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“The 2021 Sustainability Report  

tells of the commitment of MM’s women and 

men in ensuring, on a daily basis,  

quality infrastructure and services  

for the city of Milan.  

Thanks to all my colleagues  

who worked together to make this possible.”  
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Letter to Stakeholders 

In the year of the “Che impresa, fare città” (“What a business, making cities”) exhibition, the scope 

of our Company’s activities continues to broaden, confirming our commitment to the city of Milan 

and its inhabitants. 

We are fully aware of the great challenge, epochal and intergenerational, as well as transversal to all 

our operations, aimed at the optimal management of risks related to climate change, in all its aspects: 

from urban drainage through innovative processes, to intelligent solutions for on-site and remote 

control of the effects produced by intense meteorological phenomena; from the monitoring of the 

urban sewage network using fibre optics, to the installation of a sensor network to detect the levels 

and hydraulic flow rates of water networks. Not to mention the impressive circular economy model 

represented by Milan’s wastewater treatment plants, a strategically important European excellence. 

Our sustainable and responsible approach includes development paths in the management of 

activities with impact on efficiency, effectiveness, quality, systems, competencies and synergies: a 

Company that continues to grow and is committed to investing in talent management, with a total 

average of 20 hours of training per capita (+54% compared to 2020). 

A Public Company that must and will – in full transparency – communicate, inform and dialogue with 

citizens, with the aim of contributing to the complete fulfilment of the right of citizenship. 

A Public Company that continues relentlessly in the acquisition of its certified green energy supply 

(covering 100% of its purchased electricity consumption), in the transformation of its car fleet with 

reduced environmental impact, in its ongoing or planned energy efficiency projects, in guaranteeing 

a high-quality service that is attentive to the needs of its customers and respectful of the 

environment. 

A Public Company increasingly more engaged in the maintenance of the Municipality’s property 

most relevant to citizens’ lives (schools, sports facilities, public spaces, social housing), as well as 

in the design of networks and interchange junction. 

Yet, at the same time, also committed – as demonstrated – to the protection of public water, to 

combating climate change, to city care, to formulating ideas for the slow city, to reusing spaces and 

to urban forestation. A role of renewed commitment that necessitates a further effort to communicate 

with citizen-customers and a renewed commitment to reporting results. 

Simone Dragone 
Chair MM Spa 

Stefano Cetti 
General Manager MM Spa 

 

“Che impresa, fare città” (“What a business, making cities”) 

is the title of the exhibition set up at the Centrale dell'Acqua, our 

Business Museum that traces MM’s history in its nearly seventy 

years of business activity. The exhibition is a material and 

immaterial excavation into local history: a history of pride, of 

belonging, of expertise, in the experience of all native and 

adoptive Milan residents and city-users. An exhibition that is an 

invitation to think about the city’s transport networks, public 

water, public housing, public facilities for culture, for education, 

for services (of high calibre, polycentric, widespread and 

punctual). In this incremental activity of improvement, MM has 

always stood by the city of Milan. The exhibition takes visitors 

by the hand and accompanies them through the city’s history at 

specific moments of transformation, with a special focus on 

projects that, more than others, contributed to Milan’s extensive 

urban transformation. 

Energy consumption efficiency projects, 

for example, include: the installation of high-

efficiency pumps at aqueduct plants, the use 

of intelligent management solutions to 

optimise the plant purification performance 

with consequent energy savings, the 

replacement of the San Rocco thermal 

power plant with a heat pump system, the 

replacement of lighting system at 

wastewater treatment plants with the latest 

generation low-energy LEDs, and the 

installation of photovoltaic panels at the 

wastewater treatment plants. 
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The external context and sector megatrends 

Climate change is considered to be one of the most significant environmental and social challenges of our 
time, as is evident from the current scenarios both at an international and national level. In its ranking of the 
main risks with the greatest potential impact over the next 10 years, the World Economic Forum points 
the finger precisely to risks related to climate change1.  

Over the past decade, the global economies began working to define a concrete action trajectory to combat 
climate change. In this context, Europe has played a leading and pivotal role, adopting extraordinary policies 
and measures to guide economies towards a zero-emission future. The European Union has, in fact, set out 
a long-term strategy with the Green New Deal, the Action Plan to finance sustainable growth that aims to 
make the EU climate-neutral by 2050, promoting a fair and equitable transition driven by the United Nations 
2030 Agenda’s Sustainable Development Goals (UN SDGs). The reconciliation of the economy with the 
principles of environmental protection and social inclusion must take place with the aim of integrating 
sustainability across the board within the global growth path. The European Union has confirmed this 
prerogative, first through the Next Generation EU programme (issued in 2020), allocating 30% of the 
available funds to the fight against climate change, and subsequently in 2021, setting a new mandatory EU 
GHG emission reduction target of at least 55% by 2030. In addition, during the Glasgow Climate Pact, a 
blueprint was defined for global policies aimed at protecting the planet and ecosystems in the coming years.  

At the national level, Italy’s commitments in this context are confirmed by the National Recovery and 
Resilience Plan (NRRP), built around three strategic axes – digitalisation and innovation, ecological transition 
and social inclusion – with planned resources amounting to €191.5 billion. 

THE AIR AND CLIMATE PLAN OF THE MUNICIPALITY OF MILAN 

At the local level, the Air and Climate Plan of the Municipality of Milan, drafted by the Environmental 
Transition Department - Energy and Climate Area, guides Milan’s transition towards climate neutrality 
by 2050. A systemic tool for reducing air pollution to protect health and the environment, with integrated 
actions aimed at activating and strengthening strategies of adaptation, mitigation and resilience of the city, 
pursuing equity and citizen wellbeing. The Plan refers to five priority areas – a Healthy and Inclusive Milan, 
a Connected Milan, a Positive Energy Milan, a Cooler Milan and a Conscious Milan – that address different 
topics: from resilient emergency management to sustainable mobility, from combating air pollution to 
sustainable urban design to enhance green areas and water resources, from decarbonising energy 
consumption with zero-emission buildings and housing to the circular economy, making sustainable choices 
and adopting responsible lifestyles.  

The projects launched in 2020 include: development of a local air quality monitoring network; drafting of 
Air Quality Regulations for the Municipality of Milan to limit the emissions of polluting activities other than 
road traffic; establishment of discussion groups for the creation of the first ‘carbon-neutral’ city area; 
improvement of bicycle-pedestrian mobility; and start of the transition process leading to the use of energy 
from renewable sources to cover consumption of common areas of the buildings forming part of the Public 
Housing property. Work is also being done on hydraulic risk mitigation and temperature reduction, with 
a view to combating climate change, including through the installation of green roofs and walls, the adoption 
of permeable paving or desealing (creation of a “spongey” city), white water separation, temporary 
underground storage, urban cooling (urban forestation, car park shading, neutral bio asphalts) and the 
creation of vertical parking spaces. 

The Municipality of Milan has also initiated a process of engaging and listening to citizens, to discuss 
and refine the proposals contained in the Air and Climate Plan and the action priorities, before the adoption 
of the Plan by the City Council and its implementation between 2021 and 2030. For the city’s preliminary 
listening phase, a questionnaire was published on the Municipality’s website to gauge citizens’ awareness 
regarding the issues of climate change and sustainable lifestyles. Four focused workshops, a citizens’ 
workgroup and nine public territorial meetings in the Municipalities were also organised and, through the 
“Milano Partecipa” platform, the opportunity was given to consult and comment on the Air and Climate Plan 
before its final approval in June 2021.  

 

The impact of climate change is also causing unprecedented stress on water resources. Increasing 
anthropogenic pressures, in the form of consumption and pollution, are if fact creating numerous vulnerabilities, 
both local and global, for the population as well as for the environment. In the last hundred years, the use of 
water has grown sixfold: in Italy, the threshold of 20% of water resource exploitation stated as the threshold 

 
1 Global Risks Report 2022, World Economic Forum, 2022. 



2021 Sustainability Report 
 

7 
 

for a water-stress situation is exceeded in several regions,2 with approximately 160 cubic metres per capita of 
water withdrawn for potable use every year, and 20% of the national territory is exposed to the risk of 
desertification. The scarcity of water resources also impacts the supply of water-related ecosystem 
services, as well as the share available for the farming and fishing industries, causing severe economic and 
social impacts. In addition, Italy also has an infrastructure network characterised by a high water leakage rate 
and limited water purification and treatment capacity. Based on this reference framework, it is clear that 
the efficient and responsible management of the entire integrated water cycle is a priority for the country, 
in order to ensure environmental sustainability and better service quality standards. 

As part of the Strategic Framework 2019-2021, the Italian Regulatory Authority for Energy, Networks and 
Environment (ARERA) has set out to reduce the growing differentials in service supply levels and access to 
water existing between areas within the country. It is also essential to promote a holistic approach that shifts 
the focus from retrospective monitoring of distributed water to risk prevention and management in the drinking 
water supply chain along the lines of the Water Safety Plans (WSP) drafted by the World Health Organization. 
Finally, regarding the quality and safety of water intended for human consumption, the DWD Directive 
(Drinking Water Directive) is the reference standard of the European Union countries.  

The integrated management of processes and cycles related to natural resources, of course, cannot but be 
based on the concept of circularity. To date, the global economy is predominantly based on a linear growth 
model that necessitates large amounts of energy and raw materials. In fact, it is estimated that almost 15 
tonnes of materials are used per person per year in the European Union, while each EU citizen generates 
an average of 4.5 tonnes of waste per year3. In addition, the global population growth calls for a concrete 
paradigm shift from a “produce-use-throw away” management system, to one based on circularity and 
responsibility. In this sense, the principles of the circular economy must be applied to the development of 
urban settings and to the management of the water cycle, of mobility and of urbanisation. In fact, through 
the adoption of adaptation and mitigation policies, it is possible to contain risks and, at the same time, to exploit 
the multiple opportunities offered by the sector, promoting a more sustainable and resilient management of 
water, energy and raw materials that includes the preservation of natural areas where facilities and service 
networks are located and the mitigation of the physical impacts and external effects generated on the 
ecological context by operational processes. 

The circular and resilient growth of cities, in fact, is based not only on sustainable evolution strategies, but also 
on the use of innovative and digital tools capable of giving substance to the smart city idea associated with 
the concept of liveability, meaning that the city becomes smart when it can meet the needs of its residents 
in the broadest possible sense. “Smart cities” can therefore harness data available on traffic, air quality and 
weather, water quality and flow rates, and rely on artificial intelligence to make real-time decisions on public 
transport, energy consumption and regulation of operational processes, for an urban system that is more 
efficient, inclusive and resilient. Globally, over the next ten years digitisation could contribute $100 trillion to 
the world economy. In Europe, the digital transition will lead to the consolidation of the digital single market, 
generating €415 billion per year and more than one million jobs by 2025. At the national level, the Ministry for 
Technological Innovation and Digitisation was established in 2019 and is one of the bodies that has signed the 
new Italy 2025 Strategy, aimed at the structural transformation of the country from a digital and innovative 
perspective. On the other hand, digitisation also poses new security and privacy risks: the integration of 
increasingly more local and widespread data generation and collection systems, in fact creates new entry 
points for cyber attacks and new cybersecurity challenges. 

In a context characterised by new transversal challenges and renewed growth opportunities, MM is determined 
to play a leading role in the development of cities capable of looking to the future proactively and achieving the 
ambitious goals set at the national and European level. All this, with a view to contributing to the creation and 
distribution of value and supporting a sustainable economic model of the communities where the 
Company’s activities are performed, seizing the synergetic opportunities that these important challenges 
offer. 

 

 

  

 
2 Guidelines on drought and water scarcity indicators for use in the activities of permanent water use observatories. Current 
status and future prospects, ISPRA and ISRA-CNR, 2018. 
3 The Circular Economy, Connecting, generating and retaining value, European Commission. 
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Highlights 2021 
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1. About MM 

1.1 Our History 

 

Note 20374 and MIR Note5 

 
4 The initial five-year assignment was revised in 2007 on a twenty-year basis and then in 2015 on a thirty-year basis 
expiring in 2037, in line with the time horizon of the Environment Plan. 
5 MIR Srl owns some public movable property and real estate instrumental to the waste collection and disposal service 
that is leased to AMSA SpA (the interim provider of environmental hygiene services). 
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1.2 Values, mission and business areas  

Nationally, MM is a unique provider for the type and variety of services under management. MM’s 
engineering skills are the common denominator underlying all company activities and have always been 
developed to serve the needs of citizens and the Community. The awareness of this “public” vocation has 
always led MM to assume responsibility for the work that is being done, and to pursue development which is 
able to balance economic, environmental and social goals.  

The values that have enabled MM to become a centre of excellence in engineering and field 
operations form an integral part of the Company’s Quality Policy, which underpins a process of continuous 

improvement aimed at satisfying customers and stakeholders, giving full support to the achievement of 
business goals (see paragraph 2.3 “Management systems and certifications”)6. 

VISION 
Engineering 
Experience 

Engineering for the city means designing infrastructure networks in 
harmony with human networks by listening to the needs of the 
community and using smart technologies to the benefit of each city user. 

 

MISSION 

Ensure the highest quality and efficiency standards in delivering the services under 
management, operating with competence and competitiveness in accordance with the 
guidelines underlying the property, empowering its nature as a public utility at the service 
of the community. 

  

VALUES 

Reliability 
All-around accountability on turnaround, quality, cost and related 

aspects. 

Expertise Be ready to reinforce and develop new skills, ability to innovate. 

Competitiveness 

Demonstrate the ability to act quickly, with a focus on cost 

management, as is the case for companies operating in the 

marketplace. 

Transparency 
Act based on transparent approach to enhance performance and 

report/manage criticalities. 

Reputation and 

Integrity 

Operate with a view to pursuing the Company's overall objectives, 

displaying moral requirements in the management of “sensitive” 

activities. 

 

Today, MM is one of the largest and most diversified engineering companies in Italy, able to 
provide tailor-made solutions for the design and redevelopment of urban ecosystems by reorganising services, 
networks, infrastructures and publicly owned real estate. Industrial partner of the Municipality of Milan in the 
effective and efficient management of highly competent activities entrusted based on an in-house logic, MM 
has been able to capitalise on the experience it has gained, making it the main tool for driving growth even in 
different business areas, while relating to Public Authority agencies and citizens alike in their capacity as end 
users of the services it manages.  

The Company’s excellence in managing subsoil-related issues and its ability to combine management skills 
with social goals have made MM the ideal competence centre for the management of the Integrated Water 
Service of the city of Milan, subsequently enabling it to use its know-how in the management of Public Housing 
property of the Municipality of Milan (including the direct management of green spaces within these areas), 
providing maintenance for school buildings, road underpasses and sports facilities, based on an increasingly 
multiservice approach.  

 

 

 

  

 
6 MM's Quality Policy is published on the www.mmspa.eu website (Home > Sustainability > Certifications > Quality). 
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MAIN AREAS OF INTERVENTION 

 

 

1.3 Where we are in Italy and the World  

MM’s head office is located in Milan, via del Vecchio Politecnico.  

Works completed by MM have contributed to making Milan a cutting-edge metropolis, allowing it to export the 
know-how acquired over the years to other areas both in Italy and abroad, engaging in design and works 
supervision activities in city and local area structures and infrastructure. 
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As for the domestic market, MM continues efforts to strengthen its presence, in order to increase know-how 
and make its expertise available for developing projects of local and/or national interest, to the benefit of the 
community at large, and focusing on the construction of local infrastructures (underground lines, railways) 
aimed at solving road and environmental problems. 

The Company’s presence on international markets is one of MM’s strategic objectives. The Company 
pursues this goal through commercial activities and by participating in tenders for the design of underground 
lines, major works and infrastructure which are useful for city development from a ‘smart city’ perspective. MM 
is present, in partnership with other companies, in Romania (high-speed railway corridor), Greece 
(Thessaloniki underground railway) and Colombia (Bogotá underground railway). 

MM has also established two branches in Asia and one on the American continent, which offer the 
opportunity to export the Company’s know-how and to engage in dialogue with other engineering companies, 
in a virtuous process of global engineering knowledge growth. 

The Dubai branch has allowed MM to consolidate a significant strategic geographical presence in one of the 
main global crossroads to the related territories (from North Africa to South Asia), as well as a nerve centre for 
infrastructure development (metros, trams and airports) to support the country’s growth.  

The second branch that became fully operational at the end of 2021 is in Chennai (known as Madras), in 
the state of Tamil Nadu in India, following the acquisition of major projects in the same city for the design of 
two underground lots (Corridor 4 and 5), the detailed design of Line 6 and the feasibility study of Line 14.  

Despite the challenges related to the pandemic, in 2021 MM’s continued its commitment to provide customers 
with advanced engineering and design solutions, supporting Italy’s path to sustainability in mobility and 
transport. The focus on national development has received support from the local government and the validity 
of MM's work – and the continued commitment of the specialised teams – has been recognised by major 
international donors(Asian Development Bank and Asian Infrastructure Investment Bank).  

The third branch, in Colombia, is tasked with the important project construction management of the Bogotá 
metro (the first metro line in the city, 24 km long with 16 stations and a total investment exceeding $4 billion), 
within the Latin American market which today represents an important global economic driver for the export of 
engineering know-how. 

 

1.4 Our Governance 

MM has a standard corporate governance system7 comprised of two bodies appointed by the General 
Meeting – an administrative body and a control body, whose members serve 3-year terms.  

MANAGEMENT AND CONTROL BODIES 

BOARD OF DIRECTORS BOARD OF STATUTORY AUDITORS 

Simone Dragone, Chair 
Loredana Bracchitta, Director 
Alessandro Russo, Director 
Roberta Di Vieto, Director 

Giuseppina Lanza, Director 

Achille Lanfranchi, Chair 
Roberto Cassader, Standing Statutory Auditor 

Ilaria Moretti, Standing Statutory Auditor 

INDEPENDENT AUDITORS PricewaterhouseCoopers SpA 

 

MM has adopted a Business Unit-based Organisational Model with a view to rationalise its 
organisational structure, strengthen its multi-service nature, and with the additional goal of capitalising on MM’s 
distinctive know-how, with a preference for internal professional growth of its human resources. 

This model is based on transversal Staff structures in the company’s four business areas – Engineering 
Business Unit, Water Service Business Unit, Housing Business Unit, and Routine Plant and Infrastructure 
Maintenance Business Unit – to which, starting in 2021, and reporting directly to the General Management 
team two new business units were added: 

 
7 Corporate governance is the set of corporate tools, rules, relations, processes, and systems aimed at ensuring the sound 
and efficient management of the Company's operations. The corporate governance structure thus represents the rules and 
processes through which a company makes decisions, the methods for setting business objectives, and the means for 
achieving results and measuring them. 
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▪ Construction Management Department, focused on the management of the execution phase of 
contracts awarded by the Municipality of Milan and its subsidiaries concerning urban infrastructures, 
buildings and real estate; 

▪ and Public Housing Property Green Area Management Function, tasked to oversee the 
internalisation phase of the green management service for public housing and the various activities 
related to it (e.g. ordinary and extraordinary maintenance, the emergency response service, census 
of the public housing green spaces), providing full support to the Housing Division in defining 
improvement strategies.  

 

In order to guarantee the strategic and operational coordination of each Business Unit, MM has set up 
dedicated Committees8 which meet on a regular or as needed basis to analyse the performance of the various 
Business Units and their activities. These committees examine any potential issues which may arise from 
carrying out operations and decide on the actions to be taken.  

For more details on all the organisational changes introduced in 2021, please see the Report on Operations 
accompanying the Financial Statements for the year ended 31 December 2021. 

 

 
8 For a detailed description of the activities carried out by each committee, please refer to the 2020 Sustainability Report 
published at http://www.mmspa.eu (Home > Sustainability > Social Reports). 

http://www.mmspa.eu/
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MM's organisation chart at 31 December 2021 

 

 

LOOKING TO THE FUTURE... 

From year to year, the Company’s organisational changes follow the change management activities 
necessary for the effective and efficient development of the new processes and responsibilities entrusted to 
our business units. These changes are also functional to the expansion of the business in which MM 
operates, following any new activities entrusted to us by the Municipality of Milan.  
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2. Our idea of sustainability 

2.1 Sustainability approach 

MM has endorsed the values of sustainable development, paying 
close attention to the protection of resources, respect for the 
environment and promotion of social equity, while promoting human 
development and progress with an attitude focused on listening to 
needs and valuing the common good. MM is committed to being 

socially responsible and to creating sustainable value, 
adopting strategies to address change so as to promptly meet the 
expectations of the market and society. MM has embarked on a 
structured path with the goal of improving the identification and 
management of sustainability issues, and guaranteeing an 
effective system for monitoring, assessing and reporting on such 
issues. In this connection, the following bodies were established: 
Sustainability Steering Committee9 tasked with defining the 
Company’s sustainability guidelines and general guidance for non-
financial reporting, and the Corporate Social Responsibility 
Function, reporting directly to the Communication and Institutional 
Relations Department and to the Chair, tasked with following the 
development of the guidelines defined by the Committee, preparing 
the non-financial statement and managing dialogue with 

stakeholders. In 2021, the Audit, Risk Management and 
Sustainability Committee (CCRS)10 was established, tasked 

with supporting the Board of Directors in evaluations and decisions 
relating to the internal control and risk management system and 
sustainability. 

MM has been publishing the Sustainability Report on a yearly basis 
since 2015. As of 2018, the Sustainability Report has been supplemented with the Non-Financial Statement 
(NFS) pursuant to Legislative Decree 254/2016, MM being a public-interest entity. Since 2020, MM has 
decided to report its sustainability performance in a single document qualifying both as an NFS pursuant 
to the applicable Decree and a Sustainability Report (see the “Methodological Note” section). The NFS is first 
shared with the Sustainability Steering Committee, the Audit, Risk Management and Sustainability Committee 
and then approved by MM’s Board of Directors.  

OPENREPORT®, MM’S WEB REPORTING PORTAL       https://openreport.mmspa.eu/ 

In 2021, MM added a new reporting tool to those already in 
place to communicate its sustainability strategy. OpenReport® 
is an innovative, dynamic and interactive portal that enables the 
continuous updating of the Company’s social, economic and 
environmental performance in terms of the value produced for 
stakeholders and for the territory. Linked to the corporate 
website, the Portal offers a clear, verifiable and transparent 
source of information designed to meet the needs of anyone 
wishing to know about MM’s commitment to sustainability and 
creates a virtuous link between institutional communication, 
accountability and dialogue with stakeholders. The 
materiality matrix makes it possible to get an immediate picture of the connection between MM’s material 
themes and the UN 2030 Agenda’s Sustainable Development Goals, providing different levels of detail on 
performance results, policies, actions and projects implemented by MM. The OpenReport is another step 
in the digitisation journey promoted and pursued by MM.  

 
9 The Steering Committee is composed of the Chair, the General Manager, the Head of Administration, Finance, Control and 
Governance, the Head of Organisation and Human Resources and the Head of Communication and Institutional Relations. 
This composition confirms the attention that MM and the Company’s senior management pay towards sustainability issues. 
10 This is an internal board committee composed of three members of the Board of Directors, which carries out investigative 
activities of a propositional and consultative nature on specific issues, including: the examination of periodic non-financial 
information pertaining to the internal control and risk management system; the identification of main corporate risks and their 
management in the event of prejudicial events that may occur; and the monitoring and examination of internal audit activities.  

https://openreport.mmspa.eu/
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LOOKING TO THE FUTURE... 

Over the next few years, MM plans to continue the definition of medium- to long-term commitments and 
goals, through the drafting of a Sustainability Plan integrated into the Company’s strategic business lines.  

 

2.1.1 Our stakeholders and dialogue tools 

When planning sustainability-related activities and defining growth strategies, MM considers the requirements 
and expectations of the stakeholders – those subjects who influence or are most influenced by MM, its 
activities, its services and by the related performance results – with which it has established a continuous 
and transparent dialogue over time, based on the use of diversified communication tools and aimed at 
inclusion. MM views stakeholder engagement not only as the fulfilment of a “civic duty”, but also as a valuable 

opportunity to create shared value and to continue the Company’s process of continuous growth. 

A thorough understanding of the interests and expectations of each individual entails first and foremost 
identifying the key stakeholder groups for each of which the most appropriate dialogue tools are defined. In 
2021, MM updated its stakeholder mapping through category revision process that would allow the Company 
to more accurately represent the degree of maturity achieved in the context of its relationship and dialogue 
with stakeholders. In particular: “Contracting authorities and their representatives” and “Customers, tenants 
and their representatives” have been merged into a single “Customers and their representatives” category, 
emphasising the transversal nature of the monitoring activities that MM is committed to implementing for all 
subjects to whom it provides its services; the “Voluntary Sector” category has been included in “Communities 
and local areas”, given the close link of subjects who collaborate with MM to the local territory; the “Regulatory, 
Control and Certification Authorities” category has been included in “Entities and Institutions”; and “Universities 
and Scientific Community” and “Trade Organisations and Other Peer Companies” have been included in the 
new “Partners” category. 

Below is a mapping of MM’s stakeholders and the main dialogue tools used.  
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STAKEHOLDERS AND MAIN DIALOGUE TOOLS 

Stakeholders Description Main dialogue tools  

Contractors 
(suppliers) 

Including: large-sized and small-sized suppliers, 
business partners, etc. 

Sustainability Report / NFS 
Code of Ethics 
OMCM 
TYCPTP 
Company’s websites 

Municipality of 
Milan 

MM’s capital is wholly owned by the Municipality 
of Milan, which represents the territory being 
served and plays the role of shareholder, owner 
of the Public Housing property and MM 
customer/principal. 

Shareholders’ Meeting 
Financial Statements 
Sustainability Report / NFS 
Milan’s Centrale dell’Acqua 
Board of Directors 
Engineering Contract Dashboard 
MM Academy  
MM Publications 
Reporting 
Technical meetings 

Customers and 
their 
representatives 

Including: users of the IWS, tenants of Public 
Housing units, tenants’ unions, contracting 
authorities, consumer associations, etc. 

Service Charter  
Public events and meetings 
Project feedback 
MM Publications 
Reporting 
Local offices 
Customer Service 
Company’s websites and social media 
profiles 
Technical meetings 

Financial 
community 

Including: reference banking system, investors, 
rating agencies, etc. 

Announcements to markets and 
investors 
Financial Statements 
Sustainability Report / NFS 
Certificates of Conformity 
Rating 
Bond prospectus 

Communities and 
local areas 

Including: citizens and their representatives, 
committees, residents near construction sites, 
local associations (e.g. environmental, farmer 
associations), NGOs, foundations, non-profit 
associations, etc. 

Sustainability Report / NFS 
Milan’s Centrale dell’Acqua 
Public events and meetings 
MM Publications 
Company’s websites and social media 
profiles 

MM’s People 
Including: employees, top management, 
associates, trade unions. 

Agreements and meetings with unions 
Sustainability Report / NFS 
Milan’s Centrale dell’Acqua 
Code of Ethics 
Dedicated events and meetings 
Training  
Intranet 
MM Academy 
Company welfare 

Entities and 
Institutions 

Including: Public Authorities (e.g. Lombardy 
Regional Authority, Metropolitan City Authority, 
etc.), Regulatory and supervisory authorities 
(ARERA, Area Office of the Metropolitan City of 
Milan, ATS, ARPA, etc.), certification entities, 
government agencies, international 
organisations. 

Financial Statements 
Sustainability Report / NFS 
Milan’s Centrale dell’Acqua 
Consultation procedures 
Conventions and events 
MM Publications 
Reporting 
Company’s websites and social media 
profiles 
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Technical meetings 

Media Including: online and offline media. 

Milan’s Centrale dell’Acqua 
Press releases and press review 
MM Publications  
Company’s websites and social media 
profiles 

Partners 

Includes: other sector and/or reference 
companies for MM, industry associations, 
professional associations, project partners, 
universities, public and private research centres, 
scientific community, etc. 

Financial Statements 
Sustainability Report / NFS 
Code of Ethics 
Conventions and events 
MM Academy 
MM Publications 
Company’s websites and social 
media profiles 
Technical meetings 

MM’s publications include: Engineering Series, IWS Series, Ghe Sem, Innobook, La tua casa, POP! Abitare, voce del 
verbo popolare, Tecniche di buona Condotta, The Leonardo issue (special Comics&Science edition, the CNR Edizioni 
scientific communication comic book series), Handbook for the control of legionella in condominium plumbing systems, 
Expo 2015 series (Buildings, Infrastructures, Landscapes). The publications are available at www.mmspa.eu (Home > 
Media > Publications) and at www.centraleacquamilano.it (Home > For Schools > Leonardo and Milan’s water).  

 

2.1.2 Materiality analysis and material topics for MM 

Stakeholder engagement is one of the key steps in the materiality analysis updating process, which makes 
it possible to determine the aspects of greatest relevance to MM and to its stakeholders based on their 
interests and reasonable expectations. The process makes it possible to identify the so-called “material 
topics” on which the main strategies implemented by the Company with respect to sustainability are 
oriented and which are therefore reported in the non-financial reporting documents. The graphic representation 
of these topics based on the concept of materiality is called the “materiality matrix”.  

PRINCIPLE OF MATERIALITY 

The reporting principles defined by the GRI standards are fundamental to sustainability reporting because 
they define the content and quality of the information reported. Among these, the principle of materiality 
requires that all information needed to understand the economic, environmental and social impacts 
produced by the Company’s activities are presented in relation to sustainability themes with the greatest 
impact on the organisation’s ability to create value over time and thus can significantly influence stakeholder 
assessments and decisions. The principle of materiality reflects also the evolution of the context as well as 
the main sustainability-related trends.  

 

During 2021, MM updated its materiality analysis to identify relevant sustainability issues that significantly 
reflect the Company's economic, environmental and social impacts and influence stakeholder decisions. The 
analysis took into consideration the aspects provided for by Legislative Decree 254/2016, the European 
Commission’s guidelines on the disclosure of non-financial information and the aspects characterising the 
sectors in which MM operates, to the extent necessary to ensure an understanding of the Company’s activities, 
performance, results and the impact generated. 

MM’s frontline staff took part in this updating process. Based on the list of material topics, a questionnaire 
was in fact prepared, in which people were asked to assess the relevance of these topics from the point of 
view of MM’s business, in the present, as well as in the future. The evaluations regarding the future (the time 
horizon considered was the year 2030) offer valuable insights into how the relevance of material topics might 
change in the coming years, in line with the evolving internal and external context. Due to the continuation of 
the pandemic and the related constraints, the external stakeholder engagement activity was temporarily 
suspended and, for the purposes of the update, their 2020 vote was taken as reference11. 

The questionnaire results were shared and discussed with the Sustainability Steering Committee, which 
assessed their alignment with the strategic direction of the business, with the Audit, Risk Management and 

 
11 For a detailed description of the materiality analysis conducted in 2020, please refer to the 2020 Sustainability Report 
published at www.mmspa.eu (Home > Sustainability > Social Reports). 

http://www.mmspa.eu/
http://www.centraleacquamilano.it/
http://www.mmspa.eu/
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Sustainability Committee and with the Board of Directors. This led to the definition of the new materiality 
matrix which, although consistent with the themes identified during previous years, incorporates changes that 
more closely reflect MM’s evolution and business priorities, including in light of the current context.  

In particular, some material topics included in last year’s matrix were “merged” into other pre-existing ones, 
reflecting the level of maturity and oversight that MM has achieved over the years. At the same time, some 
topics were renamed, for a more effective representation and communication of the same to stakeholders. 
Specifically, the “Combating and preventing corruption” topic has been combined with the broader “Business 
ethics and integrity” topic, as all the measures for the prevention of corruption are an integral part of the 
governance practices, management models and internal procedures aimed at respecting the principles of 
transparency, legality and sustainability promoted by MM; the “Field operations” topic has been partly merged 
within the “Quality and continuity of service” topic and partly with the “Caring for the city and its citizens” topic, 
to place greater emphasis on the pivotal role that field operations play both in ensuring efficient management 
in every aspect of the services offered by the Company, as well as in the attention to works carried out in the 
territory in terms of attention to detail and speed of execution12. 

The topics were organised according to MM’s five areas of focus – Responsible Business, Environmental 
Transition, Empowering People, Customer Centricity and Care City – within which 20 themes assessed as 
most relevant to the business and stakeholders were identified. Among these, the following stand out: 
“Sustainability and quality of the integrated water cycle”, “Creating value for stakeholders”, “Quality and 
continuity of service”, “Caring for the city and its citizens” and “Occupational health and safety”. The relevant 
topics identified within the materiality matrix are discussed and explored in the following sections, with insights 
and details being provided depending on their ranking within the matrix, in accordance with the reporting 
standard and the provisions of Legislative Decree 254/2016. 

The new materiality matrix is presented below, in other words the graphical representation of the topics that 
are material for MM and its stakeholders based on their relevance, approved by the Board of Directors on 25 
March 2022. 

 

 

 
12 For a complete description of the material topics, please refer to the “Description of Material Topics” section in the 
Annexes. 
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MM AND SUSTAINABLE DEVELOPMENT GOALS 

SDGs (Sustainable Development Goals) are 17 
sustainable development goals defined by the UN 
as part of the 2030 Agenda. Their aim is to guide 
businesses, citizens, public authorities and 
governments in achieving common global goals. To 
integrate these goals into its own business model, 
over the years MM has developed a review process 
designed to identify the potential contribution of its 
activities to achieving sustainable development goals. 
This process is aimed at identifying the priority goals 
to which MM believes it can commit with concrete 
actions that have visible and measurable effects, also 
with a view to defining the Sustainability Plan.  

Through discussions with its stakeholders, in previous 
years MM selected the goals it considered as most 
consistent with the specific nature of the company 
business and its relations with the local community. 
These efforts allowed for 8 priority SDGs to be 
identified and on which to focus its sustainability 
endeavours, also taking into account the Company’s strategic development guidelines. 

The SDGs selected were associated with 5 areas of focus (Responsible Business, Environmental 
Transition, Empowering People, Customer Centricity and Care City), which represent the starting point for 
a preliminary identification of possible commitments and initiatives contributing to the SDGs that could be 
included in the Sustainability Plan. 

 

2.2 MM’s integrated risk management  

MM has adopted a risk management system that aims to be an integral and systematic part of the Company’s 
management processes. In particular, an Enterprise Risk Management (ERM) framework was developed 
in 2021, through which analysis and monitoring activities are carried out based on the adoption of an integrated 
logic. This approach is aimed at ensuring effective risk management, in line with the objectives defined 
in the Industrial Plan. Coordination of this process is entrusted to the Risk Manager, whose main tasks are: 

 

In 2021, the Risk Management function was established – reporting to the General Manager – and the head 
of the function was appointed, replacing the previous interim team. Also in 2021, as already mentioned, the 
Audit, Risk Management and Sustainability Committee was appointed, an internal board committee 
consisting of three members of the Board of Directors (see section 2.1 “Sustainability approach”). 
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In addition, with the support of a specialised consultancy firm, the Enterprise Risk Management procedure 
and, above all, the related methodology were updated, with the aim of defining an approach aligned with the 
best practices in this area. 

 

The evaluation metrics were thus revised and checklists were defined to allow for more detailed monitoring 
not only of risks, but above all of mitigation actions.  

The risk analysis was updated, translating the risks from the previous mapping, updating and, where 
necessary, supplementing them through interviews with corporate risk owners, relying on a special Excel tool 
into which the individual checklists were incorporated. This update is a starting point to allow for a more in-
depth analysis to be carried out in the future, providing “granularity” on the risks associated with the single 
processes and activities. The summary report was made available to the Audit, Risk Management and 
Sustainability Committee for its expert consideration. 

 LOOKING TO THE FUTURE... 

In 2022, the assessment of greater coordination with the other functions is envisaged which, within their 

area of competence, are engaged in risk analysis activities, for example with regard to environmental issues 

and occupational health and safety. 

 

2.2.1 Mapping sustainability-related risks 

MM has started integrating sustainability-related risks into its risk management system. Based on the risk map, 
MM identified the main risks related to the areas set out in Italian Decree 254/2016 and the relevant 
management methods in aggregate, and then associated them with the material topics identified by the 
Company. 

The different types of risk considered in the risk map include also economic-financial risks such as currency 
risks, credit risks, interest rate risks, or liquidity risks that do not fall within the scope of the areas in Italian 
Decree 254/16 and for which reference should be made to the 2021 Financial Statements. 

There is a type of risk that contributes to the achievement of the Company's strategic goals in the medium-
long term, considering that MM is primarily a utility company: reputational risk, i.e. the risk associated with 
the occurrence of external events outside company control or mistakes that could harm MM's reputation, with 
impacts across the business areas. It is considered to be a secondary risk deriving from negative events 
attributable to other risk categories such as business and service disruptions, breaches of ethics or privacy 
laws – including as a result of cyberattacks – operational crises, and safety and security-related incidents. To 
control this risk, MM has implemented continuous monitoring and reporting systems as well as procedures to 
handle potential disputes. It then set up a Committee that assesses the level of risk resulting from a critical 
event and chairs an ad hoc Crisis management team tasked with tackling crises – also as far as 
communication is concerned. In addition, a procedure was adopted to define the crisis management and 
communication procedures to be implemented before, during and after the occurrence of a critical event. 

Finally, as “Climate action” is becoming an increasingly important topic at a global level, MM is considering 
performing more in-depth analyses of the impact generated and suffered in this area and improving the 
relevant reporting in the upcoming years, based also on the evolution of the relevant regulations, with the help 
of the corporate functions that deal specifically with environmental and energy issues. 
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AREA DISCUSSED 
IN DECREE 254/16 

ASSOCIATED MATERIAL  
TOPICS 

RISKS  
IDENTIFIED 
(CONSOLIDATED) 

MANAGEMENT METHODS (CONSOLIDATED) 

ENVIRONMENTAL 

Circular economy 
Increasing energy 
consumption efficiency 
Fight against climate 
change 
Sustainability and 
quality of the 
integrated water cycle 

Plant and 
infrastructure 
malfunctions or 
outages due to 
system problems or 
maintenance 
issues 

▪ Carrying out routine maintenance and infrastructure 
upgrades, specific procedures for water systems 
defined in the Water Safety Plan, and continuous 
monitoring of operating systems, plants and 
networks to identify extraordinary maintenance 
needs and verify operation, also thanks to the 
adoption of a sensor system (e.g. level probes).  

▪ Provision of specific training on industry best 
practices to the appropriate personnel.  

▪ Drafting and communication of an Emergency 
Management Plan and a Crisis Management 
procedure aimed at activating specific interventions 
to resolve critical situations (e.g. manual system to 
manage unavailability or outages of the remote 
control system). 

Failure to achieve 
the planned 
investment goals 
for the IWS 

▪ Ensuring flexibility in investments management 
through the adoption of a broader planning 
framework focused on diversified actions towards the 
market, the signing of larger contracts and the 
development of projection scenarios related to tariffs.  

▪ Definition of a coordination plan for the actors 
involved (Water Service Business Unit, Engineering 
Business Unit, Tendering and Procurement 
Department), and development of monitoring, control 
and verification systems to ensure compliance with 
contractual, taxation and regulatory requirements. 

▪ System digitisation and computerisation (e.g. SAP 
implementation) to streamline processes and ensure 
data availability. 

Non-compliance 
with current 
regulations and 
standards on 
environmental 
issues or IWS 
management 

▪ Control and maintenance of networks and plants to 
ensure compliance with quality and performance 
standards, including through the use of sensors and 
systems to detect anomalies, training and dedicated 
refresher courses for managers of impacted 
functions.  

▪ Monitoring of key industry regulatory sources to 
align compliance requirements and communicate any 
regulatory changes to the relevant 
functions/departments in a timely manner.  

▪ Internal and external audits carried out by 
specialised companies and adoption of certified 
management systems (ISO 9001, ISO 14001, ISO 
50001). 

Malfunctions and 
outages of IWS 
activities due to 
uncontrollable 
events  

▪ Monitoring of facilities and systems (networks and 
installations), including through the adoption of 
digital technologies (e.g. probes, sensors, video 
surveillance systems, etc.), protection of 
information systems (e.g. cybersecurity). 

▪ Definition of emergency operational plans and 
procedures to cope with possible service 
interruptions caused by fire and/or uncontrollable 
external events, with the implementation of specific 
company procedures aimed at managing the 
communication of major impacts on the network 
and resources (e.g. non-potability communication 
procedure).  

▪ Provision of dedicated insurance coverage. 

Climate change, 
weather events and 
management of 
environmental 
resources, 
discharges and 
waste along the 
value chain 

▪ Drafting of an Environmental Policy aimed at the 
continuous improvement of environmental 
performance, in compliance with the applicable 
legislation in force and of an Energy Policy aimed at 
improving the overall energy performance of the 
activities and compliance with the applicable 
legislative requirements, with the establishment of 
the Energy Management Team that updates the 
Energy Management System in accordance with ISO 
50001.  
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AREA DISCUSSED 
IN DECREE 254/16 

ASSOCIATED MATERIAL  
TOPICS 

RISKS  
IDENTIFIED 
(CONSOLIDATED) 

MANAGEMENT METHODS (CONSOLIDATED) 

▪ Implementation of crisis management procedures, 
adoption of alternative emergency systems to 
manage critical situations (e.g. manual system to 
manage eventual remote control system outages) 
and reporting, monitoring and spot checks to 
intercept system vulnerabilities related to climate 
change. 

SOCIAL 

Community 
engagement 
Partnerships with 
Entities and 
Institutions to enable 
development 
Creating value for 
stakeholders 
Caring for the city and 
its citizens 
Supply chain 
management 
Innovation and 
digitalisation 
Quality and continuity 
of service 
Relations with 
customers 
Protection of privacy 
and rights 

Cyber risk and data 
breach 
 

▪ Adaptation of cybersecurity procedures and 
operating instructions and periodic assessment of 
the related risks, including through Vulnerability 
Assessments and Penetration testing activities and 
drafting of a Remediation Plan.  

▪ Software and skills updates to ensure the correct 
functioning and maintenance of the same and 
appointment of corporate figures responsible for IT 
security.  

▪ Implementation of corporate procedures on GDPR 
and availability of a user management system, with 
IT system profiling (e.g. SAP) and rules on the use of 
the same system, to train and sensitise employees 
on the correct procedures for data use and 
protection. 

Supply chain 
management and 
supplier 
appointment 
procedures 

▪ Implementation of the Procurement Procedure 
through the definition of contracts containing the 
appropriate requirements, clauses and technical 
specifications, and the Vendor Rating Procedure 
for the evaluation of contractor performance on an 
individual contract basis.  

▪ During the tender process: verifying documentation 
regarding tax compliance, administration 
requirements and financial ratings for each supplier. 

Disputes with MM 
stakeholders 

▪ Development of citizen engagement initiatives (e.g. 
events, open days, etc.), communication activities, 
contact points for dialogue and ongoing discussion 
with local area representatives.  

▪ Public discussion of projects, including through 
discussion with the Municipality of Milan, the 
Department for Participation and the Municipalities 
and, where necessary, the establishment of specially 
dedicated dispute figures and functions.  

▪ Activation of specific insurance coverage for claims. 

Routine and non-
routine 
maintenance of 
Public Housing 

▪ Monitoring of Public Housing assets to identify 
ordinary and extraordinary maintenance work, 
and, in coordination with the Municipality of Milan, 
priority maintenance (e.g. asbestos, roof 
maintenance, lifts, etc.).  

▪ In the case of emergency interventions, the 
activation of the Municipality of Milan’s emergency 
funds and the assignment of works to the 
Engineering Business Unit was requested.  

▪ Management of reports submitted to custodians 
and/or custodians’ checks on the sites. 

▪ Provision of specialised technical training for 
employees and timely communication of any relevant 
legislative and/or procedural changes to the 
functions/departments affected. 

External events 
outside company 
control  

▪ Drafting of preventive maintenance, infrastructure 
requalification and systems testing plans to 
identify any vulnerabilities requiring extraordinary 
maintenance. 

▪ Development of risk analyses and technical 
assessments on the state of infrastructures, 
networks and facilities and drafting of specific 
emergency management procedures.  

▪ Access control to MM’s facilities and property 
through the adoption of technological activities (e.g. 
video surveillance, anti-intrusion system managed by 
the IT Department) and protection of assets (e.g. 
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AREA DISCUSSED 
IN DECREE 254/16 

ASSOCIATED MATERIAL  
TOPICS 

RISKS  
IDENTIFIED 
(CONSOLIDATED) 

MANAGEMENT METHODS (CONSOLIDATED) 

physical verification of premises and installations), as 
well as security on work sites and within the 
Company’s Public Housing property.  

▪ Adoption of dedicated insurance coverage. 

STAFF-
RELATED 

Corporate welfare 
People’s skills and 
professional expertise 
Diversity and equal 
opportunity 
Industrial relations 
Occupational health 
and safety 

Adopting behaviour 
which is 
inappropriate for 
complying with 
rules 

▪ Drafting and periodic review of the corporate Code 
of Ethics and the whistleblowing procedure. 

▪ Development of a recruitment induction process 
featuring dedicated technical, specialist, 
behavioural and organisational training for 
employees, and support from the business units in 
sharing regulatory updates and implementing 
appropriate controls. 

Loss of key staff 

▪ Definition of the People Strategy, as a tool to 
manage and develop employees’ technical 
managerial and relational skills, through the definition 
of targeted professional development and growth 
plans and employee retention and engagement 
actions and initiatives.  

▪ Standardisation of corporate roles and positions 
and definition of succession plans in the event of 
retirement or resignation. 

Occupational 
health and safety 
(concerning 
employees, 
contractors and/or 
third-party 
companies at work 
sites) 

▪ Identification of existing hazards, in compliance with 
regulatory requirements (e.g. Legislative Decree 
81/08).  

▪ Control and supervision by the relevant managers 
and provision of mandatory, technical and specialist 
training to employees. 

▪ Development of a health and safety management 
system based on the OHSAS 18001 model and 
definition of a Company Health Protocol, Health 
Monitoring Plan and Risk Prevention Plan. 

FIGHT AGAINST 
ACTIVE AND 
PASSIVE 
CORRUPTION 

Business ethics and 
integrity  

Incidences of active 
or passive 
corruption 
(including those 
involving MM 
partners) 

▪ Development of the Anti-Corruption Policy, of the 
whistleblowing procedure and of the “Conflict of 
Interest Management” document, adoption of the 
“231 Organisational Model”, which provides for 
control mechanisms to prevent the commission of 
offences under Legislative Decree 231/2001, and 
dedicated training for new recruits with distribution 
of the Code of Ethics. 

▪ Internalisation of services in “at-risk” areas (e.g. 
drains, environmental services) and introduction of 
rotation mechanisms on “at-risk” jobs (e.g. 
caretakers, site inspectors, etc.) and assignments 
through suppliers.  

▪ Dedicated audit plans and ongoing monitoring of 
developments in the regulatory framework and 
applicable standards. 

 

2.3 Management systems and certifications 

MM’s formal commitment to the continuous improvement of its performance is reflected in the Company’s 

adoption of appropriate policies and the constant updating of its quality, environment and energy 

management systems, certified according to the requirements of the relevant ISO international standards 

by the Accredia testing laboratories accreditation according to the UNI CEI EN ISO/IEC 17025:2018 

standard (Accreditation no. 1706L)13 and as a Type “B” Inspection Body according to the UNI CEI EN 

ISO/IEC 17020:2012 standard through the Project Validation Technical Unit. This commitment, starting with 

the analysis of the stakeholder context, of the risks and of the opportunities related to business activities, offers 

benefits in terms of meeting stakeholder expectations, ensuring risk prevention and mitigation, enhancement 

of skills and expertise, reduction in management costs and market competitiveness. 

 
13 As required by the Ministerial Decree of 14 June 2017, the Regional Regulation no. 6/2019 and the Discharge 
Authorisation no. 5306 of 02/07/2021. 
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The table below summarises the policies and certifications which are currently in place. They apply as 

much to environmental and energy topics (as mentioned in the section 5. “We support environmental 

transition”), both in terms of the topics relating to quality and accreditation of testing laboratories and inspection 

body, specifying the Business Units involved and the improvement goals. 

MANAGEMENT SYSTEMS 

REFERENCE 
STANDARD 
AND SCOPE 

BUSINESS 
UNITS 
INVOLVED 

DESCRIPTION  GOALS 

QUALITY  

(UNI EN ISO 
9001:2015) 

 

MM has implemented and maintains a 
certified Quality Management System 
since 1996, defining the Quality Policy 
and identifying appropriate tools to 
verify its understanding at every level of 
the organisational structure. 

