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M19

Water and wastewater utilities, hereafter referred to as the utility, are responsible for 
providing adequate supplies of safe drinking water and for reliably collecting and treating 
wastewater. This manual addresses best practices for the prevention, mitigation, response, 
and recovery of utility operations during critical incidents and is intended for use by 
utilities of any size. The subject of this manual is closely tied with the AWWA management 
standards ANSI/AWWA G430, Security Practices for Operation Management; ANSI/
AWWA G440, Emergency Preparedness Practices; and ANSI/AWWA J100, Risk and 
Resilience Management of Water and Wastewater Systems. This manual provides the 
reader with useful information and resources for satisfying the requirements set forth in 
the standards and related resources. Where applicable, the requirements of these standards 
are referenced in text box.

This fifth edition of AWWA Manual M19, Emergency Planning for Water and Wastewater 
Utilities, has been updated to align with current emergency planning best practices. 
Throughout the manual, the reader will find references to resources designed to support 
risk assessments as well as to develop mutual aid opportunities and mitigation activities.

This manual comprises the following chapters that discuss proven methodologies 
and best practices used by water utilities in emergency planning:

Chapter 1, Preparedness Culture, discusses how a preparedness culture increases the 
effectiveness of utility response to incidents as well as best practices for developing and 
promoting this response.

Chapter 2, Risk and Resilience Assessment, describes how water utility leaders can 
better understand risks to their mission and critical assets, how this assessment supports 
emergency planning by identifying and prioritizing utility-specific risks, and how to 
identify investments that can pay the greatest dividends during and after an incident.

Chapter 3, Developing an Emergency Response Plan, discusses the basic principles 
and elements of a preparedness plan, and highlights plan development, emergency 
procedures, organizational use of an incident command system, and maintenance.

Chapter 4, Mutual Aid and Partnerships, discusses the value in developing 
partnerships between utilities and other organizations and describes in detail the Water/
Wastewater Agency Response Network (WARN), which provides mutual aid and 
assistance.

Chapter 5, Internal and External Communications, discusses the various modes 
and messages of communication with stakeholders that are critical to utility emergency 
response.

Chapter 6, Training and Exercises, describes how utility personnel can practice 
preparing for and responding to incidents to build skills that will minimize losses and 
expedite recovery.

Chapter 7, Mitigation, describes how to increase a utility’s resilience and preparedness 
through risk-management activities including hazard mitigation.
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Chapter 1M19

Preparedness Culture

One mark of a utility that has the capacity to respond effectively to emergencies is 
a strong preparedness culture. This culture is evident when an emergency response 
plan (ERP) is kept current —staff are trained in their responsibilities as they relate to 
the plan; resources necessary to implement the ERP are supported by the budget; staff 
are aware of emergency preparedness activities and participate in them; an explicit 
organizational commitment to emergency planning is made; and a management process 
is in place for staff to take corrective action when necessary improvements are identified. 
Improvements are identified through risk assessments, plan updates, training, exercises, 
incident investigations, and other activities described in this manual. When a utility 
has a preparedness culture, the ERP “lives” as a resource that is adapted and updated 
whenever there are significant changes that affect the plan. Also, staff are empowered to 
speak up and constructively affect change that ultimately improves the utility’s level of 
preparedness. With this culture in place, preparedness is not a burden but an aspect of the 
utility that is valued and protected by staff, leadership, and other stakeholders due to its 
significant benefits.

Most utilities are very good at meeting their mission during normal operations, 
which include small and even routine process upsets. However, when upsets become 
nonroutine and large in scale or when emergencies arise, utilities with strong and effective 
preparedness cultures are better equipped to restore the critical lifeline services they 
provide each community. In contrast, those utilities that lack a strong preparedness culture 
struggle to restore services, which in some cases exacerbates the situation.

This chapter outlines and defines the concept of “culture” within an organization 
and presents the core components of a strong emergency preparedness culture within 
a utility. Organizational culture refers to a system of shared meaning that distinguishes 
the organization from other organizations. This shared meaning is held by organization 
members. A strong culture is characterized by the organization’s core values being both 
intensely held and widely shared (Wiener 1998). A preparedness culture, therefore, is 
one where being prepared for emergencies is highly valued. The core components of the 
preparedness culture cycle, as illustrated in Figure 1-1, include the following:
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