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Letter to stakeholders

Weare pleased to present the A2A Group’s 6" annual Sustainability Report. The facts and
figures that it contains evidence our commitment to environmental, economic, and social
responsibility.

For the first time, the Report includes the activities of Edipower, which became part of
the Group in 2013, making A2A the country’s second largest electricity provider. Edipower
can lay claim to adecade of commitment to sustainability reporting, based on the same
principlesand values that inform A2A in terms of transparency and responsibility to
stakeholders.

The organizational integration of Edipower and the formation of A2A Ambiente, which
brings together all of the Group’s activities and assets in the environmental sector, are
among the most significant events of 2013. It was a year that, despite the persistent
difficulties in the economic system at both the global and national level, still brought
positive results for the Group, thus confirming the validity of its business model. A2A
succeeded in maintaining its ability to create and deliver value to shareholdersandall
stakeholders, reachingimportant medium-term objectives in the very first year of the
2013-2015 Business Plan.

Atatime whensuchissues as employment, health,and the environment have often
become essential for the reference communities, A2A is also committed to honing its
ability to grasp and interpret the expectations of its stakeholders. To this end, we launched
aprocess designed to consistently improve the way we identify “core” issues, i.e. the
aspects considered to be most relevant from the standpoint of sustainability. The results
of thisanalysis culminated in a materiality matrix, which is found for the first time in this
Report.

Lookingat the year’s results in terms of economic responsibility, A2A generated gross
global value added of nearly 1.6 billion euro during ayear marked by severe recession.

This amount was allocated to staff compensation (32%), remuneration of risk capital (6%)
and of lending capital (10%), and transfers to the public administration (16%) and to local
communities (6%),as well as to depreciation,amortization,and company reserves (30%).
Equallyimportantis the contribution made by the Group’s business to the economyat the
nationaland local level,involving several thousand suppliers who, in 2013, received more
than 8,800 orders totaling 693 million euro, of which 97% went to Italian companies and
65% to Lombardy companies. In addition, A2A made investments during the year totaling
280 million euro, of which 59 million euro went toward initiatives aimed at improving
environmental management.

With regard to environmental responsibility, a new Quality, Environment, and Safety Policy
was launched. Also,a new Organizational Model for Health, Safety, and the Environment
was adopted, which expanded the role of corporate structures, under the coordination of
the parent company, in developing Environmental Management Systems. These already
cover all hydroelectric and thermoelectric production facilities and waste treatment
plants, with the number of plants with EMAS environmental certification increasing from
13t018.

Thanks in part to the contribution made by Edipower’s hydroelectric complexes in 2013,
the share of electric power produced from renewable sources increased considerably
from 36% to 42%, compared with a national average of 27% (in 2012). In terms of the
production of thermal energy, A2A has proceeded to diversify its sources and develop
high-efficiency cogeneration, with 47.4% of the Group’s total production coming from
thermal energy produced from waste. The use of green technologies - hydroelectric,
cogeneration, recovery of energy from waste - has a sizeable environmental benefit: more
than 3 million metric tons of CO2 were avoided in 2013 through the fossil fuel savings and
lower landfill use.

With regard to air quality, 2013 saw an appreciable improvement in the average CO2
emission factor per kilowatt hour (-4%). In addition, the total amount of dioxins emitted
by the Group’s plants fell by 27% to just one one-hundredth of gram, due to fume
concentrations being maintained well below legal limits.



Inthe environmental sector, where A2A Ambiente is a national leader, almost all collected
municipal waste (1.2 million metric tons) was recovered as materials (50%) or energy (495),
with justaminor share of 1% being sent to landfills. The most significant increases in the rate
of differentiated collection were registered in Milan (+6%), Bergamo (+7%),and Varese
(+3%).Onthe whole, A2A Ambiente treated 2.5 million metric tons of waste at its plants.

Interms of management of water services, A2A increased the level of attention paid to the
monitoring of water quality, with up to 3,224 parameters being analyzed per million cubic
meters supplied (+30% over 2012).

Fromasocial standpoint, the Group continued its commitment to the community

by providing support for social, cultural, environmental, and sporting efforts in

the regions where it operates. It distributed more than 5 million euroin the form of
donations, sponsorships,and contributions to the Group’s two foundations. There is
alsoanabundance of dialogue and collaboration initiatives involving consumer and
environmental associations, such as roundtables for drafting charters of services, joint
efforts to battle unfair business practices, and participation in the working group AEEGSI
in creating the new conciliation service for energy customers.

With respect to customer relations, as in past years, A2A Energia again registered high
levels of customer satisfaction for services relating to the sale of electricity and gas, as was
earlier confirmed by the national survey carried out by the Databank-Cerved Group for
the domestic target. Amsa, Aprica,and A2A Ciclo Idrico also scored very well in surveys

on the quality of provided services. Thanks to an intense promotional campaign in areas
served by district heatingabout its environmental benefits, A2A Calore&Serviziincreased
connected building volume by 4%.

As always, A2A opened its doors to let the public experience firsthand its constant
commitment to bolstering the protection of the environment. In 2013 some 24,000
peoplevisited the 35sites open to the public, including more than 19,000 students, a
testimony to the privileged relationship that has existed for decades between A2Aand the
scholastic world.

A2A has continued to invest in the professional development of the nearly 10,000
people who work for the Group (98.4% with a permanent employment contract) by
implementing plans for performance management, job postings, managerial training,
and continuing education. During the year, 220,000 hours of training were provided, for
anaverage of more than 22 hours per person (+59%). As aresult of training in health and
safety and the spreading of OHSAS 18001 certifications, the average rate of accidentsin
the Group decreased from 40.0t037.8.

In summary, the year saw the embedding of important changes, in a positive sense, for the
A2A Group, with adecisive strengthening in terms of economics, finances,and assets and
further progress with regard to the company’s role and commitments on issues of social
and environmental responsibility.

Although A2A is satisfied with these results, we are already setting new goals for the future
in order to ensure that economic growth, social concerns,and environmental protection
areintheright balance, including through a positive relationship with stakeholders.

Awell-deserved thank you goes out to everyone at A2A, who made all of these things
possible inayear in which commitment and the unanimous, timely response to outside
challenges were of fundamental importance.

Chairman of the Supervisory Board Chairman of the Management Board

Graziano Tarantini

AN )

Pippo Ranci Ortigosa

-v;"j;_"l ! f

.
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Introduction

The A2A Group’s Sustainability Report

The Sustainability Report, now in its sixth year, is used throughout the A2A Group as a tool for communication and management. A2A uses it to let stakeholders know about the
economic, environmental,and social results achieved in 2013 and the efforts made to manage these issues with a view to sustainable development.

Inaddition to beingan essential means by which the Group can communicate with our stakeholders, the Sustainability Report is also used annually as a planning and management tool by A2A
management to assess the results achieved and to focus on the new targets to be reached.

This report refers to the period from January 1to
December 31, 2013.

Methodology

The Sustainability Report has been prepared in accordance with

the standards of the Global Reporting Initiative (GRI) Sustainability
Reporting Guidelines (version 3.1), together with the Electric Utilities
Sector Supplement (RG Version 3.1/EUSS Final Version).

@ The A2A Group’s 2013
Sustainability Report may be

viewed on the Group’s website -

www.aza.eu-in both Italian

and English.

The collection of the information contained in this report was
coordinated internally by the A2A Group’s Corporate Identity and
Social Responsibility function - Department of Communications
and External Relations - and by the Environment function -
Department of Environment, Health, and Safety.

Power plantin Sermidée (M)



The process involved all companies and functions concerned, which
were required to fill out a series of schedules designed for collecting
dataand information and prepared specifically for sustainability
reporting. Data relating to social and economic responsibility were
collected using Excel spreadsheets, whereas data about environmental
responsibility were collected using Environmental Management
System (EMS) software, which tracks, checks,and approves all
requested data. In 2013, the EMS system was enhanced with a new
feature for tracking data origin (usage bills, meters, processing of
SME data, etc.), along with the ability to attach the source document.

The report has been subjected to independent external assurance
procedures performed in accordance with the principles and
recommendations included in the International Standard on Assurance
Engagements (ISAE) 3000, the international standard for the
performance of assurance engagements other than audits or reviews
of historical financial information, prepared by the International
Auditingand Assurance Standards Board (IAASB), a body forming
direct part of the International Federation of Accountants (IFAC).

Determining scope
The companies that fall within the scope of this report vary from one
sectiontoanother. For Economic Responsibility, the scopeis the same

as that used for the consolidated financial statements of the A2A Group.

For Environmental and Social Responsibility, the companies in which
A2Ahas aholding of more than 50% and which are part of the Group

forthe entire yearare includedin the scope of the report (asaresult,

any companies that are acquired/sold/wound up during the year are not

considered). The concept of materiality by impact in environmental or

social termsis then applied to these companies in the following way:

o for environmental aspects: companies having industrial activities;

o for social aspects: for PERSONNEL, companies having at least one
employee; for CUSTOMERS, companies having commercial activities; for
SUPPLIERS, companies that do not hold financial investments exclusively.

Inthe case of companies included within the scope of this report, which
inturn hold equity investments, the latter are evaluated using the same
reasoning described above. Owned or leased plants are fully consolidated
if they appear as the fixed assets of consolidated companies. In the
opposite case, if they are material (e.g. the Acerra waste-to-energy plant),
they are dealt with by using specific captions.

Companies inwhichaninterest equal to or less than 50%is held or
thatare not part of the Group for the whole year but are material

from an environmental and/or social standpoint may be dealt with by
using summarized captions and/or specific sections and/or qualitative
information (for example, the Montenegrin company EPCG).

Plants in which A2A has ajoint holding of less than 50% but that are material
are consolidated ona proportionate basis. According to this principle,

the Mincio Thermoelectric Power Station has been consolidated ona
proportionate basis at 45%, as far as its environmental data are concerned.

The following table providesa summary of the means by which the various
Group companies forming part of the consolidation are accounted forin
thisreport.

Introduction



TS EIELI A oloJudl Introduction

2013
D scope of consolidation of A2A group companies for the 2013 Sustainability Report Thefollowingare therefore notincluded in the scope of
Company 2013 Environmental personnel Customer Supplier consolidation for environmental and social responsibility:
importance importance importance importance .
e Assoenergia S.p.A.
A2ASp.A. X X - X . . . . .
AoAReti Gas SpA 5 3 . 3 e Ostros EnergiaS.r.l. N ||qu|dat|on
- o Plurigas S.p.A.
A2A Reti Elettriche S.p.A. X X X X
A2A Calore &ServiziS.r.l. X X X X
¢ A2A Montenegro d.o.o. . .
Selene S.p.A. - X X X A financial
e A2AAlfaS.r.l.
A2AServizialla Distribuzione S.p.A. X X X X i
« DelmiS.pA. Investment
A2AEnergiaS.p.A. - X X X
A2ATradingS.r.l. Caption* X Caption* X
A2A Logistica S.pA. Caption* « | « e Montichiariambiente S.p.A.
A2A CicloIdrico S.p.A. X X X X o ProarisS.rl.
A2A Ambiente S.r.|** X X X X * Mincio Trasmissione S.r immate rial
Aspem EnergiaS.r.l. - X X X ® SEASMS.rl. ;
- | operations
AbruzzoenergiaS.p.A. . x B . o COSMO Societa Consortile
et ol - aResponsabilitalimitata
etragasS.r.l. X X aption X
& P e AZAS.r.
Aspem S.p.A. X X X X
Varese Risorse S.p.A. X X X X
CamunaEnergiaS.r.l. X X X X Compared with the scope of the companies consolidated in the
Edipower S.p.A. X X _ X 2012 Sustainability Report, the 2013 report includes Edipower,

*The subject may be dealt with inatext included ina separate caption. whereas, compared with scope of companies consolidated in the

**Includes the subsidiaries Amsa, Aprica, Ecodeco Hellas, Ecolombardia 18, Ecolombardia 4, Sicura, Sistema Ecodeco UK,AS.RAB,, Group’s consolidated financial statements, EPCG (holding of less
Nicosia Ambiente, Ecoar, Bioase. than 50%) and its subsidiaries are not included.



Materiality

Theterm
“materiality’ means
the significance

of anissueforan
organizationand its
stakeholders. In 2013,
A2A further developed
the process of defining

|)) 5

“material” issues.

Material issues were identified through a
first phase of documentary analysisand a
second phase of interviews with key internal
representatives.

Analyzed during the first phase were issues that

emerged from:

e GRI G4 guidelines, as recently defined;

e in-depth GRI document that identifies issues that
are potentially material and specific to the utility
sector (Sustainability Topics for Sectors: what do
stakeholders want to know?);

e media search aimed at gathering news from the
Factiva portal relating to the A2A Group (media
perception of economic, environmental,and social
performance);

e web monitor operated by the A2A Press Office;

o key stakeholder engagement surveys conducted
by the Groupin 2013;

e sector benchmarks (which examined companies
operating at the national and international level);

e requests coming from key ethical indexes and from
socially responsible investors.

Roughly 150 issues were identified in this first
analysis.

During the second phase, evaluations were
undertaken with representatives from the
departments that interface with various
stakeholders of the Group in order to map

stakeholder engagement efforts that were made
in 2013 and the main findings and issues that
emerged.

Introduction

Theissues that emerged from the two phases of
analysis were then evaluated for materiality by the
representatives by means of interviews and four
successive workshops involving some

60 operational managers in specific areas,

such as production plants, environmental
sanitation services, customers, and networks
(gas, electric, water).

The representatives were asked to evaluate

each identified issue from two perspectives:

the materiality of the issue for the A2A Group
(materiality of the issue for the organization in terms
of economic, environmental,and social impact),

and the materiality for stakeholders (i.e.,in terms of
theinfluence on evaluations and decisions made by
stakeholders). Thus, for 2013, the materiality of the
issues concerning internal and external stakeholders
of the A2A Group was defined on the basis of the
perceptions of the internal representatives.

This process culminated in the placement of 35
issues (identified as being the most material for A2A
and/or our stakeholders) in a materiality matrix,
with the horizontal axis depicting the materiality of
theissue for A2A and the vertical axis showing the
materiality for stakeholders.