A complete review of the Quality 
Management System was carried out in 
2018, in accordance with the new 
applicable standard UNI EN ISO 9001, 
as issued in 2015. On the basis of this 
review, the certifications in place for the 
Engineering Business Unit and the 
Water Service Business Unit have been 
updated. In January 2019, the 
certification was extended to the 
Housing Business Unit. 

GOALS ACHIEVED 
In 2021, in addition to the certifications 
renewal, a proactive and operational employee 
engagement project was also launched to 
foster understanding of stakeholder 
expectations and their impact on business 
processes. 
One of the innovative tools used is short 
training videos (so-called Quality Bites). 
In addition, documents on key cross-sectoral or 
business processes with a view to streamlining 
were drafted, based on an annual plan 
approved by top management. 
Moreover, the Quality Management System 
has taken on a supporting role to Staff 
structures and Business Units, in response 
to mandatory or regulatory aspects, through the 
drafting and updating of the relevant corporate 
procedures. 
 
FUTURE GOALS 
In 2022, MM plans to continue to engage Staff 
structures and Business Units by means of 
short training videos. 
In addition, the process of review of the 
corporate procedural system will also continue, 
with a focus on corporate efficiency and risk-
based thinking, with particular reference to the 
Design, Management of the Special Tender 
Specifications Document, Design Control Plans 
and Site Control Plans, and Non-Compliance 
Management processes, through the adoption 
of a root cause analysis methodology. 

ENVIRONMENT  

(UNI EN ISO 
14001:2015) 

 

MM has adopted a certified 
Environmental Management System 
(since 2010 for the IWS Business Unit 
and since 2012 for the Engineering 
Business Unit), with the aim of 
guaranteeing the protection of the 
environment and of natural resources, 
ensuring compliance with applicable 
regulations in force. MM constantly 
monitors the work done by all “players” 
in the Company’s value chain, and 
contributes to raising awareness of 
environmental responsibility. In 2018 
the Environmental Management 
System was updated and certified 
under UNI EN ISO 14001:2015 for both 
the Engineering Business Unit and the 
Water Service Business Unit.  

GOALS ACHIEVED 
In 2021, the three-year renewal of 
certifications for the Engineering and Water 
Service sectors was obtained, and internal 
training hours focused on environmental 
issues were increased for personnel in all 
Business Units. 
 
FUTURE GOALS 
In 2022, the Risk Analysis will be revised and 
updated in line with the methodologies defined 
by the Risk Manager and by the new ERM 
model. Internal training will be further increased 
to cover new business areas. 

ENERGY 

(UNI EN ISO 
50001:2018) 

 

The Energy Policy adopted by MM is 
focused on reducing consumption and 
waste, and improving energy efficiency 
through innovation and the rational use 
of energy. 

Since 2011, MM has adopted and 
maintains an Energy Management 
System for the Integrated Water 
Service through which it plans, 
implements, monitors and audits 

GOALS ACHIEVED 
In 2021, the update to the Energy 
Management System was fully implemented, in 
compliance with the UNI EN ISO 50001:2018 
standard, as was also the case for the Strategic 
Energy Policy.  
In 2021, the certificate obtained from the 
accredited body on the scope of the UNI EN 
ISO 50001:2018 certification was maintained. 
The purchase of green energy to fully cover 
consumption is confirmed. 



2021 Sustainability Report 
 

26 
 

compliance with the guiding principle of 
continuous improvement. The features 
and effects of these activities are 
integrated into the Company’s energy 
policy. 

 
FUTURE GOALS 
Plans to be completed in 2022 include 
maintaining the management system, updating 
the context analysis and risk and opportunity 
assessment and developing 50001-related 
training schemes for the main Functions 
involved in the energy management system.  

INSPECTION 
BODY 

(UNI CEI EN 
ISO/IEC 
17020:2012) 

 

In 2010 MM was the first public-sector 
company in Lombardy and Northern 
Italy to obtain accreditation from 
Accredia as a Type “B” Inspection Body 
pursuant to the standard UNI CEI EN 
ISO/IEC 17020. This accreditation is 
registered by means of the Project 
Validation Technical Unit under no. 
055E. This accreditation allows MM to 
carry out inspections for the “Building 
construction, civil engineering works in 
general and related system works, 
environmental safeguards and 
protection works, environmental 
engineering and railway engineering 
(including tunnels, bridges and 
underground tunnels)” sectors. The 
services offered include “inspection on 
designs pursuant to article 26 of Italian 
Legislative Decree 50/2016 and ANAC 
Guidelines.” 

GOALS ACHIEVED 
A revision of the Management System was 
carried out in order to satisfy accreditation body 
requirements and due to the reduction of the 
scope of activities to only include “Inspection on 
the design of works” (registered under no. 055E 
rev.9).  

 

FUTURE GOALS 
In line with the previous year, the Company will 
modify the system of procedures and its 
internal organisation to validate projects 
prepared under the BIM approach as well as 
comply with regulatory changes related to 
accreditation and the upcoming Regulations 
governing contracts. In addition, consideration 
will be given as to whether to extend the scope 
of activities carried out under the accreditation 
system. 

TESTING 
LABORATORIES 

(UNI CEI EN 
ISO/IEC 
17025:2018) 

 

In 2018 the MM laboratories obtained 
accreditation from Accredia as Testing 
Laboratories pursuant to the standard 
UNI CEI EN ISO/IEC 17025. This 
accreditation was in relation to the tests 
listed in certificate no. 1706L. The 
checks which Accredia carried out on 
the testing laboratories required 
activities to be audited at all levels. 
Audits covered management activities 
(checking and managing 
documentation, managing test samples, 
provisioning of products/services, 
training and qualifying staff etc.) and 
technical activities (quality assurance of 
test results, calculation of measurement 
uncertainty). Compliance with 
mandatory legislative provisions was 
also assessed. The accreditation 
therefore represents a guarantee of the 
impartiality, independence, correctness 
and competence of the activities carried 
out by MM’s testing laboratories. 

GOALS ACHIEVED 
In 2021, the accreditation certificate was 
revised to include location C (Nosedo analysis 
laboratory). MM’s three laboratories maintained 
their Accredia accreditation, with 7 accredited 
tests at the Nosedo wastewater treatment plant 
testing laboratory (site C), 14 at the aqueduct 
testing laboratory (site A) and 10 at the San 
Rocco wastewater treatment plant laboratory 
(site B), for a total of 107 accredited 
parameters (of which 79 parameters for site A, 
21 for site B and 7 for site C). In October 2021, 
the laboratories sent Accredia a request for an 
extension of the tests, evaluated by Accredia in 
early 2022 for accreditation 2 (2nd round of on-
site audits). 
 
FUTURE GOALS 
The Accredia accreditation renewal (2nd round) 
will take place in 2022. In addition, MM’s 
existing laboratories plan to increase the 
number of tests to be accredited. In particular, 
the aqueduct laboratory (site A) intends to 
include the new PFOA-PFOS, TOC and 
Legionella spp parameters to the accreditation 
scope, which are of growing interest in the 
chemical and microbiological risk analysis area, 
while the wastewater treatment plant in Nosedo 
(site C) intends to add the Escherichia coli test 
to its accreditation scope. 
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3. Organisation by business areas  

3.1 The Engineering Business Unit 

Since its inception, MM has contributed to Milan's growth with works of public interest and through 
urban transformation and renovation projects, which have improved the quality of life of the city's residents.  

MM's reliability as a centre for specialist skills for aspects related to engineering applied to urban and inter-
city development as well as the management of public services makes the Company a point of reference in its 
industry, while proving a dependable partner for Public Authority entities. PAs, in fact, are more and more often 
entrusting MM with services concerning the maintenance and/or renovation of buildings and infrastructures 

owned by the municipality, of a heterogeneous nature/size and according to a an “on demand” logic, in 
other words that can be activated via a call based on the specific needs. MM analyses existing school buildings 
as well as ensures the safety and assesses the adequacy of buildings and infrastructure, dealing also with 
delicate environmental issues such as the impact of the noise and vibrations generated by construction sites 
or the works while in operation.  

Therefore, MM's role is increasingly to give substance to the idea of smart city associated with the 
concept of liveability, which means that the city becomes smart when it can meet the needs of the community 
and the local areas in the broadest possible sense. 

The Engineering Business Unit is responsible for the strategic and operational coordination of all phases 
of the design and construction cycle of mobility systems, infrastructure, buildings and hydraulic works, from 
preliminary studies to project implementation and testing, as well as for commercial activities related to 
engineering services. Operations are carried out based on project and construction management criteria, 
following a holistic approach of a managerial nature where the project manager and the construction manager 
are responsible for planning, coordinating and monitoring each phase of the project on behalf of the contracting 
authority, ensuring compliance with deadlines, cost-effectiveness and achievement of the expected quality 
level. They rely on the support of dedicated technical staff who follow the administrative management of the 
orders throughout their duration. During the course of 2021, the Dubai Branch and the Sucursal Colombia 
functions were allocated to report to the Engineering Business Unit for the promotion and development of 
orders abroad, particularly in Asia, Africa and Oceania. In addition, the process of setting up the India Branch 
was completed, in accordance with the Guidelines for commercial activities outside the Municipality of Milan14.  

 

 
14 In-house companies, by nature traditionally understood as companies operating outside the market, may allocate a 
portion of their turnover to activities outside the Municipality of Milan, whether they are activities carried out with other 
Public Administrations or with private entities (Legislative Decree 175/2016 setting out the “Consolidated Act on the subject 
of companies in which the public administration has a shareholding” in implementation of Article 18 of Law 124/2015 (so-
called “Madia Law”).  
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The integrated engineering model developed by MM for designing effective and innovative operational 
solutions, accurately meets the specific requirements of the contracting authority, maximising the functionality 
of the works and limiting the impact on the environment. Added to this is the ability to plan today with a view 
to the future from a smart perspective by not only limiting thinking to infrastructure design, but considering 
all elements of project planning, providing more useful information for project delivery, and fostering increased 
dialogue between project operations and management teams. 

ORDER MANAGEMENT IN THE EXECUTION PHASE  

The monitoring and control of the works construction cycle must ensure that construction timelines are 
respected, construction costs are optimised and the expected level of quality of the works is safeguarded. 
For this reason, MM has made the strategic decision to divide its construction management activities into 
two areas: one relating only to the mobility area, which is part of the Engineering Division, and the other 
dedicated to contracts concerning urban infrastructures, buildings and real estate entrusted by the 

Municipality of Milan and its subsidiaries, with the establishment of the Construction Management 
Department reporting directly to the General Management team.  

 

When it comes to the management of construction site activities, MM applies strict safety protocols consistent 
with the current requirements for the prevention of the spread of Covid-19, with the aim of ensuring maximum 
protection of the health and safety of the workforce employed on construction sites. 
 

3.2 The Water Service Business Unit 

Since 2003, MM has been managing the Integrated Water Service (IWS) of the city of Milan, covering an 
area15 of about 180 km2, with a population of about 2 million people – including residents and city users – and 
more than 50,000 installations, while handling all stages of the process: 

 

Milan’s Water System draws down water directly from the second aquifer using a double lifting system that 
consists of wells for drinking water use and pumping stations feeding the supply and distribution network. MM 
also manages surface groundwater to contain the rise of the water level for particularly sensitive areas of the 
city and for irrigation purposes16 (see paragraph 6.3.1 “Water withdrawal and water introduced into the 
system”).  

The wastewater flows into the sewer system that mainly works by gravity, exploiting the structure of the soil 
in the Lombardy area with a slight slope running from north-northwest to south-southeast17. The urban 
drainage system includes the infrastructure used to convey rainwater into the mixed sewerage system, 
consisting of roadside drains or gullies, also managed by MM. Milan’s wastewater treatment system 
operated by MM consists of two main wastewater treatment plants (Milan San Rocco and Milan Nosedo) 
capable of serving up to 2,286,000 population equivalents (authorised capacity)18, treating approximately 

 
15 In addition to the full service provided to the Municipality of Milan, MM is responsible for collecting and treating 
wastewater in Settimo Milanese, distributing drinking water in part of Corsico, and serving some users in Baranzate, 
Buccinasco, Peschiera Borromeo, San Donato Milanese, as well as Milan-Rho's new exhibition centre. 
16 Water withdrawn from the first aquifer is not intended for the IWS and human consumption. 
17 With the city’s expanding urbanisation to the south, a number of water lifting and pumping plants have been built. These 
have modest potential and ensure collection from 100% of the city area. 
18 Milan’s wastewater treatment system also includes, on a residual basis, the Peschiera Borromeo plant, the management 
of which is not the responsibility of MM. The plant is equipped with a line dedicated to the treatment of sewage from the 
eastern districts of the city of Milan, which accounts for the remaining 10% or so of the wastewater produced in the Milan 
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90% of the wastewater generated in the Milan area, which is then discharged into surface water bodies. The 
two wastewater treatment plants, under the direct management of MM since 2014 and 2019, respectively, 
represent a genuine circular economic system at a European level that seeks to make the use of water 
resources more efficient and give back treated water for irrigation use to the city of Milan (see paragraph 6.3.4 
“Quality of water discharges and treatment system”). 

 

 

MM is also responsible for controlling and checking discharges from production activities into 
the sewer system for approximately 778 companies operating in the Milan municipality area. Specifically, 
during 2021 the Company conducted 182 surveys, taking 212 samples, and processed 601 dossiers 
concerning said production activities as well as 148 dossiers related to construction projects authorised by the 
Municipality of Milan19. 

The organisation of the Water Service Business Unit is based on a distinction between the network 
management (including supply, treatment and distribution of drinking water and collection and transportation 
of wastewater) and plant management (including the operation of treatment, sewage lifting and shunting 
plants, as well as related maintenance). Thanks to the Company’s expertise in engineering, MM also develops 
and designs new infrastructure internally, along with networks, facilities, upgrades, and non-routine 
maintenance activities. Dedicated technical staff then follow cross-divisional processes, such as investment 
planning and monitoring, management of permits, mapping, warehouses/workshops, and finally, customers.  

In 2021, the Water Service Sales Function was established to oversee the end-to-end process, from the 
initial contact with the customer, through to invoicing and the eventual recovery of outstanding receivables, 
ensuring consistency in the management of activities concerning the IWS business. 

 
area. The city's system thus reaches up to 2,486,000 population equivalents (authorised capacity). 
19 In 2020, these operations concerned approximately 837 operational firms. The Company conducted 208 surveys, taking 
240 samples, and processed 691 dossiers concerning said production activities as well as 68 dossiers related to 
construction projects authorised by the Municipality of Milan.  

Located in the context of the Parco Agricolo Sud di 
Milano (Southern Milan Agricultural Park), between 
the municipalities of Rozzano and Opera, the San 
Rocco treatment plant has a treatment capacity of 
over one million population equivalents and covers an 
area of 101 square kilometres in the western part of 
the city. Approximately 40% of the wastewater from 
the Municipality of Milan and part of the Settimo 
Milanese sewerage system flow into the treatment 
plant. 

SAN ROCCO TREATMENT PLANT 

It is the largest facility serving the city of Milan 
operated by MM, with a treated water flow rate 
ranging from 5,000 litres/second in dry weather 
conditions to 15,000 litres/second when it rains. 
Located to the south-east of the city (between 
Corvetto-Porto di Mare and the vast farming belt near 
the Abbey of Chiaravalle), the plant has a treatment 
potential of over 1 million population equivalents and 
handles about 50% of total wastewater collected from 
the city’s sewage system. Most of the water treated at 
Nosedo is returned to Roggia Vettabbia and recycled 
for irrigation by farmers. NOSEDO TREATMENT PLANT 

Nosedo treatment plant 
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MM guarantees consistent delivery of essential public water, sewerage and treatment services, while 
promptly managing the unexpected complexities arising from the changing external context, such as the 
increase in raw material prices and the difficulty in finding certain components needed to carry out the planned 
activities, or exceptional events such as the pandemic. The large number of in-house operators and the solid 
organisation are yet another element that allows MM to rise to the challenge at all times, as the Company 
managed to ensure service continuity in compliance with the applicable standards on quality established by 
the Regulatory Authorities and under the Service Charter.  

 

HOW FIRST RESPONSE WORKS  

Milan’s IWS First Response is operated by MM using in-house staff 24 hours a day with 3 shifts to 
ensure breaks of water pipes are repaired as quickly as possible (the team arrives on site within 2 hours of 
the call to the operations centre). First response applies to all repairs and operations that cannot be 
scheduled, such as sudden breaks. The technical expert analyses the situation and inspects the reported 
anomaly, pinpoints the leak or break using acoustic tools, and then goes ahead with the excavation and 
repair, of which there are three kinds: site-specific (application of clamps or welded plates in the event of 
limited breaks), relining (of large-diameter pipes that are especially deteriorated, without surface digging), 
installation of new pipes (complete replacement of severely damaged small-diameter pipes). In 2021, the 
distribution network risk matrix was revised on the basis of the studies carried out in previous years, 
mapping the risk of pipe bursts in the aqueduct network with analysis of the loads due to road and rail/train 
traffic, the material and the age of the pipes, the location of local stresses on the pipes and vulnerability 
indices.  
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As part of its day-to-day operations, MM’s Water Service Business Unit deals with several authorities and 
entities with different responsibilities in the IWS domain, as summarised below: 

ENTITY MAIN AREAS OF RESPONSIBILITY 

ARERA (Italian 

Regulatory 

Authority for 

Energy, Networks 

and Environment) 

Regulating: 

▪ Tariffs and tariff structures 

▪ Transparency of invoices, arrangements and standard service agreements 

▪ Technical service quality 

▪ Contractual service quality 

▪ Accounting unbundling 

▪ Verifying that Environment Plans have been correctly drafted 

▪ Substitution and sanctioning powers 

Optimal Territorial 

Area Authority 

(ATO) Area Office 

for the 

Metropolitan City 

of Milan 

▪ Planning management and investments (as defined in the Environment Plan) 

▪ Preparing the schedule of operations 

▪ Assigning management of the IWS 

▪ Controlling work and reporting annual results to the Ministry for the 

Environment, Land and Sea 

▪ Determining the base tariff proposal 

▪ Issuing authorisations for discharges into the sewer system as part of 

production activities 

Lombardy Region 

▪ Producing rules and regulations on the subject of water and the IWS 

▪ Water Authority for the Main Water Network (Application of fees for 

interference with IWS networks) 

▪ Issuing of authorisations for large-scale withdrawals of public water (drinking 

water supply plants) 

Metropolitan City 

of Milan 

▪ Issuing authorisations for discharges into surface water (qualitative 

authorisations) and groundwater 

Municipality of 

Milan 

▪ Entity in charge of the IWS, and owner of the network and plants which are 

used for supplying the service by the service provider 

▪ Issuing authorisations for discharges into surface water (quantitative 

authorisation) 

Health Protection 

Agency (ATS) for 

the City of Milan 

(former Local 

Health Agency) 

▪ Assessing if water is fit for human consumption, based on accurate checks 

▪ Asking the water service provider to take measures in cases where the water 

supplied does not comply with the qualitative requirements established under 

current legislation 

▪ Taking action where there is a failure to adopt measures in the event of an 

unfavourable analysis 

ARPA Lombardia 

(Regional 

Environmental 

Protection and 

Prevention 

Agency) 

▪ Providing technical support for administration authorities and preparing 

documents in order to obtain discharge authorisations 

▪ Acting on behalf of ATS to check water quality in the abstraction stage, in the 

supply and distribution networks, and in the water purification and treatment 

plants 

▪ Environmental checks and auditing compliance with prescribed limits 

▪ Environmental monitoring of watercourses: chemical, physical and 

bacteriological analyses; ecological status indexes. 
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3.3 The Housing Business Unit 

Since 2014, MM has been managing the public housing property owned by the municipality, with 
miscellaneous uses related thereto, in accordance with the Agreement entered into with the Municipality of 
Milan20, consisting of a total of 38,990 units divided between: 

 

Moreover, MM is also responsible for managing around 1,500 real estate units located in the Municipalities of: 
Assago, Bollate, Brugherio, Cinisello Balsamo, Corbetta, Desio, Garbagnate, Inveruno, Lainate, Locate Triulzi, 
Mazzo di Rho, Muggiò, Paderno Dugnano, Peschiera Borromeo, San Giuliano Milanese, Tavazzano, 
Trezzano sul Naviglio, and Vizzolo Predabissi. 

While managing the aforesaid Public Housing property, MM was able to exploit and apply the skills and 
expertise gained in the sectors of Engineering and IWS and create synergies across the various business 
areas – for instance in terms of work planning, design, and execution, testing, tender management, customer 
relationship management, on-site inspections, billing, first response, managing late payments, and informing 
users.  

The Housing Business Unit ensures and oversees the appropriate performance of the different tasks with 
the aim of improving management performance in terms of efficiency, effectiveness and cost-
effectiveness. The work is carried out in compliance with certain quality standards, counteracting episodes of 
arrears and illegal activities and strengthening relationships and communication with tenants, ensuring timely 

responses to their needs. MM has chosen to develop a close relationship with tenants, also thanks to 
the presence of local offices deployed across the territory, which handle the different contact-related aspects 
(helpdesk counter, telephone, email, mail, Contact Center, etc.), manage the life cycle of rental agreements 
(activation, changes, transfer, termination), provide clarification on rents and ancillary costs, receive and 
handle reports on any inefficiencies (e.g. lifts, heating, cleaning, maintenance of green areas, unclogging and 
sanitisation, etc.), and then deal with technical and administrative matters. 

 

 

Starting in 2021, a number of extraordinary property maintenance contracts previously managed by the 
Engineering Business Unit were transferred under the direct management of the Housing Business Unit. In 
particular, the contracts regard operations involving a more direct relationship with tenants and a reduced 
content of engineering specialisation, such as for example the rehabilitation of vacant housing, obtaining fire 

 
20 MM’s management of Public Housing property became a long-term arrangement with resolution no. 9 of 29 April 2015 
adopted by the Municipality of Milan. This resolution confirmed the concession for a period of 30 years, with effect from 1 
June 2015. This effectively recognises the value provided by MM in the first six months as a temporary custodian. 
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prevention certificates, asbestos remediation, upgrading of buildings, interventions on elevators or the removal 
of architectural barriers. In relation to such contracts, the Technical Management Function ensures an end-
to-end management (from design to construction management), optimising intervention times and providing 
for a more efficient service. 

NEW METHOD OF ASSET MANAGEMENT AND DESIGN OF INTERVENTIONS ON PUBLIC HOUSING 
PROPERTY 

MM has closely defined an Asset Management project with the aim of gaining a better understanding of 
the assets being managed, including in terms of common parts, technological systems and facades, as 
well as to classify them according to recurring building typologies, identifying real estate units with similar 
distributive-functional and dimensional characteristics to be traced back to design “prototypes”. By means 
of a field survey, verification and final validation of the data acquired using innovative tools (mobile mapping, 
3D point clouds and high-resolution photos), the aim is to obtain a 3D, georeferenced and updated 
mapping of the public housing property that can be consulted remotely. This, in turn, would make it 
possible to reduce the duration of inspections, prioritise interventions, facilitate the planning and execution 
of ordinary and extraordinary maintenance activities and speed up the availability of refurbished housing. 
In 2021, the organisational structure that supports the Company’s survey and census activities and the 
IT tools for recording, consulting and processing data were defined. At the same time, the call for tenders 
relating to survey operations was published and awarded based on the new processes defined. In the 
course of the year, 149 prototypes were identified for about 15,600 real estate units, defining which ones 
are to be designed first on the basis of the prototype reports, or launching ad hoc executive projects for 
those real estate units not associated with any prototype.  

 

PUBLIC HOUSING PROPERTY AND GREEN MANAGEMENT 

With the management of the Municipality’s public housing property, MM has developed considerable 
expertise in the world of facility management. In other words ordinary and asset maintenance (later 
extended to include schools and sports facilities), initially by managing external maintenance contractors as 
a contracting authority and then, over time, by complementing them with in-house resources capable of 
directly performing on-site activities.  
With this in mind, between the end of 2021 and the beginning of 2022 MM also started to take over the 
direct care and maintenance of the green areas connected to the Municipality of Milan’s public housing 
property managed by the Housing Business Unit.  

The activity will be supervised by the newly established Public Housing Property Green Area 
Management Function reporting to the General Management team. It will be responsible for the ordinary 
and extraordinary maintenance of green areas, the management and monitoring of emergency response 
activities, the survey and update of property assets (which currently boasts a surface area of approximately 
630,000m2, 6,300 trees, over 7,800 shrubs, 12,300 m of hedges and 5,000m2 of scrub shrubs), and 
providing support to the Housing Business Unit in defining strategies for the continuous improvement of 
activities. The Business Unit is made up of new professionals such as specialised workers, gardeners and 
agronomists, who will be appropriately trained and certified, and will work under the supervision of Housing 
Division staff, who previously managed the external maintenance workers. Thanks to this approach, it will 
be possible to enhance the synergies deriving from the different activities that MM carries out in the facility 
management area favouring, on the one hand, an additional monitoring and control activity of the public 
housing property and, on the other hand, an increasingly more integrated, holistic and sustainable 
management of the city and of the environment, including through projects that are able to combine the 
green and blue (water) components. 

 
 

3.4 The Routine Plant and Infrastructure Maintenance Business Unit 

Since 2020 MM has been contributing to the preservation and care of a new part of the public heritage 

of the Municipality of Milan, entrusted with the facility management activities of school buildings, lifting 

systems serving road underpasses and sports facilities owned by the Municipality and managed by 

Milanosport. 

The Routine Plant and Infrastructure Maintenance Business Unit is entrusted with the 

administrative, accounting, legal and technical-maintenance activities, through both the technical-

administrative management of external contractors and the direct execution of interventions with its own 

personnel, means and equipment, systematically intervening on problems of various technical nature to ensure 
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an enhancement in the management of infrastructure buildings and monitoring the progress of interventions. 

The integrated system for the provision of technical and maintenance services adopted by MM is based on a 

global service approach, in other words integrated management of several services geared towards resource 

efficiency and rationalisation. This also includes the management of reports, the planning and coordination of 

interventions, the monitoring of works and their reporting, and the relationship with users.  

The organisational model, developed in 2020, is based on a central repository of technical and management 

information as well as unique management and support tools, ensuring full knowledge of the underlying assets 

and services and, therefore, the effective and efficient management of maintenance operations (to be carried 

out in-house or through contractors) during all planning, execution and control stages. 

 

 

In 2021, the assignment to MM of the transitional phase of facility management activities in the 
Municipality of Milan’s school buildings was extended and a new 25-year contract was signed with the 
Municipality, with the gradual internalisation of all ordinary maintenance services by MM to ensure greater 
timeliness and quality of service.  

For its work on school buildings, MM has adopted a CRM (Customer Relationship Management) system that 
provides for: 

 

The entire process is based on: 

▪ the management of “trouble tickets”, with receipt of incident reports from users (incident reporting 
and management) through a Contact Centre relying on two communication channels (toll-free number, 
email) and end-to-end management aimed at solving issues21.  

▪ a “customer care and feedback” user management, through a dedicated application that allows 
authorised users to monitor, in real time, the progress status, intervention methods and resolution 
timeframes of the report made to the Contact Centre. 

During the year, several routine maintenance and preventive checks were carried out at school buildings to 

ensure the social distancing prescribed by the Covid-19 guidelines and to combat the spread of Legionella, 

 
21 MM has adopted the software in use by the Water Service and Public Housing Business Units, adapting it to the specific 
school building management requirements, i.e. the variety of internal and external operators involved in operations and 
the need to prioritise reports based on fault complexity and criticality. 
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in view of the reopening of schools for face-to-face teaching starting in September (and the subsequent local 

elections to take place in October).  

Continuing the work started in 2020, the facility management activities of the sports facilities owned by 

the Municipality and managed by Milanosport continued, with the transition from a primarily call-based 

management system for technical-maintenance services (for breakdowns and emergencies), to a 

management focused on preventive and scheduled management of maintenance operations and of the 

necessary resources, including through an integrated ticket management system. The CRM system adopted 

for interventions in schools was also extended to ordinary maintenance activities in sports facilities, through 

direct access to the information system by Milanosport for entering maintenance needs. In addition to the 

normal activities to ensure the functionality and operation of the sports facilities, MM has also ensured that 

specific works will be carried out to reopen outdoor swimming centres by June 2021. 

With regard to the management of the lifting equipment and wastewater collection tanks, the objective is 
to reduce the risk of flooding – due to the short-lasting but very intense atmospheric precipitation that 
characterises Milan – and the consequent problems for road traffic, ensuring more timely and effective controls 
and warnings in the event of equipment malfunctions (including through more technologically advanced 
methods). After the experimental phase carried out in 2020, in September 2021 MM took over – with a multi-
year contract – the direct management of 29 road and pedestrian underpasses belonging to the 
Municipality of Milan, through ordinary and repair maintenance activities, with electro-instrumental 
interventions on pumps and command and control panels, as well as cleaning and purging of collection tanks, 
including in emergencies.22 

 

NOTE ON NO. OF SCHOOLS23 

As part of the management of routine maintenance operations, MM complies with national and regional 

regulations, as well as with the protocols issued to combat the Covid-19 pandemic

 
22 For the management of underpasses, MM has adopted a special procedure that makes it possible to provide the 
necessary information and operating methods for the safe management of the activities to be carried out inside the confined 
spaces, in accordance with the provisions of Articles 66 and 121 of Legislative Decree no. 81/2008, as amended and 
Presidential Decree no. 177/2011. 
23 The number of school buildings has been updated by the Municipality of Milan with respect to 2020, following the signing 
of the 25-year contract. This therefore is not a change in terms of the assets, but only an adjustment of the database.  
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4. We believe in responsible business  

4.1 Development Strategy and Business Plan 

Today MM is one of the most important public engineering companies in Italy, a strategic partner in the 
development, management and reorganisation of the city, including its services, networks, infrastructure and 
publicly owned real estate. An integrated multiservice company, where it is engineering that is the common 
thread that runs through the different areas in which MM operates. One of the cornerstones of MM’s 
development strategy is innovation and self-reinvention in response to evolving market demand and customer 
characteristics. The key to MM’s success can be seen in the Company’s ability to combine public interest and 
remaining competitive also through business diversification. 

In 2018, MM submitted the strategic guidelines of its 2019-2023 Business Plan to the Board of Directors, which 
establish the strategic macro-objectives for each business area, identifying development prospects and 
future activities. The design and updating of the corporate strategy, with the aim of defining a new Plan 
structure, led to the identification and updating, over time, of six thematic areas of strategic development, 
transversal to the Company’s business units and linked to policies focused on: human resources management 
and professional development; digital transformation and evolution of information technology services; 
implementation of reporting tools and operational excellence initiatives that include the optimisation of 
purchasing processes and make-or-buy evaluations; development of the risk control and monitoring system; 
and support for the adoption of management tools that guide the environmental transition path. In 2022, the 
new strategic guidelines proposed for the 2022-2026 Industrial Plan were delivered to the Board of Directors. 
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4.1.1 Innovation and digital transformation 

The exceptional context created by the pandemic has enabled a sudden acceleration of the digitisation process 
promoted by MM, leading to the transformation of the working approaches and methods, both through the 
integration of digital technologies, as well as through the active engagement of employees, who have assumed 
the role of true protagonists of change. A path that leads towards MM’s evolution into an innovation and data-
driven company, where the adoption of solutions for data collection, management and analysis enables 
strategic choices capable of relating all business processes, modifying and streamlining them so they can 
become more effective and adapting them to changes, in a predictive manner. A shared data culture at all 
corporate levels thus becomes a fundamental pillar for business development.  

MM’s multi-service nature led to the design of multi-year strategic plans based on modularity and on vertical 
(towards higher volumes) and horizontal (towards new businesses) scalability logics. With scenarios 
customised to the specific needs of MM’s in-house structures, technology plays a key role in all areas to ensure 
efficiency and quality of service, enhancing the digital tools available in the area and raising the bar in terms 
of citizen care. The ultimate goal is to play an active role in the digital transformation of the city of Milan, 
within a care city perspective, improving the perception of the services offered to citizens and ensuring that 
the service delivery methods are increasingly more responsive to the market. 

In MM, innovation is understood as an open ecosystem that extends beyond the Company, as a style of 
thinking that promotes the value of technological experimentation in the process of creative destruction. In 
this logic, we strive to create a kind of permanent production space aimed at disseminating a culture of 
innovation at all levels, offering a continuous stimulus for evolution towards excellence. A space where 
people share knowledge and experience with other cultural and technological entities, in a climate of open 
innovation capable of intercepting change and generating value. 

People are a key tool to prepare the organisation to face the challenges of the future, taking ideas and 
transforming them into scalable projects, as well as giving concrete meaning to the potential of the digital 
mindset. The aim of the Digital DNA project launched in 2021 is precisely to discover and develop people in 
the company who have the ability to innovate in their DNA, promoting creativity and entrepreneurship, and 
defining new roles that enhance their ability to think laterally and their high propensity for the digital world. In 
line with our People Strategy (see Chapter 5. "We value our people"), skills in the field of digital 
transformation and innovation are deemed to be essential for the creation of value. For people, in fact, 
the impact is linked to the new digital, agile and collaborative ways of working. For the organisation, on the 
other hand, to the achievement of business performance objectives by leveraging interactive experimentation 
and innovation. Finally, for customers, to the understanding and satisfaction of 
needs, in a structured manner, through the design of customer-centric services. 

2021 was the year of the introduction of the Digital Workplace and thus the 
first step towards digitally redesigned work processes, enabling the entire 
Microsoft 365 product suite, raising IT security and data protection levels and 
standards, distributing new portable devices to employees and beginning the data 
migration on cloud platforms.  

PEOPLE AT THE HEART OF THE DIGITAL TRANSFORMATION  

The availability of digital tools is a necessary, but not s sufficient condition for prompting the radical change 
in people’s mindset needed to modify their everyday behaviour in managing workflows and modes of work. 
It is also necessary to act, concretely and directly, on the people side. 

The Digital Workplace project thus integrates the technological component with a change management 
plan that places people at the centre of the transformation, fostering the development of shared behaviour 
(social learning) and new forms of interaction in the workplace (good working) and promoting the adoption 
of good practices, identified starting from everyday micro-processes. 

The plan aims to stimulate and disseminate change from within, creating a sense of trust among people 
and in the benefits of change itself, through the active involvement of key MM figures:  

▪ Sponsors are found at the executive levels of organisational units and are the first promoters and 
facilitators of change, and it is up to them to make employees aware of the importance of the project.  

▪ Contacts are responsible for the management and execution of the project; they coordinate and 
ensure the development of the different activities, covering all the skills necessary to ensure the 
success of the project (organisation, training, communication and technical skills). 

▪ Guides are the central figures in the project, as they have the task of personally guiding the 
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digitisation of processes through training activities aimed at colleagues. Individuals recognised 
internally as experts, proactive individuals, innovators and points of reference, selected through a 
survey that involved the entire Company in identifying the most suitable people to carry out the role, 
facilitating the emergence, from the bottom, of the informal social network of peer support that 
already exists in MM. In 2021, 64 guides were selected by 70% of the Company’s employees, who 
led the change management programme by training around 1,000 colleagues and digitising 24 
micro-business processes. 

 

The first effects of the Digital Workplace and process dematerialisation initiatives resulted in a reduction of 

nearly 38% in the number of printouts compared to 2019 (the result was also influenced by the pandemic and 

by the resulting remote working arrangements). 

In addition, efforts were made to streamline, optimise and centralise IT asset management services, 

ensuring higher quality and efficiency of services, as well as cost containment. Today, the Customer Service 

Desk has been integrated and acts as a single point of contact for the collection and management of MM 

employee complaints through a ticketing system.  

 

The MM Smart project launched last year continued in 2021 with the replacement 
of 760 fixed PCs and laptops, for the renewal of 70% of the Company’s assets 
with better performing, lighter, compact and more secure devices (the remainder 
will be replaced in 2022). In selecting the new PCs, screen-printed with MM’s logo 
and making our employees real “ambassadors” of the company, special attention 
was paid to environmental sustainability, with a preference for devices with a 
long battery life, certified for low consumption and emissions and which include 
backpacks made of recycled materials. The Company’s fleet of tablets was also 
renewed and all employees were provided with a smartphone and a 
professional headset for video conferencing. 

Some numbers from the MM Smart project, which in 2021 achieved a total of:  

1,035 Laptops,  

of which 

760 distributed in 2021 

450 Tablets,  

of which 

300 distributed in 2021 

1,300 Smartphones,  

of which 

1,000 distributed in 2021 

In 2021, the deployment of MMetrolink was finalised, the new fibre network that covers 
the entire urban area, expanded and optimised to connect all of MM’s locations and to 
create a technological structure in which business needs can grow and evolve with a 
view to innovation. The new network is characterised by increased reliability – with full 
redundancy of connections, including for peripheral locations, resilience – with faster 
recovery times in the event of an incident, and capacity – with increased bandwidth to 
support the evolution of MM’s services.  

 

At the end of the year, the new corporate Intranet – in MM – was also launched, 
offering an improved user experience and new features that expand its potential. 
The individual Business Units and functions concerned were made direct owners 
of the content pertaining to their specific area, increasing their accountability and 
level of internal participation. A further evolution of the network towards the Social 
Intranet is planned for the next few years, transforming it into a platform for sharing 
news and information of global interest. 

 

TRAINING AND RAISING AWARENESS OF EMPLOYEE ON CYBERSECURITY 

Cybersecurity is at the heart of the digital transformation paradigm, moving from a technological 
solution to a management model that enables the full potential of technologies, services, processes and 
people to be exploited. The ability to maintain a high level of risk awareness remains the key element of a 
model capable of ensuring the security of personal and corporate data and mitigating eventual vulnerabilities 
related to the agile working approach. Technical interventions go hand in hand with updates to the 
Company’s procedural framework and raising awareness of the behaviours to adopt by the individual 
employee, whose responsibility in the management of personal and corporate data represents a key first-
level “filter” to mitigate exposure to possible cyber-attacks.  
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MM is developing several actions to consolidate security support tools, towards an increasingly more 
proactive and preventive control of cyber threats, in line with the relevant regulations. 

Continuing on the path started last year, in 2021 MM employees were once again involved in awareness-
raising and training campaigns on cybersecurity risks. The goal is to progressively evolve towards a 
concept of continuous awareness which, through the adoption of unconventional tools such as gaming and 
teaching, aims to enhance the widespread ability to support colleagues in case of simple needs, as a 
defence tool against cyber risks. During the year, a phishing campaign was launched aimed at assessing 
the level of preparedness of the corporate population with respect to this issue. In addition, a Cybersecurity 
Training Plan 2022-2024 (presented in early 2022) was drafted, which aims to increase corporate 
awareness of cybersecurity threats, reduce the risks associated with cyber-attacks and establishing a 
culture of security compliance within MM. The Plan is distributed over three years and four courses are 
planned for each year, ranging from cloud and Internet security, to more specific topics such as password 
management and authentication processes, remote working, data handling & protection and compliance. 
The training will be delivered online using a dedicated e-learning platform. 

 

The continuous expansion of the services provided by MM highlights the increasing need to implement new 
technologies and innovations that promote the digital transformation of the activities carried out by MM’s 
Business Units. One of the main initiatives in this domain concerns the adoption of an IoT cloud platform 
capable of exploiting the data collected through the sensors installed in the field. Following the launch 
of the tender in 2020, a platform was implemented in 2021, thus allowing to capture, store, share and analyse 
the large quantities of information made available by the digitisation of processes, making the data accessible 
from every device and location, within an “augmented company” logic.  

Some of the first use cases24 of the IWS platform are utility consumption data collected through smart metres 
and the operating data of the Water Houses collected through multi-parameter probes. The IoT platform has 
several functions that will eventually make it possible to develop operational applications and data 
manipulation tools increasingly more geared towards an artificial intelligence approach. Subsequent 
applications will include, for example, the management and maintenance of electrical and hydraulic 
instrumentation at waterworks and water and sewage networks, as well as the collection of data from networks 
to detect leaks, deformations and failures and monitor indicators such as pressures, volumes and 
temperatures. 

A number of experiments that were started in late 2020 continue, which could represent possible extensions 
of the uses of the IoT platform as part of the IWS activities. First and foremost, this involves the use of 
automation technologies to ensure more efficient processes, reducing lead times and the occurrence of 
manual errors. Moreover, thanks to the adoption of the Digital Twin technology, it will be possible to create 
“digital twins” of the San Rocco and Nosedo wastewater treatment plants, allowing the sludge management 
process to be replicated and analysed in a virtual environment, identifying margins for optimisation. 

With reference to the Housing Business Unit, on the other hand, a study is underway concerning a potential 
use of the IoT platform in the remote metering and remote management of the systems installed in public 
housing buildings. This will allow operating parameters to be monitored in real time and any critical situations 
to be identified, improving management-maintenance aspects while increasing system efficiency and 
reliability. Functions available include alerts to be generated based on configurable thresholds or significant 
deviations from historical data, which can be viewed in dedicated dashboards at all times as well as notified 
directly to tenants via instant messaging (TXT), email or voice calls. Further experimentation involves the use 
of Document Understanding and Document Intelligence technologies in mass-processing of 
documents, which would allow a large number of documents to be read and interpreted autonomously and in 
a short time, obtaining as output digital files identical to those resulting from manual processes. 

Finally, in the Engineering Business Unit, experimentation is underway on the use of Robotic Process 
Automation (RPA) technology in the automatic processing of monthly reports on the progress of work 
at construction sites, thanks to which execution times would be significantly reduced (it is estimated that a 
robot can build a final report in just a few minutes, compared with the hours currently spent by users). 

  

 
24 Use cases represent likely applications of a given technology in the business context and, as such, worthy of further 
investigation with experiments aimed at identifying needs and opportunities from a cost-benefit analysis perspective.  
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LOOKING TO THE FUTURE... 

MM has launched a structured action plan aimed at obtaining the main ICT certifications, both at an 

individual and process level. At the end of 2021, the tender was finalised to obtain ISO 20000 certification 

for the IT service management and ISO 27001 certification for information security (the latter, specific to the 

IWS). An ICT Service Charter is also being drafted, which lays the foundations for an internal contract 

between the Information Technology Department and the business areas: in addition to the catalogue of all 

ICT services, providing a description and information on their use, the Charter will also indicate the service 

standards that the Department is committed to respect.  

 

4.2 Business ethics and integrity 

MM ensures that company activities are in line with business strategies and corporate policies by relying on 
the internal control (and risk management) system, i.e. the set of rules, procedures and organisational 
structures designed to ensure the smooth running and good performance of company operations while and 
guaranteeing, with a reasonable safety margin:  

▪ effectiveness and efficiency of processes,  
▪ adequate control of current and prospective risks,  
▪ timeliness of the information reporting system,  
▪ reliability and integrity of accounting and operating information,  
▪ protection of the assets, including from a medium/long term perspective, 
▪ compliance of company activities with the regulations in force as well as with company directives and 

procedures. 

The main elements supporting the system25 are: 

Organisational, Management and Control Model26 (OMCM), pursuant to Italian Legislative Decree 
231/2001 

The OMCM is a strategic document for the governance of the Company resting on a “process” approach 
based on the risk assessment and risk management rules, the purpose also being to ensure a better reading 
experience for employees and ease of updating. The model defines and formalises the rules, standards, 
tools and control mechanisms adopted by MM in order to prevent crimes being committed as per Italian 
Legislative Decree 231/ 200127 and is comprised of two parts.  

The General Section identifies the structural characteristics of the organisation as well as the criteria for 
building the Model, the system of penalties for violations, the operation of the Supervisory Body, the 
obligations to disclose the Model and the training activities for the personnel. The Protocols (replacing the 
Special Section in the previous Model) define, in line with the General Section, the behavioural guidelines 
and operational control measures to be followed by all recipients in the discharge of their duties. Compliance 
with the Model and its effectiveness, along with responsibility for implementing the Model’s provisions and 
any updates, was delegated to the Supervisory Body, which is appointed by the Board of Directors and 
consists of three external members who comply with autonomy, independence and professionalism 
requirements. The Supervisory Body has the opportunity to undertake periodic inspection activities when 
carrying out its functions (directly or indirectly, under the body’s direct oversight and responsibility) and has 
access to information regarding sensitive business operations. The OMCM is disseminated to employees 
through periodic training initiatives, which in 2021 primarily concerned the introduction of the new (tax) 
offences covered by Legislative Decree 231. 

Code of Ethics28 

The Code of Ethics is a “Charter of fundamental rights and duties” outlining MM’s ethical and moral standards 

 
25 For further details, please refer to the “Transparency” section of the Company’s website: www.mmspa.eu. The 
documents are also published on the Company Intranet, available to all employees.  
26 The current Model underwent a major overhaul in 2020, which changed its general framework, and in 2021 following the 
introduction of new tax offences set out in Legislative Decree 231/2001. The latest approval of the Model by the Board of 
Directors dates back to the meeting of 7 May 2021. 
27 Pursuant to Articles 24, 24-ter, 25, 25-ter, 25-quinquies, 25-octies, 25-duodecies and 25-quinquiesdecies of Legislative 
Decree No. 231/2001. 
28 Like the OMCM, the Code of Ethics also underwent a complete overhaul in 2020. This version was approved by the 
Board of Directors at its meeting of 7 May 2021. 

http://www.mmspa.eu/
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and ethical and social responsibilities in dealings with both internal and external stakeholders. The Code of 
Ethics is the set of values, principles and behavioural guidelines that all partners, employees and 
individuals are required to comply with when acting in the name of MM, or on behalf of the Company. It is a 
guideline in economic, financial, social and interpersonal relations, with a special attention to issues of 
conflicts of interest.  

In order to monitor the correct application of the Code of Ethics and, where necessary, provide for period 
reviews, the Ethics Committee was established in 2017. During the year, the definitive composition of the 
Committee was confirmed, with the appointment by MM’s Board of Directors of three external members of 
recognised professionalism and morality29. In conjunction with the Supervisory Body, the Committee’s task is 
to promote the dissemination of the Code of Ethics to employees, partners and any third parties who come 
into contact with MM. The Committee is also responsible for assessing any cases where there is a breach 
(not relevant pursuant to Legislative Decree 231/01), as well as reports of potential conflicts of interest.  

 

In addition to the elements already mentioned, the internal control system draws on the support of: 

Board of 
Statutory 
Auditors 

Control body whose duty is to monitor, by means of inspections and audits, compliance with 
the law, the Articles of Association and principles of good administration. 

Compliance30 

This function reports directly to the General Manager, and is entrusted with the task of 
verifying compliance with external rules and internal self-regulation. This is done in order to 
prevent any risk of non-compliance (the risk of incurring legal or administrative sanctions, 
significant financial losses, or reputational damage). 

Data Protection 
Officer 

This role was established to comply with EU Regulation 2016/679. This officer’s task is to 
verify compliance with the provisions contained in said regulation, while also verifying correct 
application of the rules. The Officer can also provide advice to the Controller and the rest of 
the Company. 

Internal Audit31 

This function reports directly to the Board of Directors and is entrusted with the task of 
ensuring that audit activities are carried out on business processes and procedures. In 
addition, it ensures that control processes are audited in accordance with the Audit Plan 
approved by the Board of Directors, which can be updated whenever there are organisational 
or procedural changes, or when needs arise that warrant further investigation. 

Risk Manager 
Appointed figure whose duty is to identify and evaluate risks associated with any strategical 
and operational decisions made by MM, along with developing the most suitable strategies 
for managing those risks. 

Independent 
Auditors 

An external body responsible for establishing the regular and appropriate reflection of 
underlying transactions in the accounting records, compliance of the Financial Statements 
with the current legislation, as well as of the NFS with Legislative Decree 254/2016 and the 
reporting standard adopted (“limited assurance engagement” according to the ISAE 3000 
Revised principle). 

 
A priority activity for MM is the monitoring of business processes for the purpose of fighting corruption 
and complying with current legislation. Corruption is interpreted in the widest sense to include the various 
situations in which, during company activities, abuse is noted by a person – of any hierarchical level – of the 
power assigned to him/her, in order to obtain private gain. The events include not only the whole range of 
crimes against the public administration regulated by the criminal code, but also situations in which – 
regardless of the criminal relevance – a malfunction of the administration is noted as a result of the use for 
private purposes of the functions assigned, or the “contamination” of administrative action from outside (ab 
externo), whether said action is successful or remains just an attempt. 

 
29 The Ethics Committee, as it is currently composed, was appointed by the Board of Directors on 23 March 2021. 
Previously, the Ethics Committee was composed of the Board of Directors’ pro-tempore Chairmen, the Supervisory Body, 
the Board of Statutory Auditors and the General Manager and, subsequently, also on a pro-tempore basis, by the members 
of the Supervisory Body. 
30 MM's Compliance function carried out and completed all the audits envisaged in the Plan for 2021, as well as two 
additional audits requested by the General Management on the correct implementation of Covid-19 compliance (one of 
which was carried out in cooperation with the Internal Audit function). 
31 During 2021, the Internal Audit Function prepared 21 audit reports which not only reported the issues emerging from the 

audits undertaken, but also included actions for improving effectiveness and efficiency. This year, they also covered anti-
contagion rules. 



