001, c. 25, s. 22; 2005, c. 28, s. 49.
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INELIGIBILITY 108.5. In no case may the following persons act as external 
auditor of the municipality;

(1) a member of the council of the municipality and, where 
applicable, of a borough council;

(2) an officer or an employee of the municipality;

(3) the associate of a person mentioned in paragraph 1 or 2;

(4) a person who, during the fiscal year for which the audit is 
carried out, has, directly or indirectly, personally or through 
his associate, any participation, interest or commission in or 
under a contract with the municipality or in respect of such 
a contract, or who derives any benefit from the contract, 
unless his connection with the contract arises from the 
practice of his profession.

1984, c. 38, s. 11; 1996, c. 2, s. 209; 1999, c. 40, s. 51; 2001, c. 25, 
s. 23.

PARTNERSHIP 108.6. The external auditor may be an individual or a 
partnership. The external auditor may entrust his employees 
with his work but his responsibility is then the same as if  
he had performed all the work personally.

1984, c. 38, s. 11; 1999, c. 40, s. 51; 2001, c. 25, s. 24.

VII. — Director general

STATUS 113. The director general is the chief officer of the municipality.

AUTHORITY The director general has authority over all the other officers  
and employees of the municipality, except the chief auditor,  
who reports directly to the council. With respect to an officer  
or employee whose duties are prescribed by law, the authority 
of the director general is exercised only within the framework of 
his duties as the administrator of human, material and financial 
resources of the municipality and may in no case hinder the 
carrying out of duties that are prescribed by law.
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SUSPENSION The director general may suspend an officer or employee  
from his duties. He shall immediately make a report of  
the suspension to the council. The council shall decide the case 
of the suspended officer or employee, after inquiry.

R. S. 1964, c. 193, s. 109; 1968, c. 55, s. 5; 1983, c. 57, s. 50; 
2001, c. 25, s. 27.
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