1
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The resulting matrix is represented here
by this process.

It should be noted that the following
areas were identified as being the
preconditions underlying the process of
defining material issuesand as such highly
material for both A2A and stakeholders:
e creation/allocation of sustainable value
overtime;
e structure of atransparent, efficient
governance model to support business;
e constant attention toissues of legal
compliance when doing business.

Introduction

Materiality
matrix

’ Switch to Secondary Solid Fuel
(SSF)

Expiration and renewal of
licenses (hydroelectric,
gas networks...)

Assurance of purchasing
performance through effective,
efficient suppliers

Efficient management of energy

resources and development of
renewable ones

@ Safeguarding of biodiversity,
habitats, and the landscape

Protection of soil and subsoil and

management of waste water

Sources for the capture and efficient
use of water resources

Air qualityand GHG emissions

Assessment of the impact on the
region of new plants/services

Effective, efficient management of

the waste sector

11) External communication to
stakeholders

12) Stakeholder engagement

13) Quality of provided servicesand
attention to customers

14) Enhancement of rates and regulated
components

15) Legibility of bills/contracts

16) Fairnessand transparency of
business practices

17) Handling of disputes with customers
18) Conciliation practices with customers

19) Management of categories of
vulnerable clients

20) Employment

21) Processes for selecting
personneland attracting talented
workers

22)) Professional enhancement, training,
and development of skills

23)) Attention to the development of
specificemployee skills in order to
facilitate repositioning on the job
market

24) Systems for enhancing staff
performance

25

26

27

28

29

30

31

32

33

34

35

36

37

Pay and staff incentives

Equitable treatment of employees
from the standpoint of contracts and
territories

Equal opportunity/diversityand
inclusion

Internal communication

Integration of personnelin other
acquired companies/company
reorganization

Work/life/benefit reconciliationand
company welfare

Employee health and safety at the
workplace

Health and safety of contractors and
subcontractors

Effective management of roadworks
for diggingand pipe-laying

Selection of suppliers by taking into
account (in relationto the area of
activity) environmental and safety
aspects

Enhancement of suppliers
inthe regionand/or of the
categories of suppliers most
disadvantaged

Support forinitiatives and projects in
theregion

Environmental education programs
and initiatives



Materiality for stakeholders

Highly material

Material

L8 =2 8 N

Material

Materiality for A2A

Highly material

Introduction
The A2A Group

Strategiesand policies
for sustainability

Economic
responsibility

Environmental
responsibility

Social
responsibility

Statement of
compliance

Statement of the
level of compliance
with GRI guidelines

Key

@ Social aspect

‘ Environmental aspect

’ Economicaspect
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The A2A Group

1.1 Business areas and structure of the Group

The A2A Group isaleaderinall business areas in which we operate: energy, networks, heating, environment. Following the acquisition of Edipower, the company is today
the second largest national power producer, with approximately 10 GW installed and a production mix oriented toward renewable sources, with hydroelectric representing 42%
of generated power.

The Italian leader in environmental services and district heating,
the A2A Group s also the second largest operator of electricity
distribution networks and one of the top providers of gasand
integrated water-cycle networks.

With more than 12,000 employees, A2A’s business extends
beyond Italy toinclude, in particular, the main European markets
for electricity and gas. We produce and distribute electrical power
inthe Balkans,and in some European countries we are active in the
environmental sector by building waste-treatment plants.

N\ A2Ais listed on the Milan Stock Exchange and has registered offices
h at ViaLamarmora 230 in Bresciaand administrative headquarters
at Corso di Porta Vittoria 4 in Milan.

Power plant in Canavese - Milan




Introduction

Structure of the A2A Group The A2A Group

Businessareasand
structure of the Group

e A2A spa .................................................................. Size of the organization

and markets

served
Significant ch inth
70.95% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% 100.00% e
Edipower A2ATrading A2AEnergia A2A A2A Ambiente A2A A2A Reti Gas Selene ) )
Calore & Servizi RetiElettriche Companies outside the
scope of consolidation
Strategies and policies
50.00% 70.00% 100.00% 60.00% 100.00% 100.00% 100.00% 100.00% for sustainability
Ergosud A2A Alfa | AspemEnergia Proaris N Amsa A2A A2AServizialla A2A Logistica
CicloIdrico Distribuzione Economic
responsibility
o Environmental
43.70% 50-90 % || 3333% || 100.00% 90.00% 91.60% 21.94% responsibility
EPCG Premiumgas Lumenergia Aprica Aspem (2) Retragas ACSM-AGAM
Social
responsibility
39.49% 50.00% 74.50% 7.91% Statement of
Rudnik Uglja —1  Metamer CamunaEnergia Dolomiti Energia compliance
ad Pljevija
Statement of the
level of compliance
[ Energy with GRI guidelines
100.00% 49.15% [ Heat and Services
Abruzzoenergia ASVT (1) [ Environment
"1 Networks
[ Other companies

(2) Thereare put options onanadditional interest in the share capital of these companies.
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The A2A Group operates mainly in the production, sale,and distribution
of electric power, the sale and distribution of gas,and the productionand
distribution of heat through district-heating networks, as wellasin the

environmental and integrated water-cycle sectors.

These areas can be allocated to the four “sectors” shown inthe table below.

The Group’s structure and our diversification enable us to provide a vast range of services and meet the various needs of our (private and corporate) customers.

Sectors of the A2A Group

OTHER SERVICES
ENERGY HEAT &SERVICES ENVIRONMENT NETWORKS & CORPORATE
e N s N N

Thermo-and

' Cogeneration plants
hydroelectric plants s P

District heating

Collectionand
sweeping

Disposal and energy

Electricity networks

Otherservices

Energy management Gas networks Corporate services
............................ networks recovery
Sale of electricity Sale of heatand other
. Treatment Integrated water cycle
&gas services
- J . - J
A description of the sectors and the
@ related quantitative and economic data
may be found in the 2013 Report on
Operations published at www.aza.eu
I




1.2 Size of the organization and markets served

Theinformation reported in the following table and in the following
image refers to the scope of consolidation in the consolidated financial

statements of the A2A Group.

Size of the organization*

2011 2012 2013
Revenues (M€) 6,30 6,480 | 5,604
Gross operating income (M€) 924 1,068 1,133
Netincome (M€)** -423 260 62
Net financial debt (M€) 4,021 4,372 3,874
Equity of the Group and third parties (M€) 3,593 3,697 | 3,348
Dividend (€ per share) 0,013 0.026 | 0.033
Average market capitalization (M€) 3,058 1,574 | 1,990
A2A workforce 11,886 12,563 | 12,392
Installed capacity (GWh) 6.6 12.0 103
Electric power produced (GWh) 14,391 16,107 | 16,267
Heat distributed through district heating (GWht) 2,078 2,217 2,382
Waste treated (kt) 2,626 2,457 2,517
Electric power distributed (GWh) 13,957 14,053 | 13,628
Gas distributed (Mm3) 2,011 2,010 2,076
Water distributed (Mm3) 69 69 63

*Includes EPCG.

**Includes the effect of asset write-downs equal to 118 million euro, of which 94 million euro
relatesto the results of from the impairment testing of the “EPCG” cash-generating unit
in2011,2 million euroin 2012,and 250 million euro, of which 237 million euro relates tothe
results of from theimpairment testing of the “Electricity” cash-generating unit, in 2013.

Markets served

598

Updated through December 31,2013

O Hydroelectric plants
Thermoelectric plants
Cogeneration plants

O Wastetreatment plants

@ Technological partnerships
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1.3 Significant changes in the corporate structure

In 2013, in keeping with the guidelines contained in the business plan that was

presented to the financial community in November 2012, the Group finalized two

major corporate reorganizations in the areas of electric power generation and the

environment:

¢ Edipower. On January 1,2013, the merger of Delmi S.p.A. into Edipower S.p.A.became
effective. In June 2013, the shareholders of Edipower approved the spin-off, effective
November 1, 0of anumber of operations to Iren Energia, consisting primarily of the
thermoelectric plantin Turbigo (Milan) and the hydroelectric complexin Tusciano
(Salerno). The transaction, which resulted in the shareholding of A2A S.p.A.in Edipower
risingto 71%, enabled the Group to entirely transport the installed capacity of the
subsidiary’s plants, thus optimizing management of the generation portfolio. At the same
time, initiatives were put into place to increase operational efficiency through closer
coordination between A2A and Edipower.

¢ A2A Ambiente. On July 1,2013, the company A2A Ambiente S.r.l. was formed. It was
assigned all of the A2A Group’s activities in the waste-treatment and landfill sector,
as well as the holdings in the waste-collection companies Amsaand Aprica, which
were previously controlled by the parent company A2A. Effective December 31,
2013, Partenope Ambiente was also merged by incorporation into A2A Ambiente.
The new company brings together under one roof a unique group of plantsin Italy.
Thisalso lays the groundwork for amajor path of rationalization and optimization in
the environmental area by achieving economies of scale through the integration of
overlappingactivitiesand improvement in the planning of waste flows.

In parallel with these key transactions, A2A also continued in 2013 to implement a
strategy of rationalizing our employed capital and improving our financial position by
selling our non-strategic operations. In this regard, the most significant transaction
was the sale of Chi.na.co S.r.l, owner of five small hydroelectric and flowing-water

plantsin the province of Brescia, to the Swiss BKW Group for approximately
38 million euro.

1.4 Companies outside the scope of consolidation

As described in the introduction, the Montenegrin company EPCG was not consolidated
inthe 2013 Sustainability Report since A2A’s holding was less than 50%. However, in

that EPCG is material from both an environmental and social standpoint, the following
summary information is provided.

Main investments with respect to the EPCG Group in 2013:

e unscheduled maintenance at the thermoelectric power station in Pljevlja,
which improved the plant’s efficiency and ensured its reliability. Work continued
on the construction and burial of the exhaust manifold, as well as activities
related to the feasibility of building a second generation group. In addition,
the electrostatic precipitator definitively came on line, in full compliance
with emission limits;

e completion of modernization work at the hydroelectric power station in Piva,
including refurbishment of the electric station, the perimeter, and the power station’s
auxiliary systems;

e performance of maintenance and improvement work at the hydroelectric station in
Perudica, which enabled full recovery of nominal power of 305 MW. In addition, work
continued on construction of the new Pelton wheels for Group 5,and a request for
tender was issued for those for Group 6.

With regard to other new investments, the company examined and defined the options for
improving the management of Perucica using the branch of the river Zetaand connection
tothetank system at Liverovi¢i. Hydrological and geological studies were completed for



the siteat Komarnicaand for the preliminary project for the
potential use of water from Bile¢a Lake that is attributable to
the State of Montenegro, and preliminary checks were made
about the potential plant at KruSevo.

Interms of power distribution, a variety of maintenance work
was performed on the network, with the overhaul of 46 35-kV
linesand on currentinfrastructure.

EPCG power production plants

Hydroelectric

Thermoelectric

plants plants
Small
hydro Total
Piva  Perucica plants* Hydro Pljevlja
Installed power ) o , 61 18
(MW) 34 307 -47 5 5
Egs\;% produced 1,134 1,334 613 2,474 1,31

*The small hydro plantsinclude those of Glava Zete and Slap Zete, which are owned by Zeta Energy.

EPCG holds a capital stake in Zeta Energy of 57.86%.

Summarized below are the main data relating to EPCG’s social responsibility.

(G EPCG personnel by category and type of contract

20m 2012 2013

Men Women Total Men Women Total Men  Women Total
Senior managers 1 33 30 1 31 29 1 30
Middle managers 78 27 105 37 13 50 42 18 60
White-collar workers 707 474 1,181 771 456 1,227 726 458 1,184
Blue-collar workers 1,420 15 1,435 1,285 30 1,315 1,131 14 1,145
Permanent workers 1,911 qn 2,382 1,891 458 2,349 1,878 461 2,339
Fixed-term contract workers 326 46 372 232 42 274 50 30 80
Total 2,237 517 2,754 2,123 500 2,623 1,928 491 2,419
of which part-time workers 52 1 63 38 44 82 22 12 34

The A2A Group

Significant changes in the
corporate structure

Companies outside the
scope of consolidation
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Hiring during the past three years by category

20m 2012 2013

Men Women Total Men Women Total Men Women Total

Permanent workers 10 2 12 5 [} 5 8 2 10
Fixed-term contract workers 15 10 125 35 12 47 43 25 68
Total 125 12 137 40 12 52 51 27 78

ED customers served by EPCG

Supply points for electricity service 2011 2012 2013

Domestic 331,235 337,495 344,589
Other consumers by voltage level

35kV 24 25 24

10kV 485 499 517

0.4kV - Stage 1 1,463 1,566 1,350

0.4kV - Stage 2 29,937 30,367 31,589

Total 363,144 369,952 378,069

iva (Montenegro)
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(EED EPCG providers

2011 2012 2013
Company Type of Number of Value of Number of Value of Number of Value of
function contract contracts orders (€) contracts orders (€) contracts orders (€)
Supplies 76 3,795,245 65 1,521,312 74 2,067,732
Generation Services 42 1,734,355 58 2,711,575 63 2,377,417
Works 63 2,518,004 31 1,142,214 26 5,368,269
Supplies 72 7,232,208 39 5,711,999 44 6,101,907
Distribution Services 13 1,151,985 4 202,159 14 585,380
Works 28 2,763,781 18 3,713,421 82 4,079,180
Supplies 28 229,792 20 582,216 28 1,138,489
Services 12 3,308,569 9 1,298,970 1 277,200

Supply
Works 2 40,640 o o 1 36,266
Total 336 22,775,479 244 16,883,866 333 22,031,840

The Montenegrin subsidiary, EPCG, is participating in a program launched by the Clinton Global Initiative, which sees Podgoricaas a city involved in the
“Smart Meters” project for the sustainable consumption of electricity. When the project commenced in 2012, the target was to install 150,000 “smart”

meters, but that target was already surpassed in 2013. The results achieved with these installations confirm the benefits that were expected in terms of
improving the quality of readings, increasing the effectiveness of disconnections, boosting collections, reducing network losses, and eliminating manual

readings.

In 2013 EPCG supported regional initiatives for a total of more than 300 thousand euro.