2021 Sustainability Report 
 

42 
 

MM adopted the necessary business management procedures including activities and controls which 
contribute to reducing the risk of crimes being committed in relation to corruption and bribery. Added 
to this is the desire to protect the values of ethics, legality, honesty, fairness and transparency that have led 
MM to integrate the prevention of corrupt offences into its social responsibility, to protect the organisation and 
all its stakeholders. To this end, MM has defined an Anti-Corruption Policy on a voluntary basis32, in line with 
the principles of the Code of Ethics and inspired by best practices in the field.  

Anti-Corruption Policy33 

Approved by the Board of Directors at its meeting on 15 July 2020 and updated in 2021 in the meeting of 7 
May, the Policy is aimed at preventing corrupt acts in any form, minimising the risk of perpetrating 
conduct that may be attributable to bribery, even if only attempted. Starting from an analysis of the risks of 
committing corrupt offences, MM implements and updates a system of rules and controls, integrated into 
the risk management and control system, aimed at preventing corruption offences. The Policy defines the 
procedures necessary to verify compliance, including disciplinary measures and reporting methods. The 
dissemination of the document inside and outside the organisation is promoted to all recipients through 
specific and mandatory training initiatives, ensuring full understanding of its contents. The position of Anti-
Corruption Representative is assigned to the Head of Internal Audit. Lastly, as part of the audit plan, the 
Internal Audit Function carries out periodic checks on compliance with the principles and rules of conduct 
set out in the Policy or on their effectiveness and adequacy. 

In 2018, MM adopted the whistleblowing procedure34 in relation to managing reports of offences and 
protecting whistle-blowers, updated following the enactment of Italian Law no. 179 of 30 November 2017. This 
procedure provides operational and practical guidance on how to report behaviour or irregularities which may 
damage the Company and/or public interest, whether actual or attempted. It specifies the various forms of 
protection offered to the whistle-blower, so as to remove any obstacles or factors which may discourage 
individuals from taking part in the process. 

Since 2020 the whistleblowing platform for the Municipality of Milan has been operational. This platform 
allows internal and external stakeholders to make a report anonymously or confidentially via the Internet, check 
the status of their report and interact in a fully anonymous way using a messaging system. During 2021, thanks 
to the safeguards implemented, no episodes of corruption were ascertained35. 

In line with the three-year plan shared between functions, 156 hours of training on anti-corruption issues 
were delivered in 2021, an increase compared to last year,36 including induction sessions dedicated to new 
employees, which also covered the contents of the new Anti-Corruption Policy. 

 

4.3 Creating value for stakeholders  

Today MM ranks among Italy’s top five Integrated Water Service operators in terms of volumes of water 
invoiced, among the top three engineering firms with full local public capital and among the top five operators 
of public housing at a national level in terms of number of housing units managed. 

 
32 In January 2020, the Board of Directors voted to exclude MM from the scope of Law No. 190/2012 and Legislative 
Decree No. 33/2013 pertaining to “transparency and anti-corruption” after the company acquired the status of issuer of 
financial instruments in the wake of a bond issue. 
33 The Anti-Corruption Policy is published on MM website under Home > Company > Transparency > Other content - 
Corruption. 
34 Whistleblowing is an act of civic responsibility, by which the whistle-blower (an individual who makes a report to bodies 
who are empowered to act when breaches or irregularities occur which damage public interest) contributes to making risks 
known or prevents risks or prejudicial situations occurring which may affect the organisation to which they belong. By 
extension, this is also for the benefit of collective public interest. MM adopted all the appropriate measures to protect parties 
reporting in good faith against any form of retaliation and shall ensure the confidentiality of their identity in any case. This 
is done without prejudice to any legal duties or protections to safeguard the rights of the Company or persons in the 
Company who are accused falsely or in bad faith. 
35 Any events whose circumstances are covered by Criminal Code article 318 (corruption in relation to public officers’ acts), 
article 319 (corruption resulting from acts that are contrary to public officers’ duties), article 319-ter (corruption in relation 
to judicial procedures), article 319-quater (undue inducement to give or promise benefits), article 320 (corruption of an 
official in public service), article 321 (penalties for the briber), article 322 (soliciting corruption), or article 346 bis (seeking 
to gain illicit influence) or Civil Code article 2635 (corruption between private parties). 
36 This figure in 2020 amounted to 74. 



2021 Sustainability Report 
 

43 
 

This positioning is reflected in MM’s economic performance, which in 2021 generated revenues of €267 
million (in line with the previous year) and an operating result of €19 million (compared to €39 million in 
2020). Equity, on the other hand, stood at €239 million. 

While maintaining one of the lowest water tariffs in Italy and Europe, MM has made considerable investments 
related to the City of Milan’s IWS Interventions Programme, for a value of approximately €65.5 million in 
2021, equal to €47.2 per inhabitant in relation to the resident population. As a whole, MM made investments 
totalling €71.4 million during the year.  

COMPLIANCE WITH TAX REGULATIONS 

MM has developed a consolidated approach aimed at also ensuring compliance with applicable tax 
regulations, monitoring their evolution and ensuring adequate management of the various legal 
requirements. The tax governance system ensures control over this aspect through the Administration, 
Finance, Control and Regulation Department responsible for managing tax compliance, in collaboration with 
an external specialist firm. Moreover, by monitoring the adequacy of internal procedures and processes, the 
Company also monitors the risks of tax non-compliance to prevent and mitigate any negative impact in terms 
of sanctions and reputation. MM also employs local tax and accounting consultants in the management of 
its foreign branches. 

MM promotes training for personnel responsible for managing tax activities, in order to update skills and 
ensure alignment with changing tax regulations. As mentioned (see paragraph 4.2 “Business ethics and 
integrity”), during 2021 the Organisation, Management and Control Model was also reviewed in light of the 
recent inclusion of new tax offences in Legislative Decree 231/2001. In its relations with the Tax 
Authorities and Public Authorities, MM abides by the principles of conduct and the control protocols set out 
in the Code of Ethics and the OMCM, the purpose being to ensure a climate of dialogue and cooperation 
based on the values of fairness, transparency and professional expertise. For additional details on revenues 
and taxes paid during the year, please refer to the Annual Financial Statements and the accompanying 
Notes. 

 

Through its activities, MM contributes to the creation of value and economic growth in the social and 
environmental contexts in which it operates. The representation of this wealth, measured based on balance sheet 
data, cannot therefore disregard the added value generated and distributed to all stakeholders in the area. 
In 2021, the economic value generated by MM amounted to about €179 million, while the value distributed 
amounted to about €169 million. 95% of the value generated was distributed to both internal and external 
stakeholders, while the remaining 5% was retained within MM and reinvested in business growth. 
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Direct economic value generated and distributed [in €] 2019 2020 2021 

Direct economic value generated 173,310,989 189,814,848 178,521,203 

Economic value distributed 169,301,319 166,887,228 169,394,081 

Operating costs 93,275,432 82,831,670 86,740,604 

Salaries and benefits 65,059,668 66,930,266 71,507,890 

Payments to capital providers 7,824,201 6,419,988 6,000,644 

Payments to the Public Authorities 3,082,428 10,627,374 5,091,943 

Investments in the Community 59,591 77,930 53,000 

Economic value retained 4,009,670 22,927,620 9,127,122 

 

The European Taxonomy on Sustainable Investment 

The EU Action Plan on Sustainable Finance sets as a strategic goal the activity of directing capital towards 
sustainable investments. The European Taxonomy established with the EU Regulation 2020/852 aims to 
provide companies and investors with an unambiguous criterion for classifying economic activities that can 
be considered environmentally sustainable. According to the requirements of the European Taxonomy, as 
of 1 January 2022, companies that fall under the obligation to publish a non-financial statement must report 
the share of economic activities that potentially contribute to achieving specific environmental objectives, 
the so-called taxonomy-eligible activities according to the European Taxonomy, reporting, for each of 
them, details in terms of revenue, capital expenditure (CapEx) and operating expenditure (OpEx), 
irrespective of whether these activities meet any or all of the technical screening criteria set out in the 
Taxonomy.  

Article 9 of the EU Regulation 2020/852 on Taxonomy identifies six environmental objectives against which 
economic activities can be assessed: 

1) Climate change mitigation; 

2) Climate change adaptation; 
3) The sustainable use and protection of water and marine resources; 
4) The transition to a circular economy; 
5) Pollution prevention and control; 
6) The protection and restoration of biodiversity and ecosystems. 

An economic activity can be defined as environmentally sustainable if it fulfils the following criteria: 

• contributes positively to at least one of the six environmental objectives; 

• does not cause significant harm to any of the environmental objectives (Do No Significant Harm 

- DNSH); 

• is carried out in compliance with minimum social guarantees (e.g. those laid down in the OECD 

guidelines and the relevant UN documents). 

To date, the EU has only published the delegated acts defining the technical criteria for the first two 
objectives. The delegated acts for the remaining four targets, instead, are expected in 2022, with 
application thereof starting in 2023. 

In order to meet the requirements of the European Taxonomy, in 2021 MM carried out an initial analysis 
exercise of its business activities and set up a dedicated working group composed of the relevant functions, 
which, during the year: 

• examined the provisions of EU Regulation 2020/852 and the Delegated Regulation laying down 

the technical screening criteria for determining under which conditions an economic activity can be 

considered to contribute substantially to climate change mitigation (Annex 1) or climate change 

adaptation (Annex 2) and whether it does not cause significant harm to any other environmental 

objective; 

• defined the process for the adoption of the European Taxonomy in MM, identifying the macro-

steps and actions needed to meet the necessary reporting requirements. This process consisted 

of the following steps: (1) Preliminary mapping: analysis of the activities included in MM’s 

business scope, in order to identify those eligible for the Taxonomy, in accordance with Annexes 1 

and 2 to the Delegated Regulation; this activity was carried out by referencing the appropriate 
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NACE/ATECO codes and the qualitative description of the activities reported in the Annexes; (2) 

Quantitative mapping: definition of a “reconciliation matrix” of taxonomy-eligible activities included 

in MM’s business scope by individual business line and identification of the most appropriate 

information sources for quantifying data referring to revenues, OpEx and CapEx and the allocation 

criterion (direct vs. allocation driver); (3) Calculation of performance metrics, in accordance with 

the provisions of the Delegated Regulation 2021/2178: identification of the portions of revenue, 

OpEx and CapEx directly attributable to the activities eligible for the European Taxonomy, through 

identification of the orders associated with these activities, where necessary, using appropriate 

allocation drivers; calculation of key performance indicators (KPIs) relating to revenue, OpEx and 

CapEx. 

It should be noted that, in the absence of an established and shared industry practice, this exercise was 

conducted based on the interpretation of the information available to date under the Delegated Regulation 

2021/2139 supplementing Regulation 2020/852 and the related Delegated Acts, not excluding future 

clarifications and guidance that could lead to more accurate definitions regarding the interpretation of the 

Taxonomy and the related reporting obligations. 

Revenues, Capital expenditure and Operating expenditure associated with eligible activities are illustrated 

below.  

 Eligible activity (%) Non-eligible activity (%) 

Revenues 86.53% 13.47% 

Capital expenditure (Capex) 84.25% 15.75% 

Operating expenditure (Opex) 75.90% 24.10% 

 

The analysis conducted for the 2021 reporting year showed that approximately 87% of the revenues were 
eligible according to the European Taxonomy. In addition, about 84% of the Capital expenditure (Capex) 
and about 76% of the Operating expenditure (Opex) was assessed as eligible according to the European 
Taxonomy. 

With the beginning of the 2022 fiscal year and with the approval of the new delegated acts relating to the 
other four environmental objectives, MM will expand the analysis on its economic activities and, for those 
already currently identified as eligible, will carry out a deeper analysis of whether these activities contribute 
substantially, and to what extent, to at least one of the six environmental objectives, without negatively 
influencing the others and ensuring compliance with the minimum social safeguards. 

Please refer to “The European Taxonomy: Supporting Information” section for more information on the list 
of eligible activities identified by MM, the description of the main assumptions made and the definition of 
the calculation methodology adopted. 

 

4.3.1 Environment Plan and investments in the Integrated Water Service 

The evolution of the IWS is key to urban growth: the challenge is to manage water in a sustainable and 
resilient manner under an “urban metabolism” approach, in line with the city's digital transformation and meet 
new environmental, social, energy, and economic requirements. 

The investments for the IWS are set out in the Environment Plan, which extends to 2037. The Plan sets 
out the actions necessary to improve service levels, protect the environment, and rationalise the use of water 
resources in terms of conservation and quality improvement. The main goals of the Environment Plan 
concern the different stages of water resource management: abstraction and supply, water purification and 
distribution, sewerage (collection), and wastewater treatment. 
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An analysis of the current state of works and facilities is the first step to identify the investments which are 
necessary to achieve set goals, with short-, medium-, and long-term actions. The forecasting and planning 
for each activity take into account technical aspects, economic effects, management methods, the socio-
environmental impact and start-up, execution and completion timeframes. In addition, to achieve the goals 
related to the investments of the Environment Plan and the schedule of operations, the Company focused the 
roles and responsibilities of the structures concerned to ensure an integrated management of the various 
operational stages, from the planning and scheduling of operations to their execution and reporting. 

During 2020, following the previous update in 2015, the Environment Plan was further revised and 
approved by the Conference of Municipalities of the Area of the Metropolitan City of Milan with Resolution No. 
5 of 21 December 2020. The update was necessary to change and adapt the Investment Plan and the related 
Economic and Financial Plan to the current and future needs of the local area and to comply with the 
provisions of the sector legislation. It was carried out in conjunction with the tariff preparation for the 2020-
2023 third regulatory period, which was approved by ARERA with Resolution no. 416/2021/R/idr of 5 October 
2021.  

The Environment Plan37 illustrates the technical data relating to the current setup of the Integrated Water 
Service infrastructure and the performance levels offered by MM as defined according to the rules of the 
Technical Quality Regulations pursuant to ARERA Resolution 917/2017/R/idr. 

MM'S FINANCIAL STRATEGY TO SUPPORT THE IWS 

MM has defined a financial strategy aimed at guaranteeing financing for investments provided for by 
the Environment Plan. It is therefore possible to maintain the quality of service being provided and ensure 
the water network’s optimal conditions. It started with the following two transactions performed in late 2016: 

▪ A contract was signed for €70 million in financing from the European Investment Bank (EIB), with 
the last payment due in 2034. These financial resources were accessed through the European Fund for 
Strategic Investment (EFSI), under the so-called “Juncker Plan”, and became available in 2018. 

▪ A €100 million bond issue was placed. This was directed at institutional investors and was listed on 
the Dublin Stock Exchange’s regulated market (Euronext Dublin), with maturity in 2035. MM also 
obtained rating assessments from Standard and Poor's (currently BBB) and Moody's (currently 
Baa3). This confirms the Company's positioning in the “Investment Grade” area for 2021 as well. 

 

4.4 Supply chain management 

MM relies on the support of several economic operators, carefully evaluating each procurement of works, 
goods and services to ensure quality and competitiveness, preventing any reputational risks. Over the years, 
the Company has adopted procedures focused on the transparent management of the supply chain, 

 
37The Environment Plan, is prepared in accordance with D.G.R. No. XI/2537 dated 26 November 2019 “Approval of the 
regional guidelines for the updating of the integrated water service environment plans”. 
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which complement and implement the provisions of the Code of Ethics. In particular, all supplies and contracts 
must be motivated by actual business needs, and the choice of supplier must take into account achieving the 
expected qualitative and quantitative levels and respecting the expected implementation timeframes38. In 
addition, MM does not maintain relationships with entities whose operations are incompatible with its ethical 
standards, that do not comply with Italian and international business regulations in terms of worker protection, 
or which can give rise to suspicion of collusion or tax evasion.  

In 2021, the review of the contractual clauses between the data controller and the data processor reflected in 
existing contracts with suppliers continued, so as to establish their compliance with Article 28 of the GDPR. At 
the same time, the Data Protection Office (DPO) was already involved in the drafting of the new contracts to 
verify their compliance ex ante39. During the year, the appointment of the supervisory company in charge of 
monitoring the Green Passes as Data Processor was also updated. Thanks to the measures adopted, there 
were no incidents of data loss or breach of privacy during the year.  

As a wholly-owned subsidiary of the Municipality of Milan, which exercises powers of supervision and control 
over the Company as well as its services, MM operates in accordance with applicable public procurement 
regulations. The specific procedure40, updated in 2021, applies to activities subject to the Public Procurement 
Code. It sets out the duties, responsibilities and process for the award of public procurement contracts, 
according to the responsibilities and powers vested in the figures that comprise the Company's organisation, 
ensuring the compliance of business processes with applicable laws. The procedure lists the principles to be 
followed in each procurement process (effectiveness, economic viability, timeliness, fairness, competition, 
non-discrimination and equal treatment, transparency and disclosure, proportionality and rotation) and in 
managing relationships with suppliers so as to avoid potential conflicts of interest (honesty and objectivity, 
professional and exemplary conduct, confidentiality and fairness).  

Contracts are awarded on the basis of the most economically advantageous tender, which is selected on 
the basis of the best value for money without prejudice to legal, regulatory or administrative provisions on the 
pricing of specific supplies or the remuneration of specific services (article 95 and 96 of the Public Procurement 
Code). Contracts are awarded to the lowest bidder only in the cases allowed under the Public Procurement 
Code and applicable regulations in force, should this basis be considered more appropriate relative to the 
requirements.  

In 2021, MM continued the electronic management of the qualification activities of Economic Operators 
and the updating of the relevant documentation, carrying out spot checks on the self-declarations made. The 
current Supplier Register saw the previous version of the Register, developed starting in November 2017, 
and all new negotiation events merged into the new e-procurement platform41 through which the registration 
processes are managed electronically, subject to the appropriate Regulations42. The purpose of registration 
in the Suppliers Register is to assess the compliance of economic operators with the regulatory requirements 
on public procurement and to track the process of certain technical and professional requirements, as well as 
their organisational and managerial capabilities and economic-financial soundness, in compliance with the 
regulatory and corporate tools and criteria defined by MM. Interested suppliers apply by filling in a 
questionnaire on the e-procurement platform. 

In 2021, MM also updated its vendor management procedure, which describes the operating procedures for 
managing the qualification process of economic operators, of activities subject to the Public Procurement 
Code, as well as for assessing the quality of suppliers. The purpose of the supplier quality management 
phase is to significantly and continuously improve the quality and reliability of the suppliers contracted by MM. 
It involves a process of performance assessment and monitoring by the contract manager during the execution 
phase (with particular reference to service levels and compliance with contractual clauses). In the event of 

 
38 Upon contract execution, acceptance of the provisions of the Organisation, Management and Control Model, the Code 
of Ethics and the new Anti-Corruption Policy is also required. 
39 In addition, rules were defined with the Information Technology Department for the forwarding of the list of “external” 
System Administrators by suppliers contracted by MM, in the event that the supplier, due to the nature of the services 
offered to MM, needs to appoint System Administrators and communicate the relevant list to the Company at the start of 
activities. 
40 The “Tenders and direct assignments management” procedure defines: “Works” as referring to the construction, 
demolition, recovery, renovation, restoration and maintenance of works and plants (including potential supplies), “Supplies” 
as referring to purchases of goods and materials (including the laying and installation of said goods and materials, in the 
event the value of the supply accounts for most of the overall amount), and “Services” as referring to technical-operational, 
professional, consulting, architectural and engineering services, as well as other technical services as per Article 157 of 
Legislative Decree 50/2016. 
41 MM’s e-procurement platform can be accessed at https://mm.pro-q.it/  
42 The Regulations of the Supplier Register, updated in December 2021, are published on MM’s website in the section 
Home > Tenders > MM Supplier Register. 

https://mm.pro-q.it/
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contract resolution, sanctions, fines, criminal or serious warnings and repeated formalised contractual 
breaches, the supplier can be suspended from the Register. 

At the end of 2021, the e-procurement platform had a total of 3,514 registered economic operators, of which 
2,579 were qualified in specific product categories. The total number of economic operators awarded a 
contract or assignment by MM was 719.  

MM’s suppliers are divided into three product macro-categories, defined according to article 3 of Italian 
Legislative Decree 50/201643. The three categories represent the macro-groups of product categories and 
sub-categories to be used in identifying the operations to be contracted out to economic operators, that is 
contractors, suppliers of goods, and providers of services. 

Suppliers registered as approved, by product category44 

Product category u.m. 2019 2020 2021 

Services 

No. 

1,331 1,265 1,533 

Supplies 544 530 655 

Works 996 1,000 1,135 

 

Economic operators apply to be included on the Register by product category, and by amount class within 
each category. Registration confers the suppliers’ eligibility to take part in negotiated or direct awarding 
procedures called by MM, as per the rules set out in the Supplier Contracts Code and the “Tender and Direct 
Contract Award Management” company procedure in compliance with the principles of transparency, equal 
treatment, non-discrimination and proportionality. The process whereby suppliers qualify for inclusion in the 
Register is handled by a specific Function, subject to checking whether the documentation evidencing the 
supplier’s company details has been provided and whether the technical and economic expertise requirements 
are met. 

Well aware of the potential for improvement in the sustainable management of the supply chain, MM promotes 
the dissemination of green values as distinctive elements of its suppliers and the sustainability of the products 
used, directing its choices in the procurement of goods and services characterised by a greater attention to 
environmental impact. In this regard, the registration process also keeps track of characteristics related to 
sustainability parameters, such as the presence of any quality, environmental or occupational health and 
safety management system certifications, as well as the adoption of an organisational model pursuant to 
Legislative Decree no. 231/2001.  

Features of registered suppliers45 

Suppliers with environmental and 

social certification 
u.m. 2019 2020 2021 

Social certification (e.g. SA8000) 

No. 

198 210 220 

Environmental certification (e.g. ISO 14001, 
ISO 50001) 

1,039 975 725 

Quality certification (e.g. ISO 9001) 2,560 2,279 2,347 

Occupational Health and Safety Certification 
(e.g. OHSAS 18001, ISO 45001) 

771 700 685 

 

In 2021, the percentage of registered suppliers with social certifications (SA8000, OHSAS 18001, ISO 45001) 
is 20%, while the percentage of registered suppliers with environmental certifications (ISO 45001, ISO 50001) 
is 21%. 

 
43Article 3 of Italian Legislative Decree 50/2016 defines Public Service Contracts (contracts between one or more 
contracting authorities and one or more entities concerning the rendering of services other than those listed in letter II) of 
said Article); Public Procurement Contracts (contracts between one or more contracting authorities and one or more entities 
concerning purchases, finance leases, operating leases, or leases with or without option to buy, of products, including also 
siting and installation work); and Works (construction, demolition, recovery, urban and building renovation, replacement, 
restoration, and maintenance of works). 
44 Some suppliers may be registered for one or more product categories included in the Register. 
45 Some suppliers may have more than one certification and/or management systems. Upon their inclusion in the Register, 
all new suppliers are required to disclose whether they have environmental and social certifications and/or management 
systems. Meeting these requirements is considered a plus when assessing and selecting suppliers. 
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MM does not select suppliers based on geography, as it has decided to prioritise other qualitative, economic, 
and sustainability-related factors in managing contracts – and geographic limitations violate the constitutional 
principle of equal treatment (article 3 of the Italian Constitution) as well as EU contract laws requiring 
contracting authorities to treat suppliers equally. However, the Supplier Register allows to analyse the 
geographical distribution of economic operators included in it and approved46, most of which are located 
in Italy (99%) and specifically Lombardy (53%) and in the Province of Milan (32%).   

 
46 For the purpose of classifying suppliers registered in the Register by geographical area, the supplier’s registered office 
location was taken into account. 
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5. We value our people 

People are at the centre of MM’s operations, whether they are locals making use of the services provided 
by the Company or employees contributing to business development. Development that cannot disregard the 
well-being of people, the guarantee of a comfortable and safe workplace and listening to their needs, in a 
climate of mutual respect aimed at the development of skills and personal satisfaction. 

Respect for work and workers’ rights form the basis of the Company’s policies, together with the 
commitment to eradicating any kind of illegal, child and forced labour and of discrimination. MM promotes 
diversity, inclusion and equal treatment in employment, in accordance with applicable laws and the principles 
set out in the UN Universal Declaration of Human Rights.  

MM ensures ethical conduct by company staff (at all levels and professional categories) through an internal 
control system and adoption of high ethical standards, in order to avoid situations where there is a conflict of 
interest or potential harm to the Company (see paragraph 4.2 “Business ethics and integrity”). 

A People Strategy plan was launched in 2021, through which to develop and manage the technical, 
managerial and relational skills that contribute to MM’s excellent results, innovation and sustainability. The 
project started with the establishment of a Steering Team composed of the General Management and the 
Company’s top management, with the task of defining management models and development paths for MM’s 
employees, as well as the rules and tools for their evaluation and enhancement. Key elements of the project 
include the definition of the competency model, talent management, the performance evaluation process with 
the correct weighing of Company positions, management training and digitisation of processes and 
competencies. 

PEOPLE STRATEGY IN MM 

The definition of a Plan for leveraging and developing human and intellectual assets in MM is an 
essential factor in pursuing the Company’s mission and continuing to ensure the highest standards of quality 
and efficiency in the services managed, operating with competence and competitiveness. The Plan 
contributes to giving value to the nature of a public enterprise at the service of the community, undergoing 
constant transformation in order to become more agile, integrated, structured, equipped with digital 
technologies and management systems, ready to take on any new needs identified by the Municipality of 
Milan that may change its business assets, and capable of guaranteeing lasting sustainable development.  

MM’s People Strategy provides for a plan of activities shared by front-line management staff within the 
Steering Team for the development of:  

▪ Competence Model (to express the set of values, skills, behaviours expected for MM’s sustainable 
development);  

▪ Talent Management (to attract, identify, develop and retain professionals and key figures for MM's 
future); 

▪ Performance evaluation process (to match people’s professional commitment to the Company’s 
strategy, monitor results and promote professional growth);  

▪ Weighing of Positions (to ensure internal equity and assess those technical skills and professional 
experience that are more sensitive for MM in relation to the external labour market);  

▪ Managerial Training Plan (to support front-line staff in understanding their role within the Company 
strategy and in understanding and effectively applying the managerial levers available to them to 
manage employees);  

▪ Digital DNA & Open innovation (to identify and develop digital skills in MM);  
▪ Digital Workplace (to introduce and disseminate hard and soft enabling technologies).  

 

In 2021, the steady growth of MM’s workforce continued with an increase of just over 2% compared to 2020, 
for a total of 1,322 employees (increasing to a total workforce of 1,346 people including internships, 
collaboration contracts and temporary employment contracts). One of the determining factors that contributes 
to this steady increase (amounting to about 4% in the last three years and over 13.5% in the four-year period47) 
is the expansion of the activities assigned to MM by the Municipality of Milan and the consequent recruitment 
campaign for staff to carry out the street drain cleaning services, facility management activities and the 
maintenance of green spaces for the public housing property managed by MM. 

 
47 Over the last four years, MM’s human resources have grown from 1,164 to 1,322 employees (source: 2020 Sustainability 
Report).  
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The Company has also confirmed its desire to stabilise the relationship with its resources, favouring the use 
of permanent contracts (+5% compared to 2020).  

 

5.1.  Diversity and equal opportunity 

MM aims to continuously improve the quality of life (professional and personal) for company employees, 
guaranteeing the respect for diversity and equal opportunity and fostering the emergence of distinctive 
skills.  

The diversity of profiles, knowledge and backgrounds is an added value for the benefit of business and 
community development. Over the years, MM has consolidated practices intended to promote the skills and 
ability of each individual, regardless of their gender, age, origin, or other factors that could serve as a pretext 
for discrimination. Moreover, the Code of Ethics also governs behaviour and values which underlie staff 
management. According to the Code, diversity should be considered as an asset for a more effective and 
efficient development of strategies, planning and in the supply of effective services.  

THE UTILITALIA DEAL - DIVERSITY MAKES THE DIFFERENCE 

Since 2019 MM has been among the signatories of the “Utilitalia Deal - Diversity Makes the Difference”, 
a shared programme of principles and commitments designed to underpin the Diversity Management 
scheme signed by 26 Utilitalia member utilities and drafted with the contribution of the members as well as 
of Valore D and the Belisario Foundation. The Deal is based on the conviction that to foster development, 
the business model requires personnel training and management policies that ensure the growth of people 
and the enhancement of different professional skills and competences, towards a strategic management 
of diversity that promotes the dissemination of an inclusive culture, in addition to the traditional equal 
opportunities policies. 

MM actively participates in the work carried out by Utilitalia’s Diversity Commission for the “Inclusive 
Management of Utilities”. The Commission is committed to the development of concrete changes such 
as the dissemination of inclusive governance models, the adoption of transparent recruitment and evaluation 
policies, a better work-life balance, the improvement of corporate welfare measures and the development 
of internal and external awareness and training initiatives. 

 

With 435 women in the workforce, MM has a female presence of 33%, in 
line with previous years. The discrepancy between the two components is 
due to the specific nature of MM’s business which, particularly in the past 
has attracted mainly male professionals. For instance, among manual 
workers, men account for 85% of the total, slightly higher with the addition 
of the new resources covering facility management activities as part of the 
Routine Plant and Infrastructure Maintenance Business Unit and green 
management for public housing. The presence of women, on the other 
hand, continues to increase in top positions (managers and middle 
managers) where they account for 32.5% of the total, an increase of almost 
9% compared to 2020.  
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THE VALERIA SOLESIN AWARD 

MM has been supporting the Valeria Solesin Prize for many years. The competition is aimed at students 
from all Italian universities, public and private, inspired by the studies of the young Venetian researcher who 
died in the attack on the Bataclan Theatre in Paris on November 13, 2015. The award is promoted by Forum 
della Meritocrazia and Allianz Partners and sponsored by the Municipality and the Metropolitan City of Milan. 
In 2021, the Scientific Committee selected 12 papers, which tackled the theme of “female talent as a key 
driver for the development of the economy, ethics and meritocracy in our country”, ideally picking up 
the baton and cultural legacy of Valeria Solesin, whose studies provided insights into the dual role of women 
– as they are called upon to cope with work and family duties – and into the positive effects of a balanced 
presence of women in companies. 

 

MM’s recruitment policy initiated in previous years 
continued in 2021 with 124 new employees, 24.2% of 
whom were under 30 years of age (up from 22.2% in 
2020), and 95 terminations, of which 30 due to 
retirement, 6 due to natural termination of employment, 
2 due to dismissal and 2 due to death. MM complies 
with current regulations on vulnerable categories, 
with 32 disabled employees and 2 belonging to other 
protected categories in accordance with Article 18 of 
Law 68/9948 in force in 2021 (in line with 2020).  

The recruitment and selection of staff are managed based on internal procedures, in compliance with the 
principles of transparency, publicity and impartiality49. The process is based on the identification of the most 
suitable candidate taking into account technical and specialist skills, in line with the requirements of the role. 
The initial phase focused on defining the role profile sought, is followed by job postings on targeted channels, 
specific search engines and in the “Work with us” section of the company website, to which candidates can 
reply by filling in an online form and attaching their CV50. Moreover, the job posting service dedicated to MM’s 
employees, who can participate in the recruitment process alongside external applicants, is available on the 
company intranet. Given its success, the new process for managing the selection process adopted during the 
pandemic period was maintained, with the majority of interviews being conducted remotely, with the 
exception of the technical-manual assessments for manual workers. 

The year also saw the start of the exploratory phase of the transition of several interconnected human 
resources management processes to SAP, aimed at defining an integrated and efficient model. The 
recruitment and selection processes were also analysed with a view to aligning them with the new standards. 
Moreover, the new platform is expected to be operational in the second half of 2022.  

 

5.2.  People’s skills and professional expertise 

5.2.1. Training and education 

Personal and professional growth of staff is essential to Mm’s development. Indeed, it is by stimulating the 
capacity for people growth and innovation that MM puts itself at the service of the city, participating in its 
evolution and transformation. The training courses promoted by the Company are aimed at consolidating and 
strengthening employees’ technical and transversal skills, mitigating the risks associated with carrying 
out operational activities, with particular reference to occupational health and safety and environmental issues, 
as well as raising awareness among employees towards critical events that could be potentially damaging to 
the Company’s reputation.  

The procedure, adopted in 2018, and subsequently updated in early 2022, describes the process and steps 

 
48 Orphans and widows/widowers of those who have died as a result of work, war and service, or as a result of the 
worsening of the disability reported for such causes; persons entitled to the same rights, i.e. spouses and children of 
persons recognised as highly disabled due to war, work and service; repatriated Italian refugees. 
49 Principles both derived from EU legislation and contained in Article 35 of Legislative Decree no. 165/2001 (as amended 
by Legislative Decree no. 75/2017) and Legislative Decree no. 231/01 
50 The recruitment process is activated to fill new positions or vacancies resulting from turnover, to replace employees on 
leave (e.g. parental, sick, and injury leave, leave of absence), in accordance with the parameters for the recruitment of 
disabled persons as per Italian Law 68/1999. 
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MM must follow in training its people, as well as how to report on the initiatives carried out. The training 
process, which is constantly changing, consists of four stages: 

 

MM offers in-class, on-the-job, and e-learning courses that fall within five categories:  

▪ Mandatory, delivered by the relevant Functions, dealing with various aspects such as occupational 
health and safety (required under Legislative Decree 81/2008), compliance (required under Legislative 
Decree 231/2001), privacy, anti-corruption (required under Law 190/2012), environment and waste 
management, and project validation; 

▪ Technical and specialist, on technical topics, closely related to the job tasks performed; 

▪ Organisational, covering courses on quality or on new management methods across the company;  

▪ IT, managed in coordination with the ICT Department on new applications or cybersecurity;  

▪ MM Academy, dealing with construction and hydraulic engineering, which are part of the company's 
know-how51. 

The training programme, excluding the topics required by law, is defined according to the strategic objectives 
of the Business Plan, the requirements of the corporate functions, as well as internal and external audit findings 
highlighting the need to explore certain topics. In defining training needs, the Company moved from a bottom-
up approach, where it is up to employees to apply for the courses they are interested in, to a formalised top-
down approach aimed at structuring cross-functional training activities that match business areas.  

The objective remains to empower people, create opportunities and invest in knowledge. In 2021, 
preference continued to be given to the remote training mode, the benefits of which – in terms of investment 
optimisation, access to learning content and number of employees reached – were successfully tested during 
the health emergency and lockdown periods. The satisfaction of participants is monitored through the use of 
satisfaction questionnaires. This tool makes it possible to collect feedback for improvements pertaining to 
organisational aspects, teaching and content (the aspects assessed include: the quality of the teaching 
material, the relevance of the topics with respect to professional development needs, the effectiveness of the 
training activities through to the logistical aspects associated with offering the course).  

In 2021, training on the development of technical and specialised skills primarily focused on MM’s role as 
a contracting authority and thus on professional development paths for Contract Executive Managers, 
Operations Managers and Site Inspectors. A course on Governance and Secretarial Management was also 
introduced, as well as courses dedicated to the administrative and technical resources of the Housing Business 
Unit and training on the “Agile” methodology dedicated to the ICT Department.  

For new resources, MM periodically organises introductory activities which, in addition to presenting the 
Company, complement the curriculum with mandatory training on the subject matter provided for by Legislative 
Decree 231/2001 and the Anti-Corruption Policy. The goal is to foster integration and familiarisation with the 
company and its culture, for an onboarding process that is as stimulating as possible.  

Once again in 2021, MM relied on training funds, which allow companies to offer specialist training to their 
employees by accessing joint interprofessional funds to cover costs. The courses, offered by MM or in 
collaboration with other entities, are intended to upgrade or expand professional skills in accordance with the 
technological and organisational innovation of the processes. 

MM’s INVESTMENT IN TRAINING 

Investing in the training of people forms an integral part of MM’s development strategy, which considers 
“strengthening” skills as a fundamental tool for creating shared economic value, attracting and retaining 
talent and increasing the employees’ sense of belonging. Company training, unlike academic training, is 
often geared towards “know how” rather than knowledge. For this reason and in view of the underlying 
investment required, training schemes can be subject to measurement of effectiveness and return on 
investment. As part of the analysis started in previous years, in addition to direct costs incurred for 

 
51 Although outside the scope of the corporate procedure, MM Academy training is also subject to a process that requires 
the definition of the annual course syllabus, which is published on the corporate Intranet and promoted through partner 
channels. 
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organising or purchasing courses, MM also added indirect costs, in other words the hourly cost of workers 
engaged in training activities and, as such, not performing their regular job tasks. In 2021, an even more 
precise figure was obtained, which quantifies the indirect investment in the specific person based on the 
average cost per hour by job category.  

It turned out that in 2021 total investment in training exceeded €1,380,000, of which about €380,000 
consisting of direct costs (of which about 25% referred to funded training) and just over €1,000,000 
consisting of indirect costs.  

 

A total of 26,455 hours of training were provided in 2021, up from both 2020 (+57%) and the pre-pandemic 
2019 levels (+24%). With 20 average hours of training per capita in total (+54% compared to 13 hours in 
2020).  

Two of the categories most affected by training are Executives (70 hours per capita) and Middle Managers (58 
hours per capita). This, also thanks to the managerial training plan developed in cooperation with the SDA 
Bocconi School of Management with part of MM’s in-house teaching staff and aimed at all company 
management roles. In 2021, 15 training events were organised, including virtual classroom lectures, teaching 
simulations and self-assessment tools, for a total of 6,178 hours delivered and 148 people trained. The path 
will continue in 2022. 

PEOPLE STRATEGY | MANAGEMENT TRAINING 

The Managerial Training Plan is the functional element in actualising MM’s People Strategy, as it 
accompanies the Company’s front lines along a dedicated path of professional development and support 
with the managerial tools and levers at their disposal. The aim is twofold: on the one hand, to promote a 
sense of awareness among top management and alignment with the Company’s values and strategy, 
including through dialogue for a collective construction of meaning. On the other hand, to experiment and 
train the Company’s second lines based on a top-down approach. Consisting of four modules, the course 
covers topics such as: the role of management in strategic planning starting from an understanding of the 
economic, organisational and labour context; the importance of performance management from the 
definition of objectives to their evaluation; the People Strategy as a tool to make the most of the individual 
differences between employees, motivate them and guide their behaviour; and the role of leadership in 
guiding change, with the understanding that the corporate strategy can only be achieved through the active 
contribution of the individual, as well as of the entire corporate structure, based on a widespread 
responsibility and accountability mindset. 
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With reference to the environmental training provided in 2021 (for a total of 526 hours), the course on the 
changes introduced in waste management by Legislative Decree 116/2020 started in 2020 was extended to 
the aqueduct and to the staff functions concerned. In the training sessions organised internally and focused 
on the Engineering and Housing Divisions and Staff functions, the topic of Green Procurement and the 
application of the Minimum Environmental Criteria (CAM) was also addressed. The course, in fact, provided 
an overview of the “green” provisions of the Public Procurement Code, with a focus on the CAM tool and 
specifically on how these provisions are adopted and introduced in tenders. Over the next year the main focus 
will be on training on “excavation soil and rocks”, “maintenance waste management” and new CAMs, in order 
to provide MM staff with an up-to-date and in-depth knowledge on environmental issues, in line with legislative 
changes. 

DIGITAL WORKPLACE | WORKING IN ZERO GRAVITY  

The Digital Workplace project for the digitisation of processes includes specific training on new 
applications (the Microsoft 365 suite tools) and new working methods by the Guides (see paragraph 
4.1.1 “Innovation and digital transformation”). The first step was to share a new perspective that looks at 
technology and sees the possibility of disrupting and simplifying the approach to work, moving to a “zero 
gravity” mentality, in other words without the weight and limitations dictated by force of habit. The training 
thus becomes a metaphorical journey into space, with a “take-off” phase during which MM’s “crews” 
become aware of how to work to adopt the Digital Workplace, followed by an “acclimatisation” phase with 
practical exercises on understanding how to work in zero gravity environments or how to redesign processes 
from a digital perspective, and finally the “spacewalk” phase, developing use cases starting from real 
business processes, made more effective and efficient through digitisation. The 49 use cases identified by 
the teams, divided into 3 categories based on the People Strategy competency matrix (see paragraph 5.2.2 
“Performance assessment”) were made available to the Company’s employees as a starting point for 
practical applications, and those voted as most significant by MM employees were recognised at the WOW! 
Awards (see paragraph 5.3 “Corporate welfare”).  

 

MM ACADEMY | THE SUSTAINABLE AND RESILIENT DESIGN COURSE IN MILAN 

The MM Academy is the corporate academy created by MM with the aim of making available to the internal 
and external public the Company’s wealth of technological innovation and its construction and hydraulic 
engineering know-how accumulated in over sixty years of designing, building, and operating major works, 
public transport infrastructure, water systems and utility services. The positioning objectives of the Academy 
include promoting a culture of competence, in particular for a high-performing public company serving 
citizens, as well as raising awareness of MM’s decades-long commitment to building and transforming the 
city of Milan. The training programme promoted by the MM Academy includes classroom courses and 
technical visits to the Water Service plants and the M4 line construction sites. The teaching content is 
delivered by MM’s internal staff, which may also rely on external collaborators. The general organisation, 
on the other hand, takes place in collaboration with the Engineering Society and the Society of Architects, 
Planners, Landscapers and Conservationists of the Province of Milan. In addition, participants in these 
activities are eligible to receive professional training credits. 
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After a temporary suspension of activities during the lockdown period due to 
the pandemic, in autumn 2021 the MM Academy created, in collaboration 
with the “Città Resilienti” Project Management Team (Environmental 
Transition Directorate) of the City of Milan the free training course entitled 
“Milan in transition: actions and strategies for a resilient future”. The 
common objective was to offer technicians and designers an important 
professional training opportunity which, through the sharing of knowledge, 
methods and tools can enhance their technical skills towards sustainable 
design, providing a comprehensive view of the evolution and transformation 
that Milan is experiencing.    

The online course was alternated with theoretical sessions, dialogue, 
practical exercises and case study presentations, as part of three modules 
devoted respectively to: “New frontiers for sustainable energy: from energy 
communities to positive energy districts (PEDs)”; “Adaptation and mitigation 
strategies for urban shocks and stresses: designing SUDS (sustainable 
stormwater drainage systems)”; and “Optimising construction planning, 
construction and management: BIM (building information modelling)”.  

The course was taught by staff from the Municipality of Milan (Environmental Transition Department) and 
MM, with the involvement of the Milan Polytechnic, AMAT, ENEA, IRIDRA, RSE, etc., among others. In 
addition, FAST and the FAST Ambiente Academy, as recognised providers, took care of the organisational 
secretariat, logistics and the process for the recognition of professional training credits for engineers. The 
course was attended by 188 individuals, including 29 MM employees. 

 

LOOKING TO THE FUTURE... 

Over the next few years, particular attention will be paid to the training provided to support the Energy 
Management System and the gradual dissemination of the BIM - Building Information Technology 
methodology, as a design tool for both linear and site-specific development works for employees in the 
Engineering Business Unit. 

 

5.2.2. Performance assessment 

For years, MM has adopted an employee performance evaluation process through which the individual 
contribution of each person is monitored and developed in relation to the Company’s defined business 
priorities.  

Goals include: 

 

Each manager defines the priorities to be assigned to his or her employees on the basis of the Company 
objectives. A structured interview is then used to evaluate the results achieved and the skills developed by the 
employee, with respect to those assigned at the beginning of the year, defining possible paths of development 
and improvement working closely with the Organisation and Human Resources Business Unit. The Custodians 
of MM’s Public Housing property, instead, adopt a “ranking” mechanism based on the feedback from the 
managers of the local offices, while managers are assessed by relying on an MBO (Management By 
Objectives) system, based on the achievement of quantifiable and measurable objectives in line with the 
development strategy and the business plan52.  

The definition of the People Strategy has entailed and will entail a paradigm shift in the management of human 
resources and career development, ensuring the creation of a business environment geared towards personal 
and professional development and the maintenance of a high level of motivation. 

In 2021, the performance evaluation process was revised with a view to change management, reinforcing 
MM’s focus towards an assessment model inspired by principles of fairness, meritocracy and transparency, in 

 
52 In 2018-2019, the assessment process involved approximately 90% of MM’s human resources. 
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which people’s qualities and aptitudes can emerge, enabling individuals and teams to unleash their full 
potential.  

PEOPLE STRATEGY | WEIGHING OF COMPANY POSITIONS 

The weighing of corporate positions contributes to the actualisation of the Company’s People Strategy and 
is aimed at understanding the market value of jobs in MM, cross-referencing the data with the strategic 
nature of the specific role, in other words the responsibility covered in the organisation and the ease of 
finding an external candidate to cover this role in case the employee leaves MM.  

In line with international standards, the weighting of positions is based on three evaluation criteria that 
methodologically differentiate the weighting of the role from the identification of talent: know-how, 
understood as any kind of relevant knowledge or skills; problem solving, which measures the amount and 
nature of thinking required to fill a role; and accountability, in other words the effect of the role on the final 
results. 

In fact, the system for evaluating, classifying and weighing roles enables an objective analysis of the 
Company's professional expertise, identifying those skills to be considered strategic and determining their 
relative value with respect to other roles of the same level, both within the organisation and in other 
companies with characteristics similar to MM. 

 

Following up on the work to standardise the company’s work tasks, in March the evaluation process was 
digitised through the development of the SAP SuccessFactors platform, leading to an interactive 
management of the different steps and actors involved. In addition to the achievement of the objectives 
assigned based on the work performed, the evaluation process analyses the development of competences 
defined at a corporate level in collaboration with management, aligning them with the key elements for the 
growth of MM’s business. The competencies model defines the overall set of expected professional 
behaviours, which objectively represent performance expectations for the personal growth of employees and 
of the organisation. 

PEOPLE STRATEGY | COMPETENCIES MODEL  

The competencies model – the first step of MM’s People Strategy – is the formalised definition of 
expectations in terms of attitudes, behaviours and working methods necessary for the creation of value 
and the achievement of corporate objectives.  

The model is based on the principle of sustainable value: 

▪ for people (expresses the desire to create a professional context that puts people at the centre, 
offers development opportunities for everyone and builds a managerial and professional community 
in which respect, continuous improvement, transparency and integration are disseminated and 
enforced at all levels of the organisation);  

▪ for the organisation (places the focus on the need and opportunity to make MM stable, adaptable 
and in a position to face future challenges, equipping the organisation with behaviours that make it 
more effective and efficient in its processes, including by capitalising on the opportunities offered 
by digital technologies);  

▪ for the customer (generated through a mindset and a skill set that, starting from a thorough 
understanding of the needs of different types of customers, external as well as internal, ensure 
listening and a proactive behaviour). 

Both the performance management system and the talent management process refer back to the model. 

 

The main purpose of the evaluation process is the development and formalisation of a relationship model 
between managers and employees. Within this model objectives, expectations and quality standards are 
clear and there is a common understanding thereof, an ongoing monitoring of progress is ensured, and the 
results achieved during the reporting period are evaluated through dedicated feedback, facilitating the 
definition of appropriate improvement and development paths. The entire process of assigning objectives is 
driven by the definition of business priorities. The objectives defined are first translated into MBOs for 
management and subsequently adopted into objectives for individual employees based on the Balance 
Scorecard model. The model sees each objective ranked in relation to the specific organisational purpose, 
with the definition of clear performance indicators.  

Managers in the capacity of evaluators play a key role in this process. The goal, in fact, is to equip them 
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with tools that make the assignment and evaluation of objectives easier and allow them to focus on walking 
employees through their growth path, while accurately pinpointing company business needs. Innovative tools 
such as multi-stakeholder evaluations and continuous feedback have been introduced and integrated into the 
new model, which aims to ensure an interim monitoring and alignment of performance along the entire journey, 
including outside the formal evaluation window. 

Between February and March 2021, specific training was provided to evaluators to start the evaluation 
process using the new methods, as well as communication initiatives deployed at all levels of the organisation 
to allow employees to become familiar with the new system through videos and manuals. In 2021, the phase 
of assigning objectives was therefore initiated and completed, involving 90 per cent of the Company’s 
employees (Executives and Public Housing property custodians are excluded as they are evaluated based on 
a different model than the one described above). 

PEOPLE STRATEGY | TALENT MANAGEMENT 

For MM, recognising talent means bringing out the full potential in each individual, identifying the 
most suitable people to fill key roles and positions for the organisation, and supporting their development 
through specific programmes. The talent management process is designed to attract, identify, develop and 
retain professionals and key figures for MM’s future.  

Thanks to the work of the Steering Team, an eligibility and talent development framework was defined, 
based on a set of factors and competencies deemed to be of value for the implementation of MM’s current 
and prospective strategy. By analysing the candidates for MM’s front lines, the Steering Committee identifies 
talent and potential in which to invest, selecting the individuals for each role based on a meritocratic 
approach from all levels and areas of the organisation, thus also bringing to the surface and taking full 
advantage of “hidden talent” within the organisation.  

The project kicked off in 2021 with a focus on the talent assessment and identification phases, and will 
continue with the identification of new deserving candidates. The candidates, in turn, will be engaged in a 
path of actions customised according to the specific characteristics and needs of each profile, including 
specific training programmes or face-to-face meetings with MM’s top management team.  

 

 

5.3. Corporate welfare 

MM is committed to creating a stimulating and comfortable working environment, in the belief that a 
proactive and mutually respectful climate, the improvement of people’s quality of life and the right work-life 
balance will consequently favour the achievement of corporate goals. To this end, MM plans dedicated 
initiatives for staff welfare, attention and engagement, with the aim of strengthening corporate identity and 
disseminating company values. 

MM offers its employees various benefits, including meal vouchers, agreements with local transport 
companies, provision of laptops and, in the cases provided for by law, the advance payment of accrued 
severance pay, also applicable to dependent family members. A health monitoring system is also in place, 
in accordance with current legislation. The system not only provides for a doctor to be available at the 
Company’s offices on a rotation basis, but also provides for preventive medical services with specific check-
ups for women and men (see paragraph 5.4 “Occupational Health and Safety”).  

MM employees can then benefit from the Welfare Plan. The Plan allows employees to convert part of their 
results bonus (subject to the legal conditions required for tax exemption) into the welfare services offered as 
part of the dedicated welcoMMe platform, with benefits in the health, cultural and educational spheres and 
shopping vouchers that can be spent in affiliated businesses (e.g. fuel vouchers, shopping vouchers, etc.). 
Every year, subject to agreement with trade unions, MM sets a maximum convertible amount which, if not used 
by the end of the year, will be reflected in the employee’s pay (if the bonus is to be allocated to a supplementary 
pension scheme, then it can be converted in full). In addition, to promote the use of this tool, the Company 
undertakes to pay an incremental percentage of the amount spent by the employee on the services 
offered by the platform. By electing to convert their performance bonus into welfare services, employees boost 

LOOKING TO THE FUTURE... 

During 2022, employees will be evaluated on the basis of the objectives and competences assigned in 2021, 
with the completion of the first evaluation cycle based on the new model. To this end, specific new training 
for evaluators is planned for 2022, ensuring the effective completion of the 2021/2022 performance 
evaluation phase and the subsequent assignment of new objectives. 
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their purchasing power, as they can receive the full net amount of the bonus, without any tax expense and with 
the additional amount paid by the Company. In 2021, MM and the trade union representatives concluded a 
mutually satisfactory agreement whereby, for the current year and future years, the additional share covered 
by the company will be 16%.  

Thanks to the experience gained in internal communication and employee enhancement activities, MM’s 
participation has continued in 2021 in the “Rete Partecipate” (Subsidiaries Network), a forum for the 
subsidiaries of the Municipality of Milan to discuss welfare-related topics in order to develop synergies and 
share best practices. This led to the signing of a Memorandum of Understanding to promote work-life balance 
and community best practices aimed at improving the wellbeing of employees and residents. 

Over the years, MM has launched many initiatives to engage employees and spread its company culture and 
team spirit, such as the Christmas party, company football tournament or company days for employees’ 
children. Although such initiatives suffered a forced slowdown due to the pandemic, the internal engagement 
with employees was never fully interrupted, instead taking on different connotations, as in the case of the 
Christmas event streamed live on Teams and held at the Centrale dell’Acqua, with only authorised personnel 
on site, in compliance with the rules of social distancing for the containment of the pandemic. During the event, 
in addition to sharing information on some of the major projects carried out by the company in 2021, presented 
first-hand by those who work in the field on a daily basis, the winners of the WOW! Awards were also 
announced, namely the three use cases that received the most votes among the 49 produced in the Digital 
Workplace with the support of the Guides (see section 5.2.1 “Training and Development”).   

While the pandemic period was, for the most part, characterised by a typically “crisis” focused communication 
aimed at reassuring employees about the measures taken by the Company to ensure safe workplaces, in 2021 
MM began to rethink its internal engagement tools, also in the light of the new working methods, the ongoing 
change management process and the updated People Strategy. The new internal communication plan 
makes employees the very protagonists of a new way of narrating the Company, through their stories and their 
point of view, together with the use of digital technologies to create video and editorial content to be 
disseminated on the new company Intranet – inMM – which was fully redesigned in terms of both architecture 
and management.  

inMM, a new beginning together! 

A new look, lots of original content and everything employees need to work, at the click of a button. MM’s 
new Intranet is all this and much more, with easier navigation for employees to quickly find the content they 
need, organised in four sections, and new columns and formats created with the active contribution of 
the entire Company, as part of an extended and participatory editorial staff.      

 

LOOKING TO THE FUTURE... 

MM is aware that the efforts required to manage the impact caused by the Covid-19 pandemic will still be 
reflected in the coming years, affecting different aspects of day-to-day and strategic operations. In the light 
of the evolution of the external context, the Company plans to continue to adopt measures aimed at ensuring 
an adequate and timely management of risk, including physical and psychological health risk.  

In terms of welfare, in 2019 a temporary consortium was created with Formawork (as lead partner) and ATM 
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to participate in the “#Conciliamo” call for tender issued by the Department for Family Policies of the 
Presidency of the Council of Ministers, aimed at supporting employers in the development of corporate 
welfare projects for workers and their families. In 2021, the consortium won the call for tender, ranking sixth 
out of more than 700 participants, and obtained funding for a programme of actions in the area. The actions 
will be implemented in subsequent years in synergy with Formawork and ATM, providing concrete help to 
their employees (e.g. support for parents and care givers). The starting point will be the launch of a plan to 
communicate and listen to the needs of MM’s employees. 

 

5.4. Occupational health and safety 

MM considers safety in the workplace as an essential element of business activities, adopting and 
methodically updating the tools aimed at minimising the risk of accidents or injuries. This is further ensured 
thanks to a constant monitoring of activities and the timely assessment of risks in compliance with 
Legislative Decree 81/08. While MM has always paid the utmost attention to the protection of health and safety 
in the workplace, the ongoing pandemic further underlined how these issues represent a prerequisite in order 
that any business may thrive and, more generally, the entire urban ecosystem in which such businesses 
are conducted may prosper53. 

As provided for by the Decree, MM has nominated and trained company staff, and arranged for appropriate 
delegations to be given to managers and heads. The Company has also set up a Prevention and Protection 
Service engaging, among other things, in the prevention of occupational accidents and illnesses. Monitoring 
of health and safety issues is integrated across the organisation thanks to the Health and Safety Management 
System, which also ensures compliance with Legislative Decree 231/01. It addresses in particular the activities 
of the IWS and consists of a manual and 22 procedures. A management system consistent with the UNI 
ISO 45001 standard is currently being certified. 

The workers have appointed Occupational Health and Safety (OHS) Representatives. These 
representatives are trained in accordance with the content of the National/Regional agreement on health and 
safety. They are also responsible for reporting staff requests to the Prevention and Protection Service, the 
relevant occupational health physician, or employer, thereby guaranteeing anonymity for the individual worker 
making the request. Finally, MM has established three formal joint management-worker committees on 
the subject54. 

In addition to assessing and outlining the main risks arising from company activities in the Risk Assessment 
Document, MM undertakes to identify the hazards to which workers are exposed, assess them through 
specific risk assessments and analyse any accidents and near misses to identify their possible causes 
and define the appropriate mitigation actions required. Company activities are examined by conducting 
inspections and interviews with managers, workers and the occupational health physician, as well as being 
audited on a regular basis to improve the Management System or introduce new procedures. In cases of 
serious or imminent danger workers must leave the workplace and report the incident to their line managers, 
while accidents are reported and described on a specific form so that the Prevention and Protection Function 
can investigate the causes (e.g. failure to comply with procedures or inappropriate behaviour on the part of 
workers). 

Through constant and careful analysis of events, the adoption of procedures and best practices and 
employees’ training and awareness-raising initiatives, MM continues its commitment to contain the number 
of work-related accidents, the number and severity of which has remained very low over the years. Special 
attention is paid to work-related injuries, whether potential or otherwise, as compared to injuries that are 
mostly accidental in nature and are difficult to contain (e.g. road accidents with transport not organised by the 
Company).  

 
53 For a detailed description of the occupational health and safety measures for employees and customers implemented in 
response to the pandemic, which are still fully in force, please refer to the 2020 Sustainability Report. 
54 Below is the composition of these three committees: Engineering Business Unit Committee (4 members of the Prevention 
and Protection Service, an occupational health physician, 3 staff representatives, and the employer or his/her delegate. 
Other Business Unit managers and Staff functions can also be added); Water Service Business Unit Committee (4 
members of the Prevention and Protection Service, an occupational health physician, 4 staff representatives, and the 
employer or his/her delegate. Other Business Unit managers and Staff functions can also be added); Housing Business 
Unit Committee (4 members of the Prevention and Protection Service, an occupational health physician, 3 staff 
representatives, and the employer or his/her delegate. Other Business Unit managers and Staff functions can also be 
added). 
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In 2021 there were 8 cases of workplace injuries55, none of them with serious consequences, while the 
accident frequency index, given by the ratio of the total number of workplace incidents to hours worked, 
stands at 0.65. The slight deviations from previous years are attributable to the increase in the total number of 
employees, due to the progressive expansion of the business and consequently of the hours worked. 

In collaboration with the occupational health physicians and the Prevention and Protection Function, the 
systematic monitoring to prevent the occurrence of occupational illnesses continued. In line with the past 
two years, in 2021 no such cases were recorded.  
 

 

In addition to promoting investments to provide employees with low-impact equipment and to replace 
potentially harmful substances, MM organises regular education, information and training activities 
(including by relying on funded training funds) on health and safety issues, alternating theoretical and 
methodological content with practical training sessions carried out at the Company’s premises. The training 
plan is divided into four areas according to the intended audience: training for roles provided for by Legislative 
Decree 81/08 and by specific national/regional agreements on the subject (including Occupational Health and 
Safety Representatives), training for roles associated with emergency management, training for roles on 
construction sites or related to tenders, and training for persons in charge of certain processes and the use of 
substances and preparations, equipment and machinery. 

In 2021, a total of 6,369 hours of health and safety training were provided in accordance with the Safety 
Training Plan, characterised by a five-year update frequency (reduced to three years for first aid), a significant 
increase over previous years (+154% over 2020). The training, offered remotely where applicable, focused 
mainly on risk prevention related to the individual job tasks, to emergency situation and to the skills of 
professional figures provided for by Legislative Decree 81/08. It is in the process of being certified for the 
purposes of the State-Regions agreement in force on the subject. 

 

In terms of occupational health services, MM carries out health checks in accordance with the Health 
Protocol required by law, and as drawn up by the occupational health physician, in line with current 
legislation. The Protocol provides for the presence of an occupational health physician on a rotating basis at 
company sites and for medical checks and examinations to be carried out at a predefined frequency to verify 
the worker’s suitability for the specific job (who may, however, request additional examinations from the 
Prevention and Protection Function). In application of Legislative Decree 81/08, reviews are also required for 
workers who are absent due to health reasons for more than 60 days. Examinations and specialist 
appointments are carried out at a healthcare organisation selected by MM. In agreement with the unions, MM 
has also established a second-tier agreement which applies to all company staff. It includes a preventive 
medicine service, i.e. access to an annual or two-yearly health check-up in rotation with those provided for 

 
55 In 2021 there were also 13 other events largely attributable to road/commuting accidents or random actions not directly 
related to work (compared to 16 in 2020). 
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under the Health Protocol. Among these, the examinations which take on particular importance are the specific 
check-ups aimed at the prevention of dysmetabolic diseases, recurrent cancer in women (breast and ovarian) 
and in men (prostate). 

LOOKING TO THE FUTURE... 

Especially in the light of the current challenging health situation, MM will continue to pay the utmost attention 
to protecting the health and safety of its employees. In addition to a periodic updating of the risk analysis, 
underpinning this effort will be the continuous search for technological innovations that can support 
employees in the performance of their duties in total safety. The Safety Management System is expected 
to be upgraded to comply with UNI ISO 45001 standard by 2022. 

 

5.5. Industrial relations 

In order to reconcile the essential rights of employees with the Company’s business needs, MM promotes an 

open and transparent dialogue with trade union representatives aimed at a constructive exchange on 

working conditions and the quality of the working environment. To this end, it acts in full compliance with current 

regulations as well as collective bargaining agreements, informing and involving trade unions in negotiations 

in a continuous and proactive manner.  

The landscape of labour relations in MM is varied and reflects the complexity and heterogeneity of the 

sectors in which the company operates. Employees refer to seven collective agreements: Collective Labour 

Agreement for the Gas and Water sector (for the Water Service Business Unit and some Staff 

Departments/Functions), Collective Labour Agreement for Construction and Related Industry (for the 

Engineering Business Unit and some Staff Departments/Functions), Collective Labour Agreement Federcasa 

(for the Housing Business Unit), Collective Labour Agreement for Employees of Owners of Buildings (for a 

portion of the custodians of the Public Housing property pertaining to the Housing Business Unit), Collective 

Labour Agreement for Industry Managers (for all Managers), Collective Labour Agreement for Agricultural 

managers and employees and Collective Labour Agreement for Agricultural Workers and Horticulturalists (for 

employees engaged in the maintenance of green spaces for the public housing property managed by MM). In 

2021, 100% of the Group’s employees are covered by collective bargaining agreements. 

Despite the complexities brought about by the pandemic, trade union relations in 2021 were again conducted 

in the usual climate of cooperation, which made it possible, among other things, to reach an agreement on the 

performance bonus. Further agreements were reached and updated to deal with the health emergency, 

including in relation to adoption of the Company’s Anti-Covid-19 Protocol, which resulted, among other things, 

in staggered access to locker rooms for Water Service workers and the extension of flexible IN/OUT time 

schedules for clerical staff of the Water Service, Engineering as well as of the Staff functions, taking into 

account peak commuting times and the use of public transport.  
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6. We support environmental transition 

MM promotes the respect for and protection of the environment, paying particular attention to the local 
community in which it operates and its stakeholders. Whether designing mobility works, managing the IWS 
and the public housing property, or carrying out facility management activities on behalf of the Municipality of 

Milan, MM is committed to safeguarding the urban context and ecosystems through the containment of 
environmental impacts, the efficient use of resources and the improvement of processes. For 
an engineering utility, the environment provides a test case on which to challenge oneself, experimenting 
with innovative design approaches, new welfare indicators and extended models for the protection of 
fundamental rights to health, safety, physical safety and participation.  

Eco-innovation plays a key role in the design of urban systems where the city environment, air, water, 
greenery and waste are viewed as key elements. An example of the extended vision of the environment 
promoted by MM is the work carried out for Expo 2015, which saw the Company involved in the design and 
management of an integrated smart city, with the adoption of innovative solutions for the water system 
management, the naturalisation of spaces and the use of new and sustainable materials. The objective is to 
rethink spaces, functions, access and lifestyles. Starting with the reduction of distances between public 
areas and services (schools, sports centres, shops, transport), redesigned to favour human-scale mobility with 
shorter travel times. Districts that are also “child-friendly”, fitted with safe roads and signs, with Wi-Fi. As well 
as “worker-friendly”, with workspaces remodelled to cut down on time and costs, ensuring greater speed and 
efficiency and integrating technologies that foster collaboration, mobility and work-life balance. 

MM has adopted certified management systems that identify the most relevant environmental aspects and 
define guidelines to achieve improvement goals, promoting the adoption of policies and strategies and the 
definition of an organisational structure with defined roles, responsibilities and resources. In particular, MM 
relies on an Environmental Management System certified in accordance with the UNI EN ISO 14001:2015 
standard for the Engineering and the Water Service Business Units, as well as an Energy Management 
System certified in accordance with the UNI CEI EN ISO 50001:2018 standard for the Water Service Business 

Unit. The full synergy between systems is guaranteed by the common goal of zeroing emissions in the long 
term. In this regard, the strategy of procuring MM’s entire electricity needs from renewable sources continues 

to move forward, which in the context of participation in the Water Alliance also takes into account economic 
criteria when purchasing the carrier. 

 

MM’s Environmental Policy promotes respect for the environment and compliance with 
the relevant legislation, monitoring the use of available resources and helping to strengthen 
a sense of environmental responsibility among those involved. The Policy promotes 
practices aimed at the effectiveness and efficiency of business processes, the reduction of 
environmental impacts by ensuring quality, reliability and safety of services, and the 
updating of environmental skills through research and training. 

MM’s Energy Policy is inspired by the principles of waste reduction and energy efficiency 
in industrial processes, through research into new ways of producing, procuring and 
managing energy resources and raising awareness of their responsible use. Along with 
improving MM’s overall energy performance and ensuring regulatory compliance, strategic 
objectives include the integration of energy efficiency criteria in the procurement of products 
and services and in plant design. 

 

 

MM's approach to managing environmental impacts is aimed at promoting a “corporate culture” 

characterised by efficiency. This, in turn, is achieved through awareness-raising initiatives aimed at the 
effective engagement of employees. In fact, it is only through the combined efforts of all MM Business Units that 
it becomes possible to integrate environmental sustainability into the Company’s daily operations, fostering the 
diffusion of a holistic approach that closely considers the environmental impacts of processes and activities 
throughout the entire life cycle. These impacts may be directly generated by MM, as in the case of activities 
related to the management of the IWS, as well as indirectly. In this regard, while it contracts out the execution of 
engineering works to external companies that are therefore directly responsible for the environmental impacts 
produced by the construction sites, MM undertakes to monitor the work of suppliers to ensure that they comply 
with the applicable environmental regulations (see paragraph 8.1 “Engineering at the service of the city”).  
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MM PLASTIC FREE 

MilanoPlasticFree is the campaign launched by the Municipality of Milan and Legambiente that, since 2018, 
has been raising awareness among the city’s shops, bars and restaurants, together with their customers, to 
abandon single-use plastics for glasses, cutlery, plates and bags in favour of alternative, recyclable and 
reusable materials. The network brings together several entities operating in the city of Milan, including MM, 
which in 2019 launched the “Plastic Free” project aimed at reducing the use of single-use plastic in the 
Company, to its complete elimination. The project consists of several actions, including: introducing drinking 
water dispensers in MM’s offices; replacing plastic bottles with aluminium, Tetra Pak or recyclable plastic 
cans in vending machines; replacing plastic cups and stirrers with paper and wood products in automated 
hot beverage dispensers; distributing reusable aluminium water bottles to employees; and placing waste 
recycling containers in MM’s offices.  

 

WATER IN A BOX 

Among the initiatives introduced by MM to support the environmental transition and enhancement of public 
water in the city of Milan, “Water in a box” stands out for its innovation and potential, as well as being an 
initiative in line with other activities to promote and disseminate the use of tap water. MM and the Municipality 
of Milan have, in fact, been promoting the use of tap water for years through a series of programmes: 
distribution of water bottles to schools, installation of new water houses and ongoing maintenance of the 
now more than 600 drinking fountains. The goal is to conserve water for emergencies and unforeseeable 
needs, as required by the Water Security Plan, a document provided for in the new European Drinking 
Water Directive 2020-2184 and currently being adopted by Italy. The current Legislative Decree 31/01 also 
provides for an Aqueduct Emergency Plan which, in Milan, in the event of a water emergency with 
interruption of service, calls for the distribution of packaged water for drinking use. To date, in Milan, this 
service is carried out by the Civil Protection with the purchase of water bottles. The initiative was also the 
subject of a special inquiry with the Area Office of the Metropolitan City of Milan, for the parts pertaining to 
the IWS.   

 

6.1. Increasing energy consumption efficiency 

Offering services characterised by a high energy demand, and in particular the activities related to the 
management of the IWS, MM engages in a careful monitoring of consumption and timely planning of 

efficiency improvement measures to avoid that its quality focus may lead to negative impacts on the 
environment, as well as to contain energy supply costs. 

On the one hand, MM’s approach provides for the continuous improvement of the Energy Management System 
(EMS) and, on the other hand, for investments in the acquisition of specialised skills and innovative, efficient 
and less energy-intensive technologies. To address these topics, in 2017 MM set up the Energy Management 
Team under the Water Service Business Unit. The new team is responsible for defining the Business Unit’s 
Energy Policy and for updating the System management procedures, in addition to the annual reporting of 
consumption and the presentation to ENEA (Italian National Agency for New Technologies, Energy and 
Sustainable Economic Development) of the energy audits conducted in compliance with Legislative Decree 
102/14 for MM and Milanosport, in synergy with the Municipality of Milan. MM periodically draws up a three-
year works plan aimed at presenting an analysis of the state of the plants, planning future efficiency initiatives 
and illustrating the results achieved in the previous three years. 

Initiatives promoted over the years for the reduction of consumption include the use of alternative forms of 
energy and new technological solutions for air conditioning, such as the use of biomass boilers (pellets), 
which are integrated with a solar thermal system to provide heating and hot sanitary water service within the 
Water Service headquarters. Moreover, the plan for the renovation of MM’s corporate offices according to 
energy efficiency criteria (also applied in the future in the construction of new offices) is currently being 
approved by the competent offices. The goal is to make them “Nearly Zero-Energy Buildings” (NZEB) by 
202556, in line with the commitments set out in MM’s Energy Policy and with the emission reduction targets set 
at national and international levels.  

 
56 In the early months of 2021, following the first-level authorisations of the relevant bodies, final and executive design 
activities were planned to proceed with the construction of the new offices included in the plan. 
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  u.m. 2019 2020 2021 

Fuels from non-renewable 
sources GJ 

119,102 106,932 114,353 

Electricity purchased 575,212 532,403 521,822 
of which certified from renewable 

sources 
% 100% 100% 100% 

Total energy consumption GJ 694,314 639,335 636,175 
 

Consumption from non-renewable sources is mainly attributable to the use of natural gas for the IWS 
purification activities and for the heating of company premises, fuels used for the vehicle fleet and pellets for 
the boiler used by the Water Service for the ongoing management of the changing rooms.  

In 2021, this consumption is more or less in line with last year (+7% compared to 2020). The slight increase in 
the use of natural gas can be attributed to the expansion of the sludge drying process at the sewage treatment 
plants, as well as contextual factors such as the recovery of the market for cement plants served by the drying 
plant. On the other hand, the increase in diesel and gasoline consumption for the vehicle fleet is attributable 
to the increase in company operations (the reduction in travel and lockdowns imposed by the pandemic had 
affected consumption in 2020, making the figure non-representative) and the expansion of the company 
vehicle fleet in 2021. 

MM’S VEHICLE FLEET 

At the end of 2021, MM’s fleet is made up of 318 vehicles, 34% of which will be 
hybrid and electric, confirming the gradual transition towards a fleet with a reduced 
environmental impact. During the year, several petrol-powered vehicles were 
decommissioned, replaced by 47 hybrid and 4 electric cars. The addition of new diesel-
powered vehicles is due to the acquisition of special vehicles that do not have lower-
emission alternatives, such as the gully suckers for the roadside drainage 
maintenance service launched in February 2021 and the lorries for the new 
maintenance of public green areas for public housing property managed by MM. 

 

The consumption of electricity accounts for the majority of the total energy consumption (about 82% in 
2021) and primarily concerns the operation of the lifting and water pumping plants and the IWS sewage 
treatment plants, as well as to the energy required for the offices. In 2021, this consumption remained 
substantially unchanged from the previous year and, in line with the objectives defined in the Energy Policy, in 
2021 it is again 100% covered by certified energy from renewable sources57. 

The greatest impact in terms of increasing the energy efficiency of MM’s consumption relates to the actions 
carried out at the IWS plants which, by their very nature, are characterised by a high energy demand. 
Initiatives continue at pumping plants in the aqueduct network, with the installation of high-efficiency 
equipment (IE4 motors for pumping units and electric well pumps), the replacement of inefficient pumps, as 
well as the maintenance of capture wells to reduce the lowering of dynamic groundwater levels. MM is also 
planning several water purification initiatives over the next few years, including:  

 

Replacement of air distribution valves in the Nosedo biological compartment 

Following the example of what has already been implemented at the San Rocco wastewater 
treatment plant with positive results, the project involves replacing the current butterfly valves for air 
distribution and regulation in the biological compartment of the Nosedo wastewater treatment plant 
with new needle or jet valves. The new valves, one for each of the 32 parallel lines that make up 
the biological compartment, will enable a lower localised pressure drop58, allowing a reduction in 
distribution network pressure and energy savings on the most energy-intensive machines in the 
wastewater treatment plant (the turbo-blowers). In fact, the valves are able to regulate the supplied 
air flow more precisely over the entire opening range, enhancing the Hubgrade® (formerly 
Aquavista®) management software to avoid supplying excess air. The intervention, planned for 

 
57 The Guarantee of Origin (GO) is an electronic certification of the renewable origin of the sources used by plants that are 
confirmed to be powered by renewable sources for the purposes of the GO. 
58 “Localised pressure drops” occur when the air flow encounters an obstacle that deflects the flow direction or changes its 
flow surface (as in the case for bends or valves).    

1 
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2023, is expected to generate energy savings in the order of 1,700 kWh/day, avoiding the emission 
of approximately 600 kg CO2/day into the atmosphere.  

 

Replacement of the central heating and air conditioning in the San Rocco office building 

The project involves the replacement of the heating and air-conditioning plant, currently fuelled by 
methane gas, with a heat pump system (similar to the one already installed in Nosedo) capable of 
taking advantage of the temperature of waste water for heating and cooling the various spaces 
(office building, control room, conference room and analysis laboratory). Wastewater is maintained 
at a temperature between 15 and 25 °C (winter-summer) and serves as a heat source in the 
liquid/liquid exchange of the heat pumps, with a consequent lower energy requirement than the 
air/liquid exchange typical of conventional systems where temperature fluctuations are much higher. 
In 2021, the first feasibility studies began for the intervention, planned for late 2022 to 2023. 

 

Replacement of LED lamps at wastewater treatment plants 

The lighting system at the two wastewater treatment plants is being replaced with the installation of 
new, state-of-the-art, energy-efficient LED luminaires. In 2021, the intervention at the San Rocco 
plant was completed with the replacement of about 1,800 lamps, for an estimated energy saving of 
218 kWh/day, equivalent to about 116 kg of CO2/day avoided. At the Nosedo plant, on the other 
hand, the executive design was completed and the tender was awarded for the replacement of 
about 3,000 lighting fixtures with an estimated energy saving of 1,200 kWh/day, equivalent to 590 
kg of CO2/day. Work is scheduled to start in the first half of 2022. 

 

Installation of photovoltaic panels on the roofs of the two wastewater treatment plants 

The two wastewater treatment plants operated by MM lend themselves well to the installation of 
photovoltaic panels on the roofs of the buildings. The roofs of the industrial warehouses and 
office buildings are predominantly flat, together with the absence of shading, making it possible to 
orient the panels to face south for more effective sun exposure. In 2021, a tender was held for the 
construction of the photovoltaic plant in San Rocco in 2022. The new plant will consist of 1,856 
panels capable of producing approximately 2,435 kWh/day of electricity, avoiding the emission of 
1,293 kg of CO2/day into the atmosphere. The energy produced will be used by MM to power the 
purification process, covering up to one third of the power absorbed during the central daytime hours 
over the summer periods. A similar intervention is planned in Nosedo, with the installation of 
approximately 2,600 panels for the production of 3,200 kWh/day of electricity and savings of about 
1,500 kg of CO2/day. In this case, the feasibility study was completed in 2021 and the executive 
design is underway, with work scheduled to start in 2023. Shelters will also be installed at the two 
facilities to cover the vehicle parking areas, with electric charging stations for the company fleet. 

 

LOOKING TO THE FUTURE... 

In 2022, MM plans to maintain the environmental and energy certifications currently in force, while updating 
the documentation of the relevant Management Systems in line with the applicable regulations in force.  

In particular, for the Energy Management System, the updates will focus on: improving aspects related to 

management review, developing the risks/opportunities document in accordance with the UNI CEI EN 

50001:2018 standard and updating the Efficiency Plans through an assessment process for the reduction 

of CO2 emissions.  

 

6.2. Fight against climate change 

For MM, combating climate change means, first and foremost, reducing the emissions generated by its 

business activities. Most of MM’s emissions59 (approximately 86%) are attributable to Scope 2 indirect 
emissions arising from electricity consumption. In line with the slight reduction recorded by the latter, indirect 
emissions calculated using the location-based method are down by 8% compared to 2020, while they 

 
59 In line with the GRI Standards, in descending order of control exercised by the Company, emissions can be categorised 
as follows: direct emissions (Scope 1) from directly controlled sources; indirect emissions (Scope 2) from sources not 
directly controlled and associated with electricity generation (the location-based approach reflects the emission intensity 
of the national grid, while the market-based approach reflects specific supply contracts stipulated); and other indirect 
emissions (Scope 3) along the upstream and downstream value chain (not reported in this document). 

2 

3 
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remain zero when calculated using the market-based approach, highlighting MM’s decision to purchase its 
energy from renewable sources. Scope 1 direct emissions from fossil fuels increased slightly, in light of the 
higher consumption of natural gas and fuel for the company vehicle fleet. 

 

 

 u.m. 2019 2020 2021 

Direct Scope 1 emissions 

t CO2e 

6,983 6,236 6,724 

Indirect Scope 2 emissions - 
market-based method 

- - - 

Indirect Scope 2 emissions - 
location-based method 

t CO2 50,555 43,849 40,296 

 
While reducing emissions is undoubtedly a goal to be pursued, for a company like MM, which has made the 
concept of “caring for the city and its citizens” one of its key missions, the fight against climate change also 
and above all means supporting the local area in anticipating, mitigating and managing the risks and 
negative impacts related to it, widely evident not only globally, but also locally. In its capacity as operator of 
Milan’s Integrated Water Service, MM’s activities are particularly prone to the so-called acute physical risks, 
in other words risks related to the increasingly more severe and frequent extreme weather events (heat waves, 
droughts, floods, fires), as well as chronic risks related to progressive long-term changes in climatic 
conditions (increasing temperatures, rising seas, increasing water-stressed areas, loss of biodiversity and 
scarcity of resources). 

MM feels a strong sense of responsibility in helping the city of Milan to prevent the various risk scenarios linked 
to climate change. On the one hand, MM’s focus is on the resilience of the IWS infrastructure and urban 
mobility and, on the other, on providing support to the local population in adapting to an increasingly 
uncertain future, with particular attention to the most vulnerable groups. A number of interventions of seemingly 
small scale, but high social value fit into this context. These include the decision to place Water Houses in 
urban areas characterised by high average daytime temperatures (above 36.6° C) with a view to mitigating 
the negative impacts of heat waves on human health. 

Observing the changes in the climatic conditions taking place in the Lombardy region in recent years, 
periods of heavy rainfall in the autumn and spring seasons, concentrated in very short time intervals, are 
increasingly evident. This trend has led the Municipality of Milan to revise the way in which it manages its lifting 
systems and wastewater collection tanks. Thanks also to the adoption of advanced technologies, in fact, the 
aim is to ensure the prompt resolution of reports and/or critical situations, as well as the effectiveness of 
preventive controls in the event of malfunctioning of the lifting systems, reducing the likelihood of flooding 
of road underpasses and avoiding impacts on road traffic and, consequently, on the safety of users. Following 
the experimental phase initiated in 2020, in September 2021 the Municipality of Milan entrusted MM with the 
direct management of the 29 municipal road and pedestrian underpasses. A multi-year contract was 
stipulated, which provides for ordinary and repair maintenance of the lifting systems and tanks, servicing the 
electrical systems and equipment associated with the pumps as well as command and control panels, in 
addition to cleaning and draining waste ponds, including in emergency situations. 
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With the direct management of the road underpasses, MM completes its takeover of Milan’s entire water 
drainage system, ensuring an efficient response to increasingly unpredictable and violent weather 
phenomena. Over the past few years, some 420 hydrometers have been installed to assess water levels in 
the sewer network and in the watercourses that receive the flood water spillways, thanks to which the 
pluviographic network is able to measure and analyse rainfall data in different areas of the city on an ongoing 
basis. In case of flooding, the data is key for assessing whether the events are attributable to inefficiencies in 
the hydraulic operation of the network, or to the intensity of the meteoric episodes exceeding the maximum 
capacity of the sewer network and/or of the downstream watercourses. 

In 2021, MM also extended its management scope to include the rainwater networks and street drains 
previously managed by the municipality and AMSA respectively. Following this operation, Milan’s entire 
drainage network is now managed by MM, as the only entity capable of carrying out maintenance and cleaning 
operations, as well as making the necessary investments in the renewal of assets.  

The data collected in Milan in 2021 shows 64 rainy days, for a total of 814.6 mm of rainfall, less than in previous 
years and characterised by a discontinuous trend, with alternating periods of dryness and heavy rainfall often 
concentrated in single, particularly intense episodes that place a strong strain on networks and stormwater 
disposal systems. During 2021, five severe hydrogeological-storm warnings were issued by the Functional 
Centre for Natural Hazards Monitoring (CFMRN) and handled by the Civil Protection Department. During 2021, 
also thanks to the prevention activities developed and implemented by MM, only one flooding was recorded at 
the underpass in Via Cesare Lombroso where, on October 6, 29.4 mm of rain was recorded in one hour (the 
flooding, however, was also attributed to infrastructural and plant engineering deficiencies in this underpass). 

In order to reduce the frequency of such episodes, MM is progressively developing a remote control system 
for the ongoing monitoring of the lifting systems and of the wastewater collection tanks in underpasses 
(currently active at 23 stations), to ensure that the operating teams can be engaged in a timely manner in the 
event of a breakdown. The system allows remote and real-time monitoring of the electrical parameters of the 
pumps and of the water accumulation levels in the tanks. Thanks to the data collected and kept, a retrospective 
critical analysis of the meteoric event can be carried out, in order to identify eventual strengths and critical 
aspects. In addition, MM ensures support to the Civil Defence in emergency situations attributed to extreme 
weather conditions, as well as the activation of a weather alert management service with phone availability 24 
hours a day, 365 days a year, which will enable the provision of an additional and preventive point of control on 
these systems. 

 

THE SAFERPLACES GIS APP FOR RESILIENT HYDRAULIC RISK MANAGEMENT IN THE CITY OF 
MILAN 

At MM, using geographic data is a long-standing practice: the assets (networks and plants) of Milan’s 
Integrated Water Service are completely georeferenced, digitised and structured according to a data model 
that meets the highest operational and land registry standards, as required by the Lombardy Regional 
Government and Italy’s Ministry of Economic Development (SINFI). Today, the MM GIS is already used for 
several operations pertaining to the IWS, through dedicated geoportals built using the ESRI/Geocortex 
technology. The extension of MM’s operational perimeter to urban drainage infrastructures has led to the 
implementation, in the MM GIS system, of new assets focused on roadside drains and underpasses. In 
addition, a collaboration between MM and GECOsistema has been initiated in the context of the SaferPlaces 
project, shared with the Municipal Administration of the city of Milan. The GIS MM platform interfaced with 
SaferPlaces, a research project developed and funded by EIT Climate-KIC that relies on climate, 
hydrological, hydraulic, topographic and economic modelling techniques for the assessment of risks 
related to climate change, such as the occurrence of rain, river and coastal floods in urban environments. 
As part of the project, MM created a GIS-based decision-making support system that field technicians 
can rely on, ensuring a better management of critical assets from a hydraulic point of view. Thanks to 
the integration with the mathematical sewerage model, the software is a useful tool for a more accurate and 
realistic assessment of hydraulic risk in urban areas, relating the possible impact of a rainfall event of a 
given intensity to the prediction of possible hydraulic criticalities in vulnerable areas, such as road 
underpasses or sensitive elements of the urban drainage network, such as road drains. By simulating 
different weather events, the platform provides a tool to support the planning of preventive maintenance 
actions and/or mitigation and protection actions in the city areas at higher hydraulic risk, with benefits in 
terms of less inconvenience for citizens, city traffic and urban activities. 
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6.3. Sustainability and quality of the integrated water cycle 

MM’s duty is to ensure the best management of Milan’s IWS, adopting a conscious and sustainable 
approach to water resources, including through the introduction of technological and process innovations that 
ensure water quality and reduce waste.  

To ensure that the water distributed through the city’s water system and the water released into the 

environment after treatment are of high quality and comply with applicable laws, MM relies on three in-house 
laboratories accredited since 2018 pursuant to UNI CEI EN ISO/IEC 1702560 located at the aqueduct 
site (site A) and the two San Rocco (site B) and Nosedo (site C) wastewater treatment plants, equipped to 
analyse chemical, chemical/physical and microbiological parameters. In line with last year, there were 31 
accredited tests carried out by the laboratories, with a total of 107 accredited parameters. 

Water from Milan’s public water supply system is constantly monitored through a sampling programme 
agreed with the Health Protection Agency (ATS, Agenzia di Tutela della Salute). This programme uses 
methods approved by the Italian Institute of Health and meets the requirements of the relevant Area Office. 
The audits are conducted before sourcing (at pumping wells) and dispensing water (at treatment plants and 
pumping stations), as well as during the dispensing of water at drinking fountains and Water Houses. The 
results of the analyses are reported on bills on a quarterly basis and can be consulted based on the user’s 
area of reference on the dedicated website61. As a precautionary measure, in addition to the programme 
agreed upon with ATS, MM also carries out sampling following maintenance activities on the network62. During 
2021, MM’s “Aqueduct” laboratory ensured compliance with the regulatory parameters for water intended for 
human consumption through the usual daily sampling and analyses activities, with a total of 3,701 samplings 
and 211,838 parameters 
analysed, an increase of 
approximately 20% compared to 
202063. Thanks to the improved 
sampling process, in 202164 MM 
fell in the class “A” category for 
the M3 macro-indicator on the 
“Quality of water supplied”, 
returning to 2019 performance 
levels.  

Besides the tests agreed with ATS, MM analyses the compounds specified in the new DWD European 
Directive which became effective in 2021 as the standard for the quality of water intended for human 
consumption in EU Member States65.  

 

 
60 With Ministerial Decree 14-6-2017, the Italian Ministry of Health required the laboratories of IWS operators that test 
drinking water to be accredited under the UNI EN ISO/IEC 17025:2005 standard, which sets out the «General requirements 
for the competence of testing and calibration laboratories», by an accreditation body appointed by a Member State of the 
European Union, as per Regulation (EC) no. 765/2008 (the accreditation and assessment of testing laboratories concern 
individual tests or groups of tests). Meanwhile, RR no. 6 of 29/03/2019 governs wastewater testing and requires operators 
to ensure that a testing laboratory accredited under the UNI EN ISO 17025 standard for the parameters BOD5, COD, 
suspended solids, total phosphorus, and total nitrogen is available. 
61 On the www.latuaacqua.it website (which, since 2022, has replaced the previous www.milanoblu.com website), it is 
possible to obtain information on water quality in Milan. based on an address of interest.  
62 Outside the scope of the programme agreed upon with ATS, the sampling carried out by MM following maintenance 
activities is not included in the number of samplings reported for the purposes of this Non-Financial Statement. 
63 In accordance with the new Optimal Territorial Area Authority (ATO) technical specifications, as of 2020, the methodology 
for calculating sampling of drinking water no longer involves counting individual sampling tubes by parameter classes, but 
the sampling point corresponding to the number of samples/LIMS (on average, five sampling tubes are collected at each 
sampling point, allocated for different uses depending on the standards to which the analyses pertain). Calculation of 
irregularities was also amended from a methodological point of view, resulting however in line with the percentages of 
previous years. The negligible exceedances recorded were found following microbiological contamination at the point of 
withdrawal. If non-conformity is detected, then it will be thoroughly disinfected and subjected to counter-analysis, with the 
final results returning 100% microbiological conformity. 
64 The data referring to 2020-2021 was approved by the Board of Directors of the Area Office of the Metropolitan City of 
Milan, pursuant to the technical quality regulations, with Resolution no. 2 of 29 April 2022. 
65 The changes introduced by the DWD include: risk assessment through Water Safety Plans; the identification of potential 
emerging pollutants in water sources; the assessment of risks associated with distribution, including the line from the meter 
to the tap in individual houses; and the requirement to effectively and transparently disclose the quality of the water 
distributed to consumers. 

http://www.latuaacqua.it/
http://www.milanoblu.com/
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MM'S WATER SAFETY PLAN 

The Water Safety Plan (WSP) was introduced by the World Health Organisation (WHO) to ensure the 
safety of water for drinking, protecting human health by preventing and managing risks across the drinking 
water supply chain (from abstraction to consumption). The goals are to prevent and reduce the risk of 
contamination of the water withdrawn from the environment, as well as eliminate all chemical, 
microbiological, physical and radiological agents by means of specific treatments and to prevent any 
contamination during storage.  

Thanks to a working group made up of technical staff from MM, control bodies (ATS and ARPA), CNR, the 
University and the Municipality of Milan, in 2021 the work started last year to revise MM’s WSP, initially 
drafted in 2017, was concluded. The new Plan addresses the principles established by the international 
and national standards, norms and guidelines for risk assessment and management along the drinking 
water supply chain according to the Water Safety Plans model, as provided for by the Ministerial Decree 
14/06/2017. Moreover, the Plan will be submitted to the Italian Institute of Health for approval and validation 
in the next few months. 

The Plan covers all the assets belonging to the municipal aqueduct network (consisting of 589 drinking 
water wells, 28 active pumping stations, 26 storage tanks and the distribution network) divided into four 
macro-sections (collection, treatment, storage and distribution), in order to identify all the risks for the end 
user, whether such risks are of an anthropic or environmental, voluntary or involuntary nature. All processes 
that could affect water quality in each segment of the drinking water supply chain were analysed, filling out 
detailed checklists that map out the state of the assets, both through the collection of documents and on-
site visits. Starting with the definition of significant hazardous events, measures already in place for risk 
control and mitigation were identified, followed by the definition of additional improvement actions aimed at 
protecting individual assets in the drinking water supply chain. These include an action plan to mitigate 
hydraulic risk for drinking water wells after assessing the risk of flooding of the wells located in areas 
subject to flooding from the Seveso and Lambro rivers. 

At the same time, MM also adopted a Plan for Aqueduct Emergency Management and Network and 
Plant Safety setting out what to do when dangerous events occur (e.g. alterations of water quality, power 
outage, fires, earthquakes, etc.). The Plan is revised every two or five years, or whenever improvement 
measures are adopted, significant changes are made to the water system or the parameters on the quality 
of water intended for human consumption are revised.  

 
 

6.3.1. Water withdrawal and water introduced into the system 

Milan's water system is operated by MM and draws down water from the second aquifer (80 to 100 metres 

below ground) using a double lifting system that consists of wells for drinking water use and pumping 
stations feeding the supply and distribution network. The pumping stations are remotely operated using a 
complex telemetry system, coordinated by the San Siro operations centre. From there, it is possible to monitor 
and start the wells and thrust units, as well as adjust the flow rate based on demand. MM also manages surface 
groundwater to contain the rise of the water level for particularly sensitive areas of the city and for irrigation 
purposes66. 

Since 2020, the new decision support and automation system serving Milan’s drinking water plants 
became operational. Using AI (Artificial Intelligence) algorithms and IoT (Internet of Things) tools, the system 
ensures a more efficient use of the data collected through monitoring activities in order to improve the 
performance of the water supply phase in terms of energy savings. 

THE “AQUADVANCED ENERGY” DECISION SUPPORT SYSTEM (DSS) 

The water lifting systems at the pumping stations lift the groundwater using submerged pumps, depositing 
it in storage tanks after it has been filtered. From here, water is pushed into the water distribution network 
by booster pumps, which, thanks to the new optimisation software, are now automatically regulated by 
interacting with the telemetry system of the IWS pumping stations. Each pumping station is able to read and 
send measurements of flow rates, pressures and reservoir levels to the San Siro operations centre, which 
houses the Decision Support System (DSS) and is connected in real time to the aqueduct stations through 
MM’s WaterLink fibre optic network. 

By combining mathematical optimisation algorithms for the electrical consumption of the booster pumps 
in each station, with a real-time analysis of the network’s water demand, the software makes it possible 

 
66 Water withdrawn from the first aquifer is not intended for the IWS and human consumption. 
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to enhance the efficiency of drinking water pumping stations through the development of a hydraulic model 
that predicts consumption and network pressures, thus identifying the best energy combination. During the 
first phase of deployment, the software worked in a semi-automatic mode, providing operators with 
suggestions for optimisations to be validated manually, before the system was fully automated. 

The system was deployed in 2020, making it possible to compare the pre-intervention water consumption 
weighted on the volumes of water handled monthly by each centre, equal to 0.400 kWh/m3 in 2019, with 
post-intervention consumption for 2021 equal to 0.377 kWh/m3. The DSS resulted in a 5.75% reduction in 
consumption, corresponding to additional primary energy savings of approximately 901 tonnes of oil 
equivalent (TOE), for which MM was awarded energy efficiency “white certificates” by the GSE (Energy 
Services Operator)67. Since this is a dynamic system subject to continuous improvement, significant benefits 
are also expected in the next few years. 

 

In 2021, the amount of water withdrawn was 
245.7 million m3, of which 86% came from 
drinking water wells (second aquifer) and the 
remaining 14% from the first aquifer, 
substantially in line with 2020 (-0.2%). 

 

The values for water introduced into the 
system and water billed also remained largely 
unchanged in 2021 compared to 2020, 
amounting to 209.6 million m3 (+0.9%) and 
177.8 million m3 (-0.2%) respectively. 

 

  

The downtrend recorded in 2021 is 
due to the impact of the pandemic, 
which caused a general reduction 
in the consumption of water from 
commercial establishments such 
as offices, gyms and swimming 
pools, whose activity significantly 
changed for most of the year in line 
with current regulations (as 
opposed to domestic condominium 
consumption, which, by contrast, 
remained stable as a result of new 
lifestyles). 

 

6.3.2. Monitoring of risks and protection of water resources 

In parallel with water quality inspections, MM has implemented a plan for recovering water losses, one of 
the main issues to overcome for an efficient and sustainable management of the water supply systems. 
Identifying water losses is a key activity which must be carried out on an ongoing basis, so as to reduce waste 
and make the water network more efficient. The calculation of total water losses in the water system is defined 
by ARERA in Resolution 917/2017/R/idr and involves two approaches68, according to the parameters used: 

 

 
67 “White certificates” or Energy Efficiency Certificates are tradable securities certifying the achievement of savings in 
energy end-use through energy efficiency measures and projects. Each certificate recognised by the GSE is equivalent to 
the saving of one Tonne of Oil Equivalent (TOE) and is one of the main tools to incentivise energy efficiency in the industrial, 
infrastructure, service and transport sectors in Italy. 
68 The data on the network water losses of the city of Milan referring to the 2020-2021 period was approved by the Board 
of Directors of the Area Office of the Metropolitan City of Milan, pursuant to the technical quality regulations, with Resolution 
no. 2 of 29 April 2022. 
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Linear  
water losses 
Indicator M1a 

Linear water losses are defined as the ratio of the volume of total water losses to 
the length of the water system in the year considered (mc/km/dd). In 2021, MM 
recorded an index of 33.1, placing it in class “C” under the current regulations in 
force.  

Percentage water losses are defined as the ratio of the volume of total water 
losses to the overall volume of water introduced into the system in the year 
considered. In 2021, MM recorded an index of 15.47%, a slight increase over 
2020, placing it in class “A” under the current regulations in force. 

 
Percentage  

water losses 
Indicator M1b 

 

With respect to both indicators, the initiatives implemented by MM have allowed to improve performance over 

the years – including when compared to its main peers. For example, smart metering makes meter reading 
more efficient and, therefore, allows to respond in a more timely manner in the event of losses, unauthorised 
withdrawals or breakdowns, as well as to better analyse the water balance – optimising the network’s water 
management – and reduce litigation with customers. In 2021, the massive renewal of the approximately 50,000 
meters continued in line with the provisions of Ministerial Decree 93/17, which has now affected approximately 
85% of the total fleet, with the automated integration of the data from smart meters to manage the flow rates 
and pressures of the distribution network.  