The A2A Group

Significant changes in the
corporate structure

Companies outside the
scope of consolidation

23






Strategies and policies
for sustainability

2.1 Mission and Vision
2.2 Business Plan 2013-2015
2.3 Sustainability Plan 2013-2015

2.4 Partnerships and awards
for sustainability

2.5 Corporate Governance

2.6 Chart of stakc.eh.oild(.ers and
engagement initiatives

) .-:
¥ 4] F
fitat it AR ARSI



SIS EIGELIAAColelgdl Strategies and policies for sustainability

26

2013

Strategies and policies for sustainability

2.1 Mission and Vision

Quality service, sustainability, respect for the environment, innovation and technological development, and efficiency and synergy between the different business sectors
- these are A2A’s strong points. As Italy’s leading multi-utility company, the Group intends to pursue our path of excellence, leveraging our strong connection to the local
territory and developing new geographic and business areas to ensure continued added value for our customers, suppliers, employees, shareholders, community members,

and institutions.
2.2 Business Plan 2013-2015

The implementation of the business plan approved in November 2012 led to following results in 2013:

100%

Capital strengthening

The program has led to a net debt reduction

of approximately 1billion euro fromthe high
point registered following the consolidation
of Edipower (June 2012). The Group has also
retained access to sizeable financing (1.8 billion
euro as of December 31,2013) with a remaining
debt life of more than 6 years.

0%

100%

0%

Efficiency Plan

Called AXE8o, the planisaimed at achieving
significant operational and financial
efficiencies. All medium-term targets were
reachedin2013.



The main consolidation targets of the 2013-2015 Business
plan were attained in 2013. For 2014, A2A commits to
continue the consolidation effort and launch a growth
phase through the following:

e arenewed focus on the efficiency planin order to
address the ongoing challenges of the current economic
environment;

e developing new initiatives in several core business areas
inalignment with the established guidelines of efficiency,
synergy between business value chains,and strategic
manufacturing/financial partnerships.

100%

Equity control of Edipower

Starting November 1,2013, equity control jumped
to 71%. This facilitated an accelerated integration
of operational activities, thereby reinforcing A2A
Group’s position as the second leading electricity
operatorin Italy.

0%

Brescia waste-to-energy plant

100%

0%

Reorganization of the environmental sector

Startinglast July 1, this has made it possible to establishand launch

A2A Ambiente, Italy’s leading company for waste treatment, disposal,

and energy recovery.
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Growth targets have beenidentified across 11 strategic projects featuring diversified time horizons:

Sector Projects Short term Medium term
( . . . . .
Rebuilding the combined-cycle thermoelectric plant portfolio o
ENERGY @ Growing sales profitability ®
~ [ Conversion of certain production systems ®
Development of high-margin segments of the environmental value chain (remediation and treatment of ®
organics) as well as through mergers and acquisitions
ENVIRONMENT ........... s R e s
ﬂ Expansion of the city-cleaning business in Northern Italy o
Expansion of waste treatment and disposal business in Southern Italy and abroad ()
-
Further development of cogeneration and district heating as well as additional integration ®
HEAT AND | withtheincinerator network
el Development of the transportation network from the Cassano d’Adda plant and the extension of the Milan ®

district heating network

X Development of energy efficiency projects (public lighting, etc.) o
NETWORKS Gas distribution calls for tenders o
. Geographic consolidation of water services o
~
Cost containment ) [ )
.
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2.3 Sustainability Plan 2013-2015 Introduction

The Group’s new sustainability plan was updated in 2012 and includes the goals, commitments and activities for 2013-2015. Uiz Erally
The following table sets out the commitments of the sustainability plan and provides details on the state of activities in 2013. Strategies and policies
for sustainability

Mission and Vision

TOPIC/STAKEHOLDERS Business Plan 2013-2015
GOVERNANCE

Sustainability Plan 2013-2015

Partnerships and awards

Commitment Indicator 2012 2013  Activities/results 2013 for sustainability

R R Corporate Governance
For the first time, astructured reporting system was created
Chart of stakeholdersand

Develop stakeholder engagement. ) . . .
P 838 usinga database to identify stakeholder engagementand input. engagement initiatives

To prepare for defining the policy, the most relevant sustainability
issues raised in the 2013 materiality analysis were analyzed. Economic
responsibility

Define a Group sustainability policy.

Review the Quality, Environment

T The new QES policy was enacted in October 2013.

Environmental
responsibility

Social
responsibility

ECONOMIC RESPONSIBILITY

. N . Statement of
Commitment Indicator 2012 2013 Activities/results 2013 compliance

Sustain economic developmentinthe
localareain which the Group operates
through direct employment andthe
spin-off work generated by our activities.

Hired 528 employees of whom 52% on a permanent basis.
Group companies operatingin Italy issued more than 8,800
orders, for a total of over 693 million euro gross.

Statement of the
level of compliance with
GRlguidelines

Gross global value added

Distribute value to stakeholders. distributed (€)

1,727 1,591 See detailsin section 3.3.

Make investments in production

capacity, Capital expenditure (€). 353 280 See detailsin section 3.4.
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ENVIRONMENTAL RESPONSIBILITY

Commitment Indicator 2012 2013 Activities/results 2013

CO.eq(® 6 90% of emissions come from thermoelectric sector. Thisincrease is due to the
Minimize direct emissions of 248 >4 . expanding industrial park with the addition of Edipower among consolidated companies.
greenhouse gases. Average CO_emissions factor .

(g/kwi) 2 403 385 The average emissions factor decreased by 4% compared to 2012.
Minimize indirect emission of : : . . .

CO_eq (©). 0.10 017 Theincreaseisalso due to the change in consolidated companies.
greenhouse gases. 2
Keep the proportion of energy Production of renewable energy as % 18% Theimprovement is due to the inclusion of the Edipower hydroelectric plants within the
produced from renewable sources high.  aproportion of total energy (%). 359 8% scope of consolidation.
Minimize the consumption of water Water consumption 8616 S5z Theincrease in total consumption for the prevalent industrial well water is due to the

usedin producing energy.

(thousands of m3).

changein consolidated companies.

EMPLOYEES

Commitment Indicator 2012 2013 Activities/results 2013
Develop systems of systematic Employees involved in employee . . .
o h ) 100% = There were no employee satisfaction surveys conductedin 2013.
listening. satisfaction surveys (%).
Employees appraised using CSR All senior managers, middle managers,and white-collar workers (except for those working
Use sustainability parametersin parametersin the performance % 29% for Camuna Energiaand Edipower) are appraised for their sustainability skills in terms of
appraising performance. appraisal systemas a percentage 477 427 “careinthe use of resources and respect for the rules”. The decrease is due to the fact that, in
of the total (%). 2013, Edipower employees were notincluded in A2A’s performance management system.
. 98.4% of employees are hired with a permanent employment contract. This confirms
- Employees having fixed-term ) ' - .
Limit fixed-term employment A2A’s use of astable contractual formulaand marginal use of flexibility tools for specific
contracts asapercentage of the 1.5% 1.6% L } .
contracts. total (%) emergency situations (extraordinary and temporary peaks of work, seasonality,and
Y substitution of workers who are temporarily absent).
) In 2013, work continued on OHSAS 18001 certification as well as on updating the guidelines
Reduce the frequency of accidents : : : . .
L Accident frequency index and procedures to identify significant workplace health and safety roles to achieve
through the use of atrainingand 40.0 37.8

prevention plan.

(Group average total).

improved organizational uniformity in these areas and facilitate the activation of the
Safety Management System.




Strategies and policies
for sustainability

Commitment Indicator 2012 2013 Activities/results 2013
. In 2013, Amsa, A2A Ciclo Idrico and A2A Energia conducted
Develop methods of systematic ; ) .
listenin customer satisfaction surveys. The results are reported in
& sections.2.
o ) . . 951% 92.5% . L . .
Maintain customer satisfaction levels A2A Energia customer The customer satisfaction index s 2.9 percentage points

(A2AEnergia).

(first half (first half

satisfaction index.
year2012)  year2013)

above the national average. Sustainability Plan 2013-2015

Number of customers Aweb service for customer meter reading was launched
Develop web and mobile service. who have registered at 154,988 196,000  The Chiara2aapp was created for A2A Energia customers to
bollett@mail. provide access to the world of Chiara2a benefits.
Number of cust .
.um eroreustomers As of December 31,2013, membership had doubled over the
Extend loyalty programs. with loyalty program 59,719 119,219

memberships (Chiara2a).

previous year.

Extend the application of the joint
settlement procedure.

Starting in 2012, offered to all energy seller companies.

Carry out multilingual and audio
language campaigns.

The “Guide to reading your energy bill” is available in 6
languages: English, French, Spanish, Arabic, Chinese, and
Romanian. In 2013, 530,000 copies were distributed. The
AMSA site isavailable in 10 languages: Italian, English, Spanish,
French, Chinese, Arabic, Ukrainian, Romanian, Tagalog, and
Sinhala. There s also an audio section for the visually impaired.
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SUPPLIERS

Commitment Indicator 2012 2013 Activities/results 2013

In 2013, 20 workplace accidents were reported among contracting company
employees, for afrequency index of 10.42 and severity index of 0.83

Also in 2013, a questionnaire was created to assess supplier sustainability performance
as part of the prequalification process. The questionnaire covers all 10 Global Impact
principles, including security.

Spread awork safety culture among
suppliers.

Value of orders to certified
suppliersasapercentage of the >50% 60%
total value of orders (%).

Encourage the use of suppliers with
QES certification.

More than 2,100 qualified suppliers have at least one certification: 2,115 are ISO9001
certified, 618 are ISO14001 certified, and 327 are OHSAS18001 certified.

COMMUNITIES

Commitment Indicator 2012 2013 Activities/results 2013

Numerous environmental education activities have been carried out for local
Carry out/encourage environmental Number of people visiting communitiesin the areas in which the Group operates. These are addressed to

. o 19,2 24,331 ) . ; )
education activities. Group plants. B e adults, young people,and children, with a specific focus on students (see the section
“Environmental education” under “Institutions and Local Communities”).
. . Number of projects started u In 2013, A2A put is commitment into practice by monitoring, listening to,and involvin
Collaborate with environmental and .p ) ) . P 3 P ) . P y L e g g o g
L on the basis of meetings with 8 12 consumers and environmentalists (see also the section “Dialogue with Institutions
consumer associations. . - iy L
residents/associations. under “Institutions and Local Communities”).
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2.4 Partnerships and awards for sustainability

A2Aisamember of the Global Compact, the United Nations

initiative for promoting the culture of business citizenship,

which encourages companies throughout the world to

create an economic, social and environmental framework

for realizinga healthy and sustainable world economy

whichis able to guarantee everyone the opportunity of

sharingits benefits.

The A2A Group observes and promotes these universal

principlesin the four areasin which the Global Compact s involved:

o Human rights. A2A fully observes the current legislation of the European Unionand
the countriesin which our employees work (Italy and Spain). In 2013, the group did not
encounterany situations which might be considered possible violations of the human

rights of employees, customers, or national and local communities; it was not subject to any
legal action regarding violations of this kind and was not in any way involved in episodes of
child or other forced labor. Regarding respect for human rights in the supply chain, it should
be noted that only 0.2% of the value of orders made in 2013 involved non-EU suppliers,
mainly located in the USA, a country where basic human rights are respected.

e Labor rights. A2A guarantees our employees all employment rights: collective bargaining,
freedom of association, equal opportunities and health and safety policies (further details
onthese matters can be found inthe section “A2A People” of this report).

e Environment. Minimizing the environmentalimpact of our activities to the utmost is
one of A2A’s main objectives, affirmed in the Group’s Quality, Environment and Safety
Policy, which regards allthe important environmental aspects that concern or involve A2A,
suchas the efficient use of resources, containing emissions and the impact of activities
on biodiversity and the countryside, the fight against climate change, sustainable waste
management (the activities carried out by the Group and our performance in 2013 in this
areaare presented inthe section “Environmental Responsibility” of this report).

o The fight against corruption. A2Aimplements the
Organization, Management and Control Model pursuant
to Legislative Decree no.231/01,whichisapplicable toall
Group companies (the way in which the modelis applied
is discussedinthe section “Corporate Governance Tools”
below).

In 2013, A2A tookactive partin human rights and sustainable
supply chain workgroups set up by the Italian network

of the Global Compact (for the sustainable supply chain
workgroup see chapter 5.3“Suppliers”).

ITSin Giussago (PV), Italy
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work quality,and employee relationships, as well as our community and territory

. . S focused initiatives. A2A has joined the Lombardy directory of best business practices

“Edipower human rights guidelines” : y y _ P
to set an example and encourage more companies to follow suit.

Human rights are the inalienable rights of all individuals, without distinction, by virtue

of belonging to the human race. They are based on the recognition of the dignity,

freedom,and equality of human beings and have been recognized by the United

Nationsin the Universal Declaration of Human Rights as “the foundation of liberty, wa

C LV, -f—'_'_'""'—-

justice,and peacein the world.”

Raccolta 2012 delle migliori buone prassi aziendali

Edipower decided to formalize this commitment with its June 2013 publication per la responsabilita sociale in Lombardia
B . . . ) SETIONE LE BLONE FRASS] CRESCONG
aimed at promoting respect for and protection of Human Rights withiniits 2 attesiz cha |~i,:,pn_,.h..

business activities. It also encourages all stakeholders, both internal and external to
the organization, to act inaccordance with these principals and maintain the highest
standards of protection for human rights in their businesses.

ha sviluppate buone prassi &f resporesabilitd soctale
frr particolare negli ambiti

Progeeti & sostmibiing ambienioly - Quelitd del kvoro ¢ refogipnd pon 7 pevrpngly
niziative o favone della (omuaitd ¢ del hermiten

The guidelines are available on the Edipower website at
@ www.edipower.it/edipower_228.htm

2.5 Corporate Governance

2.5.1 Corporate Governance Bodies

In 2013, A2A was selected by Unioncamere Lombardia for “Best Business The Group has adopted the dual-board system of management and control pursuant to
Practices” and given the “Best Practices Make Big Companies” award for our articles 2409-octies and according to the Italian civil code. The chart below sets out our
demonstrated commitment in projects related to environmental sustainability, main corporate bodies.
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Body of Shareholders

» Appoints and removes members of the Supervisory Board

o Establishes the compensation of members of the Supervisory Board
o Establishes the responsibilities of members of the Supervisory Board
» Approves the distribution of earnings

This committee has the duties assigned
toit by law, the Corporate Governance
Code for listed companies,and the
corporate bylaws, as well as any duties
specifically assigned by company
regulations and/or by virtue of
resolutions of the SB.
Inaddition, the committee has the
following duties:
toassist the SBin assessingthe internal
control system, with particular regard
tothe control of risks, the information
and accounting systems,and the
working of the internal audit function;
in particular, the committee supports
the SBin performing the supervisory
and control functions specified by law
and by the Company’s bylaws;
toassist the SBin reviewing
and approving the separate and
consolidated financial statements, the
half-yearly financial report,and any
interim management reports issued by
the Management Board.