In addition to monitoring potential network losses, MM acts to protect the area from floods in the event of 
overflowing surface water bodies and adopts maintenance measures for the underground sections of natural 
and artificial water bodies (so-called culverts) and underground water level control wells on behalf of the 
Municipality of Milan. MM thus ensures the water supply and sewer system remains fully functional, 
preventing the risks of underground wastewater spills and protecting the aquifer. 

THE RISK MAP OF THE WATER NETWORK IN THE CITY OF MILAN WITH GEOREFERENCED 
DATING  

In collaboration with the Milan Polytechnic, MM has investigated the factors that influence the life cycle of 
water networks in order to develop a risk map that, by associating a precise rupture risk value to each pipe, 
is able to indicate to the operator when to take action, anticipating the occurrence of breakages and 
therefore water leaks. The factors on which the risk of rupture depends include the age and wear of the 
networks, whose evaluation made it necessary to go back to the data concerning the laying of each pipe. 

GIS maps and a thorough review of historical data made it possible to date with accuracy 70% of the 
pipelines of the aqueduct network from 1889 up to the most recent years, with an approximate period of 
laying being identified for the remaining cases. Historical data was summarised in a queryable and 
implementable database that returns GIS chart views, which proved useful in studying the relationships 
between the aqueduct and the city of Milan. This ensured an efficient and sustainable management of the 
aqueduct network, offering valuable support in defining network revamping operations. 

The study was presented at the ESRI Italy 2021 Conference held in May, which saw MM receive the 
“Advanced Solutions for Multiutilities 2021” award. 

 

6.3.3. Water Houses 

MM promotes the use of drinking water supplied by the city’s aqueduct through the 644 drinking fountains 
deployed across the city, and the 51 Water Houses installed in the districts and in places with a high people 
traffic, such as city parks or university campuses in collaboration with the Milan Polytechnic, Bicocca University 
and the University of Milan.  

The Water Houses provide fresh, still or sparkling water free of charge to citizens, who can use the service 
using their health card (for houses existing before 2020) and any other card with a chip and/or magnetic stripe 
and/or mifare for new generation houses, up to a limit of 6 litres per day per user. Water Houses are one of 
MM’s initiatives to support sustainability and environmental protection in cities. Consumption data, in fact, can 
provide a useful tool to raise awareness on reducing the consumption of plastics, whose production leads 
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to greenhouse gas emissions. Allowing different types of cards to access the service also encourages broad 
social participation. This aspect is also considered in the choice of location of the Houses, which must ensure 
the presence of at least one House per neighbourhood, meet the demands of citizenship and favour green 
and pedestrian areas or urban areas characterised by average daytime temperatures above 36.6 °C to 
counter the effects of heat waves69. 

 

 

   

In 2021, the number of new-generation Water Houses increased 
to a total of 29, from 4 in 2020 (the planned 30th will be opened 
in 2022), based on a model that combines design, innovation 
and functionality.   

The new water dispensers are equipped with multi-parameter 
probes, which allow monitoring of the quality of the water 
dispensed based on a greater number of parameters70, 
continuously and remotely. The measurements, in fact, are 
transmitted in real time via IoT (Internet of Things) and fibre 
optics systems. Thanks to this approach, the Water Houses 
contribute to significantly reinforcing the control points along the 
distribution network, adding to those positioned upstream at the 
water supply stations and facilitating better monitoring on the 
occurrence of any anomalies or malfunctions (e.g. during 
maintenance) and the consequent triggering of alarms, in line 
with the principles defined in the Water Safety Plans. 

 

 

 

 

 

 
69 To find out where a fountain or water house is located, users can check the www.latuaacqua.it website, which since 
2022 has replaced the previous www.milanoblu.com site.   
70 In particular, the following parameters are monitored in real time: Turbidity, Nitric Nitrogen, TOC, DOC, Sac254, Colour, 
Conductivity, Ph, Free Chlorine, Redox, Temperature (checking at the same time any anomalies ± 1σ, ± 2σ, ± 3σ, where 
σ is the standard deviation from the historical trends of the median values). 

http://www.latuaacqua.it/
http://www.milanoblu.com/
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MILAN’S DRINKING FOUNTAINS 

The “vedovelle” are the typical drinking fountains of Milan. 
They are called “vedovelle” (small widows) because of their 
incessant trickle of water, resembling the weeping of a 
widow. Designed in 1931, these drinking fountains are made 
of cast iron in the typical copper green colour (with the 
exception of the first fountain in Piazza della Scala made of 
bronze) with a brass spout in the shape of a dragon, inspired 
by the rainwater drains visible on the sides the Milan Duomo 
(this is the origin of the other name by which they are known, 
namely “green dragons”).  

The continuous water supply (without a tap) performs 
three important functions: on the one hand, it keeps the 
water flowing, preserving its freshness and quality near the 
terminal pipes, known as “dead heads”; on the other hand, it 
contributes to the venting of air pockets that can form in the 
pipes and that can lead to localised pressure increases and 
malfunctions along the network; finally, it prevents the water 
from stagnating, avoiding the formation of bacteria around the outlet.   

The quantity of water supplied by the fountains is to be considered negligible compared to the amount of 
water distributed by Milan’s aqueduct, but is instrumental in ensuring appropriate maintenance and 
operation of the distribution network. Moreover, through the sewer, the water supplied by the fountains 
reaches the wastewater treatment plants in Milan through the sewerage system and is then used by farming 
consortia to irrigate the fields located south of the city. 

The water that flows from the drinking fountains in Milan is the same water that arrives at the meters in the 
city's homes, and therefore complies with all the parameters required by current regulations. Consequently, 
only the “sentinel” parameters that might vary along the network (e.g. metals, microbiological analysis and 
chemical-physical analysis) are analysed at such fountains. In addition, the allocation of meters for each 
drinking fountain has been almost completed in recent years, and from the end of 2021 they are equipped 
with remote reading capabilities, as the utility meters.  
 

 

6.3.4. Quality of water discharges and treatment system 

MM engages in the collection and purification of water from the public aqueduct after it has been used by users 
and water from discharges from industrial production facilities, which are appropriately treated to be reused in 
the environment.  

Specifically, wastewater flows through the sewer system. The network has manifolds which gradually 
increase in size, and the structures are capable of maintaining a good velocity of water outflow so as to limit 
the formation of deposits on the bottom of canals and reduce bacteria proliferation. The collection system is 
shared, with both wastewater and rainwater being collected in a single conduit without distinction. The system 
mainly works by gravity, exploiting the structure of the soil in the Lombardy area with a slight slope running 
from north-northwest to south-southeast71. MM also carries out careful routine maintenance (e.g. removing 
accumulated sludge deposits from conduits) and non-routine maintenance (e.g. refurbishing and/or 
reinforcing damaged or ruined sections, and laying new sections) of the network, ensuring that the collection 
system is efficient.  

The urban drainage system includes the infrastructure used to convey rainwater into the mixed sewerage 
system, consisting of roadside drains or gullies, interconnected and connected among themselves using sewer 
connection pipes. With the ATO Resolution no. 7 of 21/12/2020, as of February 2021 MM took over the 
management of ordinary and extraordinary maintenance activities of the roadside wells72 and related 
connections from the Municipality of Milan, both in a scheduled and emergency regime. In fact, the municipality 
considered73 the management of roadside drains and irrigation wells on municipal-owned structures to be 

 
71 With the city’s expanding urbanisation to the south, a number of water lifting and pumping plants have been built. These 
have modest potential and ensure collection from 100% of the city area. 
72 Roadside wells refer to the elements placed under pavements consisting of a manhole or a grill and siphons, including 
“basket” manholes. 
73 With the Resolution of the Municipal Council no. 53 of 22/01/2021 on “Guidelines for the stipulation of the service contract 
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similar to the IWS activities handled by MM, thus entrusting it with 136,895 roadside drains and 26 irrigation 
wells. As far as wells for irrigation use are concerned, the activities were combined with those currently 
underway for the management of wells for drinking use.  

START-UP OF THE ROAD DRAINAGE MANAGEMENT SERVICE 

For the maintenance of the roadside drains, the activities carried out by MM include, first of all, verifying 
the condition of the structures. In this regard, a toll-free number and an email have been made available 
for reporting problems, damage or anomalies in the roadside wells, which are resolved within 24/72 hours 
if of medium or low priority and within 2/3 hours if of high priority. 

Subsequently, MM carries out cleaning and unclogging of roadside wells, both on a scheduled basis and 
punctually when alerted by a user. Where necessary, MM also carries out extraordinary maintenance 
covering various types of work, including the replacement and/or refurbishment of infrastructure (drains, 
grates, pipes), unclogging using the no-dig technology and the repair of unsafe road surfaces.  

Already during the course of 2021 hundreds of interventions were carried out, with priority given to the 
most inconvenient and urgent works that required long intervention times to deal with complex situations 
from a logistical and city traffic point of view. In fact, the depth of the sewage pipes typically requires 
significant excavation, with construction sites often set up on the sidewalks in correspondence with the 
drains, obstructing both pedestrian paths and roads. The inconveniences caused by the formation of 
puddles also affect places that are often sensitive to these phenomena, such as schools, hospitals, public 
offices and parks (an example is the Indro Montanelli Park, whose drainage network was the subject of 
emergency work in March and April 2021). MM is also carrying out and optimising repair work, especially 
on an emergency basis, by maintaining a database that makes it possible to check for faulty roadside wells 
near construction sites that are already open, so that the work can be carried out in synergy, with the least 
inconvenience to citizens. 

 

MM also manages Milan’s wastewater treatment system and two of the treatment plants serving the city – 
Milan San Rocco and Nosedo, acting as true circular economy advocates. Both plants are designed with 
advanced treatment capabilities whereby treated water can be recycled for irrigation purposes, as well as for 
discharging treated water into surface water bodies.74 Specifically:  

• Milan Nosedo discharges mainly into the Roggia Vettabbia and Cavo Redefossi, provides treated 
water to feed the pond and wet woodland in the Vettabbia park, as well as for a number of artificial 
canals and waterways in Parco Agricolo Sud;  

• Milan San Rocco discharges into the Colatore Lambro Meridionale and the Pizzabrasa and Carlesca 
irrigation canals.  

At the wastewater treatment plants, two lines of activity coexist, parallel and at the same time successive to 
one another other: 

The “water line”, which includes the screening, 
desanding, biological treatment, chemical 

defoamation, filtration and disinfection treatments, 
aimed at purifying incoming wastewater of all 

pollutants present. 

The “sludge line”, which starts with the sewage 
sludge extracted from the biological compartment 

and provides various treatments for its use, such as 
thickening, stabilisation, dehydration and thermal 

drying. 

 
between the Municipality of Milan and MM Spa for the regulation of services relating to watercourses and related water 
structures, under the jurisdiction of the Municipality of Milan”. 
74 The water produced by the two plants under MM’s management feeds the irrigation channels running through a vast 
rural area of more than 3,700 hectares to the south of Milan in accordance with Italian Ministerial Decree 185/2003. 
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In 2021, the total volume of 
discharges stood at 220,182,883m3, in 
line with 2020 (-2.6%), of which 60% 
related to the Nosedo treatment plant 
and 40% to the San Rocco treatment 
plant. 28% of the treated flow was 
destined for irrigation reuse75, up 
slightly from 24% last year. The figure 
refers to the volume of water treated 
and actually used by the consortia for 
irrigation reuse, based on the 
calculation methodology adopted in 
202076. The Milan Nosedo and San 
Rocco wastewater treatment plants are 
able to treat all the wastewater entering 
the wastewater treatment plants 
providing a quality suitable for direct 
irrigation reuse in dry weather 
conditions throughout the year. The 
quantities of water actually sent for irrigation reuse, on the other hand, vary according to the requests made 
by the irrigation consortia based on seasonality (for example, during the summer, it is customary that during 
some hours of the day 100% of the treated water is sent for irrigation reuse).  

Wastewater from the Milan wastewater treatment plants is treated from the beginning with advanced tertiary 
sections, which ensure compliance with the strict Italian regulations (Ministerial Decree 185/2013) in terms of 
reuse (whether industrial or agricultural). One of the main parameters to be monitored is the bacterial load, 
which during the irrigation season must be below 10 cfu/100ml in 80% of the samples77.  

MM’s wastewater treatment 
plant laboratories monitor, on a 
daily basis, the quality of treated 
water as well as compliance 
with legal limits concerning 
discharges, the concentrations 
of pollutants in the wastewater 
flowing into the treatment plant, 
biological reactors, and the 
quality as well as dry substance content of the biological sludge generated during the process. Inspections of 
wastewater and treated water were also agreed with both ARPA and the Lombardy Regional Authority 
based on an annual sampling plan for each treatment plant, with test results being subsequently published 
online on SireAcque, the Regional Authority’s water information system portal. In 2021, 6,700 samplings were 
carried out (an increase of about 5% compared to 2020), for a total of 39,200 parameters analysed, with a 
100% compliance rate. Thanks to the activities of MM’s two wastewater treatment plant laboratories,78 the 
improvement targets set by ARERA for macro-indicator M6 concerning the “Quality of Treated Water” 
were again achieved in 2021, for a class A rating, from the previous class B. 

In addition to the usual laboratory tests carried out on samples collected automatically with a frequency of 
about 10-15 minutes in a 24 hour period and analysed in the two wastewater treatment plant laboratories the 

next day, the treatment plants are equipped with a range of analysers and probes that can perform an online 
and real-time monitoring of all the main chemical and physical parameters in the various stages of the 
process and at discharge. In turn, these communicate with the plant control systems and modify the machine 
settings, maximising the removal of pollutants and optimising energy consumption. Online microbiological load 
analysers are also installed at the two wastewater treatment plants, particularly for the Escherichia Coli 

 
75 Recovered wastewater can be reused in both the civil sector (for urban and recreational activities) and in the 
manufacturing sector (for agricultural and industrial use). In 2020, the European Commission issued the new Regulation 
2020/741 on minimum requirements for water reuse. 
76 Before 2020, the figure considered the total volumes of treated irrigation quality water, even when not reused. 
77 It should be noted that bathing waters are considered excellent if the limit of this parameter is 250 cfu/100ml. 
78 The data referring to 2020-2021 was approved by the Board of Directors of the Area Office of the Metropolitan City of 

Milan, pursuant to the technical quality regulations, with Resolution no. 2 of 29 April 2022. 
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parameter, which can provide results approximately every 1-2 hours. The innovative technologies adopted by 
MM make it possible to overcome the traditional laboratory analysis methods characterised by limited daily 
testing capabilities. This, thanks to the connection of the probe system with the plant’s control room (manned 
24 hours a day, 365 days a year) through which MM’s technicians can constantly check the quality of the 
water, as well as act when necessary to enhance the technical and financial performance of the wastewater 
treatment plant. 

THE HUBGRADE® (FORMERLY AQUAVISTA) PLATFORM FOR THE DIGITAL MANAGEMENT OF 
THE NOSEDO WASTEWATER TREATMENT PLANT 

The impact of climate change on the city of Milan is especially apparent when extreme weather events 
in terms of rainfall intensity and duration occur. The looped structure of the sewer network allows to store 
large amounts of rainwater inside the system, boosting the city's resilience and allowing water to drain from 
the road when, for instance, the Seveso torrent floods. However, the urban drainage system operated by 
MM, has to cope, more and more often, with the effects of alternating rainy seasons with periods of drought. 
To monitor the entire sewer system, MM has installed 420 hydraulic sensors to detect water levels and 
flow rates, which complement the existing rain and water gauges.  

The data gathered on the ground as well as weather forecasts are sent to the Hubgrade® platform at the 
Nosedo wastewater treatment plant, creating a digitised system that connects the sewer system to the plant. 
The platform monitors the operation of the wastewater treatment plant in all its aspects, optimising 
purification and energy-saving performance. It also provides forecasts of heavy rainfall events that could 
cause flooding, based on the data it receives on the city’s water situation from the network of sensors 
installed on the ground and inside the sewer system. All information is processed to mount operational 
responses intended to boost the water capacity of the wastewater treatment plant, preparing it for 
possible flow peaks a few hours in advance.  

The platform was deployed in 2020, showing the first improvement results in the biological phosphorous 
removal process based on bacterial metabolism (an alternative technique to chemical removal through 
dosing reagents). The use of the software showed an increase in the activity of phosphorous-accumulating 
bacteria in support of chemical phosphorus removal and, at the same time, adjusting the process 
parameters of the biological section so as not to affect the nitrification phases and to ensure compliance 
with safety margins.  

In combination with the benefits obtained through process optimisation, the first year of operation of the 
platform (from July 2020 - July 2021) also enabled action to be taken in terms of energy efficiency in the 
consumption of the wastewater treatment plant, with savings of approximately 12,200 kWh per day. 

Work on a research project with the Department of Civil and Environmental Engineering of Milan Polytechnic 

continued, looking into possible critical issues in the tertiary phases of urban wastewater treatment at the San 

Rocco wastewater treatment plant, aimed at identifying the possible risk scenarios of the reuse of purified 

water for irrigation purposes, as well as the possible intervention strategies, to address the Sanitation Safety 

Plan required by European legislation. At the same time, this research endeavour sets out to model and 

optimise the sand filtration and UV disinfection process: the innovative feature of the project lying in the 

adoption of ANNs (Artificial Neural Networks). When applied to a complex system such as the UV disinfection 

system, ANNs rely on a predictive model to forecast its evolution starting from the historical data. 

THE SARI PROJECT FOR THE DETECTION OF SARS-COV-2 IN CIVIL WASTEWATER 

Campaigns have been underway for years to monitor the presence of pathogens in sewage at the inlet of 
treatment plants, which have also proved useful for tracking the spread of diseases in the area. These 
campaigns turned out to be most meaningful following the outbreak of the Covid-19 pandemic and led to 
collaboration schemes between MM, the Italian Institute of Health, other research centres, including the 
Italian National Research Council, and universities such as the State University of Milan. 

In June 2020, Water Alliance (the network consisting of 13 in-house utilities of the Lombardy Region, see 
section 8.5 “Relationships with associations”) joined the SARI Project, i.e. the National Environmental 
Surveillance Network promoted by the Italian Institute of Health in collaboration with the Ministry of Health, 
Ministry of Environment and Utilitalia for the detection of SARS-CoV-2 in civil wastewater in Italy. The 
purpose of this initiative is to obtain indications on the epidemic trend and activate early warning 
mechanisms in the population, searching for genetic material (RNA) of the virus. 

Since July 2020, the two wastewater treatment plants managed by MM have been participating in the 
project, which for the first year provided for sampling and analysis within the Water Alliance companies, 
while since autumn 2021 the project has evolved at the initiative of the Lombardy Region and the Italian 
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Institute of Health (ISS), involving research bodies such as the Mario Negri Institute in partnership with the 
State University of Milan and making sampling and analysis more frequent (twice a week).  

At the same time, MM is conducting a specific project focused on the Municipality of Milan in conjunction 
with the Department of Virology of the State University to monitor the spread of the virus in the various city 
areas, with sewage areas being divided by district.  

 

6.4. Circular economy 

The Integrated Water Service offers a perfect synthesis of the principles of the circular economy. 
Indeed, thanks to technological evolution, it interacts with the peri-urban agricultural territory with a view to 
Urban Metabolism, making the water treated by the treatment plants available for use and promoting the 
dissemination of a new model of land use aimed at agro-ecological protection. In this context, the two 
wastewater treatment plants operated by MM represent excellences at the international level, considering both 
the quantity and quality of the water treated and reused for irrigation purposes.  

 

The Nosedo wastewater treatment plant, for example, which since its start-up in 2003 has been supplying 
high-quality water to the hydrographic network serving Parco Vettabbia79 and the many farms located in the 
area, is the focus of an important project promoted by MM to test Urban Metabolism initiatives. With a 
spontaneous expression of interest submitted to the Milan City Council, MM proposed to create MM FARM: a 
large experimental and innovative centre that, starting from the context of the wastewater treatment plant, 
extends to the infrastructures of the neighbouring Cascina Nosedo and the adjacent municipal land of Vaiano 
Valle (30 hectares), currently used within the Open Agri project ran by the Milan City Council.   

It will be an experimentation and research hub open to citizens on issues of sustainability, urban 
resilience and circular economy related to the IWS, with the aim of promoting activities compatible with the 
protection of the underground water table to be promoted throughout the rural peri-urban area. In addition to 
its function as a research centre, the project also provides for the creation of spaces for dissemination of 
information and areas dedicated to the incubation of innovative start-ups with a focus on the circular 
economy, evaluating the opportunity to host socio-cultural and aggregative initiatives aimed at local 
communities. In 2020, the Milan City Council adopted the policy guidelines80 on the basis of which MM will 
develop the technical, economic and legal feasibility study. Subsequently, in 2021, the building and 
architectural recovery activities of a portion of the Cascina and the partial rearrangement of the open areas 
began.   

MM plans to develop a pilot project for the use of rural areas to promote agricultural or forestry practices 
compatible with maintaining the quality of the underground water table, minimising the contribution of 
pesticides and nitrates, as well as water for irrigation. Experiments with innovative full-scale aquaponic 
cultures that reuse treated water, heat and CO2 produced by the industrial cycle of the wastewater treatment 

 
79 The Vettabbia Park, created as an environmental compensation work for the treatment plant, is crossed by the water 
regenerated by the treatment plant thanks to the reactivation of the Accesio and Martina irrigation ditches and the 
reconstruction of the “Chiaravalle water meadow”, historical testimony of the medieval technologies of circular economy 
conducted by the Cistercian monks of the Chiaravalle Abbey. 
80 Resolution of the Municipal Council No. 1221 dated 30 October 2020, “Policy guidelines on the objectives and functions 
relating to the development – under a leasehold estate – of the municipal real estate assets located in Milan, Via San 
Dionigi No. 78 (known as Cascina Nosedo), which shall be applied in a technical, economic and legal feasibility study to 
be carried out by MM S.p.A, for the construction of a “New hub for the development of water service urban metabolism”. 
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plant continued at Cascina Nosedo, and a first greenhouse, measuring approximately 500 square metres, was 
built at the Nosedo treatment plant in 2021. 

 

Still on the circular economy subject, the Area Office of the Metropolitan City of Milan, in cooperation with 
IWS operators including MM, promotes: 

 

The various initiatives adopted by MM in these areas are part of the broader transition process towards the 
circular economy: from the recovery of biological sludge to the reuse of treated wastewater for agricultural 
purposes, the adoption of solutions for the recovery of materials, resources, energy and waste, to initiatives to 
raise awareness regarding proper waste management. MM looks with enthusiasm and awareness to the 
potential arising from the development of a new economic model that can strike a balance between 
technological innovation, environmental sustainability and energy efficiency.  

For years, MM has been committed to launching projects that are not only innovative, but also feasible, 
scalable and capable of providing added value throughout the life cycle. This involves thinking about 
waste from existing business processes in a circular perspective, making the most of its natural output; 
evaluating, in advance, any potential market demand for any new products obtained, thus avoiding the creation 
of “new” waste; as well as verifying that the use of new technologies does not lead to an increase in energy 
consumption and, consequently, in climate-changing emissions. 

In 2020, the policy agreement for the development of circular economy actions in the context of the 
Integrated Water Service was signed between the Optimal Territorial Area Authority (ATO), the Metropolitan 
City of Milan, MM and the CAP Group81. The agreement reports the main experience gained by operators in 
the circular economy field and a description of the projects being evaluated and/or implemented, both specific 
to the individual operators of the Integrated Water Service of Milan and its province, as well as in synergy 
between them.  

The main circular economy projects in which MM is involved (indicated by capital letters) at the different stages 
of the treatment process are shown below. 

 

 

 

 

 

 

 

 

 

 

 

 
81 The “Circular Economy Projects in the Optimal Territorial Area Authority (ATO) of the Metropolitan City of Milan” policy 
agreement is available on the ATO website at atocittametropolitanadimilano.it 
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Main projects developed by MM with a view to circular economy 

 

 

Circular economy in the sludge line 

 

MM is one of the partners in the project called “Sludge - Advanced forms of sewage sludge 
management within an innovative hub in Lombardy”. Led by A2A Ambiente, the aim of the project is 
to assess the health and environmental impact of various strategies for the recovery of wastewater 
treatment sludge with a view to identifying the best compromise between environmental sustainability, 
cost-effectiveness and regulatory compliance.  

In 2021, MM installed two experimental sludge treatment plants at the San Rocco wastewater 
treatment plant: 

▪ The HTC (Hydro Thermal Carbonisation) pilot plant converts sludge into hydrochar, a product 
with a high degree of dryness that can be used as an energy carrier. In 2021, the plant remained 
open for test sessions conducted at different times of the year and under different operating 
conditions, yielding positive results in terms of the degree of dryness achieved, the ability to 
extract phosphorous, and the reduction of wastewater impacts from the process. The hydrochar 
produced will be used for further testing and experimentation in 2022.  

▪ The thermal treatment plant based on fluidised bed technology, built in the second half of 
2021, will burn up to 9 tons/day of biological sludge and hydrochar at different degrees of dryness, 
with a complete treatment of the fumes and real-time control systems. The process transforms 
sludge into thermal energy and inert ash to the extent of 10% of the total input amount. 
Phosphorus and other raw materials can be extracted from the ash and be reused in industrial 
applications, providing a valid alternative to the current recovery scenarios in agriculture and at 
cement factories. The final version of the plant will have a capacity of 19.2 tons/day, guaranteeing 
the treatment of up to 40% of the sludge produced by the San Rocco treatment plant.  

MM is supported in this project by the Mario Negri Institute and the Milan Polytechnic. The latter, in 
particular, has carried out and will carry out during the course of 2022 the characterisation of 
hydrochar and ash produced by the two experimental plants. The goal is to identify further effective 
channels for their reuse and material extraction, in conjunction with LCA (Life Cycle Assessment) 
studies assessing the impact throughout their life cycle. 
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In light of recent regional guidelines on the strategic 
planning of sewage sludge management, the key 
project planned for the next three years at the 
Nosedo wastewater treatment plant concerns the 
construction of a thermal sludge hydrolysis 
plant, with subsequent anaerobic digestion and 
energy recovery. This sewage sludge treatment 
system reduces the total amount of sludge 
produced; promotes greater sludge stabilisation 
than the current aerobic digestion process, 
improving sludge quality; and enables the recovery 
of matter and energy from sludge with the 
production of electricity and Struvite (a fertilising 
compound containing phosphorous and 
magnesium).  

With the feasibility study and the identification of optimal design solutions already completed in 
cooperation with the Milan Polytechnic, the final project was finalised in 2021 and is now in the 
validation phase, which will be followed by the Single Regional Authorisation Measure process 
required for this type of intervention. 

 

Activation of the “end-of-waste” process in wastewater treatment 

 

MM is involved, in collaboration with the CAP Group, in two interventions focused on the reception 
and treatment of sand at the Nosedo wastewater treatment plant, with the activation of the “end 
of waste”82 process. The projects are part of the new service entrusted to MM concerning 
stormwater management in the municipality, which also includes the periodic cleaning of roadside 
drains. 

In the first case, a technological and functional improvement is planned for the reception and 
treatment section at the Nosedo facility where MM’s gully sucker lorries periodically unload the 
waste collected in the area, consisting primarily of gravel and sand. The intervention consists of the 
supply and installation of new machines and the construction of electrical and civil works needed to 
adapt the existing area to a station for the reception, screening, washing and disinfection of waste 
obtained from the cleaning of roadside drains, not only from the Municipality of Milan and the activity 
managed by MM, but also from a portion of the drains belonging to the CAP Group located near the 
Nosedo wastewater treatment plant. The new station will carry out solid-liquid separation by 
granulometry, with the return of sand as an “end-of-waste” product to be reused at MM's sewerage 
and waterworks maintenance sites. In 2021, the project design phases were completed and the 
tender was awarded for the execution of the works, which will start in 2022. 

The second project involves the replacement of the extractors and separators of the sand 
produced by the treatment plant in the sewage desanding sections, using new equipment (already 
installed at the San Rocco plant) capable of also washing the sand from the organic material present 
and the final disinfection, again returning a product and no longer a waste according to the “end of 
waste” regulation. The work is scheduled for the second half of 2022. 

 

Recovering heat from the sewage system, groundwater and treated water 

 

At the Nosedo wastewater treatment plant, a thermal power station is in operation that recovers 
heat from the water to be treated, to heat and cool the plant’s offices and technical rooms. The 
innovative elements and the synergy between systems in terms of energy efficiency make it possible 
to recover the thermal energy from water without qualitative-quantitative alterations to the resource. 
The process also leads to a reduction in greenhouse gas emissions, contributing to the protection of 
the water table (minimisation of drilling, depletion and pollution risks).  

In 2021, the experimental water-to-water heat pump cogeneration plant was completed at the 
“Salemi” aqueduct power plant, which provides for the transfer of heat to the city’s district heating 

 
82 The term “end of waste” refers to the legal framework concerning the end of qualifying a product as waste at the end of 
a recovery process, in other words a process through which the waste returns to play the role of a product. 
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system through the nearby “Comasina” thermal power plant operated by A2A Calore & Servizi. The 
intervention, included in the Sustainable Energy Action Plan of the Municipality of Milan, is innovative 
in the way it is managed, as it involves a collaboration between two of the city’s main utilities 
operators. The plant is scheduled for acceptance testing in September 2022, with subsequent 
commissioning by the next heating season. 

Also in cooperation between MM and A2A Calore & Servizi, a feasibility study was conducted in 2021 
for the construction of a plant for the recovery of “waste heat” from the wastewater treated at 
the Milan Nosedo plant with an SEU (Efficient User Systems) qualification, consisting of a 
cogeneration unit, a heat pump and support boilers. The plant would supply electrical energy to the 
equipment of the treatment plant itself and to the auxiliary installations of the cogeneration station, as 
well as thermal energy for the benefit of the East Milan district heating network managed by A2A, in 
support of the Linate and Canavese thermal power plants. 

Finally, experiments continue looking at the possibility of heating MM’s headquarters and public 
housing property through heat exchange systems with the sewerage system, expanding existing 
applications typically focused on industrial wastewater, which typically have higher temperatures than 
civil wastewater. In 2021, the financing options were identified for the construction of a heat 
exchanger integrated into the sewer pipes that, combined with a heat pump connected to the heating 
system, would allow to recover energy from domestic and industrial wastewater meeting nearly 40% 
of the building's heat requirements. In synergy between the IWS and the Housing Division, a project 
is being developed to set up a pilot plant at the heating plant of the public housing complex in Via 
Dini, consisting of 156 housing units, which can utilise the heat from the neighbouring DN 1100 sewer 
network in Via Dudovich. The plant would represent the first installation of its kind in Italy in the 
context of residential buildings, thus qualifying as an innovative and environmentally sustainable 
renewable energy production initiative.  

 

6.4.1. Waste and biological sludge management 

In order to protect the local area and in line with the Environmental Policy, MM manages company waste with 
careful planning of disposal activities for substances and materials left over from business processes and 
activities in order to reduce the environmental impact. The waste produced by MM is mainly in relation to 
managing the wastewater treatment plants. This includes biological sludge and other waste, which can be 
attributed to screening and grit removal operations as part of the treatment cycle, along with laboratory 
activities. MM’s waste recovery processes comply with current legal provisions at a regional and national 
level. 

MM trains and raises awareness among employees about reducing waste and improving waste 
management, for instance by introducing separate waste collection and supporting the dematerialisation of 
processes. Furthermore, “Minimum Environmental Criteria” (CAM)83 have been adopted for purchases relating 
to paper, office furnishings and building, cleaning and sanitisation materials.  

 

 

 

 

 

 

 

 

 
83 In compliance with the provisions set forth in the Decree of 4 April 2013 (Official Journal No. 102 of 3 May 2013). 
Moreover, the Supplier Contracts Code (article 34 of Legislative Decree 50/2016) provides that Minimum Environmental 
Criteria must be duly considered when preparing tender documentation for the purchase of supplies, services and works. 
When designing company documentation for projects and tenders, MM therefore translates the Minimum Environmental 
Criteria into technical specifications and contractual clauses requiring compliance in order to guarantee the achievement 
of the environmental objectives set out in the Action Plan for the environmental sustainability of consumption in the Public 
Administration sector. 
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Following a process of reorganisation and 
standardisation of the ordinary 
management of special hazardous and 
non-hazardous waste, MM has adopted a 
dedicated operating procedure. The 
procedure identifies the correct waste 
management methods and helps guide 
operators through the complex regulations 
on the subject, as well as enabling the 
adoption of a systematic and documented 
verification process, in line with the 
Environmental Management System. 

Supported by a leading Italian 
environmental consultancy and training 
company, MM then established a 
partnership with a company specialising in 
the management (waste brokerage without detention) of waste disposal. Launched on an experimental basis 
in 2019 on the Via Sforza site with excellent results, the activity was extended starting in 2020 and then 
subsequently renewed in 2021 to all IWS sites, generating positive effects in terms of environmental and 
economic sustainability. This, thanks to a more efficient and effective, as well as economically advantageous 
management of ordinary waste disposal and recovery activities (including ferrous scrap), in full compliance 
with the relevant management regulations. 

In 2021, the amount of waste produced by MM84 was approximately 61,918 tonnes, in line with 2020 (-5%). 
Almost all waste (99%), both hazardous and non-hazardous, is sent for recovery, including energy recovery, 
while only a residual part is sent to a landfill or for incineration. 

 

These include biological sludge arising from the process of 
treating wastewater, which represents the main type of waste 
produced by MM. For years, all sludge is sent out for recovering 
materials and energy which can be reused for instance in the 
cement or farming industries. This approach has allowed MM to 
once again place itself in 202185 in class “A” for macro-
indicator M5 “Sludge disposal in landfills” identified by 
ARERA in the regulation of the IWS technical quality (Resolution 
917/2017/R/idr), which requires the absence of sludge disposed 
in landfills. 

The total production of sewage sludge by the two MM S an Rocco and Nosedo plants in Milan is presented 
according to the type of sludge, distinguishing between dehydrated and dried. It is also useful to differentiate 
the production of sludge “as is”, namely including the share of water contained therein, which are sent for 
recovery after treatments, and sludge in terms of Total Dry Substance (TDS) content, namely net of the water 
contained therein86. In 2021, the quantities of sludge treated by sewage treatment plants are mostly in line with 
2020, decreasing slightly by 5% when considered as dry substance and by 6% when considered “as is”. 

 
84 The reported amounts refer exclusively to waste generated by MM. 
85 The data referring to the 2020-2021 period was approved by the Board of Directors of the Area Office of the Metropolitan 
City of Milan, pursuant to the technical quality regulations, with Resolution no. 2 of 29 April 2022. 
86 The amounts for sludge as “dry substance content” are calculated based on the monthly average desiccation of “as is” 
sludge sent for recycling. 
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Referring to sludge expressed as TDS, in 2021 there was a greater use as an energy carrier (+7%) compared 
to last year, with respect to the start of recovery in agriculture (-14%). This was primarily due to the 
recovery of the cement industry, whose operation had slowed down in 2020 due to the impacts of the 
pandemic. In 2021, a substantial balance between the two forms of recovery was thus re-established, in line 
with the situation seen prior to the pandemic.  
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7. Customer centricity 

Guaranteeing citizens quality, efficient and safe services in every aspect has always been a priority for 
MM, This, even more so in its role as a strategic partner of the City of Milan for the infrastructural development 
of the city and the management of services, networks and public real estate.  

Building solid relationships based on transparency and trust with customers, whether they are the 
users of the IWS, tenants of the public housing or customers commissioning works, the prerequisites to meet 
their expectations, to fulfil the commitments made to the territory and to encourage an ever broader use of 
services. Excellence in the provision of services is a goal that is achieved through the efficiency of business 
processes and the competence of people to ensure continuity of service, respond promptly to requests and 
manage emergencies in a resilient manner.  

THE QUALITY POLICY AND MANAGEMENT SYSTEM  

Through its Quality Policy, MM undertakes to guarantee a process of continuous improvement, 

mitigation of any risks identified and increase in customer and stakeholder satisfaction. The Company’s 

Quality Policy is a real tool to support corporate strategic directions that contributes to increasing MM's 

competitiveness in the market and is therefore periodically updated to be aligned with the company's 

objectives and context. 

In the same way, MM has also defined a maintenance and improvement system for its Quality Management 

System. It includes specific, concrete, measurable and verifiable annual objectives, enabling the Company 

to assess the effectiveness of the procedures adopted, the progress of specific KPIs, the way non-

conformities are handled and the corresponding corrective actions to be implemented. The optimisation of 

the System is made possible thanks to the wealth of expertise of Company staff, the resources made 

available by Management and the committed involvement of top management, particularly in the 

analysis of the context, risks, opportunities and stakeholder expectations.  

The adoption of a prevention-oriented approach and the streamlining of business processes is one of 

the operational pillars of the System, based on a progressive vertical and horizontal integration of the 

activities of working groups, together with the inter-functional sharing of specialised objectives and 

methodologies. The implementation of the Quality Management System principles in daily business 

activities is guaranteed by the excellence of MM’s people, to whom technical, theoretical and practical 

training and development programmes are delivered, aimed at increasing the skills and awareness of 

everyone's role in the effective development of the system.  

In 2021, MM initiated a widespread dissemination of the key elements supporting the Quality Policy 

targeted at staff in all Business Units. In particular, meetings were organised, short training videos where 

created and new procedures were drafted in order to translate the principles underpinning the Policy 

into business processes, in a practical and efficient manner.  

 

In a year in which the health emergency continued to influence aspects of everyday life, MM maintained a 
constant dialogue with customers and citizens, continuing to meet their needs and expectations, in the 
spirit of care and closeness that has always defined the Company’s approach.  

MM’s Customer Helpdesk in Via Borsieri 4, open to the public from Monday to Saturday, serves both IWS 
users and public housing tenants, with offices dedicated to the two operational areas and specialised staff. 
Both the Water Service and Housing Business Units have multiple instruments at their disposal to manage 
relationships with customers based on a multi-channel approach which, through simple and clear language, 
favours access to the service and the engagement of citizens in business activities.  

In 2021, public access to the Customer Helpdesk was suspended for a few months due to the continuation of 
the pandemic, but the service was never interrupted thanks to the Online Helpdesk and the remote access 
to services offered by MM. The requests received were therefore still processed within the timeframes defined 
by ARERA and in full compliance with the anti-contagion provisions. 
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7.1. Multichannel approach for IWS customers 

The Service Charter for the Integrated Water 
Service, originally drafted in 2009 and subsequently 
updated, sets out MM’s commitments to its customers, 
the principles it follows in operating the water system 
and the quality standards the Company pledges to meet. 
As required by ARERA, the Charter sets out the 
minimum levels and contractual quality targets for the 
IWS, as well as the methods for recording, 
communicating, and verifying the data on the services 
provided by operators—introducing automatic refunds 
or penalties in the event of non-compliance with specific 
or general quality standards.  

In 2020 MM and the Area Office of the Metropolitan City 
of Milan completed the updating of the Integrated 
Water Service Regulations and the Service Quality 
Charter of the City of Milan, with the aim of reflecting 
changes in the regulatory framework and increasing 
transparency towards users87. MM’s customer 
procedure, where the Company defines the 
management processes for IWS users, establishing the 
roles, responsibilities and functions for the provision of 
services, was therefore revised during the year to ensure its alignment with the new Service Charter. 

In addition to the Customer Helpdesk in Via Borsieri, in 2017 MM also activated the IWS Online Helpdesk 
(sportellonline.mmspa.eu), to support condominium administrators and utility owners. The portal enables 
flexible access to customised information and features, for a more autonomous management of the supply, 
thanks to the forms available for various types of requests (connections, transfers, etc.) and an extensive 
“FAQ” section to answer users’ most common questions. In addition, users can take advantage of the self-
reading service, obtain information on reading their bill, request information, technical tests of their meters and 
billing clarifications, as well as submit complaints or billing adjustments.  

In addition to the Customer Helpdesks, users have other contact channels at their disposal: the traditional 
requests sent by registered mail or fax, live chat with operators (Monday to Friday from 8:15 a.m. to 4:15 
p.m.), the free call centre (toll-free number 800.021800) to request information, forms and assistance in 
initiating paperwork before it is submitted to MM’s Customer Service, and the LaTuaAcqua website (which 
replaced the previous Milanoblu portal in 2022), which offers information and interesting facts on water in Milan 
and a direct link to the Online Customer Helpdesk. 

Thanks to the diverse contact points provided by MM, the Company was able to deliver a seamless and 
efficient service in 2021 as well, despite the challenges arisen from the health emergency, to which however 
MM responded promptly by engaging closely with the IWS users. In 2021 the IWS Customer Service received 
a total of 29,841 requests, an increase of 23% compared to 2020. These consisted of: communications 
received in digital format, telephone requests through the call centre (which in 2021 recorded an 18% reduction 
in the average waiting time compared to 2020 and a 9% increase in successful calls), electronic requests 
through the Online Customer Helpdesk (a total of 975, an increase of 42% compared to 2020) and paper 
requests submitted to the physical Customer Helpdesk, which in 2021 again recorded a reduced turnout due 
to the continuation of the pandemic. Overall, the IWS Customer Service served 52,367 end users in 2021, in 
line with 2020 (+1%). 

 

 
87 The amendments to the Service Charter and Regulations were adopted following Resolutions No. 6 of 4 May 2020 and 
No. 4 of 6 July 2020, effective 27 July 2020, passed by the Board of Directors of the Area Office of the Metropolitan City 
of Milan. With Resolution No. 3 of 21 December 2020, these amendments were then formally acknowledged by the 
Conference of Municipalities that are part of the Optimal Territorial Area Authority (ATO) of the Metropolitan City of Milan. 
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An important trend in 2021 concerns the number of self-readings received by MM: for a total of 3,478, 
representing an increase of 13% compared to last year (3,081 self-readings in 2020). This testifies to the 
growing awareness of citizens towards a responsible management of the water resource and an increasing 
diffusion of this tool for monitoring consumption. 

Since 2018, the customers of the IWS in financial distress are eligible for a discount on their bill through the 
water social bonus88. The applications filed with the Taxpayer Assistance Centres delegated by the 
Municipality of Milan (together with those for the electricity and/or gas bonus) are subsequently processed by 
MM's Customer Service, which verifies the information provided in the application also by accessing the GIS 
databases and performing inspections. In addition to the water social bonus regulated by ARERA in 
accordance with Italian law, there is also a supplementary water bonus introduced by the Metropolitan 
City of Milan's Area Office to provide additional protection to financially vulnerable customers on top of the 
minimum protection required by the Authority89. In 2021, the new sector regulations90 changed the way in 
which the Water Social Bonus is disbursed: from manual and based on a request submitted by individual users 
(direct or indirect), to automatic based on data flows on potential beneficiaries sent by Inps to the Single Buyer 
and by the latter to the Operators for disbursement. The adoption of this new method led to upstream delays 
on the part of the regulators involved, which resulted in the bonus disbursement for the year 2021 being 
postponed to 2022. 

ARERA SETTLEMENT SERVICE 

With Resolution 55/2018/E/idr as amended and supplemented, the Italian Regulatory Authority for Energy, 
Networks and Environment (ARERA) allowed also IWS customers (as is already the case for electricity 
and gas end-customers) to make use of the Settlement Service procedure. It consists of an out-of-court 
protection measure that can be relied upon if the reply to a complaint filed with the Integrated Water Service 
operator proves unsatisfactory, or if 50 days have passed since the complaint was filed and no reply has 
yet been received. The online procedure is free of charge and is managed by a third-party impartial 
conciliator who helps the parties reach an agreement. If an agreement is reached, then the matter is deemed 
to have been settled amicably and preemptively. However, users can also turn directly to ordinary justice, 
since an attempt at settlement is not yet mandatory as is the case instead in the electricity and gas sectors.  

With Resolution 142/2019/E/idr, ARERA identified the water sector operators, including MM, who are 
required to participate, effective 2019, in the dispute settlement procedures voluntarily initiated by end users 
before the Settlement Service. MM can access the Authority’s Settlement Service platform to 
participate in dispute settlement proceedings. To fulfil all relevant obligations and responsibilities, it has 
created the IWS Regulatory, Conventional and Settlement Function reporting directly to the Legal and 
Project Manager Support Function.  

 
88 The water social bonus, governed by ARERA's Resolution no. 897/2017/R/IDR, is a subsidy intended to reduce the 
water bill for households in financial and social distress. The bonus relieves residential customers from paying the amount 
considered necessary to meet their essential needs, i.e. 50 litres per day for each individual. The discount is applied directly 
to the bill for direct account holders or paid through direct deposit to indirect ones (e.g. condominium). 
89 This additional benefit is automatically provided to those entitled to the water social bonus and it amounts to € 15 per 
year per family member. 
90 ARERA Resolutions 63/2021/R/com, 366/2021/R/com, and 585/2020/R/com. 
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In addition, in order to implement the applicable regulatory legislation, MM adapted the “Water Service 
Customer Management”91 company procedure” to regulate the handling of settlements. 

 

MM is committed to improving the quality of customer services, including through training and refresher 
courses for company employees and adoption of more effective and efficient solutions relating to 
technology, organisation and procedures. Examples of this are the integrated information system (SAP) 
and the development of innovation and research projects in partnership with Universities in Milan.  

In addition, MM organises engagement initiatives aimed at the local area, including: guided tours of the IWS 
plants managed by the Company for schools and groups of citizens (temporarily suspended in 2021 due to 
the pandemic); educational pathways focused on environmental education and events to disseminate 
and raise awareness of the role of water in development at Milan’s Centrale dell’Acqua (see section 8.4 
“Milan’s Centrale dell'Acqua” and, for more information, www.centraleacquamilano.it).  

LOOKING TO THE FUTURE... 

In 2022, the new LaTuaAcqua portal is scheduled to go online. The portal replaces the Milanoblu site, with 
a more user-friendly interface that offers intuitive navigation and many additional services and features 
thanks to which users will be able to interact with MM in an increasingly more integrated and direct manner. 
In addition to putting the contents of the Service Charter and the Integrated Water Service Regulations in 
simpler and more user-friendly terms, the portal will offer a great deal of information on Milan’s water, as 
well as the ability to view the location of water houses and fountains in the city via the GIS application. 

 

7.2. Management of relationships with tenants of Public Housing property 

Since it started managing the Municipality’s public housing property, MM has made structural changes to how 
it handles relationships with tenants, focusing on people and their needs and inspired by the same principle 
of proximity that also defined its approach in other corporate business areas. It is not only a matter of providing 
efficient management solutions, but also of understanding, in agreement with the Milan City Council, the 
real needs of different and often complex contexts. This, by knowing the people living in the public housing 
units and through caring for places, making them an asset for the tenants and the inhabitants of the 
neighbourhoods, as well as a tool for promoting acceptance and inclusion. 

Since 2015, MM has been regularly conducting the User Registration campaign, a profiling exercise that 
offers a constantly updated view of the tenants and gathers the information required to determine the Public 
Housing ISEE (Equivalent Economic Situation Indicator) value, on which the rent is based. Every two years, 
MM examines the composition and type of households (deaths, change in household status, nationality, and 
age groups of household members) and whether they still meet the requirements for public housing, as well 
as updates contact details. Preliminary formalities are handled by appointment at the local offices or through 
home visits by MM staff where situations of severe distress or disability so require. 

Following a change in the regional legislation92, the update scheduled for 2021 was postponed to early 2022, 
only to be postponed a second time to 2023 due to a deferral by the Lombardy Region. However, in 2021 MM 
continued its touchpoints and checks on households, which allowed the database to be updated for a total 
of 13,670 households and 34,112 tenants, providing a diverse profile of public housing tenants: 

 
91 In order to collect the necessary information, a format has been created that defines, for each corporate function involved, 
the respective areas of expertise, according to the nature of the dispute. In addition, each year a report is drafted on the 
number of settlement proposal requests received by ARERA and their outcome, which is shared with the corporate 
functions involved, with the Water Service Business Unit and with the General Management, to ensure a continuous 
improvement in service quality.  
92 Article 43, paragraph 11 ter of Regional Law 16/2016, as modified by Regional Law 18/2020. 

http://www.centraleacquamilano.it/
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The User Registration is part of the larger digitisation project launched by MM. The goal is to make 100% of 
administrative and technical dossiers accessible, including past dossiers inherited from the previous 
management. In this sense, the activities continued in 2021, with the digitisation of all administrative 
documentation produced by the Housing Business Unit. At the same time, the extraction and scanning of paper 
documents relating to operations continued (in 2021 alone, almost 8,500 scans were carried out) and stored 
at the “Cittadella degli Archivi “ of the Municipality of Milan, within the robotised archive. 

The main contact points available to tenants are: 

 

4 LOCAL OFFICES  
3 BRANCH OFFICES  
1 MISCELLANEOUS 

USE OFFICE 

Located in different areas of the city to ensure a widespread coverage of the 
municipal area, they are tasked with providing clarifications on rent and ancillary 
expenses, updating tenants’ information, handling technical and administrative 
issues as well as reports and complaints related to the services93. 

 CONTACT CENTER 
(800 013 191) 

Toll free number, open 24 hours a day, seven days a week, for requesting 
information, arranging an appointment at a local office or reporting emergency 
situations and/or unlawful occupancy94. 

 
TENANT PORTAL 

By accessing a restricted area, contract holders can use this Portal to view 
general information and contract data, submit administrative requests, download 
bills to be paid, open trouble tickets and monitor their progress, and manage 
appointments at physical offices.  

 
OTHER CHANNELS 

Customised correspondence, email address of local offices, home inspections 
and checks, condominium meetings, meetings with tenants’ committees and local 
associations, etc. 

 

CUSTODIANS OF MM’S PUBLIC HOUSING PROPERTY 

With MM’s management, year after year the presence of custodians for overseeing the public housing 
property has been enhanced. Custodians are responsible for: ensuring the cleanliness and decorum of the 
guardroom and entrances, monitoring the presence of service providers and the quality of their work, 
handling mailing properly, and detecting potential dangers and/or illegal activity, promptly notifying MM. The 
high number of custodians, which in 2021 totals 127 and who are all MM employees, makes them an 
invaluable “human” asset, representing a unique feature with respect to other operators of the Public 
Housing property service in the local and national landscape. 

 

During 2021, 262,615 contacts with tenants were recorded through MM’s three main touchpoints, broadly in 
line with 2020, reflecting the increase in communications by post and appointments.  

 
93 MM Housing Business Unit’s contact points are located in: via Senigallia (North West Local Office) and via Civitavecchia 
(North East Local Office) opened in 2014, piazzetta Capuana (branch office), via Spaventa (South East Local Office), via 
Forze Armate (South West Local Office) opened in 2015, via Borsieri (branch office) opened in 2017, via Strehler 
(Miscellaneous Use Management Office) opened in 2018 and viale Faenza (branch office) opened in 2019. For information: 
https://www.mmspa.eu/wps/portal/mmspa/it/home/mm-per-milano/casa/dove-siamo.  
94 The Contact Center is open 7 days a week to handle administrative and technical notifications, whereas emergencies 
are managed 24/7 and may concern squatting attempts and technical emergencies. 

https://www.mmspa.eu/wps/portal/mmspa/it/home/mm-per-milano/casa/dove-siamo
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Building on the experience gained in 2020 due to the limitations imposed by the pandemic, the use of “virtual 
communication channels” for the efficient and effective remote handling of requests and reports continued in 
2021. In particular, appointments taken through the Contact Centre were mainly conducted virtually, while 
access to the physical counters at MM’s local offices was reserved for cases with special needs (e.g. to ensure 
full accessibility to users without adequate digital equipment). In both cases, the appointment was preceded 
by telephone contact on the part of the local office operators, to ascertain its nature and verify whether it 
could be effectively managed remotely or in person.  

The management of reports and requests is an indicator for testing the effectiveness of the Company’s 
processes and therefore a point of focus for MM. The Company has thus defined the operating methods to 
be adopted and the related responsibilities in relation to interventions attributable to the facility and property 
areas. The process is initiated by collecting and classifying the notifications submitted. Different tickets are 
then opened (and closed) based on whether they relate to administrative issues (requiring disclosure of 
information or handling a procedure) or technical issues (implying scheduling and managing on-site work). 
Within the system for the management of technical and maintenance needs, the Building Manager figure 
represents an added value for the CRM (Customer Relationship Management) model adopted by MM. Building 
Managers take care of the Public Housing property from a technical point of view, activating the necessary 
maintenance interventions, effectively carrying out a supervisory function on the territory and acting as a first 
on-site point of contact with tenants. More specifically, each building manager manages part of the property 
under management (both inside and outside the boundaries of the Municipality of Milan), interacting with the 
rest of MM’s Housing Business Unit by exchanging technical feedback. 

 

 

 

GHE SEM MAGAZINE 

Ghe Sem is MM’s magazine that collects stories, information and proposals 
related to public housing, featuring interviews, stories, dossiers, surveys and many 
other activities of communication with the worlds populating the cities. Ghe Sem is not 
just a tool for telling the story behind the management of public housing units, as it 
also provides insights into the strategies of social innovation in public housing 
management, general trends and perspectives.  
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POP! ABITARE, VOCE DEL VERBO POPOLARE 

Pop! Is MM’s periodical magazine, dedicated to Milan's public housing tenants. The 
magazine is the result of a cultural and social project conceived by the MM 
Communication Department and published in cooperation with NABA (New Academy 
of Fine Arts), coordinated by C-Park and with the important contribution of tenants, 
committees and associations. It is the only publication of its kind in Italy, with the 
aim to make public housing neighbourhoods known, animate them and collect stories, 
wishes and visions of the future. To date, two editions of the magazine have been 
produced, which, in addition to being published on the institutional website, are also 
available at the local offices or at dedicated points.  

 

LA TUA CASA (ATLANTE DEL PATRIMONIO ERP DI MILANO) 

MM has overseen the publication of “La tua casa, Atlante del Patrimonio 

Residenziale Pubblico del Comune di Milano” which tells the story of the 

Municipality of Milan's Public Housing properties through photographs, 

projects, cadastral tables and maps, original testimonies and illustrations of 

the main urban transformations that have contributed to shaping the city of 

Milan in its current form. The series consists of four volumes, each focused 

on specific municipalities.   

All publications published by MM are available at www.mmspa.eu (Home > Media > Publications). 

 

LOOKING TO THE FUTURE... 

In 2021, the resources and employees of the Housing Business Unit were engaged in the analysis of 
processes for the transition of activities to the SAP Casa system, with the platform deployment planned for 
early 2022. 

 

7.3. Protection of privacy and rights in relations with customers 

MM pays close attention to IT security and appropriate processing of personal data of customers. 
Following the entry into force of the “GDPR”95, and as a provider of services which are of public interest, MM 
appointed a company Data Protection Officer (DPO) in 2018. The DPO not only supports the Company in 
adapting to the new legislation from the point of view of the accountability principle96, but also verifies 
compliance with the system which is created and ensures that it is constantly updated. 

The prolonged pandemic situation has affected the management of the security of personal data and the 
activities carried out by the Data Protection Officer, highlighting the contrast between two fundamental values 
of the Italian legal system: the right to health and the right to privacy as a result of the obligations imposed by 
law on the Employer which, in turn, have led to the introduction of new data processing requirements and/or 
obligations. For example, the obligation to measure the body temperature of staff and external parties or to 
check the Vaccination Certificate (so-called Green Pass) to access the Company’s premises, required an 
appropriate notice to be drafted, integrated and displayed in compliance with the principles of “privacy by 
design”97 and minimisation of data processing. The DPO also provided support to the various Business Units 
and Functions in carrying out the tasks required by current privacy legislation (drafting and updating Privacy 
Policies, defining rules for the verification of Vaccination Certificates, etc.). 

 
95 Regulation (EU) 2016/679 of the European Parliament and of the Council of 27 April 2016. This code concerns the 
protection of natural persons with regard to the processing of personal data and free movement of such data, and repeals 
Directive 95/46/EC. 
96 Based on the accountability principle, the Regulation provides that the data controller shall adopt adequate policies for 
guaranteeing and being able to demonstrate that the processing of personal data which has been done is in compliance 
with the same Regulation. 
97 The principle of privacy by design requires that the protection of the rights and freedoms of data subjects with regard to 
the processing of personal data must be ensured by implementing appropriate technical and organisational measures. 
This, both at the time of determining the data processing means, as well as when the data processing is actually carried 
out, in order to ensure compliance with the provisions of Regulation EU 2016/679. 
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In 2021, the DPO organised extensive training on privacy issues in cooperation with external 

professionals and the Compliance Business Unit. For Managers (a total of 31 participants), two sessions were 
held with a focus on topics deemed of greatest interest (e.g. the main GDPR requirements, the latest relevant 
sanctions issued by the Authority for the Protection of Personal Data, the transfer of personal data outside the 
European Union). Second level employees (a total of 111 participants), on the other hand, took part in four 
training sessions that also covered basics such as data subjects, personal data categories, the register of data 
processing operations and the concept of data breaches. 

In addition, the DPO organised six training sessions on the use of the software chosen by MM for the 
implementation and structured management of the register of data processing operations, for a total of 51 
participants, delivered by the software developer with a participation and operational focus. After the training, 
the DPO invited all owners (data controllers) to update the register of data processing operations, verifying the 
completeness and correctness of the information entered therein and providing support if necessary. 

As proof of our commitment to data protection aspects, in line with last year, no personal data breach 
qualifying as such under Article 33 of the GDPR occurred in 2021. 

In 2021, the DPO provided support to the various Business Units and Functions in MM with regard to the 
correct appointments of data processors in the event of recruitment and transfer of staff, as provided for in the 
2019 “Appointments and Privacy Responsibilities in the Event of Personnel Changes” operational instructions. 

The DPO was also called upon to verify and validate the new set of cybersecurity procedures, policies 
and regulations adopted by the Company, as well as to verify the privacy aspects of the “Interventions to 
protect corporate assets” operational instructions for the Housing Business Unit. An audit was also carried out, 
with the support of the Compliance Business Unit, to verify the correct profiling of users on corporate systems, 
at the end of which corrective actions were shared with the relevant departments.  

 

7.4. Innovation for the city 

According to the objectives of the Resilient Cities Network98 international project, Milan aims to become a 
city capable of managing environmental, economic and social emergencies, including unforeseen or unlikely 
events, adopting a positive and innovative approach. At the international level, the Municipality of Milan is 
an active member of the major European and global networks that, today, engage in smart city related aspects. 
In addition, at the local level, together with the Chamber of Commerce, it is engaged in building stable 
partnerships between various players in research and social innovation, business and finance. For the seventh 
consecutive year, Milan reached a top position in the ICity Rank 2021, the annual report developed by FPA, 
a company of the Digital360 group, which follows Italian cities on their path to becoming sustainable, resilient 
and smart. 

The urban framework, a cradle for experimenting with innovative policies in all areas of development, also 
plays a central role within the United Nations 2030 Agenda: Goal 11 is, in fact, focused on cities (“Make cities 
and human settlements inclusive, safe and sustainable”).  

MM sustains Milan’s process of growth and change towards a modern integrated citizen-centred and user-
oriented ecosystem, applying smart city logic to meet the needs of an external context in which demographic 
growth and hyper-urbanisation are both an opportunity, as well as potential elements of vulnerability. Thanks 
to transversal technical and design skills, MM adopts innovative processes to make the city an efficient 
and increasingly more sustainable system, contributing to the improvement of the quality of life and 
playing a crucial role in the development of key areas such as mobility, access to water and the care of public 
goods. 

This is precisely why for MM, the city represents the real challenge for the future, with a focus on various 
aspects ranging from urban resilience to new infrastructure models, from scenario predictability to the 
integrated design of engineering works, from flow modelling to rethinking mobility, from artificial intelligence 
applied to water resources to the recovery of energy and matter with a view to urban metabolism.  
 

 
98 The Resilient Cities Network, promoted by the Rockefeller Foundation, consists of a global network of cities committed 

to building and investing in urban resilience, intended as the ability of city systems to adapt to and live with the acute and 
chronic events they are experiencing. 
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InnoBook 

Since 2018 MM has been publishing, on an annual basis “InnoBook – Build your 
city, build your future”, a thorough review of the most meaningful scientific 
research activities and highly innovative technologies which have been promoted 
by the Company in its field of competence and in the field of communication, both 
digital and concerning the local area.  

With this publication, now in its fourth edition in 2021, MM takes stock of a 
strategic aspect – the culture of competence – and its ability to put innovation 
at the service of the city, as well as the country. Scientific and technological 
research, relations with university centres, the culture of targeted investments, 
commitment to teamwork and the development of technical and management skills 
are the drivers of a Company that is able to imagine the future and is prepared to 
face it.  

The work is divided into sheets totalling 84 actions that allow ideas of innovation in infrastructure design, 
IWS and management of Public Housing property to be translated into specific projects, providing two 
insights into the role of innovation and communication digitalisation. The volumes of the InnoBook are 
available on MM's website (www.mmspa.eu) in the section Home > Media > Publications. 

 

 

7.4.1. Smart management of engineering contracts 

In order to cope with the growing organisational complexity in the management of large infrastructure projects, 
together with medium and small-sized interventions, which differ in terms of type and reference stakeholders, 
in 2020 MM adopted a system for monitoring contracts pertaining to the Engineering Business Unit. This 
system ensures accurate monitoring and constant sharing of information, including with the technical 
departments of the municipal administration.   

Active contracts with the Municipality of Milan have been uploaded in an app customised on the basis of the 
specific needs of MM and the various phases of design, contract award and works. Dedicated individual sheets 
contain all key information: personal details, scope, description, assignment reference, contractual and 
operational contact persons, estimate of the amount of the works, contracting authority, works supervisor and 
safety coordinator, the expected and actual start and completion dates, and above all the progress of works 
(as a percentage) so as to also monitor the achievement of the KPIs set forth in the Service Agreement 
entered into with the Municipality of Milan regarding compliance with the timeframes defined for completing 
the activities. 

MM has also adopted a data analytics cloud platform that provides interactive views and business 
intelligence capabilities through a simple and intuitive interface that allows reports and dashboards to be 
created. This solution is connected to the app, from which it draws information to provide an overview that 
proves useful when analysing the progress of activities and monitoring the progress of contracts from a 
strategic perspective. 

Updates on the app are performed at least monthly by the 
operational staff dealing with the specific assignments, while the 
data analytics cloud platform collects contract data from the app 
twice a day. A dedicated profile for the Municipality of Milan is 
also available, enabling the contracting authority to view the 
progress of activities and manage the Annual Procurement Plans. 
The system has been implemented with all of the City of Milan’s 
contracted works and is continuously being updated with new 
acquisitions, with 170 procurements in the system at the end of 2021 
managed via the app and dashboard, of which 28 were completed.  

For some years now, MM has been progressively introducing the BIM methodology (Building Information 

Modelling)99 in the design of both linear and punctual works by the Engineering Business Unit.  

 
99 BIM is the digital representation of the physical and functional characteristics of an object (applicable to buildings, 
infrastructure, etc.). Unlike CAD, which allows to work on projects through 2D or 3D drawings, BIM specifies the 

http://www.mmspa.eu/
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Specific roles and responsibilities have been defined at the organisational level, including:  

 

BIM Manager 

He/she is responsible for the coordination and general supervision of the orders from 
an information point of view. He/she also defines the digitalised information processes 
aimed at achieving the objectives linked to the application of the methodology, and 
the requirements in terms of human resources and equipment. 

 

BIM Coordinator 

He/she is assigned to individual jobs on instruction of the BIM Manager (where jobs 
are particularly complex, such as the extension of the M1 line to Baggio, two BIM 
Coordinators were appointed, one dealing with civil works and one dealing with plant 
engineering works). 

 

BIM Specialist 

He/she deals with the information modelling of the works according to the digitised 
procedures defined by the BIM Manager. 

 

Manager of ACDat platform 

Manager of the data sharing environment that MM is developing according to its own 
quality standards to support the digitised processes implemented. 

 

In addition to the training of internal staff and the hiring of professionals with specific BIM skills, MM has 
adopted various software programs for modelling, support for project development processes, and an IT 
platform (ACDat) for the organised and shared collection of digital project-related data. Integrated design, 
collaboration between project teams, coordination, communication and information sharing, both through 
collaborative project management processes and interoperability between software are some of the key 
elements characterising the BIM methodology.  

At MM, the BIM methodology is used for several school building projects, both for extraordinary 
maintenance, conservative restoration or improvement of energy efficiency as well as for the design of new 
buildings, considering that the virtual development of projects also provides guidance from a life cycle 
perspective, while facilitating the monitoring of material obsolescence for maintenance purposes.  

The project of the new logistics and fruit and vegetable pavilions of SogeMi’s Foody Food Market is one 
of the most complete experiences where the BIM methodology has been applied at MM, considering, among 
other things, the modularity and the structure of the building itself, which was built using prefabricated 
elements. The modelling of the area of intervention allowed the volumes of excavation and earth movement 
to be calculated with accuracy, while the creation of specific computer models for each specialist area 
(structural architecture, mechanical systems, electrical systems and underground services) allowed any 
interferences to be identified and solved in a timely fashion. In line with the objectives of the “Piano di Governo 
del Territorio Milano 2030”100 (Land Use Plan), the project stands out for the integration of considerations 
aimed at limiting environmental impacts. For example through the use of recycled building materials, rainwater 
reuse systems, the installation of photovoltaic panels on roofs, as well as the creation of green walls, large 
tree-lined flowerbeds and green external spaces. In addition, special techniques have been employed to 
minimise the production of hazardous waste from processing. Following the delivery of the project for the first 
of the two pavilions by MM in 2020 (for which the contract was signed in 2021), the project for the second twin 
pavilion was also completed in 2021. In view of the start of construction work for the first pavilion planned for 
2023, MM has began to supervise the offices of the Works Management of the Logistics Platform on site, 
whose works are already in progress. 

Two important projects are currently under development for the extension of underground lines in Milan – M1 
to the West and M5 Bignami/Monza – with MM being at the forefront at a national level as one of the few 
examples of the application of BIM on linear infrastructures (see paragraph 8.1 Engineering at the service of 
the city). With regard to BIM design of transport lines, MM relies on different modelling software applications, 

 
functionality and performance of each object in the project, combining graphical information (e.g. thickness and height of 
walls) with information on acoustic or thermal insulation, etc. 
100 The “Piano di Governo del Territorio di Milano 2030” (Land Use Plan), approved by the City Council on 14 October 
2019, sets the objectives towards Milan 2030 in a phase of growth for the city in terms of demographics, economy and 
tourism. In particular, Article 10 of the implementing rules “lays down provisions to promote and foster environmental 
sustainability and urban resilience”.  
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both for linear works such as infrastructure, as well as for site-specific works such as stations, constructions, 
civil buildings and industrial depots of rolling stock. A terrain model is first developed, generated by a 3D aerial 
survey and then integrated with the geometric characteristics of the underground structures of buildings and 
works of art. Subsequently, the infrastructure model is obtained by extruding – along the horizontal and vertical 
layout – dynamic sections that are connected to the layout by means of reference axes (track axes and rail 
plan) and consist of elementary objects interconnected with one another. With regard to site-specific facilities, 
with special reference to stations, 3 single models are developed (structural, functional architectural and MEP), 
which coordinate with one another until the pre-set requirements are met. Each object that makes up the model 
is then associated with geometric and alphanumeric information in relation to the uses of the models 
themselves (structural and plant engineering dimensioning, work scheduling, estimated metric calculations, 
etc.). 

 

7.4.2. Innovation and research in the Integrated Water Service 

MM’s Water Service Business Unit is constantly committed to the innovation of processes and technologies 
to be used to improve service quality for the benefit of the entire community. To this end, it develops projects 
in different phases of the water cycle in collaboration with universities, research centres and other companies. 

Some of the projects underway in 2021 are outlined below, in addition to those already presented in previous 
chapters on energy consumption efficiency (see chapter 6.1 Increasing energy consumption efficiency) and 
circular economy (see chapter 6.4 Circular economy).  

At the San Rocco and Nosedo wastewater treatment plants, the development and operation at full capacity of 
processes to optimise biological defoaming (biological phosphorous removal) and thus reduce the use of 
chemical reagents continues, helping to achieve the technical quality objectives required by ARERA101. 
At San Rocco, in addition to installing a new chemical phosphorus removal section with ferric chloride dosing, 
MM carried out studies and modelling to review the sequence of process phases in the basins of the biological 
activated sludge section and, consequently, adapt the air diffusion networks and install 32 high-efficiency 
submersible mixers to create the optimum conditions for activating biological phosphorus removal, as an 
alternative to the traditional chemical removal. In the course of 2021, advanced process management software 
was alternatively tested and applied to one line of the biological sections of the San Rocco wastewater 
treatment plant, comparing its efficiency with the software currently deployed on the other lines. In 2022, 
additional software testing is planned with the aim of increasing phosphorous removal by biological means and 
reducing the plant’s CO2 emissions, while reducing energy and chemical reagent consumption. 

MM has developed a monitoring system for the sewerage systems in the historic centre of the City of 
Milan, through the use of fibre optics for the preventive, qualitative-quantitative and structural control of the 
sewerage pipes. In particular, in order to measure the impact on the structure of the sewer pipelines subjected 
to the loads of the tramway and railway lines, two measurement sets were installed, each consisting of four 
optical strings, one positioned at the top (along the ceiling of the pipeline) and the other at the bottom. Through 
this system, it is possible to carry out continuous monitoring of the tension to which the structural works are 
subjected, correlating the data to temperature changes and thus identifying any structural anomalies in the 
pipelines and plan the necessary improvement actions. 

In addition, as part of the Programme Agreement for monitoring the rise in the water table in the Milan 
area102, MM prepared a mathematical model of the groundwater flow and of the transport of contaminants 
and heat. First, the updating of the geological modelling of the study area and the calibration of the flow model 
in both steady-state and transient regimes were completed. In this respect, different scenarios were assumed 
focusing mainly on the variation of water withdrawals from wells operated by MM (assuming four scenarios of 

 
101 ARERA requires discharge limits to be assessed on a daily basis, also in respect of the parameters that under the 
applicable national and regional legislation are assessed on an annual average basis, in particular for macro-indicator M6 
on purified water quality. 
102 The Programme Agreement was signed in 1999 between the Lombardy Regional Authority, the Municipality of Milan, 
the Province of Milan (at present, Metropolitan City), the Po River Basin Authority and the Magistrate for the Po River (at 
present, AIPO) following the work of the “Technical and Scientific Committee for the problems relating to the rising water 
table in the Milan area” established in 1997 by the Lombardy Regional Authority, upon instruction of the Po River Basin 
Authority. The objective is to slow down the upward trend in the water levels of the first water table in the Milan subsoil, 
which began in the 1970s and has continued to the present day with the greatest increases seen in the years 1990-1998, 
causing, in many areas of the city, groundwater to encroach on public and private facilities present in the subsoil and 
designed on the basis of the piezometric level of the 1960s and 1970s. This phenomenon has been related to heavy 
rainfall, a general reduction in groundwater extraction (for drinking and industrial use) and the implementation of some 
measures to reverse soil sealing (e.g. use of drainage surfaces, etc.). 
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reduction or increase until 2048) and on the effects of climate change (with scenarios for each greenhouse 
gas emission pathway as a function of the precipitation-temperature ratio). The model was also used to define 
the “design water table”, i.e. a long-term condition for the underground works to be completed in Milan and to 
evaluate interaction between the water table and underground facilities.  

Subsequently, a flow model was also developed for the transport of tetrachloroethylene, trichloroethylene 
and trichloromethane (PCE, TCE and TCM) contamination in the San Siro area, tracking its evolution until 
2035 and identifying a monitoring network with a notice window of at least 2 years from a significant detection 
of contamination. Finally, a mathematical model of groundwater heat transport was developed, which 
analyses the thermal effects produced by an air-conditioning system on the first, second and third aquifers.  

TRENCHLESS TECHNOLOGIES FOR THE LAYING AND REHABILITATION OF IWS NETWORKS IN 
MILAN  

“No-dig” or trenchless technologies allow works to be carried out by minimising open excavation, 
changing the way network infrastructures, including those of the IWS, are introduced and managed. “No-
dig” works, in fact, allow existing networks to be revamped with a reduced environmental impact and lower 
social costs, guaranteeing both speed of execution and less handling and generation of waste materials, as 
well as low interference of surface activities and less health and safety risks for worksite operators. 

In 2021, MM intervened through the “relining no-dig” technology to renovate a section of existing sewers 

in the heart of the Quadrilatero della Moda district, between Via della Spiga and Via Montenapoleone 

(along Via Gesù, Via Santo Spirito and Via Borgospesso), for a total length of 685 metres. The sewer system 
in question is not only located right in the centre of Milan, but is further complicated by the presence of 
numerous active connections (around 170) and multiple systems for intercepting the private connections 
found in the underground technical rooms of prestigious buildings housing high fashion ateliers and 
commercial activities in this area. MM conducted a meticulous preliminary investigation to reconstruct the 
actual altimetric configuration of the pipes and structures, and an equally careful survey of the uniqueness 
of the pipelines, defining a construction site in alternating phases on the affected streets that would take 
into account all existing constraints and minimise interference with the road system and commercial 
activities. The renovation work lasted two months, from March to April 2021, and made it possible to extend 
the useful life of the infrastructure by at least 50 years, minimise the inconvenience for residents, tourists 
and shopkeepers, and save around 43 tonnes of CO2 compared to replacement by traditional excavation.   

“No-dig” technologies, in fact, are not only innovative engineering methodologies, but also true energy 
efficiency tools. In fact, the GSE is currently evaluating the possibility for these technologies to gain access 
to the “white certificates” market as relating to energy efficiency103. 

 

MM has particularly invested in the use and development of GIS systems for the geolocation of the IWS assets. 

In 2021, these interventions saw the launch of the Collaboration tool on the webGIS portals, which 
enables the activation of modules for the remote exchange of information, notes and georeferenced images 
of corporate assets in real time and in shared mode. At the same time, the implementation of the offline GIS 
was completed, a key tool for deploying the GIS map viewer on company devices and thus display and query 
company assets directly in the field, even in the absence of an internet network.  

The continuous expansion of the services provided by MM and the digital transformation on which the company 

has embarked have led to the implementation of an IoT cloud platform capable of exploiting the data 
collected in the field through the installed sensors (see section 4.1.1 Innovation and digital transformation). 
The platform’s uses in the IWS field aim to develop, over time, operational applications and data manipulation 
tools based on artificial intelligence technologies and starting from use cases, in other words applications of a 
technology credible to the business context in order to analyse its costs and benefits. Some examples of use 
cases include remote monitoring of the quality of water supplied through the collection of data from smart 
meters and multi-parameter probes installed on water houses. In addition, experiments are also underway to 
extend the uses of the IoT platform in the automation technologies domain for more efficient processes and 
adoption of the Digital Twin technology to replicate and optimise sludge management processes at water 
treatment plants. Other innovations are also being tested and applied to help improve the energy efficiency of 
sewage treatment plants (see chapter 6.1 Increasing energy consumption efficiency) and to implement the 
potential of the IWS from a circular economy perspective (see chapter 6.4 Circular Economy). 

  

 
103 See Chapter 6. “We support environmental transition” for the definition of “white certificates”. 
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8. Care city: we care for the city and its citizens 

MM undertakes to support Milan in its journey towards transformation, making available the skills and 
experience gained in taking care of the city and its inhabitants every day, both by performing minor 
maintenance work and overseeing major infrastructure projects.  

The “culture of care”, therefore represents not an end, but rather a tool to achieve a real and inclusive benefit, 
putting citizens and their needs as users of services at the centre of the vision. This is also the case for the 
“culture of competence” which, in turn, is a key element of ensuring care in a transversal, continuous and 
effective way. 

8.1. Engineering at the service of the city  

MM runs some of the main urban transformation and public infrastructure maintenance projects in the city of 
Milan. These projects contribute to improve the quality of public space and living conditions in 
neighbourhoods, with the aim of creating an increasingly accessible and resilient city. 

Engineering services – such as design or works management – by their very nature provide relatively limited 
direct impacts, but require an assessment of indirect impacts, considering that interventions on the territory 
are mostly carried out within urban contexts and therefore in close contact with citizens. For this very reason, 
MM pays the utmost attention to their planning and to the subsequent management of work sites, so 
as to combine construction excellence with compliance with timelines and impact mitigation in terms of noise, 
dust, traffic and road conditions. MM also provides the Municipality of Milan with a technical consulting 
service to investigate reports and concerns submitted by citizens regarding vibrations in buildings whenever 
underground trains pass by. Specific inspections are carried out to verify the actual presence of vibrations, 
investigate the underlying reasons and identify the most appropriate measures to reduce inconvenience to 
citizens. 

In addition, when managing construction sites, MM acquires documentation from contractors defining 
commitments and activities aimed at the proper management of environmental impacts (e.g. the Construction 
Site Environmental Management Manual and the Environmental Monitoring Plan), taking its responsibility – 
even if indirectly – on these aspects quite seriously (e.g. air quality, soil and subsoil management, waste, 
noise and vibrations). More specifically, Works Supervisors (being appointed by the Contracting Authority to 
monitor work progress) or Safety Coordinators are tasked with supervising the work of the contractors and of 
the other parties working at the worksite, including with regard to environmental aspects, while MM carries out 
sample audits to verify that the control activities carried out by company personnel are done in compliance 
with current legislation and in line with the provisions of the corporate Environmental Management System.  

The engineering services provided by MM fall into four development areas: 

 

 

Below some of the main projects conduced in 2021 are outlined. 

The following projects fall under the “sustainable mobility” area:  

EXTENSIONS OF THE M1 AND M5 METRO LINES 

1 

The extension of the M1 metro line from the Bisceglie terminus to Baggio is almost entirely 
underground, spans 3.5 km in length and includes 3 stations (Parri-Valsesia, Baggio and Olmi, as 
well as a train depot), for a total investment of approximately €400 million. The double-track extension 
tunnel will be built mostly using mechanised excavation technology with a shielded cutter (TBM), 
while the stations will be built using open-cut excavation between reinforced concrete bulkheads and 
the bottom-up method. The work will have a significant impact on the mobility offer, serving 
approximately 60,000 people within a radius of 1.5 km from each station, and in particular serving a 
number of densely populated neighbourhoods in Milan’s western suburbs (in particular Valsesia, 
Baggio and Olmi) and the municipalities of the first belt, in particular Cesano Boscone, as the new 
stops are all accessible by bicycle and pedestrian paths from different areas of the municipalities 
involved. The project also includes the upgrading of the existing Olmi sports facility, given that 
the construction site for the station with the same name will occupy part of the area currently allocated 
to football pitches. The project will serve as an opportunity to revive a historic structure for the benefit 
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of the entire neighbourhood. In February 2021, MM submitted the final design to the City of Milan, 
which was subsequently approved in September104 and, in parallel, the development work on the 
executive design was started. The project is developed based on the BIM methodology and a 
process for defining the forthcoming tender has also been launched, considering all the specific 
aspects of a tender based on this methodology.  

The project for the extension of the M5 line towards Monza will have a total length of 
approximately 13 km, almost all of it underground, with 11 stations and a depot/workshop, for a total 
investment of €1,265 million. In order to ensure the environmental sustainability of the project, right 
from the outset the final design was geared towards compliance with the Envision and LEED 
certification protocols for the infrastructure and some of the civil buildings in the depot, respectively. 
In 2021, the geognostic campaign was completed, which led to some optimisations of the route, the 
most relevant concerning the line passing east of the Villa Reale, thus avoiding underpassing the 
Serrone (Orangerie) of the Villa Reale in Monza. The other activities concerned the architectural, 
functional, structural and plant engineering design of the stations and buildings of the Casignolo 
workshop depot (also with a view to environmental sustainability in order to obtain LEED certification), 
the study of the construction site and stormwater management works, the resolution of any 
interference, as well as the final landscaping of the green areas around the station and depot. 

EXTENSIONS OF THE TRAM NETWORK  

2 

In 2021, the extension of the tram network, an asset of strategic importance for Milan’s mobility, 
continued with work on the extension of the existing “Testi-Bicocca-Precotto” LRT (Line 7) from 
Via Anassagora to Quartiere Adriano (Borough 2). As it involves all the different components of the 
urban space – such as paving, landscape, sub-services, lighting and fixtures – the project, which 
includes five new stops for 1.5 km in length, offers an opportunity to revamp the urban fabric and 
implement traffic reduction policies. This, also thanks to the creation of a network of bicycle lanes 
involving Via Tremelloni and Via Adriano. 

This intervention is part of the larger design of a “Northern Inter-Neighbourhood Light Rail”, which 
aims for high commercial speeds. In its final configuration, it will start from the Certosa FS railway 
station on the north-west side of Milan and arrive at the Cascina Gobba station of the M2 
underground, at the city’s north-east end. In the second half of 2021, the preliminary study for the 
environmental impact assessment (EIA) for the extension of the additional “Quartiere Adriano-
Cascina Gobba M2” and “Niguarda Pronto Soccorso-viale Testi” sections was drafted, with the 
development of the final designs, which were subsequently completed in early 2022. The drafting of 
the Technical-Economic Feasibility Project for the Bausan-Bovisa section of the same Northern Inter-
Neighbourhood Light Rail was also completed in 2021. All these new sections are included among 
the works eligible for funding under the NRRP (Italian National Recovery and Resilience Plan). 

  

 
104 Resolution of the Municipal Council (no. 1063 of 01/09/2021). 
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DUOMO STATION (NAPLES METRO LINE 1) 

3 

In August 2021, the Duomo station along Line 1 of 
the Naples Metro joined the Stazioni dell'arte 
initiative (Art Stations of the Naples Metro), albeit in 
a temporary configuration. The project was strongly 
influenced by archaeological findings in the area, 
for which the development of a museum floor visible 
from the outside is planned, thanks to a glass dome 
located at the level of the square. The goal is to 
restore the precious archaeological findings to 
residents and users by illuminating the temple with 
natural light. For the underground areas, 
characterised by bright colours, geometric floor 
textures and mirrored walls, the designer and 
artistic director architect Fuksas wanted to also introduce an artistic element in continuity with the 
strategy of transforming the Line 1 stations into true “Stations of Art”. Diffuse lighting has been 
introduced throughout the entire station, which accompanies the train and plays on the contrast 
between the increasing brightness of the path as users make their way underground. The stainless 
steel panels covering the ceiling and side walls have hexagonal, glass-covered holes and are backlit 
by LED lights that combine red, green and blue, creating different lighting scenarios with dynamic 
light that varies in colour and 
intensity throughout the day, 
from blue hues in cool morning 
tones, to golden-orange hues in 
warm evening tones. Moreover, 
the flexibility of the control 
system allows for the 
customisation of lighting 
scenarios during events 
organised by the city.  

NEW CYCLE ROUTE IN THE GIAMBELLINO DISTRICT 

4 

The project provides for the construction of a new cycle route in the “piazza Napoli-Largo 
Giambellino” section (Borough 6), to connect the existing section in the “Tortona-Solari” district with 
the “Lorenteggio Giambellino” district. The route is made safe also thanks to the inclusion of traffic 
modelling works (crossings and raised crossings). In order to minimise inconvenience for citizens, 
the intervention was coordinated with the replacement of the water supply network in the affected 
streets. The intervention is part of a general project to revitalise the “Lorenteggio Giambellino” district, 
considered strategic by the Municipality.  
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The following interventions fall under the “sustainable construction” area:  

REDEVELOPMENT OF SCHOOL BUILDINGS 

1 

Thanks to a solid organisation and the effective 
coordination of activities, in 2021 MM completed and 
inaugurated in record time (less than 12 months) the new 
secondary school in Via Adriano 60 on the border with 
the municipality of Sesto San Giovanni (Borough 2). The 
new building consists of two separate volumes: a larger 
one houses school activities for a total of 450 students 
(15 classrooms, 6 laboratories, a canteen, a library and a 
playroom, as well as administrative offices), while the 
other is used as a gymnasium with a basketball/volleyball 
court and a 100-seat grandstand. Thanks to a separate 
entrance, the gymnasium, library and playroom can also 
be used during non-school hours and are therefore open 
to the neighbourhood. The building, classified as “NZEB” 
(Nearly Zero Energy Building)105, in other words offering 
a very high energy performance, is equipped with 
photovoltaic panels on the roof of the complex covering 
30% of its electricity needs, a full LED lighting system with 
sensors for automatically adjusting the level of brightness 
in the interior spaces, as well as a high-efficiency heat 
pump heating and cooling system supported by the city’s 
district heating network with radiant floor panels for 
summer and winter operation.  

Other ongoing redevelopment projects include the demolition, subject to asbestos abatement and the 
construction from scratch of the secondary school in 40 Via Crespi and the secondary school in 
24 Via Catone (both in Borough 9). In the first case, the building will house 18 classrooms for a total 
of 540 students, 8 laboratories (for ordinary activities, psychomotricity and music), a library for school 
use, the canteen, administrative offices, a gymnasium for non-competitive activities and a multi-
purpose space (both of which can also be used outside school hours). The outdoor areas will be 
landscaped with the creation of educational and play/sports zones. With regard to the latter, the new 
building will consist of two units arranged in an “L” shape layout. The one located along Via Catone 
with four floors will house the atrium, library, locker rooms, 12 classrooms, 5 laboratories and 
administrative offices, while the two-floor unit positioned at right angles with Via Maffucci will house 
the gymnasium and the refectory. Both interventions qualify the buildings as “NZEB”. 

Finally, the project for the restoration and conservative renovation of the school complex in Via 
Brunacci (Borough 5), consisting of an early 20th century primary school and a nursery school built 
in the 1930s is underway. The project is part of the programme for the adaptation and maintenance 
of school buildings in the Municipality of Milan for the functional improvement of teaching activities 
and the safety of the buildings, while respecting their historical value and therefore taking into account 
the existing architectural constraints. The project is aimed at ensuring the adaptation of spaces to 
current regulations, with particular regard to technical standards for school buildings, fire prevention 
standards, the elimination of architectural barriers, environmental well-being requirements for the 
health and safety of workers, as well as the safety of construction and finishing systems and materials. 
The intervention also includes an energy improvement of the building (where possible) and the 
landscaping of the inner courtyards, with the resurfacing of the rubber flooring to create play areas 
and the landscaping of the green areas, preserving some existing plants as well as planting new ones.  

  

 
105 An NZEB building is constructed according to the principles of sustainable and bioclimatic design (e.g. orientation, 
insulation, use of natural and renewable resources such as sun and wind, etc.) and is equipped with technologically 
advanced energy-saving systems to cover heating, cooling, hot water production and lighting needs.   
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DEMOLITION AND RECONSTRUCTION OF THE TOWERS IN VIA TOFANO (Public Housing 
property) 

2 

In 2021, the partial demolition of the Public Housing complex 
in Via Tofano 5 (Borough 7), in Quinto Romano, consisting of 
three twin towers located on the same plot, was completed. The 
aim is to transform this social housing complex into an example 
of environmental, architectural and social sustainability, 
increasing the housing availability, as well as building housing 
units for other uses, with a view to diversification, integration and 
regeneration of the neighbourhood. The project will make way for 
new 10-storey towers that will house 118 units, including ten on 
the ground floors designed for people with disabilities. In addition, 
the technological and plant engineering solutions that will be 
adopted will allow for an energy-efficient building complex. MM 
followed the development of the project divided into three main 
phases: a preliminary phase involving the sanitisation, asbestos 
abatement in the roof and removal of artificial glass fibres in the 
pipes; a second phase focused on the removal of the internal and external windows and doors, 
sanitary fixtures, fittings and some engineering parts and furnishings still present; and the final phase 
focused on the demolition of the above-ground and basement floors, completed with excavation up 
to the foundation level.  

REDEVELOPMENT OF BUILDINGS IN VIA DEI GIAGGIOLI (“Quality of Living” competition, Public 
Housing property)  

3 

The project involves the demolition and reconstruction 
of three public housing buildings in Via dei Giaggioli 
at numbers 7-9-11 (Borough 6) characterised by 
improved energy, plant engineering and seismic 
efficiency, as well as improved accessibility for people with 
reduced mobility and high quality housing and outdoor 
spaces. One of the key objectives of the project is the 
reorganisation of green areas for collective use and the 
creation of new features to promote social interaction 
between tenants and the neighbourhood. From a technical 
point of view, the off-site prefabricated technology will be 
used, with the buildings being constructed in stages, 
making it possible to protect the mobility of current tenants. 
The buildings will qualify as NZEB thanks to the specific 
design solutions adopted, including the connection to the 
city’s district heating grid, the installation of photovoltaic 
panels, the integration of an underfloor radiant panel 
heating and cooling system, as well as the installation of 
energy-efficient windows and exterior walls. Falling within 
the scope of projects funded by the National Recovery and 
Resilience Plan, work is scheduled to be completed in 
2026.                                                                                                     
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REDEVELOPMENT OF PUBLIC HOUSING BUILDINGS  

4 
During 2021, MM was engaged in several public 
housing redevelopment projects. Among these, the one 
involving the buildings in Via Bisnati 7 stands out. The 
main activities being implemented include the re-roofing 
of the East and West buildings and the renovation of the 
guardrooms, the technical rooms and the lifts. In addition, 
the electrical system in the common areas (stairwells, 
corridors and canteens) will be refurbished and the fire-
fighting system will be brought up to standard, obtaining 
the necessary Fire Prevention Certificates from the 
National Fire Brigade, as well as seeing to the removal of 
man-made vitreous fibres from the car park areas and 
asbestos from the heating plant. The main goal is to carry out targeted works, limiting the 
inconvenience to residents during construction, which is scheduled to be completed in August 2022. 

An additional intervention, launched in 2021, is the 
retrofitting of the building in Via Mazzolari 48, to 
comply with fire regulations. Several planned measures 
include painting the common parts, compartmentalising 
the common rooms in the basement, installing fire doors, 
replacing the internal doors in the stairwells, as well as 
upgrading the common room where condominium 
meetings are held. Plans have also been made to 
refurbish the electrical system in the common areas and 
to construct new passageways for the electrical systems 
(stairwells, utility rooms, corridors and cellars), as well as 
the construction of a new external fire-fighting control 
panel, all aimed at bringing the fire-fighting system up to 
standard and subsequently to obtain the National Fire Brigade’s Fire Prevention and Control 
Certificate. The end of the work is scheduled for July 2022. 

Lastly, during 2021, MM was engaged in the extraordinary 
maintenance of the public housing buildings in Viale 
Faenza 15-21 and 23-25-29, where various works were 
carried out including: the re-roofing of the flat roofs and 
technical rooms, the restoration of damaged ceilings 
inside the flats, the cleaning of the eaves, the restoration 
of the facades, as well as the removal of the deteriorated 
cladding with the subsequent installation of expanded 
polystyrene sheets. The project also includes various 
plant engineering interventions including the replacement 
of the TV system with a satellite system, the construction 
of a new “life line” with anchoring points to ensure the 
safety of the workmen, the removal of the Faraday cage lightning conductor, as well as the removal 
of man-made vitreous fibres from the roofing towers. The objective of the works, which are scheduled 
to be completed in April 2023, is to resolve the infiltration problems reported by the tenants and to 
carry out the necessary works to meet the maintenance needs of functional conservation, economy 
of management and regulatory compliance of public housing property.  

The extraordinary maintenance interventions of the building and plant components of the buildings 
in Via Cilea 118-120 (Borough 8) continue in 2021. With regard to the former, work mainly involved 
restoration of the facades, the roof and the finishes of common parts; replacement of damaged or 
worn windows and doors; repaving of the balconies and renovation of the network supplying water 
inside the houses; construction of a new waste room shared by both buildings; and refurbishing and 
allocation of former waste rooms to other uses. 

Work is also continuing on the “Murat” residential complex at Via Giuffrè 8 and Via Villani 3 
(Borough 9). Dating back to the early 1980s, the complex is composed of two volumes and includes 
438 residential units distributed over 8 floors per building and a single basement with cellars and a 
garage. The extraordinary maintenance of building, plant and structural components includes the 
renovation of the facades and the basement; energy containment of the building (insulation, 
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replacement of windows and doors, renovation of the roofing); restoration of the outdoor paving and 
perimeter fences; creation of suitable waste rooms; landscaping (replanting of lawns and bushes); 
installation of thermostatic valves for each heating unit; overhaul of the fire-fighting system; upgrading 
of the electrical and plumbing systems in the common areas; as well as removal of materials 
containing asbestos and man-made vitreous fibres, where detected. 

NEW MECHANISED ARCHIVE IN VIA GREGOROVIUS 

5 
In 2021, a project was developed (finalised in 2022) for 
the construction of the mechanised archive in Via 
Gregorovius (Borough 9). The plan provides for the 
construction of a new building consisting of two 
adjoining areas to house the archive (with a storage 
capacity of approximately 88,000 ml of paper material) 
and the corresponding loading bay. The project also 
includes the renovation of part of the existing industrial 
warehouses to create areas for the reception of the 
public (including the consultation room) and workers 
(with offices and changing rooms), as well as common 
areas (technical rooms, storage rooms and guard 
rooms). Where possible, an attempt was made to 
maintain the existing volumes by intervening based on 
a “box in the box” logic. In addition, a facade on Via 
Gregorovius with a high symbolic value will be created. 
The intervention has the dual function of 
reconstructing the facade in line with the appearance 
of the pre-existing one, as well as representing an 
iconographic element for the new Archive. Finally, the 
intervention is of strategic importance in terms of the 
safety and resilience of the building to extreme events such as fire, thus ensuring the preservation of 
the catalogued documents. 

 

The following intervention falls under the “water optimisation” area:  

SEVESO STORM DRAIN 

1 

In order to deal with the inconveniences caused by the flooding of the Seveso river, especially in the 
Niguarda area north of Milan, the Lombardy Region and the Municipality of Milan have defined a 
series of storm drain projects which, once fully implemented, will make it possible to withstand 
major events without flooding. More specifically, the Lombardy Regional Authority has drafted a 
project for the construction of several attenuation tanks in the section of the river north of the 
Palazzolo hydraulic junction, while the Municipality of Milan has drafted a project to manage floods 
affecting the section between the Palazzolo hydraulic junction and the beginning of the built-up area 
of Milan (Via Ornato). MM was entrusted with the design and roll-out of the project falling within the 
remit of the Municipality and located in a particularly sensitive context from a landscape, 
ecosystem and social perspective. It is indeed an area within Milan’s North Park which is, in turn, 
located in one of the most densely populated areas in Europe, highlighting the need to combine the 
goal of protecting the area from floods with the demands of a quality landscape serving the 
population of the municipalities of Milan and Bresso. The project includes the creation of a lake fed 
with groundwater and completed with a perimeter maintenance track, as well as the protection of the 
surrounding woodland which will be bordered and replanted with new trees on the south side of the 
lake along Via Aldo Moro. The lake will maintain its recreational-landscape function for about 320 
days a year, with bicycle and pedestrian paths as well as equipped areas and green areas, hence 
becoming a controlled attenuation basin during flood events (on average 6 times a year) to protect 
the urbanised area. Work on the construction of the containment tank is currently underway, 
with completion scheduled for 2022. In order to inform citizens about the progress of the project, the 
Municipality launched an information campaign on the web and on social channels, which aimed 
to reassure citizens about the safety of the system by relying, among other things, on video 
surveillance systems that monitor access to the lake and on automatic barriers and variable-message 
panels that, during floods, will prevent entry and alert the citizens. 
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Finally, MM is involved in the implementation of various “urban reforestation” projects, which contribute to 
the expansion of the city's green areas and to urban re-furnishing, for example when a construction site is 
closed or through the planting of areas under the Company’s supervision, including: 

REFORESTATION OF THE CASCINA SAN GIUSEPPE PARK 

1 

In 2021 the Cascina San Giuseppe Park was inaugurated. The project entails deploying a park area 
covering a total surface area of approximately 48,802 square metres, of which about 43,000 square 
metres will consist of green space, while the remainder will feature pedestrian paths (for a total length 
of 1,200 metres), two equipped play areas (a children’s play area and an area fitted with gym 
equipment for adults) and, finally, a dog area (spanning about 1,500 square metres). Nearly 600 new 
tree specimens were planted in the green area, including: 42 Acer campestre, 43 Acer ginnala, 33 
Alnus glutinosa, 23 Carpinus betulus, 20 Celtis australis, 33 Cercis siliquastrum, 26 Crataegus 
oxyacantha, 73 Fraxinus excelsior, 12 Fraxinus excelsior 'Diversifolia', 19 Liquidambar styrciflua, 17 
Liriodendron tulipifera, 49 Malus sylvestris, 7 Platanus x acerifolia, 43 Prunus avium, 44 Prunus 
padus, 29 Quercus robur, 34 Tilia cordata. 