» Appoints the independent auditors

CHAIRMAN: Pippo Ranci Ortigosa

NUMBER OF MEMBERS: 15

CHAIRMAN: Graziano Tarantini

NUMBER OF MEMBERS: 8

Responsible for:
direct management of planning processes and activities, investment control and assessment, regulatory
policiesand relations with sector authorities, finance, treasury and risk management, investor relations,
administration, accounting, financial statements and tax matters, procurement, personnel, organization
and quality, general services, legal services,acquisitions, mergers and disposals, and information systems;
management of fuel procurement, planning, plant schedulingand dispatch, portfolio optimization and
trading on domestic, international and environment markets, marketing, commercial planningand
sales of all the energy vectors, customer relations and commercial channel management, and billingand
commercial back-office.

Meetings are convened at least once ayear to approve dividends.

TERM: 3years (the current board was appointed on May 29, 2012)

MAIN ROLES: to appoint the MB, determine the compensation of the members of
the MB, approve the annual financial statements, and authorize the decisions of the
MB regarding the Group’s strategic guidelines and extraordinary operations.

MAIN ROLES: to manage the Group, appoint general managers
(who may also be members of the MB), and appoint and remove the manager
in charge of preparing the Company’s accounting documents.

This committee has the duty of assisting the
SBin:
defining remuneration for the members of
the MBand SBvested with special powers and
responsibilities;
expressing opinions on the incentives and
loyalty programs for members of the MB, for
the Group’s senior management, and for other
employees or groups of employees.

This committee has the duty of assisting the
SBin:
defining the guidelines for culturaland
charitable initiatives and promoting the image
of the Company and the Group;
monitoring theimpact of A2A’s activitiesin the
localareasinwhich it operatesand drawing up
proposals regarding the exercising of corporate
social and environmental responsibility.

TERM: 3years (the current board was appointed on June 11,2012)

This committee has the duty of assistingthe SBin:
performingthe activities specified inthe
Company’s bylaws in connection with the
appointments made to the management and
control bodies.

Responsible for:
development and management of the electricity and gas distribution businesses, environmental
services, cogeneration, district heating, heat management and the integrated water cycle; rationalizing
activities and seekingimprovements, presiding over the activities of engineering,and project
management and the construction of plant and infrastructure;
setting of group safety and environment policies and ensuring they are implemented and followed;
ensuring that the Group develops and implements skills in key technologies for the sector.

Strategies and polic
for sustainability

Partnerships and awards
for sustainability

Corporate Governance

ies
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Composition of the Supervisory Board with an indication of membership of other corporate governance bodies

2013

Independent Internal Control Appointments Remuneration Committee for
Position Member (1) Committee Commiittee Commiittee the Territory
Chairman Pippo Ranci Ortigosa X X X
Deputy Chairman Fausto DiMezza X X X
Director Marco Baga X X
Director Alessandro Berdini X X
Director Marina Brogi X
Director Michaela Castelli X X
Director Mario Cocchi X X
Director Marco Manzoli X X
Director Enrico Giorgio Mattinzoli X X
Director Marco Miccinesi X
Director AndreaMina X X
Director Stefano Pareglio X X
Director Massimo Perona X X
Director Norberto Rosini X X
Director Angelo Teodoro Zanotti X X

(1) Perthe Italian stock market Corporate Governance Code.



Composition of the Management Board

Non- Independent
Position Member Executive executive (1)
Chairman Graziano Tarantini X
Deputy Chairman Francesco Silva X X
Director Giambattista Brivio X X
Director Stefano Cao X X
Director Bruno Caparini X X
Director Maria Elena Cappello X X
Director Renato Ravanelli
Director Paolo Rossetti

(1) Perthe Italian stock market Corporate Governance Code.

@

The Italian stock market Corporate Governance Code s available on
the Borsa Italiana website (www.borsaitaliana.it). A description of the
Company’s implementation of Corporate Governance Code is available in

the Governance section of the Group’s website: www.a2a.eu

The compensation of members of the Supervisory Board is approved by the

shareholders, while that of members of the Management Board and members of the
Supervisory Board having specific responsibilities, functions or powers isapproved by
the Supervisory Board.

Allcompensation is fixed, except that of the Chairman of

the Management Board, which also hasavariable portion
thatis mainly linked to long-term objectives measured on
the basis of the business plan.

@

Further information on the
compensation received by the
members of the Supervisory Board, the
Management Board, and the General
Managers for the year ended December
31,2013, may be foundin the 2014
Remuneration Report published on the
web site: www.a2a.eu

@ Age of members of the Management and
Supervisory Boards as of December 31,2013

Management Supervisory
Agerange Board Board
Under3zo o o
From31to40 o o
From41toso 2 4
Over 5o 6 1

Strategies and policies
for sustainability

Corporate Governance
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The Management Board’s responsibilities include the review and prior approval of the
transactions of acompany in which an executive director of the Management Board or
a General Manager of A2Ais the holder of aninterest on his own behalf or on the behalf
of third parties, in accordance with the provisions of the Corporate Governance Code.
The same provisions hold for subsidiaries. The Management Board has conducted a
self-assessment of the composition and functioning of the board, taking into account
factors such as the professional characteristics of its members, their experience,
including managerial experience, and their specific sector characteristics, including
their seniority in the position.

A2Aalso has a Supervisory Body and an Internal Audit process to control and
monitor the Group. Inall Group companies which today have an Organizational,
Management and Control Model pursuant to Legislative Decree no. 231/01,a Supervisory
Body has been set up which performs its work in conjunction with the parent company’s
Supervisory Body.

Allstakeholders can file a written, signed report through the appropriate channels
for confidential information of any violation or suspected violation of the
Supervisory Body Code of Ethics. The report will be examined, taking into consideration
the viewpoints of the report’s author as well as the individual responsible for the alleged
violation. Reports can be submitted in the following ways:

e email: odv@aza.eu

e mailingaddress: Supervisory Body A2A S.p.A., Corso di Porta Vittoria 4, 20122 Milan

(Italy)

Further information on the Supervisory Body and the Internal Audit

@ process may be found in the Report on Corporate Governance Code
and Ownership Structures for the year ended December 31,2013, in the
Governance section of the website: www.aza.eu

Risk management

The A2A group has arisk assessmentand reporting process designed to make business
risk management an integral and systemic part of management processes. It is based
onthe Enterprise Risk Management methodology of the Committee of Sponsoring
Organizations of the Treadway Commission (CoSO report) that takes its cue from other
international frameworks.

The A2A risk modelidentifies environmental risk as the risk profile typical of our
business and, as such, subject to management’s periodic assessment, specific controls,
and particular attention. The environmental management process carried out by A2Ais

in itself an activity preventing the environmental, economic, and financial risks associated
with failure to comply with laws and regulations or the failure of local communities to
provide their consent, claims for compensation and the impairment of assets. To cover
any residual risk, A2A has taken out insurance to cover against any damage that may arise
fromaccidental and gradual pollution linked to the ownership and/or management of our
plants. Coverage also extends to damage relating to protected natural species and habitats
and the cost of remediating the area inside and outside the plants.



Theimpact of climate change on the A2A Group includes changesin
rainfall that can have repercussions on the ability of the hydroelectric plants
to produce energy, as well as changesin temperature that can affect the
operations of thermoelectric plants and to alesser degree the ability to use
gas transportation and storage infrastructures. Changes in temperature
canalso affect the level of demand customers have for the Group’s
productsand services as well as have a detrimental impact on the physical
plantitself. These repercussions, which can cause positive or negative
effects onthe Group’s results depending on how they manifest themselves,
are taken into due account at the budgeting stage by adopting reference
models that are based on historical data sets and verified with the most
recent data. As far as the hydroelectric plants are concerned, appropriate
policies for managing the reservoirs are set up to mitigate effects
connected with rainfall. Suitable cooling systems on the thermoelectric
plants minimize the effects of temperature changes on production
efficiency.

To avoid mistakes in hedging exposures on the emission trading market,
which couldlead to costs for the Group, the Environmental Markets
internal function follows a specific procedure for managing CO2 allowances
knownasthe “Deal Life Cycle”. This governs the means and timing of
transmitting scenario data with respect to prices and the need for budgeted
andactual hedging. This procedure is designed to manage the recording,
monitoring,and testing of individual contracts traded on regulated and
non-regulated markets,and ensures that there is transparency in managing
hedges and optimizing performance.

Controlfoom

The management of health and safety risk is guaranteed by worker
safety management systems inaccordance with OHSAS 18001 as well as by
trainingand updating employeesin health and safety initiatives and periodic
auditing. In summary, the policy of preventionand protection adopted by
the Groupaimsat “zerorisk”.

A detailed description of risk management types
@ and policy can be found in the Management Report

2013 on the Group’s website:

httpy/www.aza.eu/it/investitori/gestione_rischio/
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2.5.2 Corporate Governance Tools
A2Amanages our internaland external corporate governance using the following instruments:

e Code of Ethics
e Organizational, Management, and Control Model
* QES Policy

¢ QES Management Systems and Certifications

Team Sustainability
spirit

Excellence
in results

Responsibility

Innovation

Alldocuments
mentioned above
are available at

)
A2A’s values www.az2a.eu

from the Group’s Charter of Values

Organizational, Management, and Control Model

The 25 Group companies that have adopted the Organizational, Management and Control
model pursuant to Legislative Decree no. 231/01 (representing 100% of employees) are
systematically monitored for risks connected with corruption. There were no episodes
of corruption in 2013.

In 2013, following the adoption/revision of the Legislative Decree no. 231/01 model by
certain Group companies, specific classroom and e-learning training sessions were held.
Employees notinvolved in this classroom training or e-learning (for example employees
without a computer) received a guide explaining the contents of Legislative Decree no.
231/01and their company’s Organizational, Management, and Control Model.

QES Management System and Certifications

Allthe main Group companies have had their Quality, Environment and Safety

processes certified. The major changes for 2013 were:

o the extension of QES certification for A2A Environment closed landfills as well as for the
ecological recyclingand collection center platforms owned by the company or Aprica
company;

e A2AHeat and Services company received ESCO certification;

e A2A Energy company and the Sicura company’s landfill in the Municipality of Comacchio
received OHSAS 18001 certification.

By the end of 2013 the following had been certified:

¢SO 9001:18 companies, for 20 certificates issued;

¢SO 14001:16 companies, for 24 certificates issued;

e OHSAS 18001: 16 companies (representing 96% of the Group’s employees), for 24
certificatesissued.

Inaddition, A2A Group has 18 EMAS registrations, while another 5 EMAS registrations are
inthe issuing/renewing phase.



Compliance with the Quality, Environment and Safety systems is verified as During the year, coordination committees were set up for the QES

follows: management systems with meetings also attended by the heads

e internal audits: performed in house, the objective of which is to assess of the units/functions with management systems. The aim was to f;:i?sfi:i:::itp;"des
the state of the QES Management System and highlight matters to be seek constantimprovement in meeting the needs of customers and
perfected; 121internal audits were performed in 2013, with atotal of 147 suppliers, increasing efficiency of corporate activities, and improving
points forimprovement noted; performance of activities impacting the environment and worker

e independent audits: conducted by outside independent certification health and safety.

bodies for the purpose of issuing or renewing certifications.
Corporate Governance

New Quality, Environment, and Safety Policy

Duringthe evolution of the new Health, Safety, and Environment Management Model, A2A defined a new Quality, Environment, and Safety Policy

(QES) as aninstrument to develop the corporate culture on these issues. The new QES Policy is based on 5 key concepts:

1.Development: to grow the businessand A2A presence in the area, involving all the stakeholders.

2. Compliance: to manage Group activities in compliance with applicable regulations.

3.Innovation: toimprove processes, technologies,and work methods, and optimize environmental performance.

4.Prevention: to protect the environment, health, and safety.

5. Resources: to ensure workers have all the necessary skills and professional development, making sure that each one looks out for their own safety and
that of their colleagues, as well as the environment in which they work.

After these were issued, in October 2013, the new QES Policy was unveiled within the Group with a special distribution strategy: through a special
meeting with each individual involved with the environment, heath, and safety; on the company network together with a video; on the website
(http://www.a2a.eufit/sostenibilita/strumenti/politica); on the supplier portal (http://www.a2a.eu/it/fornitori); in the Group newsletter, “Inaduea™;

and, with flyers posted in meeting rooms and circulation areas throughout the Group headquarters and plants. The policy was also introduced in all the
training sessions and incorporated as part of the new hire induction plan.
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2.5.3 Regulatory framework

A2A operatesin highly regulated industries where the legislative and regulatory situation is
in constant (and not always predictable) evolution.

The Group adopts rigorous policies to monitor and manage legislative risk. Among other
things, these call for: collaborative dialogue with the institutions and government and
industry regulatory bodies; active participation in trade associations and working groups
set up by these bodies; and an examination of changes in legislation and provisions issued
by sector authorities.

Competitionrules

In 2012, A2A Group again met the commitments presented to and accepted by the

anti-trust regulator (the “AGCM”). In particular,

¢ in 2010, followingareport by the Authority for Electricity and Gas on an unusual trend
in electricity prices on the wholesale electricity market in Sicily, AGCM initiated an
enquiry into Edipower and the other tollers related to the San Filippo del Mela plant,
including A2A Trading (simultaneously initiating a similar enquiry into ENEL) in which
italleged a possible coordination in the tollers’ offering policies aimed at affecting
the quantity and hence the price of electricity in Sicily. In December 2010, AGCM
accepted the commitments made by Edipower and the tollers. In accordance with the
provisions of the requirements of the measure, at the end of 2013, A2A SpA and A2A
Tradingissued AGCM our annual report on the measures adopted forimplementing
the agreed upon commitments;

e inrelation to unfair business practices, there was an agreement signed in 2011 by A2A
with the Codici, ACU, Lega Consumatori,and Casa del Consumatore associations to
preventand denounce the phenomenon of unsolicited contracts to the detriment of
consumers.

42

Compliance with laws and regulations

With the measure published in December, the Authority for Electricity, Gas,and Water
recalculated its administrative fine against A2A Reti Gas (formerly AEM Distribuzione
Gasand Calore SpA) to 734,000 euro, following the decision by the Consiglio di Stato of
May 20,2011,n0.3007. This represents an approximately 50% reduction compared to the
original fine, which had been imposed because of the company’s 2006 failure to comply
with the requirement that emergency services arrive on site within 60 minutes for at least
90% of calls.

Safeguarding privacy

A2A guarantees the protection of the personal data of all our stakeholders in compliance
with current law and the principles of transparency, lawfulness and propriety.

In 2013, there were no customer complaints alleging privacy infringement or loss of
personal data.

A detailed description of the evolution of the regulatory framework
@ can be found in the Management Report 2013 available on the website:
www.a2a.eu

2.6 Chart of stakeholders and engagement initiatives

Thevarious stakeholder categories of the A2A Group are quite interconnected. It is
important to bear in mind that the parent company’s main shareholders are the very
municipalities in which the Group operates, and that these municipalities (and hence the



institutions) are also customers. In
addition, the residents (and hence
the societyasawhole) arevery
often customers as well. And finally,
many employeesand suppliersare
also Group customers. Toiillustrate
these overlaps, we have created a
chart showing the different threads
linking the various stakeholders
tothe Group, demonstrating how
theyintersect withoneanotherina
mutually beneficial intertwining of
relationships andinterests.

One of the A2A Group’s main
objectives is listening to and
understanding the needs of

our stakeholders to ensure
positive, stable, and long-lasting
relationships. For this reason,
in2013astructured reporting
system was created usinga
database to identify the engagement
and input of Group stakeholders.

The analysis showed that, in general,
engagement was quite widespread
in most territories and sectors
across the different stakeholder
subcategories, such as customers
(domestic customers - protected
and free market - and business
customers registered online with
VAT numbers, electricity customers,
gas customer, integrated water
service customers, customers/
community members/business
operatorsinthe environmental
sector, etc.), institutions at all levels,
and consumer, environmental,and
community associations.

The following table shows the main
initiatives carried out in 2013.
Some of these are discussed in
detail in subsequent chapters of this
report.

Shareholders
and investors

P

.

Suppliers
o A2A

people

T

Customers
and suppliers

Institutions
and communities

Environment

Strategies and policies
for sustainability

Corporate Governance

Chart of stakeholders and
engagement initiatives
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Stakeholder engagement initiatives in 2013

Stakeholders involved Mode of involvement

Issues addressed

e Consumer Associations * Meetings
o Working groups
e Planttours
e Participation in classroom activities

District heating:

e drafting the Charter of Services for all municipalities served see also page 178
e construction site activities (Bergamo)

e district heating development plan see also page 78-79

e joint settlement procedure (territorial/regional)

Energy Sales:

e extension of self-regulating business protocol to the small business sector see also page 166-167

e complaint management and analysis see also page 186

o “sensitive” clients (elderly, individuals with difficulty understanding Italian, difficulties with payments, etc.) see also page 163

Urban sanitation services:

e increased recycling (Bergamo) see also page 96

e draftingthe Charter of Services for all municipalities served by Aprica (Brescia and Bergamo) see also page 184
e AMSA recycling communication project for foreigners (Milan)

e periodic report on the Acerraincinerator (Naples) see also page 81

e education project for schools with environmental and consumer associations (Naples) see also page 216

e Environmental Associations o Meetings
e Planttours

Waste-to-energy plants:

e ashtreatmentand recovery plant (Brescia)

e evacuation plan for the area surrounding the incinerator (Brescia)

e amount, type, and origin of waste disposed of in the incinerator (Brescia)

e disposal of “ecoballs” at the Acerraincinerator (Naples)

e education project for schools with environmental and consumer associations (Naples) see also page 216
e expansion of the Corteolona plant (Padua)

Water Cycle:
e quality of water supplied (Brescia) see also page 179

Energy production:

e new projects at the Monfalcone plant (Gorizia) see also page 86-87

e emptying of the Silani Lakes (Calabria) see also page 70

e drawdown of the Cancano dam (Sondrio) see also page 70

e Minimum Vital Flow (MVF) and pumping project (Sondrio) see also page 70
e start up of thermoelectric plants (San Filippo del Mela and Chivasso)




Stakeholders involved

Mode of involvement

Issues addressed

e Institutions/Regulatory and
Inspection Authorities

* Meetings

e Planttours

e Press releases
o Work groups
e Conferences

Waste-to-energy plants:

e origin of waste disposed of at incinerator (Bergamo)
e expansion of the Filago incinerator (Bergamo)

e epidemiological research (Bergamo)

e emergency waste contract for Acerraand Legge in Campagnia, August, 2013 (Naples)

Urban sanitation services:
o New tender contract Aprica (Como)

Energy production:

e drawdown of Lumiei dam (Udine)

e impact of Monfalcone plant on neighboringhomes (Gorizia)

o A2A property easements (Calabria)

e emptying of the Silani Lakes (Calabria) see also page 70

e plant-related activities in Premadio, Stazzona, and Braulio (Sondrio)

e Minimum Vital Flow (MVF) and pumping project (Sondrio) see also page 70
e post-drawdown of the Cancano dam (Sondrio) see also page 70

e line buryingagreement (Sondrio)

e installation of electric poles (Sondrio)

e shunt compensation activities in Grosotto (Sondrio)

¢ |CI-IMU property tax for plants (Edipower)

e Minimum Vital Flow (MVF) experimentation (Edipower)

e start up of plants (Edipower)

e remediation progress of San Filippo del Mela power station (Edipower)
e water cooling fees (Edipower Lombardia plant)

e refuse derived fuel (SSF-Secondary Solid Fuel ) to supply thermoelectric plants
e national legislation on the economic value of damns and assignment of hydroelectric

concessions via call for tenders (A2A hydroelectric concessions expiring)
e Implementation of IPPC Directive

Water Cycle:
e Water Service 2013-2015 investment plan (Varese)

Strategies and policies

for sustainability

Chart of stakeholders and

engagement initiatives
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Stakeholders involved

Mode of involvement

Issues addressed

e Institutions/Regulators/
Associations/Community
Members

e Brescia waste-to-energy plant
observatory

e Toverifyand report on the environmental impact of the plant, paying special attention to the issues raised by community
membersand associated A2A proposals see also page 208

e Technical working group for the
Monfalcone plant

e Toassess the environmental status of the area, the plant’simpact on the community’s quality of life,and to implement
any supplemental interventions see also page 87

e “Waterasacommon resource”
observatory (established 2014)

o Water quality of the Brescia water service

e Shareholders/Investors

e Lunch meetings
¢ One-to-one meetings with
investors/analysts

e Debt reduction

e Value of action

e Governance simplification;

e Group listens to customers/community members (interest of ordinary shareholders in this aspect)
e Energy pricing risk

e Responsibilities (including in terms of sustainability) and gender (male/female) of the directors

e Supplier management optimization (costs and supplier selection)

e Customers (Brescia Public
Administration)

e A2A Ciclo Idrico Customer
Satisfaction Survey

e Service quality see also page 179-180

e Customers (private individuals
in Brescia)

e A2A Ciclo Idrico Customer
Satisfaction Survey

e Service quality see also page 179-180

e Customers (community
members in the municipalities
neighboring Milan)

o AMSA Customer Satisfaction Survey

e Service quality see also page 184-185

e Customers (Milan business
operators)

o AMSA Customer Satisfaction Survey

e Service quality see also page 184-185

e Domestic Customers (protected
and free market)

o A2A Energia Awareness Survey

e Reasons for not taking part in the “Chiara A2A” promotion

o Widespread free market
customers (domestic and
business customers)

o A2A Energia Customer Satisfaction
Survey

e Service quality see also page 170-171

o Electricity and gas customers
(with VAT numbers and SME
and domestic use)

o A2A Energia Customer Satisfaction
Survey

e Service quality see also page 169-170

o Customers (domestic customers
with VAT registered online)

o A2A Energia Online Services Survey

e Online service quality




Stakeholders involved Mode of involvement Issues addressed

o Customers (VAT with o A2AEnergia e Letter of unilateral modification to the existing contract terms
protected market gas
contract)

o A2A Calore & Servizi * Meetings ¢ 2013 District heating development plan see also page 78-79

Customers

e Special initiatives

e Listening system

e Production plant tours

e Specialized courses on district
heating substations

e Direct marketing

e District Heating Charter of Services see also page 178

e Local Community/Citizens

o Meetings
e School projects

e Drawdown of Lumiei dam (Udine)

o Impact of Monfalcone plant on neighboring homes (Gorizia)

e Involvement in the territory and grounds maintenance (Gorizia)

e Minimum Vital Flow (MVF) and pumping project (Sondrio) see also page 70
o Expansion of the Filago incinerator (Bergamo)

o Quality of water supplied (Brescia) see also page 179

e Emptying of the Silani Lakes (Calabria) see also page 70

o Special school projects see also page 218-219

o Media o Meetings e Relaunch plan for carbon Secondary Solid Fuel (SSF) power station (Brindisi)
e Pressreleases e Emission limits and future of the power station (San Filippo del Mela)
e Emission limits and future of the power station (Chivasso)
e Doubling of the power station (Somplago)
e Decommissioning of plant smokestack(Sermide)
e Apricaenvironmental activities, new call for tenders contract (Como)
o Drawdown of Lumiei dam (Udine)
e Quality of water supplied (Brescia) see also page 179
o Air quality (Acerra) see also page 81
o Emptying of the Silani Lakes (Calabria) see also page 70
e Employees o Structured feedback o Development center assessment
downstream of participationand e Trainingassessment
development center activities
o Structured feedback downstream
of each trainingsession
o Suppliers * Meetings e A2Aacquisitions methods and supplier registry access (Brescia)

o Telephone Numbers

e Reductioninwork contracted out to third parties in the territory (Padua)

Strategies and policies

for sustainability

Chart of stakeholders and

engagement initiatives
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+6% . 6%increase . 28omillioneuro . A2A
- inthe Group’s ¢ investedinthe . stockgrew
. ' . grossoperating . Group’svarious . steadilyin2013
. income . sectors .

14 | Trends in key economic indicators for the past three years 15  Distribution of Value Added* Value Added is a parameter
that expresses the
Group’s capacity to
create and distribute
value across different
stakeholder groups,
including:employees,
Public Administration,
shareholders, financiers,
businesses,and the
community.

In 2013, the gross global
value added distributed by
the Group was 1.591 million
euro.

Revenues (in millions of euro)
Gross Operating Income (inmillions of euro)

Net Operating Income® (in millions of euro) Staff compensation

M Remuneration of risk capital
Remuneration of lending capital
Transfers to publicadministration
Transfers to the local community

B Remuneration of the Group

Net Profit Attributable to the Group*(in millions of euro)

Net Earnings per Share (euro)

Dividends per Share** (euro)

6%

*Includes the effect of the asset write-down amounting to 118 million euro of which 94 million euro
isthe result of the “EPCG” cash-generating unit impairment test in 2011, 2 million euro in 2012
and 250 million euro of which 237 million euro is the result of the “EPCG” cash-generating unit
impairment testin 2013.

**Dividend proposed by the Management Board.

*Further details may be found on page 53
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A2A revenues
in millions of

euroin2013

Public lighting

3.1 The Group’s 2013
results

The positive financial performance of

2013 was achieved against abackdrop of
mostly deteriorating economicindicators,
especially inthe electricity industry.

The Group reacted proactively to address
these external dynamics, launchingathree-
year operational efficiency plan, the results
of which have contributed to the year’s
profitability.

The year 2013 saw the A2A Group
revenues down 5.604 million euro
from 2012, mainly due to the decision

to downsize the gas brokering business
onthewholesale market. Gross
operating income of 1.133 million euro
represents an increase of 65 million
euro, up 6.1% over the previous year.
Performanceat the level of gross operating
income contributed to the positive results
inthe Cogeneration and District Heating
Sectors of the Environment and Networks
Sectors.

The Energy Sector performance was stable
thanks to the solid industrial results of the
subsidiary EPCG. It should also be noted
that the year’s operating performance

includesa cost of 25 million euro
associated with the gradual reduction of
the workforce per the 2013-2015 plan.
Net profit from ordinary activities
amounted to 156 million euro, up
34.5%;the netincome, in the amount of
62 million euro (260 million euroin 2012),
includes athermoelectric asset write-
down of 267 million euro.

Net financial debt, in the amount

of 3.874 million euro, represents a
reduction of approximately o.5 billion
euro compared to December 31, 2012
(and 1 billion euro compared to June
30,2012).

3.2 Formation of
Value Added

Value added is the wealth that the
Group generates in the year. It isthe
difference between revenues on the one
hand and the intermediate costsand
accessoryand extraordinary items on the
other. Itis a parameter that measures the
economic performance of operations and
the Group’s ability to create value for our
stakeholders.
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Value Added and its distribution are calculated based on the modeladopted by the Social Accounts Group (Gruppo per il Bilancio Sociale - GBS). In 2013, the global value added generated by
the A2A Group was 1.591 million euro, down 136 million euro from 2012. This is primarily attributable to an asset write-down of 250 million euro (of which 237 million euroiis the result of the
“EPCG” cash-generating unitimpairment test in 2013).