TREE PLANTING PROJECT 

2 

MM, in cooperation with the Bloomberg Foundation, is working to improve the living conditions within 
the public housing complexes it manages, with the aim of creating greener and fresher common 
outdoor spaces that are more welcoming and usable, as well as open to the neighbourhood where 
possible. MM is therefore focusing on the quality of public courtyards by launching Tree Planting, a 
project dedicated to the care of landscape and public and semi-public space in courtyards, with 
interventions involving the planting of trees and shrubs, as well as the upgrading of existing 
green areas by introducing new elements of street furniture (play areas for children, benches, lighting 
systems, spaces where the elderly can socialise). Involving the tenants will be crucial to achieving 
the project objectives in order to find out how outdoor spaces have been used so far and to receive 
suggestions from the inhabitants on how they would like to live their courtyards in the future. The 
year 2020 saw the completion of the first two operations in the buildings in Via Vergiate, 5-22 and 
Via Alex Visconti, 10-12, which were selected for their location in particularly hot areas of the city. In 
2021, a third redevelopment of the common and green spaces at the building in Via Satta, 7 was 
planned, which will be carried out in 2022. The initiative is in line with the Land Use Plan known as 
“Milano 2030 - a city that enhances neighbourhoods starting from public space” and the ForestaMI 
programme106. 

 

8.2. Building site communication: the experience of the new M4 Line 

MM’s communication is geared towards supporting the delivery of efficient and quality services by the 
Company's business areas. Dialogue with citizens, which is at the core of every process, is geared towards 
creating a relationship of trust with those involved in the construction of major works and infrastructure for 
the management of public utilities, including by sharing projects in a transparent fashion. Everything stems 
from the belief that the reputation and effectiveness of one’s actions depend on the ability to use narration as 
a tool to explain the changing face of the city and the role played by MM in championing these changes. 
This, in turn, leads to an inclusive and engaging path in which every single intervention in the area becomes 
part of a single story that depicts a city that looks to the future, sustainable development, social well-being and 
quality of life.  

To achieve this, MM has put together a team specialised in local and stakeholder engagement, building 
site communication, participatory territorial communication and public debate, which supports the 
business areas in the design and realisation of works and in the provision of services, while also providing 
operational and strategic support to the City of Milan.  

 
106 With the urban reforestation ForestaMI project, the Municipality of Milan sets out to enhance the natural character and 
increase the quality of life in the city as well as urban area resilience to environmental stresses and the effects of global 
warming. The aim of the project is to plant 3 million trees by 2030, one for every inhabitant of the Lombard capital, in order 
to improve the quality of the air, green spaces and natural urban connections. 
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For over 7 years, MM has been involved in communication 
activities to support the construction of the M4 or 
“the Blue”, the new Milan metro line that will connect the 
southern area from San Cristoforo to Linate Airport in the east 
section, passing through the city’s historic centre. With its 53 
construction sites, 13 of which are within the Cerchia dei 
Navigli, this project has a strong impact on traffic and city life, 
especially for those who experience first-hand the 
inconveniences caused by the project, such as residents and 
shopkeepers. 

Consensus building and stakeholder engagement activities, 
including meetings and public presentations, are carried out 
by MM. Coupled with a constant dialogue with town halls, 
neighbourhood committees, local associations, trade 
associations and individual citizens, these activities have led 
to significant results in terms of smaller space taken up by 
construction sites, planting of trees and changes to the road 
network. Over the years, MM has promoted a number of 
communication initiatives and implemented dedicated 
tools, with the aim of encouraging a constructive dialogue 
in conjunction with construction work progress, reporting on 
how the city is being transformed, informing the citizens 
about changes that may affect their daily life, such as 
changes related to the road network, and collecting 
feedback and inconveniences from the citizens. 

 

Due to the continued emergency linked to the COVID-19 pandemic, in 2021 communication and meetings with 
citizens once again took place primarily online, with some specific initiatives carried out focused on replacing 
site visits: 

JOURNEY THROUGH M4 STATIONS  

The publication of the videos dedicated to the 21 
stations on the line continued, which tell the story of 
the work carried out the construction sites, narrated 
by the technical personnel.  

 
https://www.metro4milano.it/video-gallery/ 

STATIONS IN THE CITY 

Another video series was produced dedicated to 
telling the story of how the areas around the M4 
stations will change. 

https://www.metro4milano.it/m4-le-stazioni-in-citta/ 

NEW LOOK FOR M4 CONSTRUCTION SITES 

The decoration of the M4 construction sites with the new graphic layout was concluded, which contains 
information on the benefits and environmental sustainability of the new metro. 

 

8.3. Care of the public housing property 

The public housing property owned by the Municipality of Milan is defined by a historical stratification 
essentially linked to the cyclical nature of the housing efforts made in support of the less affluent groups of the 
population. This, in turn, contributes to the formation of an extremely heterogeneous heritage, characterised 
by the presence of buildings with architectural and/or archaeological requirements that call for direct and/or 

https://www.metro4milano.it/video-gallery/
https://www.metro4milano.it/m4-le-stazioni-in-citta/
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indirect protection and which gradually require extraordinary and ordinary maintenance interventions, including 
significant ones (see paragraph 8.1 “Engineering at the service of the city”).  

THE RENOVATION OF BUILDING UNITS 

In 2021, the joint action of the Municipality of Milan and 
MM made it possible to renovate and recover 886 real 
estate units, for a total of almost 3,000 units available 
for reallocation in the last three years.    

 

The concept of care city, understood in its broadest sense, embraces both the redevelopment activities of 
public housing property, as well as the interventions of a more social character promoted by MM and oriented 
towards the creation of resilient communities with a strong sense of identity and belonging to the place 
where one lives. The aim is to make tenants active protagonists of their neighbourhood and not mere 

beneficiaries of a service. MM is inspired by the principle of proximity, adapted on the basis of the 
physiognomy of the neighbourhood and expressed through the development of projects in support of 
housing. Such projects are also implemented in cooperation with the network of entities that operate in the 
community (tenant committees, cooperatives, associations, citizens) to which MM provides technical and 
operational support as part of an integrated approach to Public Institutions. Even more so after the recent 
period strongly influenced by the emergency situation dictated by the pandemic. During this challenging time, 
in fact, the home proved to be the main living environment, together with the renewed sensitivity towards the 
protection of the community as a way of rethinking a more careful and responsible use of shared spaces. 

In general, MM’s actions include: 

▪ Promoting care for the surroundings of one's own home and common spaces to re-establish knowledge 
of and respect for diversity among the inhabitants; 

▪ Disseminating the idea of collaboration and mutual aid among the inhabitants, so that new forms of 
relationship and solidarity economy can develop; 

▪ Driving social inclusion processes so that social housing becomes an active part of more vital and 
integrated neighbourhoods;  

▪ Designing proximity services, i.e. social projects and activities in the places where people live, with a 
positive impact on the life of tenants and more generally of the neighbourhood;  

▪ Opening of courtyards and common spaces to welcome the inhabitants’ ideas and their initiatives. 

The projects promoted by MM, all oriented towards the engagement and participation of tenants, cover three 
main areas of social intervention: 

 

In addition to the projects launched by MM in the past years and in some cases still ongoing107, the main 
projects carried out in 2021 for each area are described below.  

 
107 For more information on some of these initiatives, please refer to the 2019 and 2020 Sustainability Reports, published 
on the Company’s website in the section “Sustainability > Sustainability Reports”. 
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Housing regeneration projects are primarily geared towards existing property, 

mostly inhabited, making the involvement of inhabitants a key driver in order to 
ensure that any form of action may prove sustainable over time. MM supports 
projects that promote the quality of shared living and affect both the dimension of 
the public space of courtyards, which once again become places of conviviality and 
aggregation, as well as abandoned or disused areas in public housing contexts to 
be converted into spaces promoting social relations108. To this end, MM has, over 
time, created a network of relations with entities that operate in the community in 
social housing contexts. This, in the conviction that carrying out work in the public 
domain contributes to the development of relations oriented towards mutual respect 
and help, promoting care for one’s home, understood as a common good, and of 
relations with neighbours.  

The projects promoted by MM include:  

GLASS HOUSE 

1 

(Domus Academy) 

The “Glass House” is an architectural redevelopment and reconfiguration of a social housing flat 
created based on a project by the international students of the Domus Academy (postgraduate school 
of Design and Fashion). The aim is to experiment with a new interior space made of light and 
transparency, to be modulated as needed and with a view to flexibility, also thanks to the use of 
special curtains and transparent glass partitions. The house thus becomes an almost theatrical 
backdrop for the life that takes place within it and, 
depending on the specific need, the curtains – like 
those that frame a stage – can be moved, opened 
or closed to “stage” everyday life performances 
with varying degrees of privacy, and to allow the 
places to dialogue at will. The intervention was 
carried out in an 80 square metre public housing 
flat located on the seventh floor of a building in 
Via Forze Armate 181 (south-west of Milan).  

“GUIDE TO LIVING” HANDBOOK 

2 

(Associazione AmbienteAcqua Onlus) 

As part of the “Cortili in festa” project, made possible with the support and funding of the Municipality 
of Milan’s Borough 8, AmbienteAcqua Onlus created a brochure on good neighbouring practices, to 
be handed out to all public housing residents in Municipality 8. The brochure presents 15 good 
neighbouring rules, extracted from the MM’s Regulation, divided into two areas: at home (in the 
home) and outside (common spaces). To ensure greater accessibility, the brochure will also be 
translated into Arabic, French and Spanish. 

  

 
108 The Coordination Service of the Social Custodian of the Municipality of Milan has launched recreational and cultural 
initiatives and support activities for tenants in difficulty in these very spaces. 
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CLEANING DAY AND THE COOPERATION AGREEMENT BETWEEN THE MUNICIPALITY OF MILAN, 
MM AND “COORDINAMENTO COMITATI MILANESI” 

3 
(Municipality of Milan - Department for Participation, Active Citizenry and Open Data - MM and Coordinamento 
Comitati Milanesi, Milano Castello Rotary Club) 

The “Cleaning Day” project involves the removal of 
graffiti from the walls of public housing buildings by 
volunteers. The aim is to create virtuous examples by 
adopting a bottom-up approach based on a “can do 
culture”, while making citizens key players in the 
fight against degradation and respectful of both 
shared spaces and the places where they live. The 
initiative is part of the broader Collaboration 
Agreement between the Municipality of Milan, MM 
and the Coordinamento Comitati Milanesi, which 
aims to look after the Municipality of Milan’s public 
housing spaces and buildings, with activities aimed 
at restoring the surfaces affected by graffiti. MM participated in the initiative guaranteeing the supply 
of means and materials necessary for the restoration and cleaning of the walls. In 2021, the initiative 
covered some areas in the Quarto Oggiaro district (Borough 8).  

 
MM is committed to strengthening the relationship with its tenants, not only ensuring 
a service that responds to requests in a timely manner, but also promoting events 

and outreach for social cohesion and social development. Relationship-
oriented projects are thus implemented, with entertainment and inclusion activities 
that actively involve social housing residents in building their environmental and 
social context, making the neighbourhood an increasingly open, inclusive and 
participative place. 

The tenant committees provide invaluable support in promoting social cohesion 
and care for inhabited spaces, developing community outreach initiatives and 
micro-services in public housing complexes. 

The projects promoted by MM include:  

“CASECITTÀ” PRIZE COMPETITION AND THE CENTRALITY OF TENANT COMMITTEES 

1 

MM and the Municipality of Milan designed in 2020 the “CaseCittà - 1st edition” award for Tenant 
Committees and Independent Management Organisations. For the first time in Italy, a public sector 
operator undertook to provide financial support, by awarding a one-off prize, to the best initiatives 
that involve the residents of council houses in looking after their neighbourhood to make it more open 
and welcoming. The objective is to increase the offer of community outreach initiatives and 
collaborative micro-services within the social housing owned by the Municipality of Milan, but also 
to strengthen the presence and functioning of Tenant Committees and Independent Management 
Organisations which, in these neighbourhoods, play a fundamental role in promoting quality of life 
and social inclusion. Nine Tenant Committees participated in the competition and eight projects were 
selected, including: 

▪ “Neighbourhood that unites the heart” (Solidarity Courtyards Committee in Via Palmanova, 59) 
concerning the activation of a network of personal care, protection of common spaces and 
collaboration with local entities, strengthening the exchange between inside and outside of the 
social housing sphere; 

▪ “A new local welfare” (1st Humanitarian Workers’ District Committee in Via Solari, 40) aimed at 
strengthening the services already present in the neighbourhood and introducing new ones, 
developing initiatives dedicated to the reception and inclusion of the inhabitants and enriching 
the cultural, social and aggregation proposals available; 

▪ “Closer than Ever” (Autonomous Management Committee in Via Cogne, 4) aimed at combating 
the relational, social and economic fragility of the inhabitants and promoting actions to integrate 
the block into the neighbourhood; 

▪ “The Rebirth of Saint Bon” (Self-management committee in Via Saint Bon, 6) aimed at the 
development of new neighbourhood networks and community outreach and participation 

 
 
 
RELATIONSHIPS  
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initiatives, taking advantage of the building’s large open spaces, to engage the inhabitants and 
strengthen social inclusion; 

▪ “Dateo Together” (Dateo 5 Tenants’ Committee) aimed at favouring the development of social 
networks, promote cooperation and mutual aid among the inhabitants and develop new forms of 
solidarity economy and neighbourhood services; 

▪ "Open Doors, keeping up" (Tenants’ Committee in Via Rizzardi, 22) to promote the meeting, 
discussion and sharing of experiences between people and reactivate sensitivity to neighbourly 
relations and interest in what is common; 

▪ “One project for all, all for one project” (Autonomy self-management committee in Via Santi, 6-8) 
aimed at promoting socialisation, collaboration and mutual aid among inhabitants through 
cultural, social and outreach initiatives that foster knowledge and respect for diversity among 
inhabitants; 

▪ “CaseCittà Rizzoli Competition” (Rizzoli 1983 Committee) aimed at promoting socialisation, care 
of common spaces, cooperation and mutual aid among inhabitants, through the organisation of 
a film festival and video tutorials on good neighbourhood condominium rules. 

Thanks to the CaseCittà competition, MM enables a new community dimension and supports 
integration processes between neighbourhoods, promoting a culture of responsibility and care for 
others. 

MM GIUFFRÈ-VILLANI HELPDESK COUNTER 

2 

As part of the extraordinary maintenance works financed by the Municipality of Milan in the housing 
complex of Via Giuffrè 8 and Via Villani 3 (Borough 9) to improve the buildings’ energy efficiency, 
MM has decided to continue the experience started with the Giuffrè Villani Social Laboratory, keeping 
a Helpdesk Counter open for technical support and accompanying the construction works as 
an interface between tenants, construction management and the construction companies. The MM 
Helpdesk plays the role of facilitator to help tenants better understand the planned maintenance 
interventions and manage the scheduling of works in agreement with the company. It also plays a 
technical support role in the communication of interventions, during implementation and scheduling, 
for specific information and requests for intervention. The project incorporates MM’s commitment to 
tenant outreach activities, leveraging first-hand knowledge of community and tenant issues. 

DISABLED LIFTS AND THE DISABILITY MANAGER FUNCTION 

3 
(Italian Red Cross, Housing and Social Policies Department) 

In 2021, thanks to the collaboration with the Italian Red Cross and in the wake of an experiment 
launched with the Municipality of Milan between 2018 and 2020, MM activated a non-emergency 
transport service covering the entire city of Milan and aimed at tenants with disabilities or mobility 
difficulties in public housing buildings. The service provides transport from their housing unit to the 
street level and back, both in buildings where the lift is blocked or undergoing maintenance, and in 
buildings where a lift is absent, if the tenant requests it for justified reasons. 

The service is part of the broader function of Disability manager, promoted by MM in synergy with 
the Housing and Social Policies Department of the Municipality of Milan as of 2018. The Department 
is responsible for handling the requests from disabled tenants and their families and activating 
networked work paths with all the entities and actors involved and implementing all actions aimed at 
favouring accessibility and avoiding all forms of discrimination. 

FOOD ASSISTANCE FOR FRAGILE FAMILIES 

4 
The project, launched in 2019 in cooperation with Milano Ristorazione, aims to turn working-class 
neighbourhoods into small islands of solidarity through the distribution of perishable food (mainly fruit 
and bread recovered from primary schools) to tenants in financial difficulty. MM collaborates with 
Tenant Committees and custodians in the buildings to identify families in need and offer them 
concrete help, developing a common path of listening to their needs and building alliances with the 
families concerned, with the aim of improving their living conditions. Temporarily suspended due to 
the COVID-19 pandemic, the project nevertheless continued independently in the Via Cogne 4 
neighbourhood. Here, thanks to the efforts of the committees and tenants, an autonomous support 
network was activated with the direct involvement of shopkeepers in the neighbourhood, testifying 
to the resilient and solidarity-based development of the communities with which MM interfaces. 



2021 Sustainability Report 
 

110 
 

TENANTS WITH CRITICAL HYGIENE AND SANITATION ISSUES 

5 
With the aim of identifying critical situations and providing support to tenants with psychiatric 
disabilities and those identified as serial accumulators of objects, rubbish and/or animals, a network 
of actors, each within their own area of competence (Municipality of Milan Housing Policies, Social 
Policies, Safety and Animal Protection Departments - Local Police and ATS Lombardia, 
Accumulators Office, CPS-Centre for Psycho-Social, Protection of Minors and Veterinary Services) 
to implement coordinated intervention actions in the most fragile situations, monitoring their 
developments over time. In this context, as soon as it receives a report, MM takes action by 
organising joint inspections with the relevant bodies and quickly implementing targeted remedial 
actions. 

 
MM promotes participatory processes with all active local entities with the aim of 
improving the quality of life of inhabitants. The integrated intervention between MM, 
the Municipality of Milan, the Tenant Committees, Social Services and Associations 
is the essential tool for enabling effective actions to be taken in neighbourhoods 
where social hardship is strongest. By organising events and initiatives of an artistic 
and cultural nature in the blocks of flats, those living there are offered, first and 
foremost, a valuable entertainment and cultural opportunity. At the same time, 
non-residents are also invited to access social housing, experiencing and 
rediscovering it as a place for gathering and socialising. Cultural events – from 
concerts to theatrical performances – stimulate the curiosity for socialising and 
respond to the prevailing need for sociability. 

The projects promoted by MM include:  

URBAN ART  

1 

MM is committed to supporting the creation of narrative walls in public 
housing property owned by the City of Milan, with interventions that will 
benefit the buildings from the point of view of repairing eventual deterioration 
or damage, but also to encourage a positive social impact. To this end, MM 
has mapped out and catalogued the public housing buildings in Milan with an 
indication of the walls available for interventions to be carried out. 
Interventions carried out in 2021 include the new mural by the Orticanoodles 
collective in Via Borsieri, the MANI project in Via Consolini, the Orme project 
at the “Villaggio Casette” in Via Civitavecchia and the Corba project at the 
“Villaggio dei Fiori” in Via dei Gigli. For the latter project, 5 of the 36 planned 
murals were created to give new energy to the Villaggio dei Fiori district, as 
part of the widespread and participatory art project dedicated to the 2026 
Winter Olympics, with a view to the urban, cultural and social regeneration 
of a marginal and peripheral area of the city. The aim, in fact, is to transform 
the historic district of Milan into a 
contemporary art district, capable of 
engaging local communities, people and 
neighbourhood associations.  

At the beginning of 2021, the City of Milan 
(Culture Department) opened the “Art in 
Public Spaces” office, in charge of 
keeping track of and promoting the value 
of this heritage of works, of issuing calls 
for new urban art creations, and of supporting artists and proponents to create urban art projects109. 

  

 
109 The following tools are available on the Municipality of Milan’s website: a handbook for the creation of street art works; a 
guide that clarifies the administrative process for the creation of murals, both on private and public surfaces; the list of 
municipal surfaces currently available with a georeferenced map, including photos of the walls; the forms for submitting an 
application to use municipal surfaces or to communicate the creation of works on private surfaces and those owned by other 
entities (https://www.comune.milano.it/aree-tematiche/spazi-per-attivita-ed-eventi/arte-negli-spazi-pubblici-a-milano). 

 

 
 
OPENING UP  
TO THE 
NEIGHBOURHO
OD AND THE 
COMMUNITY 

https://www.comune.milano.it/aree-tematiche/spazi-per-attivita-ed-eventi/arte-negli-spazi-pubblici-a-milano
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MIRACLE IN EAST MILAN  

2 

(Associazione culturale Cinevan, Associazione Mutuo Soccorso) 

On the 70th anniversary of Vittorio De Sica’s film, a short 
documentary was produced by Compagnia Itinerante in 
collaboration with Associazione Cinevan, as a new urban 
narrative project of the city of Milan. The documentary 
retraces the locations of the historic film to tell the story of small 
everyday miracles performed by committees, associations and 
citizens. The short film was screened in the squares and 
courtyards of a number of public housing properties.  

EVENT MANAGEMENT IN THE COURTYARDS OF PUBLIC HOUSING BUILDINGS 

3 
No doubt, MM plays a key role in supporting the organising bodies 
in administrative and/or organisational matters. These initiatives 
include the “Cinema a Casa Tua” open-air film festival, which has 
been organised in the courtyards of public housing buildings 
managed by MM for a number of years now. In 2021, it was the 
turn of the festival that won Borough 1’s Cinema competition, with 
a series of 8 screenings watched from balconies and courtyard 
windows. 

In addition, in 2021 the Associazione per MITO, in cooperation 
with MM and the Saint Bon Committee staged the “Elisir 
d’Amore” courtyard opera as part of the ClassicAperta Festival on 
the occasion of the “Festa della Musica 2021”. The so-called 
“courtyard opera” is an event of conviviality, of enhancement of the 
places where people live, of active involvement of the tenants and 
an opportunity to offer tenants – through music – a moment of 
entertainment. The aim is to contribute to the dissemination of good culture and make it 
accessible to everyone, including those in disadvantaged situations. 

TEMPORARY RESIDENCY PROJECTS 

4 
(Dar=CASA, Fondazione San Carlo, La Cordata Cooperativa Sociale, Spazio Aperto Servizi Cooperativa 
Sociale) 

Since 2014, MM has been carrying out temporary housing projects, in collaboration with 
voluntary organisations and social cooperatives. The projects are created in vacant residential 
units and belonging to the public housing property owned by the Municipality of Milan. MM plays 
the role of a first point of contact for the resolution of any emerging housing-related problems 
and provides support in the management of property (administrative/accounting practices 
relating to contracts), facility (maintenance of housing units and installations) and more generally 
of social and housing support activities. 

SOLIDARITY HOSPITALITY 

5 
(Dar=Casa, Arci Milano, Comunità Progetto) 

“Solidarity Hospitality” is a project promoted by the Municipality of Milan and implemented by 
Dar=Casa with Arci Milano and Comunità Progetto. The project aims to recover “sub-
standard” accommodations in social housing districts for students or young workers with 
precarious employment (aged between 18 and 30) who, in exchange for a controlled-rented 
accommodation, contribute to social activities such as solidarity lunches, Italian courses and 
after-school activities in common spaces. The project aims not only to provide a housing service 
for young people, but also to promote a management model focused on involvement that 
includes solidarity initiatives for the benefit of the neighbourhoods. MM supports Dar=Casa’s 
technical staff in housing renovation activities, administrative paperwork and in organising social 
cohesion events. The project involves 24 “below-threshold” one-room flats in the Ponti (Borough 
4), Ca’ Granda and Monterotondo (Borough 9) districts. A total of 117 young individuals have 
been accommodated since the start of the project. 
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8.4. Milan’s Centrale dell’Acqua 

Established in 1906 on what was back then the corner of Via Cenisio and Via Lomazzo, Milan’s Centrale 
dell’Acqua (aka “CAMI”) is one of the oldest plants for lifting drinking water from the water table. In operation 
until the 1980s and then used for educational purposes before being definitively closed, today the Centrale 
portrays the result of a redevelopment project managed by MM and inaugurated in 2018. It changed the 
former aqueduct plant into a cultural and multifunctional area entirely dedicated to water and open to the 
city (www.centraleacquamilano.it).  

2021 was the year of narrative opportunities. Despite closures due to the lockdowns caused by the pandemic, 
in 2021 MM’s Business Museum110 – la Centrale dell’Acqua – was an extraordinary success with the public, both 
in terms of attendance (during reopening periods) and remotely, with 145,000 visitors. In the space of just a few 
months, 230 events were held to explore a range of topics including: water, the environment, chemistry, scientific 
innovation and research, the climate and the origin of the universe. With different disciplinary perspectives for all 
specialisations: from philosophy to mathematics, via cybernetics or astrophysics.  

To give a few examples, in the course of the year the Centrale dell’Acqua saw names passing through its doors 
that include: Telmo Pievani, Marco Cattaneo, Gianfranco Pacchioni, Stefano Levi della Torre, Anna Meldolesi, 
Mario Barenghi, Amedeo Balbi, Ernesto Franco, Massimo Cacciari, la Banda Osiris, Giorgio Vallortigara, Vivian 
Lamarque, Grammenos Mastrojeni, Maurizio Martina, Carla Benedetti, Massimo Zamboni, Nadia Urbinati, 
Massimo Bray, Edo Ronchi, Stefano Ciafani, Philippe Daverio, Enrico Giovannini, Luca Mercalli. 

An unprecedented effort in Italy by a public company, which also included in its purpose the creation of 
opportunities for cultural dissemination and in-depth analysis as a key lever for understanding its assets and its 
strategic communication activities. 

One of the many initiatives completed in 2021 was the language workshop: the activity produced new 
languages, fostering disintermediated public communication through a portfolio of cultural and entertainment 
products with low production costs. Alongside its tangible infrastructure, MM has thus also committed itself to the 
production of intangible infrastructure, equally important for the welfare of citizens and fundamental to 
regenerating the symbolic areas of the cities that MM serves with its business activities. Languages were 
enriched with new components, stylistic insights, sophisticated gradients that allowed new taxonomies and 
behavioural models to emerge, developing a new corporate and public service communication approach in MM. 

The Business Museum also played an important role overcoming the logic of brand journalism and storytelling, 
for a far-reaching broadcasting capacity that transformed MM into a media company. In the future, MM will 
engage in increasingly more disintermediation and direct relationships with citizens. The challenge launched 
and won in 2021 therefore concerned the enhancement of new digital communication tools: from messaging 
platforms to brand radio, brand TV, news and entertainment programmes, centred on promoting a mature and 
evolved video content strategy aimed at a global audience, which can expand MM’s multi-channel offer according 
to the segmentation of the target audience. 

This is MM’s “Era of People”. Communication paradigms are changing faster than ever, with new scenarios, 
spokespersons and processes emerging. And as the Company is transforming in real time, its communication 
function must also evolve, updating its tools and storytelling methods to more effectively integrate its intended 
audience. 

The educational activities designed for the new generations of citizens also recorded considerable numbers 
in 2021: hundreds of children and young people from dozens of Milan’s schools were involved through 
workshops, educational visits, meetings with technicians and entertainers, tackling some of the most popular 
themes with teachers such as water, sustainability and the future of the city. 

The exhibition on MM’s history 

On October 31, 2021, on World Cities Day, the “Che impresa, fare città” (“What a business, making 
cities”) exhibition opened its doors to the public, a window onto MM’s decades of activity. The need to 
reflect on this intertwining identity starts from personal insights and arrives at a redesign of the future. The 
former is easily grasped from an iconographic “manifesto” created by the Brand Milano association during 

 
110 The Museimpresa network – the Italian Association of Business Archives and Museums founded in Milan in 2001 on 
the initiative of Assolombarda and Confindustria – brings together 72 members, companies and organisations that offer a 
rich overview of Italy’s productive, cultural and design history and its excellences in the main sectors that define Made in 
Italy: design, food, fashion, the auto industry, economy and research. In the Business Museums, the story of enterprises 
and of their protagonists is entrusted to the technical, administrative and commercial documents, iconographic materials, 
products and machinery preserved and enhanced in the archives.  

 

http://www.centraleacquamilano.it/
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the year when it celebrated its 60th anniversary, with the facts depicting life in Milan intertwined with MM’s 
growth. A near future in which the Company’s experiences intertwine four stories, all four of which hinge on 
the concept of a “network”: the water network, the transport network, the housing network, the 
infrastructure network (schools, subways, drains, etc.). A primary and essential form of energy, a way of 
conveying the relationship between speed and mobility, a civil infrastructure circuit at the service of social 
cohesion and quality. The constantly evolving “Che impresa, fare città” was accompanied by a rich 
programme of events involving personalities from the world of culture and science. Some of the personalities 
who participated in initiatives between October and December include: Maurizio Nichetti, Maria Elena 
Colombo, Ugo Morelli, Giorgio Vacchiano, Giorgio De Finis, Paola Bonfante, Silvia Giacomoni, Anna Chiara 
Cimoli, Stefano Bartezzaghi, Paolo Vineis, Luca Savarino, Giovanna Brambilla, Gigio Alberti, Mario Sala, 
Barbara Carnevali, Francesco Remotti. 

 

 

8.5. Relationships with associations 

MM belongs to numerous trade associations and organisations of both an institutional and technical nature, 
promoting collaboration and the exchange of experiences.  

In the international arena, MM’s commitment to Aqua Publica Europea (APE, the European association of 
public water operators) is shown to be particularly significant. This association brings together public water 
operators for 68 European cities including Paris, Barcelona, Athens, Budapest, Strasbourg, Geneva, Brussels 
and others. The association’s purpose is to promote the sharing of information and to exchange best practices, 
through working groups and by preparing position papers to bring common interests to the attention of the EU. 
MM’s General Manager sits on the association’s board. In addition, at the international level MM continues its 
collaboration as part of Smart Water Networks Forum (SWAN), the forum dedicated to innovation and smart 
water system management solutions; and Aspen Institute Italy, the association promoting the 
internationalisation of Italy's entrepreneurial, political and cultural leadership by openly discussing ideas and 
exchanging expertise, information and values.  

Among the national associations to which MM is affiliated are: Assolombarda, AIM (Association of 
Metropolitan Interests), CEI (Italian Electrotechnical Committee), CIFI (Italian Board of Railway Engineers), 
ConfServizi, FederCasa, IATT (Italian Association for Trenchless Technology), Museimpresa (Italian 
Association of Business Museums and Archives), OICE (Association of Engineering, Architecture and 
Technical and Economic Consultancy Organisations), SIG (Italian Tunnelling Society), UNICHIM (Association 
for the Unification of the Chemical Industry Sector), Utilitalia (Federation of water, environment, electricity, 
gas, and waste public utilities), FederPrivacy (Italian Association of Privacy Professionals), Previtalia (Health 
Care Fund for businesses) and FonServizi (National Cross-Industry Joint Fund for Continuing Education in 
Public Industrial Services, whose objective is to promote and support the activities necessary for the 
development of continuous professional training, improving the workers’ skills).  

At the end of 2019 MM joined Water Alliance – Acque di Lombardia, the network of the Lombardy Region’s 
13 in-house public utilities that serve over 1,200 municipalities in the region and a combined 8.5 million 
residents, with 1 billion Euro in overall revenues and over 4,000 employees. The purpose of the Water Alliance 
is the creation of a “network of companies that implements industrial collaboration in order to promote 
innovation, efficiencies, process rationalisation, economies of scale, sharing of best practices and the 
exchange of information”111. In 2021, following a revision of its Articles of Association, the network adopted a 
governance model that tightens relations between members and values their excellence. The President of MM 
is a member of the Board of Networked Companies, while the General Manager is a member of the 

 
111 Article 1.6 of the Water Alliance Statue. 
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Management Body. Activities are organised by working groups on specific topics considered strategic for water 
operators. MM took over the coordination of the “Regulatory Affairs” working group with the aim of overseeing 
the evolution of ARERA regulations, supporting partners in the interpretation and understanding of sector 
regulations and coordinating the collection of positions taken in response to consultations with the Authority, 
with particular focus on tariff-related issues. MM, on the other hand, has continued its involvement in the co-
coordination of the “Communication” group. The aim of the group is to promote the reputation of the network 
from an economic, social and environmental standpoint and to encourage discussion among companies on 
external relations activities developed in the communities.  

LOOKING TO THE FUTURE... 

Over the next few years, MM is looking to continue the cooperation with Water Alliance operators, in 
particular by contributing to the work carried out by the working groups. By engaging in network relations 
activities, MM intends to benefit from the creation of economies of scale, sharing of know-how and activation 
of synergies on crucial issues such as water quality, digitisation and sustainability in the IWS. 

 

8.6.  MM and international cooperation 

MM shares its commitment to international cooperation with the Municipality of Milan and the other 
subsidiaries, providing its technical expertise in the management of water services. This activity is part of the 
“City to City Cooperation” strategic line adopted by the Municipality of Milan with the goal of supporting and 
enhancing the exchange of best practices and the transfer of capacity building between cities, including those 
in the southern part of the world.  

Joint efforts initially focused on Mozambique, a nation that constitutes a point of relative stability in an area 
subject to considerable political and social tensions. With the support of the local diplomatic authorities, a 
preliminary analysis of the needs and the territorial context was first carried out, followed by the definition of a 
work plan aimed at strengthening relations between the parties. During 2021, three of the four projects 
active in Mozambique (Fruitful Cooperation, Quelimane Agricola and Sub Urbs), in which MM played the role 
of a consultant to the City of Milan for technical aspects related to water management came to an end, while 
the MaisPemba project, now in its second year of development, continues112. Due to the pandemic, some 
projects were redefined and training was delivered remotely with the support of videos created to ensure a 
more engaging experience and facilitate immersion in the processes.  

Also in 2021, the Maia Taqa international cooperation project, in Lebanon, conducted in partnership with 
Utilitalia, Smat and the Polytechnic of Turin, was concluded, while MM was awarded two new tenders in 
Tunisia113 and Brazil114 with a three-year duration. Alongside MM, as lead partner, the Enacting project in 
Tunisia will also see the participation of the Municipality of Gabes and the Sonede company (Société nationale 
d'exploitation et de distribution des eaux), as beneficiary partners, and the Municipality of Milan, the AVSI 
Foundation and UTSS (Union Tunisienne de Solidarité Sociale), as additional partners. The project will be 
funded by the European Union as part of the “EU-Wop Programme”, the first call entirely dedicated to publicly 
controlled Water and Sanitation Providers. The project aims to improve Sonede’s economic, social and 
environmental performance in water management for the benefit of the Gabes urban area. Specifically, MM’s 
intervention will be aimed at transferring its expertise in leakage detection and non-invasive maintenance of 
networks to improve water supply efficiency, at recommending innovative data management solutions through 
GIS systems to create a predictive map on the vulnerabilities of the water infrastructure system, and at 
developing urban drainage systems to help improve the urban landscape and microclimate.    

The Remirio project in Brazil will see the participation of MM, the city of Rio de Janeiro, the Municipality of 
Milan, the Milan Polytechnic and the Getulio Vargas Foundation. The aim of the project is to consolidate the 
partnership between the local authorities of Rio de Janeiro and Milan, through the sharing of guidelines aimed 
at defining and developing sustainable integrated urban regeneration actions and social inclusion practices. 
This, based on the implementation of plans and initiatives that leverage intangible and tangible cultural 
heritage, liveable public spaces and social housing in vulnerable neighbourhoods. MM has been engaged to 
implement three pilot projects in the field of green infrastructure solutions. In addition, an exchange of know-
how on processes and methodologies for the early detection of Covid-19 (and similar viruses) through the 
analysis of wastewater is planned, based on MM’s experience in similar activities conducted at the Milan 
wastewater treatment plants. 

 
112 For a detailed description of the projects in Mozambique, see the 2020 Non-Financial Statement. 
113 Enacting SDG6 - Enhancing Management Capacities of Water Operators in Gabes towards SDG6 project. 
114 Remirio - Integrated and Sustainable Urban Regeneration Milan-Rio. 
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LOOKING TO THE FUTURE... 

In the course of 2022, MM will develop ongoing projects and monitor the release of new calls for proposals 
by the European Union and AICS - Ministry of Foreign Affairs and International Cooperation, looking to seize 
new opportunities for growth in the field. 
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Annexes 
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Methodological Note 

Since 2017, MM Spa (hereinafter also referred to as “MM” or the “Company”) has been preparing the Separate 

Non-Financial Statement (hereinafter also referred to as the “NFS”) on an annual basis pursuant to Italian 

Legislative Decree no. 254 of 30 December 2016 (hereinafter also referred to as the “Decree”), since it is a 

public-interest entity (pursuant to article 16, paragraph 1, of Italian Legislative Decree no. 39 of 27 January 

2010). As required by article 5 of Italian Legislative Decree 254/16, this document forms a separate report 

which is properly defined. 

Until 2019, MM also published a Sustainability Report resulting from a voluntary process established over the 
years to allow stakeholders to gain a deeper insight into the Company’s commitment to sustainability. To 
ensure greater transparency and effectiveness in providing information of a non-financial nature, starting from 
the 2020 financial year and continuing into 2021, MM has decided to include the reporting of sustainability 
performance in a single document. This combined document will act as both as a Sustainability Report, as well 
as a Non-Financial Statement (NFS) pursuant to Decree 254/2016. Hereinafter, this document will be referred 
to as the “2021 Sustainability Report”. 

This document has been prepared to ensure an understanding of the operations, performance and results of 
the business, along with the resulting impact these activities have in relation to issues deemed to be relevant 
and necessary under article 3 of Italian Legislative Decree 254/2016 (environmental, social, employee-related 
and anti-corruption and bribery matters) with reference to the year 2021 (from 1 January to 31 December). 
With respect to said issues, this document also includes a description of the management models, the policies 
adopted by the company, the main risks, generated or incurred, and the relevant methods to manage them. 

The 2021 Sustainability Report was prepared in accordance with the GRI Sustainability Reporting Standards 
issued by the Global Reporting Initiative (GRI), and using the "in accordance – Core” option. Furthermore, this 
document was subject to a limited review by PricewaterhouseCoopers (“Limited Assurance Engagement” 
according to the criteria indicated in the ISAE 3000 Revised). This audit was carried out in accordance with 
the procedures indicated in the “Independent Auditor’s Report”, as included in this document.  

Disclosures referring to the reporting period spanning 1 January 2021 - 31, December 2021 reflect the principle 
of materiality, an element required by the applicable legislation and defining the GRI Standards. The materiality 
analysis and the sustainability issues most relevant to MM and its stakeholders are described under 
paragraphs 2.1.1 “Our stakeholders and dialogue tools” and 2.1.2 “Materiality analysis and material topics for 
MM”. Specifically, please note that, considering the industry as well as the regulatory and operational 
framework in which MM operates, the topic of human rights was not found to be highly material following the 
materiality analysis. However, the Company has addressed this topic as part of the management of its 
relationships with employees, freelancers, suppliers, and contractors, in accordance with the principles and 
values set out in the Company’s Code of Ethics. Therefore, while ensuring an appropriate understanding of 
the Company's operations, such information as per article 3, paragraph 2, of Italian Decree 254 was not 
reported in this document. In any case, please note, in particular, that MM is equipped with procedural and 
organisational safeguards directed at managing and monitoring this issue in relation to current relevant 
regulatory provisions. 

The reporting boundary of the data and information provided in this document matches the reporting scope of 
the 2021 Financial Statements (published on MM’s website), with any exceptions thereto being outlined in the 
individual sections. In 2021 there were no significant changes regarding the ownership structure, 
organisational structure or supply chain of MM. 

In order to allow comparison of data over time, data relating to 2019 and 2020 has been added for comparative 
purposes where possible. For an accurate representation of performance and to guarantee data reliability, the 
use of estimates has been limited as much as possible, and where present, they have been appropriately 
indicated. The GRI Content Index is provided at the end of this document, and it shows full coverage of all GRI 
indicators associated with material topics. In addition, starting from the financial year ending 31/12/2021, MM 
conducted an initial exercise to adapt to the requirements of the European Taxonomy, in line with the 
requirements set out in Article 8 of EU Reg 2020/852. The aim is to provide investors and the market with a 
comprehensive view of the Company’s economic activities with respect to the first two objectives of climate 
change mitigation and adaptation. For detailed information, please refer to paragraph 4.3 “Creating value for 
stakeholders” and “The European Taxonomy: Supporting Information”. 

In 2019 the Company began working on the definition of a “Sustainability Plan”, to be completed in the next 
years, to identify sustainability-related commitments and targets, in line with its strategic business objectives 
and the 17 Sustainable Development Goals (SDGs) that the UN has set for 2030. 

The 2021 Sustainability Report was approved by the Board of Directors on 10 May 2022.  
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The 2021 Sustainability Report is available on MM’s website: www.mmspa.eu (“Company – Financial 
information” section), together with previous editions of the document. In the “Sustainability – Sustainability 
Report” section, MM’s Sustainability Reports up to financial year 2019 may be viewed. 

For any enquiry in relation to this document, please contact the MM’s Communication Department at the 
following address: comunicazione@mmspa.eu.  

 

  

http://www.mmspa.eu/
mailto:comunicazione@mmspa.eu
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Detail tables 

Responsible Business 

Economic value generated and distributed 
GRI Standard 201-1 

Direct economic value generated  
and distributed  

u.m. 2019 2020 2021 

Direct economic value generated 

€ 

173,310,989 189,814,848 178,521,203 

Economic value distributed 169,301,319 166,887,228 169,394,081 

Operating costs 93,275,432 82,831,670 86,740,604 

Salaries and benefits 65,059,668 66,930,266 71,507,890 

Payments to capital providers 7,824,201 6,419,988 6,000,644 

Payments to the Public Authorities 3,082,428 10,627,374 5,091,943 

Investments in the Community 59,591 77,930 53,000 

Economic value retained 4,009,670 22,927,620 9,127,122 

 
 
Suppliers assessed according to social and environmental criteria115 
GRI Standard 308-1, 414-1 

Environmental/social criteria u.m. 2019 2020 2021 

Suppliers with social certification  

(e.g. SA8000) 

No. 

198 210 220 

Suppliers with environmental 
certification (e.g. ISO 14001, ISO 
50001) 

1,039 975 725 

Suppliers with quality certification  

(e.g. ISO 9001) 
2,560 2,279 2,347 

Suppliers with Occupational Health and 
Safety Management Systems 
certification (e.g. OHSAS 18001, ISO 
45001) 

771 700 685 

 
Environmental/social criteria  2021 

Suppliers with social certification (e.g. SA8000, OHSAS 18001, ISO 45001) 
% 

20% 

Suppliers with environmental certification (e.g. ISO 14001, ISO 50001) 21% 

  

 
115 Some suppliers may have more than one certification and/or management systems. Upon their inclusion in the Register, 

economic operators are required to disclose whether they have environmental and social certifications and/or management 
systems. Meeting these criteria may be considered a minimum criterion for participation in tenders or a plus when 
assessing and selecting suppliers. 
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Empowering People 

Workforce by employment contract and gender 
GRI Standard 102-8 

  2019 2020 2021 

 u.m. Men Women Total Men Women Total Men Women Total 

Permanent 
contracts 

No. 

776 382 1,158 803 385 1,188 841 406 1,247 

Fixed-term 
contracts 

76 37 113 63 42 105 46 29 75 

Total 
employees 

852 419 1,271 866 427 1,293 887 435 1,322 

Interns 4 1 5 1 1 2 1 - 1 

Associates 6 1 7 6 1 7 6 2 8 

Leased 
employees 

11 13 24 15 6 21 6 9 15 

Total 
workforce 

873 434 1,307 888 435 1,323 900 446 1,346 

 
Employees by type of employment 
GRI Standard 102-8 

  2019 2020 2021 

 u.m. Men Women Total Men Women Total Men Women Total 

Full-time 

No. 

849 381 1,230 863 392 1,255 884 398 1,282 

Part-time 3 38 41 3 35 38 3 37 40 

Total 
employees 

852 419 1,271 866 427 1,293 887 435 1,322 

 
Employee diversity by job category 
GRI Standard 405-1 

  2019 2020 2021 

 u.m. Men Women Total Men Women Total Men Women Total 

Senior managers 

No. 

28 10 38 27 9 36 25 10 35 

under 30 years old -      -      -      -      -      -      - - - 

30-50 years old  7    6    13    8    6    14    7 6 13 

over 50 years old 21    4    25    19    3    22    18 4 22 

Middle managers 52    25    77    53    25    78    52 27 79 

under 30 years old -      -      -      -      -      -      - - - 

30-50 years old  18    16    34    17    15    32    15 15 30 

over 50 years old 34    9    43    36    10    46    37 12 49 

Clerical workers 468    327    795    483    337    820    480 342 822 

over 30 years old 36    21    57    41    18    59    35 19 54 

30-50 years old  282    242    524    295    251    546    301 253 554 

over 50 years old 150    64    214    147    68    215    144 70 214 

Apprentices 5    -      5    5    -      5    2 - 2 

under 30 years old 4    -      4    3    -      3    1 - 1 

30-50 years old  1    -      1    2    -      2    1 - 1 

over 50 years old -      -      -      -      -      -      - - - 

Workers 299    57    356    298    56    354    328 56 384 

under 30 years old 7    1    8    5    -      5    11 - 11 

30-50 years old  149    27    176    155    28    183    167 27 194 

over 50 years old 143    29    172    138    28    166    150 29 179 

Total employees 852    419    1,271    866    427    1,293    887 435 1,322 

over 30 years old 47    22    69    49    18    67    47 19 66 

30-50 years old  457    291    748    477    300    777    491 301 792 

over 50 years old 348    106    454    340    109    449    349 115 464 
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Employees belonging to protected and vulnerable groups 
GRI Standard 405-1 

 u.m. 2019 2020 2021 

Total employees 

No. 

46 37 34 

of whom protected groups under 
Article 18 

2 2  2 

of whom legally disabled 44 35 32 

 
 
Diversity of governance bodies – Board of Directors 
GRI Standard 405-1 

  2019 2020 2021 

 u.m. Men Women Total Men Women Total Men Women Total 

Total BoD 

No. 

2 1 3 3 2 5 2 3 5 

under 30 years old -      -      -      -      -      -      - - - 

30-50 years old  -      -      -      2      -      2     2 - 2 

over 50 years old 2 1 3 1 2 3 - 3 3 

 
 
New employee hires and employee turnover116 
GRI Standard 401-1 
 
New employee hires 

 u.m. 
2019 2020 2021 

Men Women Total Men Women Total Men Women Total 

under 30 years old 

No. 

30 8 38 17 9 26 20 10 30 

30-50 years old  91 50 141 53 31 84 57 21 78 

over 50 years old 21 2 23 7 - 7 13 3 16 

Total new 
employee hires 

142 60 202 77 40 117 90 34 124 

 
 
New employee hire rate 

 u.m. 
2019 2020 2021 

Men Women Total Men Women Total Men Women Total 

under 30 years old 

% 

64% 36% 55% 35% 50% 39% 43% 53% 45% 

30-50 years old  20% 17% 19% 11% 10% 11% 12% 7% 10% 

over 50 years old 6% 2% 5% 2% 0% 2% 4% 3% 3% 

Total 17% 14% 16% 9% 9% 9% 10% 8% 9% 

 
 
Number of employment terminations – excluding expired employment contracts 

 u.m. 
2019 2020 2021 

Men Women Total Men Women Total Men Women Total 

under 30 years old 

No. 

4 3 7  2 4 4 1 5 

30-50 years old  22 14 36 19 14 33 31 16 47 

over 50 years old 31 7 38 33 9 42 30 7 37 

Total 
terminations 

57 24 81 54 25 79 65 24 89 

 
 
 
 

 
116 Transfers within the group have been excluded from the calculation of turnover. 
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Turnover rate – excluding expired employment contracts 

 u.m. 
2019 2020 2021 

Men Women Total Men Women Total Men Women Total 

under 30 years old 

% 

9% 14% 10% 0% 11% 6% 9% 5% 8% 

30-50 years old  5% 5% 5% 4% 5% 4% 6% 5% 6% 

over 50 years old 9% 7% 8% 10% 8% 9% 9% 6% 8% 

Total 7% 6% 6% 6% 6% 6% 7% 6% 7% 

 
Number of employment terminations – including expired employment contracts 

 u.m. 
2019 2020 2021 

Men Women Total Men Women Total Men Women Total 

under 30 years old 

No. 

5 6 11 3 4 7 5 1 6 

30-50 years old  27 19 46 26 18 44 35 17 52 

over 50 years old 31 7 38 34 10 44 30 7 37 

Total 
terminations 

63 32 95 63 32 95 70 25 95 

 
Turnover rate – including expired employment contracts 

 u.m. 
2019 2020 2021 

Men Women Total Men Women Total Men Women Total 

under 30 years old 

% 

11% 27% 16% 6% 22% 10% 11% 5% 9% 

30-50 years old  6% 7% 6% 5% 6% 6% 7% 6% 7% 

over 50 years old 9% 7% 8% 10% 9% 10% 9% 6% 8% 

Total 7% 8% 7% 7% 7% 7% 8% 6% 7% 

 
 
Employee work-related injuries and work-related injury rates 
GRI Standard 403-9: 2018 

 u.m. 2019 2020 2021 

Recordable injuries117 

No. 