Schedule showing the calculation of net global value added

oo ) continues

(in millions of euro) 2011 2012% 2013 2011 2012* 2013
+A) Value of Production 6,130 6,480 | 5,604 -C) Financial balance -144 17 -40
Revenuesfrom the sale of goods and services 6021 6256 5388 Financialincome 18 35 15
(- revenue adjustments) Financial expense which does not represent the
Change inwork in progress, semi-finished goods and o o o remuneration of lending capital 30 3 Es
finished goods Interest and expense from accounting for 432 3 23
Changein contract work in progress 8 25 1 shareholdingsin associates
Other operatingincome 101 199 215 -D) Accessory and extraordinary items -762 74 175
Public entity grants o o o +/- Accessory items, net -758 29 100
-B) Intermediate costs of production 4,850 4,844 4,148 +/-Extraordinary items, net -4 45 75
Consumption of raw materials and consumables 124 145 158 GROSS GLOBAL VALUE ADDED 374 1,727 1,591
Consumption of energy and fuel 3,470 3,634 2,623 - Operating depreciation and amortization 403 489 486
Services 795 801 802 NET GLOBAL VALUE ADDED -29 1,238 1,105
Other operating expenses 167 103 65 *The figures for 2012 have been restated to reflect the new income statement structure adopted.
Accruals to bad debt provision - current receivables 73 32 53
Accrualstorisk provisions 32 44 87
Other write-downs of fixed assets 18 2 250
Miscellaneous operating expenses 96 104 128 3.3 Distribution of Net Global Value Added
Own work capitalized -25 -21 -18
GROSS ORDINARY GLOBAL VALUE ADDED 1,280 1,636 | 1,456 Thetable shows the distribution of value added and provides anaccurate view of

follows « « )

the economic effect produced by the A2A Group on our main stakeholders.




Schedule showing the distribution of net global Value Added

(in millions of euro) 2011 2012 2013
STAFF COMPENSATION 413 457 509
Wages and Salaries 359 399 422
Post-employment benefits 22 24 26
Other costs 32 34 61
REMUNERATION OF RISK CAPITAL 51 94
Distributed profits 40 81
Netincome attributable to minority interests -496 1 13
REMUNERATION OF LENDING CAPITAL 14 197 166
TRANSFERS TO PUBLIC ADMINISTRATION 201 227 260
Direct State taxes 154 79 104
Other State taxes and duties 3 3 1
Social charges 134 145 155
TRANSFERS TO THE LOCAL COMMUNITY 72 86 95
Direct local authority taxes 44 45 47
Local taxes and duties 20 35 43
Sponsorships 2 2 2
Cont.rfbutionstotheAEM and ASM Foundations, aid, donations, 6 4 3
charities

REMUNERATION OF THE GROUP -318 709 467
Reserves -721 220 -19
Depreciation and amortization 403 489 486
GROSS GLOBAL ADDED VALUE 374 1,727 1,591

3.4 Capital Expenditure

Capital expenditure totaling 280 million euro was made in
the A2A Group’s various sectorsin 2013.

:1) Capital Expenditure in % by sector
P P y

4%

M Energy

M Heatand Services

M Networks

M Environment

M Other Services
and Corporate

39% %
]

Inthe Energy Sector, capital expenditure totaled

76 million euro, of which g million euro is attributable
to the EPCG Group. This mainly regarded extraordinary
maintenance at the combined cycle thermoelectric
plants in the amount of 16 million euro, at the coal
thermoelectric plant at Monfalcone in the amount of

7 million euro,and at the hydroelectric plantsin the
amount of g million euro.
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Less intensive extraordinary maintenance was also carried out at Brindisi and

San Filippo del Mela in the amount of 2 million euro. There were also investments

in hydroelectric plant modernization and improvements in the amount of 26 million
euro and 4 million euro invested in information systems. Regarding the EPCG Group,
investments mainly involved the Pljevlja thermoelectric plant (4.4 million euro) and
the hydroelectric plants of Perucica (0.8 million euro) and Piva (3.6 million euro).

Inthe Heat and Services Sector, capital expenditure for the year amounted to
43million euro and related to extraordinary maintenance and development work on
district heating networks (34 million euro) and cogeneration plants (9 million euro),
mainly in the areas of Milan, Brescia, and Bergamo.

Inthe Network Sector, capital expenditure in Italy for the year amounted to 84 million

euroandinvolved:

e in the Electricity Distribution segment, development and maintenance work on plants,
andin particular the connection of new users, maintenance on secondary cabins,
the extension and refurbishment of the medium and low voltage network and the
maintenance and upgrading of primary plants (41 million euro);

e inthe Gas Distribution segment, development and maintenance work on plants
relating to the connection of new users and the replacement of medium and low
pressure piping and gas meters (37 million euro);

einIntegrated Water Cycle Management, work carried out on the water transportation
and distribution network and the sewage networks (6 million euro).

The EPCG Group made investments of 25 million euro for development and
maintenance work carried out on the electricity distribution network (7 million euro)
and meter replacement (18 million euro).

Inthe Environment Sector, capital expenditure for the year amounted to 41 million
euroand related mainly to collection vehicles and containers (19 million euro),
maintenance and development work on treatment plants and landfills (11 million euro),
maintenance and development work on waste-to-energy plants (8 million euro), as well
as various types of other maintenance (2 million euro).

Inthe Other Services and Corporate Sector, capital expenditure for the year
amounted to 11 million euro and mainly related to investments in information systems
(8 million euro) and telecommunication networks (1 million euro).

3.5 Shareholders and Investors
3.5.1 Composition of share capital

The parent company, A2A S.p.A,, is listed on the Milan stock exchange. A2A stockis a part
of the FTSE-MIB segment, forms part of the “Public Utilities - Electricity” sector,and is
traded onthe screen-based stock market. Under article 9 of the company’s bylaws, no
single shareholder other than the Municipalities of Bresciaand Milan may hold more
than 5% of share capital. Shares held in excess of the 5% limit have no voting rights.

The Company’s main shareholders are the municipal administrations of the
cities of Brescia and Milan, which each hold 27.5% of share capital. At the end of
December 2013, the two administrations approved a new shareholders agreement,
which commits each municipality to remain a shareholder with 25% plus one share.

It also stipulates that the excess shares are to be put on the market by the first half
of 2014 inaccordance with legal procedures. The third largest shareholder is Carlo
TassaraS.p.A. with 2.5%.



@ A2A’s shareholders (as of December 31, 2013)*

42.5% B Municipality of Milan

Municipality of Brescia
Carlo Tassara
Floating

27.5%

2.5%

*Shares above 2% (update December 31,2013) - Source: CONSOB.

The remaining 42.5% of capital is free floating. This also includes the holdings of the

Municipalities of Bergamo and Varese and the treasury shares held by A2A S.p.A. (0.9%).

The figures have been prepared on the basis of the shareholders register updated as of
the distribution of the dividend on June 27,2013.

A2A shareholders number approximately 109,000 and include both institutional
investors and small (retail) investors.

Institutional investors hold approximately 19.8% of share capital (15.2% in 2012),
while 40.2% of the floating capital in the hands of institutional investors is held by Italian
investors, 18% by British investors,and 13.9% by US investors. There are also German
investors (6.5%) and French investors (5.4%).

Retail investors number approximately 108,000 and
together hold 19.6% of share capital, which represents
anincrease from the 19.0% of 2012. Of these retail
investors, 99.6% are residents in Italy; more specifically,
55.8% are resident in Lombardy, the region where A2A
has historically had our roots. Investors residing in the
provinces of Milan and Brescia hold 27.4% and 13.0%,
respectively, of the total retail.

The financial year ended December 31,2013, showed a
consolidated profit of 62 million euro, which corresponds
to earnings per share of 0.020 euro. The distribution
ofanordinary dividend of 0.033 per share was
proposed, foratotal aggregate dividend of approximately
102.5million euro.

3.5.2 A2A in the stock market indices

Over the course of 2013, A2A’s stock was on a nearly
constant upward trend. Starting in mid-March, it
outperformed the FTSE MIBindex handily. In early January,
the share stood at 0.46 euro. It dipped during the first

two months, hitting its low for the year on March 4at 0.39
euro.Fromthere, it began to recover, reaching its peak on
October 22 of 0.91euro before closing the yearat 0.85euro
(up 84% over the start of the year).
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Performance of A2A stock during 2013
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Among the factors affecting share performance in 2013 were those arising from trends
inthe economy and in government policy, as well as capital flows on the international
financial markets.

Onthe other hand, the company-specific factors include:

e positive results for the Group, which exceeded the expectations of the financial
community;

e significant and progressive debt reduction;

e extension of the average debt life as aresult of three new bond issues;

o finalizing of certain extraordinary transactions;

o the approval of new shareholder agreements by the Municipalities of Bresciaand Milan,
with the upcoming return to atraditional system of governance and announcement of
the planned sale of 5% of A2AS.p.A.

3.5.3 A2A in the sustainability rating

Investors are increasingly paying attention and are sensitive to sustainability issues and the
creation of socially responsible values.

More and more,a company,an investment, and equity are valued not only in terms of their
financial performance, but also their respect for the environment, management of human
resources, how businessis conducted, respect for human rights, corporate governance,
andinvolvement in community life.

The “ethics rating” provides an independent appraisal of a company’s social and
environmental commitments and is an important recognition of what a company does.



Sustainability indices in which A2A is included (as of December 31, 2013)

Index Rating Agency Rating
ECPI Ethical IndexEMU ECPI
Axia Sustainable Index Axia A+++

Solactive Climate Change Structured Solutions

FTSE ECPI Italia SRI Benchmark Index FTSEECPI

AEl Standard Ethics EE- (outlook: Stable)

3.5.4 Relations with shareholders and investors

Providingaccurate and comprehensive responses to the specific needs and requests of
stakeholdersis one of the basic duties of a listed company like A2A. To this end, A2A uses
awide range of communication tools and channels:

e company documents (financial statements, interim reports, corporate presentations);
e ad hoc documents (Investor Guidebook);

e pressreleases;

e the “Lettera2azionisti” newsletter (on-line and hard copy);

e meetings with analysts and investors.

For analysts and institutional investors (both Italian and international), special
opportunities for interaction and updates are provided, including: road shows
throughout Italy and the leading international financial centers, one-on-one meetings,
group meetings, conference calls,and presentations when particularly important
events for the Group occur (e.g. business plans, extraordinary transactions, etc.).

There were atotal of 13analyst reports in 2013.

“Lettera2azionisti’’, the A2A newsletter
for small shareholders and investors

The newsletter is oriented towards small
shareholders and investors but also to all
individuals who want to know about A2A’s
initiatives and performance. It is regularly
published on the Group’s website (www.a2a.eu)
in the Investors section. Here, it is also possible to

sign up for the free newsletter. The three issues

published in 2013 covered a wealth of information,
including the Group’s financial performance,
performance on the stock market, key corporate
events, projects, activities and industrial
production, business news, and local news from
the territories where A2A is most deeply involved.
Anew column was also launched, “Investor’s
Corner”,addressingissues specifically relevant
for small shareholders.
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During the year, various events were organized in collaboration with the Borsa Italianaand 3.6 The numbers
certain brokers who follow A2A shares geared towards Italian and international investors.
These included 4 conference calls for financial analysts and 5 public events with Italian and

. o . . . Gross operating income by sector
international investors, with one of these organized by Borsa Italiana.

(in millions of euro) 201 2012 2013
Inaddition to offering opportunities for face-to-face interaction, considerable Energy 336 541 533
importance has been placed on Internet communication (web sites and e-mail), as Heat and services 67 3 36
these are channels which facilitate public access to a comprehensive financial overviewin )
. ] . . L Environment 287 219 282
atimely way and inaccordance with legal requirements and CONSOB guidelines.
. . Networks 259 242 256
Over the course of 2013, the Investors section of the site www.a2a.eu was
augmented with a new resource for investors and analysts: the Investor Guidebook. Other servicesand corporate 25 7 24
This provides athorough overview of A2A using key points gleaned from publically Total 924 1,068 1,133

available information.
The data book section includes historical financial data in Excel format (reported both

. . . . i Balance sheet
annualand quarterly) starting from 2008. It is also possible to sign up for an online press

alert service to receive price-sensitive press releases in real time. (in millions of euro) 20m 2012 2013
The webssite includes a historical archive of corporate documents and price-sensitive Net fixed assets 5,846 6,969 6,481
press releases, not only those of A2A but also the final three years of activity (2005-2007) Working capital 850 823 741
of AEMand ASM before the merger into A2A. Assetsand liabilities held for sale* 918 277 o}
. . — - Net capital employed 61 8,06 222

The Internetisalso an effective communication channel for retail investors. The answers P ploy 7,014 009 L
to frequently asked questions (FAQ) are posted on A2A’s website to instantly and Equity 3593 3,697 3,348

comprehensively respond to the main requests received. The Investor Relations unit also ofwhich

provides timely responses to specific questions raised by smallinvestors (especially by - Group share 2,767 2,846 2,791
e-mail). - Minority share 826 851 557
Net financial position 4,021 4,372 3,874
Total sources 7,614 8,069 7,222
Further information may be found in the Investors section of the Gross debt 4,551 5,074 4,444

A2A web site httpy/www.a2a.eu/gruppo/cms/aza/it/investitori/

*Excludingamounts included among net financial position.




Key financial statement indicators

2011 2012 2013
Revenue per permanent employee (inthousands of euro) 77 84 90
Gross operatingincome per permanent employee (inthousands of euro) 513 507 444
Netincome per permanent employee (in thousands of euro) -35 20 5
Average number of permanent employees 11,960 12,771 12,626
CAPEX A2A on the stock market in 2013
(in millions of euro) 2011 2012 2013 Average capitalization (in millions of euro) 1,990
Energy 32 103 76 Capitalization at December 31,2013 (inmillions of euro) 2,665
Heatand services 57 49 43 Average volume 21,331,560
Networks 119 123 109 Average share price* (euro) 0.635
Environment 35 48 41 Maximum share price* (euro) 0.911
Services 28 30 1 Minimum share price* (euro) 0.39
Total 27 353 280 *Euro per share (source Bloomberg).
€@ Equity indices €= Debtrating
2011 2012 2013 Agency 12.31.2013
Earnings per share(EPS) (euro) -0.134 0.083 0.020 Medium/long-term rating BBB
Cash-flow per share (CFPS) (euro) 0131 0.307 0.249 Standard &Poor’s Short-termrating A-2
Dividend per share (DPS) (euro) 0.013 0.026 0.033 Outlook Negative
Price/earnings per share (P/EPS)* -7.28x 6.06X 31.75% Medium/long-term rating Baa3
Price/cash flow (P/CFPS)* 7.45X 1.64X 2.55X Standard&poors Medium/long-term rating Negative
Dividendyield (DPS/P)* 1.30% 5.20% 5.20%
Number of shares (millions) 3,133 3,133 3,133

*Calculated based on average share price.
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4.1 Environmental management
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In2013anew
Organizational
Modelforthe
Environment,
Health and Safety
was adopted

Dam in San Giacomo - Valdidentro (SO)

4.1.1 Environmental policy

The Quality, Environment and Safety
Policyis at the heart of the Group’s
approach to sustainability, servingas a
model for the day-to-day operations of all
employees and contractors, as they carry
out their activities for energy production
and the provision of services.

The key environmental targets and

strategies in this document are:

o the containment of atmospheric and
acoustic emissions and soil pollution;

o theimprovement of processes,
technologies and working methods,
usingthe contribution made by researchand
developmentactivities,innovationandthe
sharing of experience and good practice;

o the efficient use of resources,
optimizing the use of naturaland energy
resources and protecting biodiversity;

o the recovery and recycling of waste;

o compliance with regulatory
requirements concerningthe
environment.

The values and principles of the Quality,
Environment and Safety Policy are

proposed as atool forachieving unity
and amodel of conduct between all
the stakeholders within and beyond
the Group, includingemployees and
contractors, as well as customers,
suppliers, residents and shareholders.

For details of the
@ Group Quality,
Environment and
Safety Policy, see the
caption onp.41orthe
sustainability section
onthe website:

4.1.2 Environmental management
system

A2A manages environmental aspects from
aperspective of constant improvement
of performance, using environmental
management systems certified in
accordance with internationally
recognized standards, such as ISO 14001
and the EMAS regulation.
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In 20132 new Organizational Model for the Environment, Health and Safety was adopted, in which targets,
methodologies and operational and assessment tools were defined, increasing the role of company structures that provide
supporttothose in charge of operating lines, for the management and assessment of environmental and safety risks, in
accordance with the policies made by the parent company.

The correctimplementation of management systems is based on the identification of specific environmental, health and
safety goals and the definition of the times and resources needed to achieve objectives. Training, information and staff
development programs also have amajor role in the management systems.

The formulation of objectives and specificimprovement programs, including operational details, indicators,and time
limits for planning checkpoints, makes it possible to monitor the extent of implementation and pay constant attention to
environmental matters.

Throughout the Group the operational management of the environment is based on criteria of prevention,
protection, information and participation, applied to all the activities it manages and in relation to the environmental
issues identified, for which the impact is estimated on the basis of their significance in terms of legislation, magnitude, the
sensitivity of the receptor and the attention of the parties concerned.

Aninternallegislative compliance checking process is operational in entities having consolidated environmental
management systems, which is carried out through the use of periodic inspections. This process has also been applied within
other entities in the Group since 2012,and it was further consolidated in 2013.

In 2013 the Gap Analysis process for the Group was completed, pursuant to Italian environmental crime legislation
Legislative Decree No 231/01. It identifies critical issues associated with the activities managed by A2A, defines roles and
responsibilities for regulating these issues,and determines the gaps and shortcomings that may lead to the commission of
environmental offences. Operating procedures for intervention were defined for each individual critical issue, to prevent
and manage risks associated with environmental crime.

With regard to training, the Group’s initiatives for continuous staff development in relation to key environmental themes
have continued, in compliance with the relevant legislation.




4.1.3 Management of environmental emergencies

A2Aadoptsandimplements strategies for the preventionand
management of environmental risks in order to ensure compliance with
constantly evolving legislative requirements and minimize the risk of
accidents or occurrences of non-compliance.

In order to regulate the management of environmental emergencies efficiently,
the Group follows the intervention procedures set outin the Emergency
Management Plans and Environmental Management Systems.

A2A has taken out specificinsurance against any damage that may arise from
accidental pollution connected with the ownership and/or management of
plants, providing for both third party liability and the recovery of any costs
incurred for decontamination inside and outside the plants.

Duringthe year no company within the Group was required to

pay any fines or non-monetary sanctions for failing to comply with
environmental laws and regulations. There were alimited number of
environmental proceedings in 2013, some for alleged formal breaches of
authorizationsand others for apparent alleged formalirregularities and
infringements in waste management, in all cases without substantial damage
tothe environment. There were also no occurrences of environmental
damage, significant spillages or significant environmental emergencies.

4.1.4 Environmental accounting

A2A has a system of environmental accounting that collects data on
activities, plants and services, together with physical environmental data
and data onthe costsincurred by the Group to protect the environment.
With reference to the latter,a system s currently being developed to

identify and report on environmental expenditure and investment
made by the Group at all the various stages of operations, with the possibility
of creating indicators for statistical and communications purposes by
company, by subject matter or for the whole Group.

The SEREE-EPEA model,supplemented by other items relatingto the

saving of resources, is used to classify environmental spending (SEREE -
Systeme Européen de Rassemblement de L’Information Economique sur
FEnvironnement,asystem of satellite accounts conceived by Eurostat for
collectingeconomic information onthe environmentand harmonized ata
Europeanlevel).

While waiting for the system to become fully operational, the following table s
proposedasasummary of investment expenditure at Group level, with figures
being combined under the separate headings of investment for reducing
emissions (into the air, into water and acoustic), investment for energy
efficiency, investment for renewable energy and investment for innovation.

Environmental investment (millions of euro)

Investment Energy Heat Environmental Networks
classification  sector sector sector sector Total
Emissions 6 90 - i 6
reduction >7 ©9 7 25
Energy efficiency 6.08 4.26 315 - 13.49
Renewable 16.62 - 0.68 - 1730
energy

Innovation 14.99 - 3.67 015  18.81
Total 43.45 6.35 9.21 0.15 59.16
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In order for managers at the individual plants, processes and services to collect, check
and validate physical data, A2A uses a centralized software application which can be
accessed fromany location or site, usingan internet browser as an interface. A controlled
access system allows the data to be approved and validated before being processed and
aggregated to determine the environmental sustainability indicators.

Significant indicators and data for the Group asawhole are presented in the tables to be
foundat the end of this chapter.

4.1.5 Research and innovation for the environment

The sustainability of production processes is closely associated with the provision of
environmentally-friendly services and results from research and development activities
which are proving vital for identifyinginnovations that canachieve the best performance
levelsin terms of production and the environment. Efficiency and emissions reduction
targets are reflected within the A2A Group in the application of new technological
solutions,some of them resulting from research carried out jointly with institutions and
public bodies.

In particular, 2013 saw the implementation of some innovative projects for the recovery of
fly ash from waste incineration as well as the use of communication technologies
for managing electricity networks. In thisarea A2A has been involved in limiting power
consumption in electricity distribution, by starting projects and measures for managing
smart grid distribution networks. A summary of the main projects undertaken over the
pastyear is given below.

The COSMOS-RICE project

Following the successful completion in 2012 of the COSMOS project, which showed
the effectiveness of the process for the inertization of fly ash and the possibility of
reusing the inert materials in industrial applications, Brescia University successfully

presented a second Life+ project, called COSMOS-RICE (COlloidal SilicaMedium, to
Obtain Safe inert, from RICE husk ash), that has been developed at the Brescia waste-to-
energy plant.

Anew method has been developed in the context of the COSMOS-RICE inertization
process, usingsilica derived from rice husk ash in substitution for commercial colloidal
silica. The product obtained is a gel characterized by a high purity, the ultrafine size of
the silica particles and high reactivity, with very similar characteristics to those of the
colloidal silica used in the COSMOS process.

Experimental studies on COSMOS-RICE have also shown that the release of heavy
metals, such as lead and zinc, for this material is over 99% lower than those released by
theinitial fly ashes, while for other metals such as rubidium and barium the releases are
90%and 98% respectively.

The results obtained have made it possible to establish that silica extracted fromrice
husk ash shows the same inertization characteristics as pure colloidal silica.

Soluble salts can be removed after the metal stabilization process and a stage

when the inert material obtained is washed, and then completely recovered and
reused.

This project is based on an ecologically and economically sustainable process
and focused on the creation of a stable and innovative material made exclusively from
by-products, which can thus be recycled in the production and manufacturing sectors.

The INTEGRIS project

A2Arepresents Italy in the consortium involved in the INTEGRIS (INTElligent GRId
Sensor communications) project, co-financed by the European Commission within the
7th Framework Program. In addition to A2A, the consortiumis formed of the Spanish
company Endesa, and other technological partners and university research institutes.
A2A Reti Elettriche has been tasked with defining the scenario for changing over
to the smart grid, the requirements of the system and, above all, coordinating field
demonstrations onits own grid and at two other test sites.



The INTEGRIS project had the objective of planningand buildingan ICT
infrastructure to support smart grids, using several innovative means

of communication (broadband power line carrier, Wi-Fi, fiber optic, etc.) to
overcome the costsand limitations of the current technologies (GSM). The

project was successfully completed in 2013.

The Smart Domo Grid project

The project has the objective of planning, buildingand implementinga
smart grid solution with demand/response functionality, with capacity for
intelligent interaction between the electrical grid of the power distribution
company, Energy Management Systems (EMS) for controlling domestic
equipment (smartappliances, micro-generation, electric cars, etc.) and
energy storage devices designed to improve power quality. A pilot

Villaggio Violino - BreScia

systemis beinginstalled inadistrict of Brescia, involving around twenty
families,and there is a potential plan to extend the process to Milanin the
future. The Smart Domo Grid project is co-financed by the Ministry of
Economic Developmentand led by A2A with the Energy Department of the
Polytechnic University of Milan and Whirlpool.

The IDE4L (Ideal Grid for All) project
This projectisanatural continuation of the INTEGRIS project,

complementing the objectives of the Smart Domo Grid, and is co-financed

by the European Union within the framework of the FP7 research and

innovation program. Taking INTEGRIS (which is directed more towards ICT

infrastructures) IDE4L focuses on more electrical functionalities, tackling

extremely complex technical contexts with a significant impact onthe

planning and operational management of grids,suchas:

e grid automation with identification and automatic isolation of faulty
sections, toimprove service quality;

e congestion management, for service quality and in order to define
developmentinvestments effectively;

e distributed Energy Resource (DER) - Distributed Generation (DG)
integration, to promote the integration and management of renewable
sources;

e power quality and DER, to examine and resolve the effects of DG
integration on service quality.

Plans for AEEG Resolution ARG/elt 39/10

(AEEG - Autorita per PEnergia Elettrica ed il Gas - Italian Regulatory
Authority for Electricity and Gas)

A2A has received approval from the AEEGSI for two smart grid pilot
projects. The first relates to a primary substation in Lambrate, a
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district of Milan, and the second to a primary substation in the municipality of Gavardo
(Brescia), with different underlying grid characteristics. Both cases have the objective
of overcoming the current limitations of the interface protection of generators
connected to the medium voltage (MV) grid, introducing innovative voltage regulation
functionalities and, potentially, dispatching locally by sending Terna summarized data
only onthe production fed into the MV grid. This serves to promote development of
Distributed Generation and thus the use of renewable sources for the production of
electricity.

The WFM and DMS projects

The smartgrid can only be developed successfully if the technological development

of field devices isaccompanied by the development of the operational management

processes for the grid. Due to this A2A is taking forward a series of innovation projects, the

most important being:

o the Work Force Management (\WFM) system, with the objective of integrating asset
management systems, the GIS cartographic system and GPS technology for the location
of installations and the engineering teams available on the ground and equipped with
field devices, in order to manage their activities more efficiently and effectively;

o the Distribution Management System (DMS), constituting the development of
SCADA (Supervisory Control And Data Acquisition) systems for the remote monitoring
and automation of the grid, which will be the “brain” of the A2A smart grid of the future.

The ECCOFLOW project

This project, co-financed by the European Commission, consists of the designing,
buildingand field testing of superconducting fault current limiters (SFCLs) for
applications in medium voltage electricity networks. The project has the objective

of evaluating the effectiveness and potential applications of this new class of power
device, the use of which fosters the development of Distributed Generation and makes
it possible toimprove power quality.

4.1.6 Biodiversity and the countryside

A2A operates in harmony with regional, natural and cultural features,and is aware of our
contribution to defining the identity and wealth of the environment. The safeguarding of
biodiversity is based on the maintenance of terrestrial ecosystems and their suitability for
the development of human life and animal and plant species.

The A2A Group promotes the safeguarding of biodiversity and the
countryside through active co-operation with organizations, institutions and local
landscape protection associations. With this in mind, we work to ensure that the
introduction of its activities and installations is compatible with the vulnerability and
sensitivity of the environment, above all where there are sites of particular natural
beauty orsites which, by virtue of their ecological features, have been designated

as Parks or Protected Areas. Environmental restrictions, if any, are perceived not
asalimit orimposition, but rather as a positive element for maintaining the natural
balance of the local area.

In addition to being listed as environmental offences within the meaning of Legislative
Decree No 231/2001, the acts of destroying or significantly harming habitats situated
inside a protected site and killing, removing or capturing protected wild animal or
plant species are recognized by the Group as being contrary to our Code of Ethics.
The following table lists the animal and plant species included in the International
Union for Conservation of Nature (IUCN) and Italian Red Lists, found in the Natural
Parks or Protected Areas affected by the presence or proximity of the Group’s plants.