4 3 8 

of which High-consequence injuries118 - - - 

Deaths - - - 

Hours worked hours 1,956,309 1,483,624 2,479,895 

Rate of recordable work-related injuries119  0.41 0.40 0.65 

Rate of high-consequence work-related 
injuries120 

 - - - 

Fatality rate121  - - - 

 
Work-related ill health involving employees 
GRI Standard 403-10: 2018 

 u.m. 2019 2020 2021 

Cases of work-related ill health No. - - - 

 

 
117 The term “recordable work-related injuries” is taken to mean all accidents that result in any of the following: death, days 
away from work, restricted work or transfer to another job, medical treatment beyond first aid, or loss of consciousness. It 
includes all injuries caused by risks or dangers that workers may be exposed to in the workplace (e.g. death, amputation 
of a limb, laceration, fracture, hernia, burns, loss of consciousness, and paralysis). 
118 The term “high-consequence work-related injuries” is taken to mean injuries from which the worker cannot, does not, 
or is not expected to recover fully to a pre-injury health status within 6 months, excluding deaths. 
119 The calculation of the “Rate of recordable work-related injuries” is based on 200,000 hours worked, using the following 
formula: (Total recordable work-related injuries + Total deaths) / Hours worked) * 200,000. 
120 The calculation of the “Rate of high-consequence work-related injuries” is based on 200,000 hours worked, according 
to the following formula: (Total high-consequence work-related injuries / Hours worked) * 200,000. 
121 The calculation of the “Fatality rate” is based on 200,000 hours worked, using the following formula: (Total deaths / 
Hours worked) * 200,000. 
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Average and total hours of training per year by employee category 
GRI Standard 404-1 

  2019 2020 2021 

 u.m. 
Total 
hours 

Average 
hours 

Total 
hours 

Average 
hours 

Total 
hours 

Average 
hours 

Senior managers 

No. 

1,240.1 32.6 711 19.8 2,448 132.8 

Middle managers 2,207.7 28.7 1,624 20.8 4,543 119.3 

Clerical workers 15,738.3 19.8 13,368 16.3 15,743 38.1 

Workers 1,884.5 5.3 1,022 2.9 3,677 12.1 

Apprentices 192.9 38.6 100 19.9 45 22.5 

Total employees 21,263.5 16.7 16,824 13.0 26,455 20.0 

 
 
Average and total hours of training per year by gender 
GRI Standard 404-1 

  2019 2020 2021 

 u.m. Men Women Total Men Women Total Men Women Total 

Total hours of 
training 

No. 

13,825.4 7,438.1 21,263.5 10,038 6,787 16,824 17,660 8,795 26,455 

Average 
hours of 
training 

16.2 17.8 16.7 11.6 15.9 13.0 19.9 20.2 20.0 
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Environmental Transition 

Energy consumption within the organisation122 
GRI Standard 302-1 

 u.m. 2019 2020 2021 

Fuels from non-renewable 
sources 

GJ 

119,102 106,932 114,353 

Natural gas 112,282 99,809123 105,172 

Gasoline 2,413 2,346 2,696 

Diesel 3,967 3,824 5,709 

Pellets 440 953 776 

Electricity purchased 575,212 532,403 521,822 

of which certified from 
renewable sources 

% 100% 100% 100% 

Total energy consumption GJ 694,314 639,335 636,175 

 
 
Total emissions 

GRI Standard 305-1, 305-2 

 u.m. 2019 2020 2021 

Direct (Scope 1) 
emissions124 

t 
CO2e 

6,983 6,236 6,724 

Natural gas 6,508 5,774 6,096 

Gasoline 178 174 199 

Diesel 295 284 425 

Pellets 2 4 3 

Indirect (Scope 2) 
emissions125 

t CO2 

   

Electricity - Market based - - - 

Electricity - Location based 50,555 43,849 40,296 

 
 
Laboratory analyses concerning the water supply system – Drinking water 

 u.m. 2019 2020 2021 

Number of samples 
No. 

17,494 3,095 3,701 

Number of parameters 191,692 175,083 211,838 

Conformity percentage126 % 99.97% 99.52% 99.99% 

 
 
 
  

 
122 For 2021, the following updated conversion factors were used: Gasoline 1 L = 0.03169 GJ; Diesel 1 L = 0.03594 GJ; 
Natural gas 1 Sm3= 0.03429 GJ; Electricity 1 kWh = 0.0036 GJ (ISPRA 2021); Pellets 1 t = 17.28 GJ (DEFRA 2021). 
123 There is a residual consumption of natural gas deriving from three boilers (one of which is being decommissioned) 
serving three company sites. While such consumption is not significant (<0.04% of the total), MM applies consumption 
reduction and conscientious resource management energy policies on this residual consumption as well. 
124 For 2021, the following updated emission factors were used for Scope 1 emissions: Natural gas – 1.98749 kgCO2e/Sm3; 
Gasoline – 3,162.658 kgCO2e/t; Diesel – 3,182.5571 kgCO2e/t (ISPRA 2021); Pellets – 72.61754 kgCO2e/t (DEFRA 2021). 
125 For 2021, the updated emission factor of 278 gCO2/kWh (ISPRA 2021) was used for the calculation of Scope 2 
emissions using the “Location-based” method. The emissions are expressed in tonnes of CO2, however, the proportion of 
methane and nitrous oxide has a negligible effect on the total greenhouse gas emissions (CO2 equivalent) as can be 
deduced from the relevant technical literature. For the “Market-based” method, the emission factors that were used were 
those defined on a contractual basis with the electricity supplier. It is of particular note that as in 2020, certified green 
energy with a guarantee of origin also accounted for 100% of the total electricity purchased in 2021. 
126 The negligible exceedances recorded were found following microbiological contamination at the point of withdrawal, 
which, following the detection of any non-conformity, is invariably disinfected and subjected to subsequent immediate 
counter-analysis, with the final results always returning 100% microbiological conformity. 
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Network losses127 

 u.m. 2019 2020 2021 

Percentage water losses128 % 14.10 14.40 15.47 

Linear water losses129 
mc/km/

gg 
37.28 37.05 33.10 

 

 

Water withdrawal130 
GRI Standard 303-3: 2018 

 u.m. 2019 2020 2021 

Groundwater, of which 

Ml 

262,181 246,040 245,648 

from wells for drinking use  216,350 209,027 211,165 

from first aquifer131 45,831 37,013 34,483 

Total 262,181 246,040 245,648 

 

 

Water introduced into the system and billed 

 u.m. 2019 2020 2021 

Water introduced into the system 
m3 

215,542,368 207,789,559 209,594,253 

Water billed 184,650,754 178,223,937 177,784,159 

 

 

Water discharges132 
GRI Standard 303-4: 2018 

 u.m. 2019 2020 2021 

Surface water Ml 142,574 171,531 158,557 

Other destination: irrigation reuse 
in agriculture Ml 

94,313 54,614 61,625 

Total 236,887 226,145 220,183 

 

 

Water discharge by destination 

 u.m. 2019 2020 2021 

Milan Nosedo 

m3 

135,224,200 130,543,590 132,692,230 

Milan San Rocco 101,662,764 95,601,409 87,490,653 

Total  236,886,964 226,144,999 220,182,883 

 

 

Recycled water for irrigation use 

 u.m. 2019 2020 2021 

Flow rate for irrigation reuse m3 94,313,397 54,613,602 61,625,408 

Recycled water for irrigation reuse as a 
proportion of total water treated 

% 39.8% 24.1% 28.0% 

 
127 The data on network losses refers to the City of Milan. The data referring to the 2020-2021 period was approved by the 
Board of Directors of the Area Office of the Metropolitan City of Milan, pursuant to the technical quality regulations, with 
Resolution no. 2 of 29 April 2022. 
128 The data refers to the macro-indicator M1b “Percentage water losses”, defined as the ratio of the volume of total water 
losses to the overall volume of water introduced into the system in the year considered. 
129 The data refers to the macro-indicator M1a “Linear water losses”, defined as the ratio of the volume of total water losses 
to the length of the water system in the year considered (mc/km/gg). 
130 MM does not withdraw water from water-stressed areas as Milan is not in such areas, according to the World Resource 
Institute (Aqueduct Water Risk Atlas). All water withdrawals refer to freshwater (≤1,000 mg/l total dissolved solids) and 
groundwater (the following source types are therefore not applicable: surface water, seawater, produced water, third-party 
water resources) 
131 Water withdrawn from the first aquifer is not intended for the IWS and human consumption. 
132 Data on water discharges has been restated in line with the requirements of the new GRI Standard 303-4: Effluents (2018). 
MM does not discharge water into water-stressed areas as Milan is not in such areas, according to the World Resource 
Institute (Aqueduct Water Risk Atlas). All water discharges refer to freshwater (≤1,000 mg/l total dissolved solids) and surface 
water (the following source types are therefore not applicable: groundwater, seawater, third-party water resources). 

https://www.wri.org/applications/aqueduct/water-risk-atlas/#/?advanced=false&basemap=hydro&geoStore=dfc9c29c9b4baefcf6bd829e0c5afbe4&indicator=bws_cat&lat=48.10743118848039&lng=4.482421875000001&mapMode=analysis&month=1&opacity=0.5&ponderation=DEF&predefined=false&projection=absolute&scenario=optimistic&scope=baseline&timeScale=annual&year=baseline&zoom=6
https://www.wri.org/applications/aqueduct/water-risk-atlas/#/?advanced=false&basemap=hydro&geoStore=dfc9c29c9b4baefcf6bd829e0c5afbe4&indicator=bws_cat&lat=48.10743118848039&lng=4.482421875000001&mapMode=analysis&month=1&opacity=0.5&ponderation=DEF&predefined=false&projection=absolute&scenario=optimistic&scope=baseline&timeScale=annual&year=baseline&zoom=6
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Water discharge by quality of water at discharge 

 u.m. Discharge limit 2019 2020 2021 

BOD5 

mg/l 

10 <5 <5 <5 

COD 60 12 12 13 

TSS 10 <5 <5 <5 

Total phosphorus 1 <1 <1 <1 

Total nitrogen 10 5.6 5.1 4.4 

 
Laboratory analysis concerning treatment – Water released into the environment 

 u.m. 2019 2020 2021 

Number of samples 
No. 

4,424 6,400 6,700 

Number of parameters 27,830 38,200 39,200 

Conformity percentage % 100% 100% 100% 

 

Production133 of sewage sludge by type 

Sludge “as is” u.m. 2019 2020 2021 

Dehydrated sludge 

t 

49,637 52,106 48,592 

Dried sludge 9,384 8,795 8,805 

Total 59,021 60,901 57,397 

 

Sludge generated in terms of 
Total Dry Substance (TDS) 
content 

u.m. 2019 2020 2021 

Dehydrated sludge 

t 

11,405 12,078 11,077 

Dried sludge 8,319 7,861 7,919 

Total 19,724 19,939 18,996 

 
Destination of sewage sludge by type 

Sludge “as is” u.m. 2019 2020 2021 

Sludge for agricultural use 

t 

42,750 48,069 42,101 

Sludge to be used as energy carrier 16,271 12,832 15,296 

Total 59,021 60,901 57,397 

 

Sludge generated in terms of  
Total Dry Substance (TDS) content 

u.m. 2019 2020 2021 

Sludge for agricultural use 

t 

9,880 11,126 9,581 

Sludge to be used as energy carrier 9,844 8,813 9,415 

Total 19,724 19,939 18,996 

 
 
Waste134 generated 
GRI Standard 306-3: 2020 

Waste generated u.m. 2019 2020 2021 

Hazardous waste 

t 

13.8 10.9 18.0 

of which diverted from disposal 13.7 7.3 15.3 

of which directed to disposal 0.1 3.6 2.8 

Non-hazardous waste 27,011.1 64,931.0 61,899.8 

of which diverted from disposal 26,949.0 64,715.7 61,519.1 

of which directed to disposal 62.1 215.4 380.6 

Total 27,024.9 64,942.0 61,917.8 

 
133 The amounts refer to the overall sewage sludge generated by the two plants in Milan San Rocco and Nosedo. 
134 The reported amounts refer exclusively to waste generated by MM. 
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Waste135 diverted from disposal 
GRI Standard 306-4: 2020 

Waste diverted from disposal u.m. 2021 

Hazardous waste 

t 

15.3 

Preparation for re-use - 

Recycling - 

Other recovery operations 15.3 

Non-hazardous waste 61,519.1 

Preparation for re-use - 

Recycling 2,448.1 

Other recovery operations 59,071.0 

Total 61,534.4 

 

Waste136 directed to disposal 
GRI Standard 306-5: 2020 

Waste directed to disposal u.m. 2021 

Hazardous waste 

t 

2.8 

Incineration (with energy recovery) - 

Incineration (without energy recovery) - 

Landfill disposal 0.9 

Other disposal operations 1.9 

Non-hazardous waste 380.6 

Incineration (with energy recovery) - 

Incineration (without energy recovery) 103.8 

Landfill disposal - 

Other disposal operations 276.8 

Total 383.4 

 

  

 
135 The reported amounts refer exclusively to waste generated by MM. The table has been updated to the new GRI 306 
standard: 2020 waste and the relative data will be compared with the values for the previous year starting from the 2022 
Financial Statements. 
136 The reported amounts refer exclusively to waste generated by MM. The table has been updated to the new GRI 306 
standard: 2020 waste and the relative data will be compared with the values for the previous year starting from the 2022 
Financial Statements. 
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The European Taxonomy: Supporting Information 

In line with what is described in section 4.3 “Creating value for stakeholders” and in accordance with Article 8 
of EU Regulation 2020/852, which sets out the reporting obligations under the European Taxonomy, MM has 
identified its eligible activities, which are listed below:  

 

no. Activity name MM Perimeter 

4 Energy 

4.1 Power generation using photovoltaic solar technology Water Service 

4.20 Cogeneration of heat/cool and electricity from bioenergy Water Service 

5 Water supply, sewerage, waste treatment and decontamination 

5.1 
Construction, expansion and management of water collection, treatment 
and supply systems 

Water Service 

5.3 
Construction, expansion and management of wastewater collection and 
treatment systems 

Water Service 

5.6 Anaerobic digestion of sewage sludge Water Service 

6 Transportation 

6.13 Infrastructure for personal mobility, cycle-logistics Engineering 

6.14 Rail transport infrastructure Engineering 

6.15 Infrastructure enabling road and public transport Engineering 

7 Construction and real estate activities 

7.2 Renovation of existing buildings 
Home, Engineering, 
Water Service 

7.7 Purchase and ownership of buildings 
Plant and Real 
Estate 
Management 

 

Starting in January 2023, it will be necessary to report the share of revenue, capital expenditure (Capex) and 
operating expenditure (Opex) relating to economic activities that actually contribute to the achievement of 
environmental objectives, and thus fulfil one or all of the technical screening criteria set out in the Delegated 
Regulation, the so-called European taxonomy-aligned activities. 

Scope considered 

The mapping activity concerning the activities eligible for the European Taxonomy was carried out taking into 
consideration the overall MM business perimeter. In 2021, this includes as specific Business Units the 
Integrated Water Service Business Unit, the Engineering Business Unit, the Public Housing Management 
Business Unit, the Routine Plant and Infrastructure Maintenance (Schools, Sports, Underpasses) Business 
Unit, the Plant and Real Estate Management Business Unit, the Public Housing Green Management Business 
Unit and the Staff Departments/Functions Business Unit.  

For each business area, potential economic activities eligible for the European Taxonomy were identified, 
consulting the Annexes to the Delegated Regulation (Annex 1 - Climate change mitigation; Annex 2 - Climate 
change adaptation).  

In order to identify which specific activities carried out by MM are eligible under the Taxonomy, the NACE 
codes were not used in a binding manner. In fact, for each activity, consistency with the definition found within 
the two Annexes was primarily considered. 

Main assumptions and KPI calculation methodology 

The analysis process consisted of several steps. The process was exclusively concerned with the assessment 
of eligibility of MM’s economic activities with respect to the European Taxonomy against climate change 
mitigation and adaptation objectives (Annex 1 and 2 to the Delegated Regulation). 

For the quantification of the share of revenues, Opex and Capex eligible for the European Taxonomy, a 
reconciliation matrix of taxonomy-eligible activities included in the MM business perimeter was defined for each 
business area. The main sources of information and the criteria for attributing revenues, Opex and Capex to 
the individual eligible activities were identified. 

For each business unit, the direct revenue, Opex and Capex allocation method involved the classification of 
orders and cost centres associated with taxonomy-eligible activities and the subsequent extrapolation of the 
taxonomy-eligible subset of contracts and cost centres by Business Unit. In some cases, it was necessary to 
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use drivers to quantify the eligible share. 

The indirect attribution driver used for revenue and Opex was calculated as the ratio between the revenue 
share attributed to the eligible activity and the total revenue given by the sum of the revenue shares attributed 
to taxonomy-eligible activities. The revenues taken into account in this calculation correspond exclusively to 
the “Revenues” item in the Statement of Comprehensive Income, thus excluding other revenue components 
of the same level such as “Other revenues and income” and “Revenues arising from work on infrastructure 
subject to service concession arrangements”. It is believed that this choice is the most effective in determining 
the driver for the purposes of the Taxonomy. With regard to Capex, a direct allocation method was used, only 
taking into consideration the investment projects attributable to each activity. 

For the purposes of the correct representation and interpretation of the results obtained, it should be noted 
that the revenue, Opex and Capex data eligible for the Taxonomy refer to both climate mitigation and 
adaptation objectives (with the exception of activity 6.15, for which only Annex 2 - Adaptation objective, is 
relevant). In order to avoid double-counting, the share of revenue, operating and capital expenditure eligible 
for the Taxonomy has therefore been considered only once. 

The accounting principles underlying the determination of allowable revenue, operating expenditure and 
capital expenditure shares are the same as those used in the preparation of the annual Financial Statements, 
as illustrated in the Notes to the Financial Statements, and are compliant with the provisions of Regulation 
2020/852 and its Delegated Acts. 

Revenues 

Consistent with the provisions of Delegated Regulation 2021/2178, the revenue KPI is calculated as the ratio 
of revenues related to economic activities eligible for the European Taxonomy to total MM revenues. For the 
purposes of this calculation, only the “Revenues” sub-items, net of the accounting effects resulting from the 
application of the IFRIC-12 tax, and the “Other revenues and income”, net of increases in fixed assets for 
internal use, were considered. The components considered are consistent with the provisions set out in Annex 
1 of Delegated Regulation 2021/2178 in terms of KPI quantification. Other components are excluded 
(“Revenues arising from work on infrastructure subject to service concession arrangements” to avoid double 
counting with Capex shares and “Changes in inventories”, which in the reclassified IFRS statements do not 
fall under revenue components, but under cost components).  

Capital expenditure (Capex) 

The Capex KPI was quantified in line with the provisions of Delegated Regulation 2021/2178, as the ratio of 
taxonomy-eligible Capex to total MM Capex. It should be noted that items relating to decreases due to 
adjustments, write-downs and foreign branch exchange differences have not been taken into account in the 
quantification of MM’s Capex. 

Eligible Capex was identified based on a precise allocation of each Business Unit’s investment projects to the 
activities provided for in the Taxonomy. It should be noted that the taxonomy-eligible Capex share mainly 
concerns the Integrated Water Service, while a smaller share relates to Plant and Property Management. 

Operating expenditure (Opex) 

The Opex KPI is calculated as the ratio of Opex related to economic activities eligible for the European 
Taxonomy to total MM Opex. The calculation considers as both numerator and denominator only the types of 
Opex envisaged in Annex 1 to Delegated Regulation 2021/2178 and net of the accounting effects deriving 
from the application of the IFRIC-12 tax, in accordance with the guidance provided by the European 
Commission on Opex. 

With specific reference to personnel costs, to quantify the share to be taken into account for the calculation of 
the indicator, an analysis was carried out that led to the identification of cost centres and job orders that clearly 
make reference to maintenance activities or activities closely related to the assets.  

The other Opex components (e.g. materials, services) were identified using a precise and detailed analysis 
based on the nature of the cost items, allowing to define a perimeter consistent with the provisions of the 
aforementioned Regulation (e.g. for example, general and administrative costs and the purchase costs of raw 
materials were excluded from the calculation, with the exception of cost items referring to maintenance 
materials). 

Where it was possible to allocate the Opex component directly, the amount was punctually allocated to the 

individual activity in the Taxonomy. In cases where the component affects several activities, as already 

mentioned, the reallocation criterion adopted is that of revenues.  
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Reconciliation table with Legislative Decree 254/2016 and GRI Standards 

Topics 

pursuant to 

Legislative 

Decree 

254/2016 

Material topic 

Scope 

Topic GRI Standards 
reconciliation Parties impacted Type of impact 

Environmental 

Circular economy 
IWS Business Unit, 
Contractors 
(suppliers) 

Caused by the 
Company and 
directly connected 
to its activities 

Water and effluents 
Waste 

Increasing energy 

consumption 

efficiency 

MM, Contractors 

(suppliers) 

Caused by the 
Company and 
directly connected 
to its activities 

Energy 

Fight against 

climate change 

MM, Contractors 

(suppliers) 

Caused by the 
Company and 
directly connected 
to its activities 

Emissions 

Sustainability and 

quality of the 

integrated water 

cycle 

IWS Business Unit, 

Contractors 

(suppliers) 

Caused by the 
Company and 
directly connected 
to its activities 

Water and effluents 

Staff-related 

Corporate welfare MM 
Caused by the 
Company 

Employment 

People’s skills 

and professional 

expertise 

MM 
Caused by the 
Company 

Training and 
education 

Diversity and 

equal opportunity 
MM 

Caused by the 
Company 

Diversity and equal 
opportunity 

Industrial 
relations 

MM 
Caused by the 
Company 

N/A 

Occupational 

health and 

safety137 

MM’s employees 
Caused by the 
Company 

Occupational health 
and safety 

Social 

Community 

engagement 

Housing Business 

Unit, Engineering 

Business Unit 

Caused by the 
Company and 
directly connected 
to its activities 

N/A 

Partnerships with 

Bodies and 

Institutions to 

enable 

development 

MM 
Caused by the 
Company 

N/A 

Innovation and 

digitalisation 

MM, Contractors 
(suppliers), 
Universities and 
scientific 
community 

Caused by the 
Company and 
directly connected 
to its activities 

N/A 

Protection of 

privacy and 

rights  

MM, Contractors 

(suppliers) 

Caused by the 
Company and 
directly connected 
to its activities 

Customer privacy 

 
137 Since these topics are important at a general level, MM will consider extending this analysis to non-employee staff. In 
this case, it would be necessary to gather information from external staff employers and suppliers operating at the 
Company’s sites and/or under the Company’s control. However, MM could not directly control the quality and precision of 
such data. 
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Relations with 
customers 

IWS Business Unit, 
Housing Business 
Unit 

Caused by the 
Company and 
directly connected 
to its activities 

N/A 

Quality and 
continuity of 
service 

IWS Business Unit, 
Housing Business 
Unit 

Caused by the 
Company and 
directly connected 
to its activities 

N/A 

Supply chain 

management 

MM, Contractors 

(suppliers) 
Caused by the 
Company 

Supplier socio-
environmental 
assessment 

Fight against 
active and 
passive 
corruption 

Business ethics 

and integrity 

MM, Contractors 

(suppliers) 

Caused by the 
Company and 
directly connected 
to its activities 

Socioeconomic 
compliance,  
Anti-corruption 

Business 

management 

model 

Creating value for 

stakeholders 
MM 

Caused by the 
Company and 
directly connected 
to its activities 

Economic 
performance 

Integrated risk 

management 
MM 

Caused by the 
Company 

N/A 

N/A 
Caring for the city 

and its citizens 
MM 

Caused by the 
Company and 
directly connected 
to its activities 

N/A 
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GRI content index 

Indicator Description Section / notes 

GRI 102: GENERAL DISCLOSURES 2016 

ORGANISATIONAL PROFILE  

102-1 Name of the organisation 1.1 Our history 

102-2 Activities, brands, products, and services 1.1 Our history 

102-3 Location of headquarters 1.3 Where we are in Italy and the World  

102-4 Location of operations 1.3 Where we are in Italy and the World 

102-5 Ownership and legal form 1.4 Our governance 

102-6 Markets served 1.3 Where we are in Italy and the World 

102-7 Scale of the organisation 

1. About MM 

3. Organisation by business areas 

4.3 Creating value for stakeholders 

5. We value our people 

102-8 
Information on employees and other 

workers 

5. We value our people 

Detail tables 

102-9 Supply chain 4.4 Supply chain management 

102-10 
Significant changes to the organization 

and its supply chain 

1.4 Our governance 

Methodological Note 

102-11 Precautionary Principle or approach 

The external context and sector megatrends 

2.2 MM’s integrated risk management 

2.2.1 Mapping sustainability-related risks 

4.2 Business ethics and integrity 

102-12 External initiatives 
2.1.1 Materiality analysis and material topics for MM 

5. We value our people 

102-13 Membership of associations 
3.2 The Water Service Business Unit 

8.5 Relationships with associations 

STRATEGY 

102-14 Statement from senior decision-maker Letter to Stakeholders 

102-15 Key impacts, risks, and opportunities 

The external context and sector megatrends 

2.2 Integrated sustainability risk management 

2.2.1 Mapping sustainability-related risks 

2.3 Management systems and certifications 

4.2 Business ethics and integrity 

ETHICS AND INTEGRITY 

102-16 
Values, principles, standards, and norms 

of behaviour 

1.2 Values, mission and business areas 

4.2 Business ethics and integrity 

102-17 
Mechanisms for advice and concerns 

about ethics 
4.2 Business ethics and integrity 

GOVERNANCE 

102-18 Governance structure 1.4 Our governance 

102-22 
Composition of the highest governance 

body and its committees 
1.4 Our governance 

102-23 Chair of the highest governance body 1.4 Our governance 

102-30 Effectiveness of risk management 

processes 

2.2 MM’s integrated risk management 

4.2 Business ethics and integrity  

STAKEHOLDER ENGAGEMENT   

102-40 List of stakeholder groups 2.1.1 Our stakeholders and dialogue tools  

102-41 Collective bargaining agreements 

5.5 Industrial relations 

All employees (100%) are covered by collective 

bargaining agreements 
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102-42 Identifying and selecting stakeholders 2.1.1 Our stakeholders and dialogue tools   

102-43 Approach to stakeholder engagement 2.1.1 Our stakeholders and dialogue tools  

102-44 Topics and concerns raised 2.1.1 Our stakeholders and dialogue tools  

REPORTING PRACTICES 

102-45 
Entities included in the consolidated 

financial statements 
Methodological Note 

102-46 Defining report content and topic 

Boundaries 
Methodological Note 

102-47 List of material topics 
2.1.2 Materiality analysis and material topics for MM 

Description of material topics 

102-48 Restatements of information Methodological Note 

102-49 Changes in reporting Methodological Note 

102-50 Reporting period Methodological Note 

102-51 Date of most recent report May 2021  

102-52 Reporting cycle Methodological Note 

102-53 Contact point for questions regarding the 

report 
Methodological Note 

102-54 
Claims of reporting in accordance with 

the GRI Standards 
Methodological Note 

102-55 GRI content index GRI content index 

102-56 External assurance Independent Auditor’s Report 
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Indicator Description Section / notes Omissions  

ECONOMIC PERFORMANCE: TOPIC SPECIFIC STANDARDS 

GRI 201: ECONOMIC PERFORMANCE 2016   

103-1 
Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 
The management approach and its 

components 

4.1 Development strategy and business plan 

4.3 Creating value for stakeholders  

4.3.1 Environment Plan and investments in the 

Integrated Water Service 

 

103-3 
Evaluation of the management 

approach 

4.1 Development strategy and business plan  

4.3 Creating value for stakeholders 

4.3.1 Environment Plan and investments in the 

Integrated Water Service 

 

201-1 
Direct economic value generated 

and distributed 

4.3 Creating value for stakeholders 

Detail tables 
 

GRI 205: ANTI-CORRUPTION 2016   

103-1 
Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics Reconciliation 

table with Legislative Decree 254/2016 and GRI 

Standards 

 

103-2 
The management approach and its 

components 
4.2 Business ethics and integrity   

103-3 
Evaluation of the management 

approach 
4.2 Business ethics and integrity  

205-3 Confirmed incidents of corruption 

and actions taken 
In 2021, there were no incidents of corruption  

GRI 207: TAX 2019   

207-1 Approach to tax 4.3 Creating value for stakeholders  

207-2 
Tax governance, control, and risk 

management 
4.3 Creating value for stakeholders   

207-3 
Stakeholder engagement and 

management of concerns related 

to tax 

4.3 Creating value for stakeholders  

ENVIRONMENTAL PERFORMANCE: TOPIC SPECIFIC STANDARDS 

GRI 302: ENERGY 2016 

103-1 
Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 
The management approach and its 

components 

2.3 Management systems and certifications 

6. We support environmental transition 

6.1 Increasing energy consumption efficiency 

 

103-3 Evaluation of the management 

approach 

2.3 Management systems and certifications 

6. We support environmental transition 

6.1 Increasing energy consumption efficiency 

 

302-1 
Energy consumption within the 

organization 

6.1 Increasing energy consumption efficiency 

Detail tables 
 

GRI 303: WATER AND EFFLUENTS 2018 

103-1 Explanation of the material topic 
2.1.2 Materiality analysis and material topics for 

MM 
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and its Boundaries Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

103-2 
The management approach and its 

components 

2.3 Management systems and certifications 

3.2 The Water Service Business Unit 

6.3 Sustainability and quality of the integrated 

water cycle 

 

103-3 
Evaluation of the management 

approach 

2.3 Management systems and certifications 

3.2 The Water Service Business Unit 

6.3 Sustainability and quality of the integrated 

water cycle 

 

303-1 Interactions with water as a shared 

resource 

3.2 The Water Service Business Unit 

6.3 Sustainability and quality of the integrated 

water cycle 

6.3.1 Water withdrawal and water introduced 

into the system 

6.3.2 Monitoring of risks and protection of water 

resources 

6.3.3 Water Houses 

 

303-2 
Management of water discharge-

related impacts 

6.3 Sustainability and quality of the integrated 

water cycle 

6.3.4 Quality of water discharges and treatment 

system 

 

303-3 Water withdrawal 

6.3.1 Water withdrawal and water introduced 

into the system 

Detail tables 

 

303-4 Water discharge 

6.3.4 Quality of water discharges and treatment 

system 

Detail tables 

 

GRI 305: EMISSIONS 2016 

103-1 
Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 
The management approach and its 

components 

2.3 Management systems and certifications 

6. We support environmental transition 

6.2 Fight against climate change 

 

103-3 
Evaluation of the management 

approach 

2.3 Management systems and certifications 

6. We support environmental transition 

6.2 Fight against climate change 

 

305-1 Direct (Scope 1) GHG emissions 
6.2 Fight against climate change 

Detail tables 
 

305-2 Energy indirect (Scope 2) GHG 

emissions 

6.2 Fight against climate change 

Detail tables 
 

GRI 306: WASTE 2020   

103-1 Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 
The management approach and its 

components 

6.4 Circular economy 

6.4.1 Waste and biological sludge management 
 

103-3 Evaluation of the management 

approach 

6.4 Circular economy 

6.4.1 Waste and biological sludge management 
 

306-1 Waste generation and significant 6.4 Circular economy  
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waste-related impacts  6.4.1 Waste and biological sludge management 

Detail tables 

306-2 
Management of significant waste-

related impacts  

6.4 Circular economy 

6.4.1 Waste and biological sludge management 
 

306-3 Waste generated 

6.4 Circular economy 

6.4.1 Waste and biological sludge management 

Detail tables 

 

306-4 Waste diverted from disposal 

6.4 Circular economy 

6.4.1 Waste and biological sludge management 

Detail tables 

 

306-5 Waste directed to disposal  

6.4 Circular economy 

6.4.1 Waste and biological sludge management 

Detail tables 

 

GRI 307: ENVIRONMENTAL COMPLIANCE 2016  

103-1 
Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 The management approach and its 

components 

4.2 Business ethics and integrity 

6. We support environmental transition 
 

103-3 
Evaluation of the management 

approach 

4.2 Business ethics and integrity 

6. We support environmental transition 
 

307-1 
Non-compliance with 

environmental laws and 

regulations 

In 2021 there were no incidents of non-

compliance with environmental laws and 

regulations 

 

GRI 308: SUPPLIER ENVIRONMENTAL ASSESSMENT 2016 

103-1 
Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM  

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 
The management approach and its 

components 
4.4 Supply chain management  

103-3 
Evaluation of the management 

approach 
4.4 Supply chain management  

308-1 New suppliers that were screened 

using environmental criteria 

4.4 Supply chain management 

Detail tables 

For subsequent reporting years, MM is 

committed to refining the methodology for 

calculating the indicator for new suppliers with 

environmental certifications.  

 

SOCIAL PERFORMANCE: TOPIC SPECIFIC STANDARDS 

GRI 401: EMPLOYMENT 2016 

103-1 Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM  

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 
The management approach and its 

components 

5. We value our people 

5.1 Diversity and equal opportunity  
 

103-3 Evaluation of the management 

approach 

5. We value our people 

5.1 Diversity and equal opportunity 
 

401-1 New employee hires and 
5. We value our people 

5.1 Diversity and equal opportunity 
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employee turnover Detail tables 

401-2 
Benefits provided to full-time 

employees that are not provided to 

temporary or part-time employee 

5.3 Corporate welfare 

5.4 Occupational health and safety  
 

GRI 403: OCCUPATIONAL HEALTH AND SAFETY 2018 

103-1 
Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 
The management approach and its 

components 

5. We value our people 

5.4 Occupational health and safety 
 

103-3 
Evaluation of the management 

approach 

5. We value our people 

5.4 Occupational health and safety 
 

403-1 Occupational health and safety 

management system 
5.4 Occupational health and safety  

403-2 
Hazard identification, risk 

assessment, and incident 

investigation 

5.4 Occupational health and safety  

403-3 Occupational health services 
5.3 Corporate welfare 

5.4 Occupational health and safety 
 

403-4 
Worker participation, consultation, 

and communication on 

occupational health and safety 

5.4 Occupational health and safety  

403-5 
Worker training on occupational 

health and safety 
5.4 Occupational health and safety  

403-6 Promotion of worker health 
5.3 Corporate welfare 

5.4 Occupational health and safety  
 

403-7 

Prevention and mitigation of 

occupational health and safety 

impacts directly linked by business 

relationships 

2.2.1 Mapping sustainability-related risks 

5.4 Occupational health and safety  
 

403-8 
Workers covered by an 

occupational health and safety 

management system 

5.4 Occupational health and safety  

403-9 Work-related injuries 
5.4 Occupational health and safety 

Detail tables 
 

403-10 Work-related ill health 
5.4 Occupational health and safety 

Detail tables 
 

GRI 404: TRAINING AND EDUCATION 2016   

103-1 Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 The management approach and its 

components 

5. We value our people 

5.2.1 Training and education 

5.2.2 Performance assessment 

 

103-3 Evaluation of the management 

approach 

5. We value our people 

5.2.1 Training and education 

5.2.2 Performance assessment 

 

404-1 Average hours of training per year 

per employee 

5.2.1 Training and education 

Detail tables 
 

GRI 405: DIVERSITY AND EQUAL OPPORTUNITY 2016 
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103-1 
Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 The management approach and its 

components 

5. We value our people 

5.1 Diversity and equal opportunity 
 

103-3 
Evaluation of the management 

approach 

5. We value our people 

5.1 Diversity and equal opportunity 
 

405-1 
Diversity of governance bodies 

and employees 

5.1 Diversity and equal opportunity 

Detail tables 
 

GRI 414: SUPPLIER SOCIAL ASSESSMENT 2016 

103-1 Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 
The management approach and its 

components 
4.4 Supply chain management  

103-3 Evaluation of the management 

approach 
4.4 Supply chain management  

414-1 
New suppliers that were screened 

using social criteria 

4.4 Supply chain management 

Detail tables 

For subsequent reporting years, MM is 

committed to refining the methodology for 

calculating the indicator for new suppliers with 

social certifications.  

 

GRI 418: CUSTOMER PRIVACY 2016  

103-1 
Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 
The management approach and its 

components 

7.3 Protection of privacy and rights in relations 

with customers 
 

103-3 
Evaluation of the management 

approach 

7.3 Protection of privacy and rights in relations 

with customers 
 

418-1 

Substantiated complaints 

concerning breaches of customer 

privacy and losses of customer 

data 

In 2021 there were no substantiated complaints 

concerning breaches of customer privacy and 

losses of customer data 

 

GRI 419: SOCIOECONOMIC COMPLIANCE 2016  

103-1 Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 
The management approach and its 

components 
4.2 Business ethics and integrity  

103-3 Evaluation of the management 

approach 
4.2 Business ethics and integrity  

419-1 
Non-compliance with laws and 

regulations in the social and 

economic area 

In 2021 there were no incidents of non-

compliance with environmental laws and 

regulations 
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MATERIAL TOPIC: INDUSTRIAL RELATIONS  

103-1 Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 
The management approach and its 

components 
5.5 Industrial relations  

103-3 Evaluation of the management 

approach 
5.5 Industrial relations  

MATERIAL TOPIC: CARING FOR THE CITY AND ITS CITIZENS  

103-1 Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 
The management approach and its 

components 

3.1 The Engineering Business Unit 

3.4 The Routine Plant and Infrastructure 

Maintenance Business Unit 

8. Care city: we care for the city and its citizens 

8.1 Engineering at the service of the city 

8.3 Care of the public housing property   

 

103-3 
Evaluation of the management 

approach 

3.1 The Engineering Business Unit 

3.4 The Routine Plant and Infrastructure 

Maintenance Business Unit 

8. Care city: we care for the city and its citizens 

8.1 Engineering at the service of the city 

8.3 Care of the public housing property    

 

MATERIAL TOPIC: COMMUNITY ENGAGEMENT  

103-1 
Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 
The management approach and its 

components 

8.3 Care of the public housing property 

8.2 Building site communication: the experience 

of the new M4 Line 

8.4 Milan’s Centrale dell'Acqua 

 

103-3 
Evaluation of the management 

approach 

8.3 Care of the building stock 

8.2 Building site communication: the experience 

of the new M4 Line 

8.4 Milan’s Centrale dell'Acqua 

 

MATERIAL TOPIC: PARTNERSHIPS WITH BODIES AND INSTITUTIONS TO ENABLE 

DEVELOPMENT 
 

103-1 
Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 
The management approach and its 

components 

3.2 The Water Service Business Unit 

8.5 Relationships with associations 

8.6 MM and international cooperation 

 

103-3 Evaluation of the management 

approach 

3.2 The Water Service Business Unit 

8.5 Relationships with associations 

8.6 MM and international cooperation 

 

MATERIAL TOPIC: RELATIONS WITH CUSTOMERS  
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103-1 
Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 The management approach and its 

components 

7. Customer centricity 

7.1 Multichannel approach for IWS customers 

7.2 Management of relationships with tenants of 

Public Housing property 

 

103-3 Evaluation of the management 

approach 

7. Customer centricity 

7.1 Multichannel approach for IWS customers 

7.2 Management of relationships with tenants of 

Public Housing property 

 

MATERIAL TOPIC: QUALITY AND CONTINUITY OF SERVICE  

103-1 
Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 
The management approach and its 

components 

7. Customer centricity 

7.1 Multichannel approach for IWS customers 

7.2 Management of relationships with tenants of 

Public Housing property 

 

103-3 
Evaluation of the management 

approach 

7. Customer centricity 

7.1 Multichannel approach for IWS customers 

7.2 Management of relationships with tenants of 

Public Housing property 

 

MATERIAL TOPIC: INNOVATION AND DIGITALISATION  

103-1 Explanation of the material topic 

and its Boundaries 

2.1.2 Materiality analysis and material topics for 

MM 

Description of material topics 

Reconciliation table with Legislative Decree 

254/2016 and GRI Standards 

 

103-2 
The management approach and its 

components 

4.1.1 Innovation and digital transformation 

7.4 Innovation for the city 

7.4.1 Smart management of engineering 

contracts 

7.4.2 Innovation and research in the Integrated 

Water Service 

 

103-3 Evaluation of the management 

approach 

4.1.1 Innovation and digital transformation 

7.4 Innovation for the city 

7.4.1 Smart management of engineering 

contracts 

7.4.2 Innovation and research in the Integrated 

Water Service 
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Description of material topics 

Area Material topic Description 

RESPONSIBLE 

BUSINESS 

Creating value for 

stakeholders 

Make sure that the long-term interests of MM’s stakeholders are satisfied, 

including through the continued development of the business, ensuring a 

positive impact on the community as a result of investments and distribution 

of the value created. 

Business ethics 

and integrity 

Ensure an ethical management of the business by adopting a governance 

system based on good governance practices, management-organisation 

models, policies and internal procedures geared towards compliance with 

the principles of transparency, legality and sustainability and that are able 

to combat and prevent the occurrence of active and passive corruption 

through an internal control system, the creation of mechanisms for reporting 

offenses (e.g. whistleblowing) and training. 

Supply chain 

management 

Promote transparent supply chain management in full compliance with 

environmental and social sustainability requirements (human rights, labour 

practices, anti-corruption, responsible use of resources) as well as the 

Procurement Code. 

Integrated risk 

management 

Manage the business in an integrated way through risk assessment 

systems that integrate social and environmental aspects, in order to seize 

opportunities and anticipate the changing local and global scenario (from 

asset management to cybersecurity). 

ENVIRONMENTAL 

TRANSITION 

Circular economy 

Promote a circular business model that strikes a balance between 

technological innovation, environmental sustainability, energy efficiency 

through solutions for recycling/recovery of materials, energy, waste and 

raising awareness regarding waste valorisation. 

Increasing energy 

consumption 

efficiency 

Develop energy efficiency initiatives for infrastructure, Company activities 

and end uses (e.g. district heating, building renovation, research projects) 

with a view to reducing energy consumption and its impact. 

Fight against 

climate change 

Develop policies to reduce climate change risks, prevent scenarios and 

support the green transition, working with various stakeholders to address 

challenges and seize opportunities to develop resilient structures. 

Sustainability and 

quality of the 

integrated water 

cycle 

Manage the IWS effectively and efficiently, including during emergencies, to 

ensure the protection of water resources, the supply of quality water, the 

reduction of water losses and the adoption of good practices in managing 

discharges. 

EMPOWERING 

PEOPLE 

Corporate welfare 

Promote initiatives to engage and pay attention to people aimed at 

spreading corporate welfare and improving the quality of life with welfare 

services and benefits, while ensuring a work environment that balances 

work and private life. 

People’s skills 

and professional 

expertise 

Develop training and capacity building programmes to increase and transfer 

skills – through performance assessment paths – in order to ensure the 

empowerment, satisfaction and professional growth of people. 

Diversity and 

equal opportunity 

Promote programmes and projects aimed at ensuring equal opportunities 

and diversity within the Company, combating all forms of discrimination and 

promoting the creation of an inclusive environment. 
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Industrial 

relations 

Promote initiatives driving dialogue and exchanges with the workers’ 

representatives with a view to meaningful discussions on working 

conditions and the quality of the working environment. 

Occupational 

health and safety 

Develop policies, practices and management systems to ensure a healthy 

and safe working environment with low accident rates and timely monitoring 

systems, promoting a culture of safety in all business settings. 

CUSTOMER 

CENTRICITY 

Innovation and 

digitalisation 

Promote technological innovation to support the quality of services through 

digitalisation initiatives, both when engaging in customer-facing activities 

and managing operations (e.g. portals, dashboards), ensuring high levels of 

cybersecurity. 

Protection of 

privacy and rights  

Protect the digital identity of customers and initiate a customer right 

empowerment process (right to the environment, health, participation, etc.). 

Relations with 

customers 

Provide timely and effective dialogue, communication and information tools 

that allow access to the different types of customers (e.g. details of services 

offered and mechanisms for complaints and for reporting critical issues, as 

provided for in the Service Charter, housing support initiatives, building site 

communication, etc.).   

Quality and 

continuity of 

service 

Provide citizens with quality, safe and efficient services in all their aspects, 

in order to meet their expectations and deliver on commitments undertaken, 

limiting service disruptions and inconveniences while ensuring an ever-

increasing availability 

CARE CITY 

Community 

engagement 

Contributing to the socio-economic development of the Community of 

reference, both through the care of common goods and by involving 

stakeholders in projects for the development and enhancement of MM’s 

tangible and intangible heritage (e.g. communication and environmental 

education initiatives, donations, housing support projects, etc.).  

Caring for the city 

and its citizens 

Carry out infrastructural, urban regeneration and network expansion works 

according to a principle of enhancement of the area and of the 

environment, pursuing efficient asset management with attention to detail 

and a fast turnaround. 

Partnerships with 

Bodies and 

Institutions to 

enable 

development 

Participate in collaborative projects and working tables focused on 

developing best practices and services that meet the needs of stakeholders 

that influence or are influenced by MM and geared towards market 

demands. 
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Glossary 

Abbreviation Description 

AICS Ministry of Foreign Affairs and International Cooperation 

AIM  Association of Metropolitan Interests 

AIPO Interregional Agency for the Po River 

AMAT Municipal Auto Transport Company 

ANN  Artificial Neural Network 

APE  Aqua Publica Europea 

ARERA Italian Regulatory Authority for Energy, Networks and Environment 

ARPA Regional Environmental Protection Agency 

ATO Optimal Territorial Ambit 

ATS Health Protection Agency 

TAP  Temporary Association of Purpose  

EIB  European Investment Bank 

BIM  Building Information Modeling  

CAD Computer Aided Design 

CAM Minimum Environmental Criteria 

CAMI  Milan’s Centrale dell’Acqua 

NCLA National Collective Labour Agreement 

CCRS Audit, Risk Management and Sustainability Committee 

CEI  Italian Electrotechnical Committee 

LEED certification  Leadership in Energy and Environmental Design 

CFMRN Functional Centre for Natural Hazards Monitoring 

CIFI Italian Board of Railway Engineers 

CNR National Research Council 

CNR National Research Council 

CRM  Customer Relationship Management 

NFS  Non-Financial Statement 

DPO  Data Protection Officer  

DSS  Decision Support System  

RAD Risk Assessment Document  

DWD  
Drinking Water Directive (Directive (EU) 2020/2184 on the quality of water intended 
for human consumption) 

EFSI European Fund for Strategic Investments 

ENEA  
National Agency for New Technologies, Energy and Sustainable Economic 
Development 

ERM  Enterprise Risk Management 

PH  Public Housing 

ESIR Entities Subject to an Intermediate Regime 

MMVF Man-made vitreous fibres  

GDPR  General Data Protection Regulation (EU) 2016/679 

GIS Geographic Information System 

GO Guarantee of Origin 

GRI Global Reporting Initiative 

GSE  Energy Services Operator 

HTC  Hydrothermal Carbonization  

IATT  Italian Association for Trenchless Technology 

IoT  Internet of Things 
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ISPRA Higher Institute for Environmental Protection and Research 

NIH  National Institute of Health  

IT  Information Technology 

LCA  Life Cycle Assessment 

MBO Management By Objectives 

MISE Ministry of Economic Development  

OMCM 
Organisational, Management and Control Model pursuant to Legislative Decree 
231/2001 

NZEB  Nearly Zero-Energy Buildings 

OICE 
Association of Engineering, Architecture and Technical and Economic Consultancy 
Organisations 

WHO  World Health Organisation  

NGO Non-Governmental Organisation 

UN  United Nations 

APP  Annual Procurement Plans 

PAC Air and Climate Plan of the Municipality of Milan 

SEAP  Sustainable Energy Action Plan of the Municipality of Milan 

SRAM  Single Regional Authorisation Measure 

PED Positive Energy District  

LUP Milan Land Use Plan  

NRRP  National Recovery and Resilience Plan 

OAPLC Society of Architects Planners, Landscapers and Conservationists 

WSP  Water Safety Plan 

CSP  Coordination and Safety Plan  

TYCPTP Three-Year Corruption Prevention and Transparency Plan 

ACR  Anti-Corruption Representative 

PM  Project Manager  

WSR Workers’ Safety Representative 

RPA  Robotic Process Automation 

EUS  Efficient Utility Systems 

SIG  Italian Tunnelling Society 

IWS  Integrated Water Service 

SINFI Federated National Infrastructure Information System 

PPD Prevention and Protection Service  

SSP  Sanitation Safety Plan 

TDS  Total Dry Substance content  

SUDS Sustainable Drainage Systems 

SWAN  Smart Water Networks Forum 

TBM  Tunnel Boring Machine 

TEE Energy Efficiency Certificates  

TOE  Tonnes of Oil Equivalents  

UN SDGs United Nations Sustainable Development Goals 

UNICHIM Association for the Unification of the Chemical Industry Sector 