Main animal and plant species vulnerable to or at risk of extinction in the parks in which A2A operates

Saline di Punta

Stelvio National Sila National Adda Nord Mincio della Contessa
Park Park Regional Park Regional Park Regional Park
IUCN Italian Italian IUCN Italian IUCN Italian Italian
red list red list red list red list red list red list red list red list
Snow vole Royal eagle Snow vole Squirrel Grey heron Red-footed Grey heron Purple heron
Squirrel Goshawk Scops owl falcon Montagu’s harrier ~ Garganey
Roe deer Goshawk Eagle ow! Montagu’s harrier ~ Marsh harrier
Imperial raven Roe deer Ferruginous Scops owl
Rock partridge Hare duck . Cattle egret
Pine marten Wolf Aquatic warbler Teal- /[Short-toed
. Corncrake eagle
Hazel grouse Pine marten g
Caperecaillie Squirrel Gadwall
Cormorant
Animal Alpine chough Imperial raven
Species Eagle owl Long-eared owl
Hare Little tern
Wolf Mediterranean gull
Ptarmigan Black tern
Dotterel Ferruginous duck
Squirrel Redshank
Green woodpecker
Corncrake
Bittern
Shelduck
Plant Edelweiss Salvinia Natans
Species Summer lady’s
tresses
Reintroduced species @ At lower risk @ Nearthreatened @ Vulnerable .Endangered @ Critically endangered @ Extinct
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Carefor the countryside and biodiversity also translate into the planning and adoption by
A2A of environmental compensation strategies, which while not directly reducing the
environmental impact caused by buildingand operating plants and carrying out activities
there, enable the conditions of the environment, the local areaand the countryside to be
improved or benefits to be brought to the animal and/or plant species to be found there.

Minimum Vital Flow and reservoirs in Valtellina

Inorder to preserve life and conserve habitat in water courses from which water is
abstracted for the production of hydroelectric energy,a minimum amount of water called
the Minimum Vital Flow (MVF) must be maintained in the river bed.

For several years A2A has undertaken to release predetermined quantities of water from
the mainintakes in Valtellinain order to reduce the environmental impact to the minimum.
Automatic control systems have been used since 2009 to ensure the minimum vital
flow required by current legislation.

By carrying out ascientific project to verify the state and responsiveness of water courses
thatare subject to repeated flushing, A2A decided to suspend all reservoir activities in
Valtellina for 2013. For this purpose, specialized companies have carried out specific
monitoringinthe areas concerned.

Draining the Lumiei Dam (province of Udine)

In February 2013 the Lumiei dam was flushed and the reservoir completely emptied (for
the first time in around 60 years since the construction of the dam). These activities were
essential in order to maintain the efficiency of the structures for the safety of the dam
and the surroundingarea. During the operations the waters of the Lumiei stream and a
short stretch of the river Tagliamento became cloudy due to the suspended solids carried
downstream. This gave rise to critical issues with atemporary effect on the ecosystem
that could quickly be fully reversed (as is shown by similar experiences over many years at
other reservoirs).

In-depth environmental monitoring of the water courses involved was performed before,
duringand after the maintenance work. An agreement between Edipower and the Friuli
Venezia Giulia Ente Tutela Pesca (Fishing Protection Body) made it possible to start the
reintroduction of fish into the reservoir and the Lumiei stream that autumn. Further
restockingis plannedin 2014 and 2015.

Restoration of the Silani rivers and Ancinale stream as fish habitats

In Calabria, A2A has promoted environmental compensation and restoration
schemes for alongtime, both after emptying various lakes, and following major
repairs to the water intake system from the Ancinale stream, near the village of
Cardinale (Cosenza).



At the time of the mandatory restocking of Lake Passante and the Alli river with two hundred thousand live fry as required by the regulations governing

the concession, and on a one-off basis in agreement with the province of Catanzaro and FIPSAS (the Italian Federation of Sport Fishing), the company also

introduced thirty thousand small trout.

When a fishing competition was held onthe Ancinale in order to raise awareness of the activities of A2A on therriver, including the building of a fish ladder, two
hundred kilograms of brown trout and ten thousand live fry were also introduced on a one-off basis (see also the caption “Sport Fishing: first

edition of the A2A Trophy” on p. 214).

Nesting Niches at the Cassano d’Adda and Ponti sul Mincio Power
Stations

In order to encourage birds of prey to nest,a cubbyhole was built and
installed at the Cassano d’Adda (Milan) power station at the level of the
window of the reinforced concrete chimney stack, at over 100 meters
in height, creating a niche suitable for nesting pairs. The first to take
advantage of this possibility were a pair of kestrels (Falco Tinniculus) in
2010. Over the following years various birds of prey were present at the
chimney stack almost every day and in 2013 ayoung pair of peregrine
falcons (Falco Peregrinus) adopted the chimney as a place torestand
watch for preyin the daytime.

Thereis another artificial nesting site at the Ponti sul Mincio power station,
again used by a pair of peregrine falcons. The two species of falcon hosted
by A2A power stations, identified with the assistance of afalconer,are on
the national list of protected species.

www.e-moving.it
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4.1.7 Effects connected with transport

Many of the activities managed by the A2A Group, such as waste collection, environmental
sanitation services and network maintenance, require the use of vehicles in addition to
those used by staff for work-related journeys.

A2Ais committed to promoting sustainable mobility and, for this purpose, evaluates

the transport-related impact associated with carrying out company activities, adopts
advanced strategies for the management of its vehicle fleet,and undertakes initiatives
aimed at reducing the consumption of oil-derived fuels and the emission of pollutantsinto
the atmosphere. Most of the company’s vehicles have a bi-fuel system, enabling them to
use methane as an alternative to more polluting traditional fuels.

The implementation of the e-moving project received a further boost in 2013; thisisa
project promoted by A2A to encourage the use of electric vehicles in cities, by installing
charging columns in Brescia and Milan.

4.1.8 Greenhouse gas emissions

Theactivities of A2A Group lead to the emission of carbon dioxide (CO,) into the
atmosphere both directly (for example during energy production) and indirectly
(through energy consumption at plants and offices, the use of materials and consumable
goods,and the management of plants owned by third parties).

Direct emissions (classified as Scope 1) are primarily due to the supply chain for energy
productionand, secondarily, to methane leaked from the distribution network or not
collected at landfill sites. The following table specifies details of emissions by source in
2013.Anincrease (+34%) compared with the previous year was recorded, due to the
inclusion of the Edipower power plants.

Total direct emissions (Scope 1) - tCO, eq

Energy production 6,165,008
Methane loss from distribution networks (estimated) 591,187
Methane loss from landfill sites (estimated) 46,242
Motor vehicles 34,835
Fluorinated gases 13,394
Service and distribution networks 10,436
Total 6,862,002

Indirect emissions due to electricity consumption (Scope 2) have also increased by around
71% in 2013, because of the additional power plants, reaching a level of 174,853 t.

Scope 3 emissions consist of the emissions of plants managed on behalf of others such
as heating boilers (heat management system) and the plants at Acerra (waste-to-energy
plant) and Caivano (shredding of urban waste). They also include emissions from work-
related travel. The figure for 2013,746,150 tis alittle higher than that for last year (+3%).



Power plantin Brindisi

In2013 A2A participated again in the questionnaire prepared by the Carbon
Disclosure Project, a not-for-profit organization that collects climate
change dataaround the world, by publishingindependently audited data
onits carbon balance. The data are available on the following website:
www.cdp.net.

4.1.9 Removal of asbestos and polychlorinated biphenyls

The Group’s Environmental Policy requires the careful handling of
dangerous substances such as asbestos and polychlorinated biphenyls
(PCBs) through the planning of extraordinary maintenance measures
designed for their removal.

None of the transformers on the electrical distribution grids have a PCB
content of over 50 ppm.

The needs and priorities for decontamination activities have been
identified on the basis of the survey carried out in 2012, listing Group
structures where asbestos is present, and its subsequent updates.
During 2013 A2A Reti Gas carried out decontamination operations at

16 structures, removing a total surface area of 1,270 m2 of asbestos-
containing materials, with a final investment of 168,000 euro.

While maintenance is being carried out at the Monfalcone thermoelectric
plant, decontamination operations are taking place with the aim of
progressively reducing the quantity of asbestos there. 27.4 metric tons of
asbestos-containing materials were removed in 2013.

Duringthe year A2A Reti Elettriche has disposed of asbestos-containing
materialsin a mostly friable matrix, originating from our premises at Via
Ponte Nuovo, Milan.
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4.2 Responsible management of energy production and distribution
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submitted for the full
environmental remediation
of the coal-fired unitsat the
Monfalcone power plant
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Around 10% of installed thermal capacity is based on the use of renewable sources, while Renewable energy sources
the remaining non-renewable installed thermal capacity is mainly based on the use of Renewable energy sources, which make it possible to reduce the use of fossil fuels and
natural gas. become less constantly dependent onthem, play a key role for the A2A Group.

Hydroelectricity, historically present in the two companies from which the A2A Group was
formed, is the main renewable source used by A2A to produce electricity.

By exploiting the energy in the water of mountain basins, water courses and underground
flows further significant environmental benefits are obtained, as atmospheric emissions

Installed thermal capacity by source

70%  8.0% are eliminated. The available installed hydroelectric capacity of the Group
79% > 01% increased significantly in 2013, thanks to the acquisition of Edipower.
Renewable fraction of waste* A2A now owns the following hydroelectric plantsin Italy®:
81% H Geothermal o the Valtellina hydroelectric system (province of Sondrio),around 780 MW of efficient

M Biogas electrical power;
Natural gas

H Coal o the Mese hydroelectric system (province of Sondrio),around 380 MW of efficient
Non-renewable fraction of waste* electrical power;
Heat exchange (steam)

e the Udine hydroelectric system, around 315 MW of efficient electrical power;
67.0% e the Calabria hydroelectric system (provinces of Catanzaro, Cosenzaand Crotone),
around 580 MW of efficient electrical power.
*Onthe basis of the type of waste on entry, the proportion of power produced by renewable sources Hydroelectric production amountedto 5.12 TWhin 2013. Aggregating contributions
amounts to 51%. from other sources such as biogas, renewable fraction of waste, geothermal and
photovoltaic to the production data for hydroelectric, the proportion of electrical
energy from renewable sources produced by the Group reached 41.8% in 2013.

In 2013 theyield from natural gas combined cycle plants went down to 49.3% (compared The national figure for electrical energy from renewable sources amounted to 27.5%
with 51.3%in 2012) due to the reduced use of these plants caused by the Italian national (Source: Gestore dei Servizi Energetici (GSE) - latest available figure).

electricity market, which forces it to function less efficiently. Asa consequence of this, the

total yield of A2A’s thermoelectric park has also diminished to around 40% (42.6%in 2012). Asignificant contribution to the production of electricity and/or heat from renewable
The average yield of cogeneration plants fired by fossil fuels remained in line with the data sources comes from waste-to-energy plants based on non-hazardous waste, the use of
for2012at 78.3%.

(1) A2Aalso has asignificant shareholding in the Montenegro hydroelectric company EPCG, whichin its
turn owns further hydroelectric plants.



biogas produced from the biological decomposition of waste in landfills,

and groundwater heat pumps. This latter technology is used successfully

by the Municipality of Milan to feed its district heating networks; the heat
pump, powered by electricity, “transfers” the heat contained inacold source
(groundwater) to awarmer source (the water circulatinginadistrict heating
network) without the in situ combustion of methane gas or diesel fuel,and
thus without the emission of pollutants into the atmosphere.

Cogeneration and district heating

Through A2A Calore & Servizi and Varese Risorse, the A2A Group
constructsand manages district heatingand district cooling plantsand
networks. District heatingis by nowa consolidated reality andis constantly
expandinginthe cities of Milan,Bergamo, Bresciaand Varese andin some
municipalities in the respective provinces. The Edipower thermoelectric
power plant at Piacenzaalso supplies heat to the city’s district heating network.
District coolingin Milan is provided by the Tecnocity plant,in Varese by the
cogeneration plantat the city’s hospitaland in Brescia by the Brescia Nord plant.
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The available thermal capacity at the plants amounts to 1,500 MW, which is obtained by means of various high efficiency plant solutions such as cogeneration systems (the
simultaneous production of electricity and heat in the same production cycle and using the same amount of fuel, currently among the most effective and efficient technologies for rational

energy use and the reduction of air pollution), heat recovery systems and heat pumps.

The connection of the Silla2 waste-to-energy plant with the methane gas power plant in Selinunte, completed in summer 2011, has made it possible to increase the amount of thermal
energy recovered from the waste-to-energy plant and save around 9.9 million cubic meters of natural gas over the last two heating seasons, thanks to the reduced use of the power plant,
while also avoiding the emission of the related pollutants. In 2013 a connection was started with the cogeneration plant in Famagosta, where three new natural gas supplementary boilers

have been brought into use, with a total capacity of 36 MWt. The connection work will be completed in autumn 2014.

6 Waste-to-energy plant Y Cogeneration (Y) Cogeneration

//
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Q and geothermal ‘ network < the systems served developments

The first route (Silla 2 - Selinunte) is 4 kilometers long, while
the continuation towards Famagosta will involve developing
the network for afurther 6.5 kilometers. The construction of
the western area system, with the interconnection of the Silla
2,Selinunte and Famagosta plants, will make it possible to
configure the network-plants system to use mainly renewable
andjor high efficiency cogenerated energy.

Thisisamajor project involving a substantial economic
commitment, which gives concrete form to the ring
distributing heat around the city, on the basis of three large
areas to the west, east and north of Milan.

Inthe city of Milan alone, in the 2013-2014 heating season

the number of apartment equivalents (=80 m2) served by
the district heating network, showed an increase of 9.4%
compared with the previous year. The volumes connected
amount to 22 million m3and around 12 kilometers of network
have beeninstalledin 2013.



Current and predicted development of A2A district heating in Lombardy

Development
Situation at December 31,2013 forecasts for 2016
Network Buildings Apartment

development  connected* (users) Volume served equivalents** Volume served

(double pipe) Km No m: No M3

Bergamoarea 60.0 451 5.2 21,700 7.4
Bresciaarea 66011 20,430 41.6 173,300 42.6
Milan area 238.2 2,776 39.8 165,800 49.0
Varese area 16.0 143 2.6 10,800 2.7
Total 974.3 23,800 89.2 371,600 101.7

*Users may be asingle residential unitin the case of independent heating or awhole building in the case of centralized heating.
** Apartment equivalent=8o m2.
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Recovery of energy from waste

For the A2A Group the recovery of energy from waste and
biomass is a key activity in its energy source diversification
strategy. This activity is mainly carried out in Lombardy, at the
plants in Brescia, Milan, Bergamo and Pavia, and in Campania,
by managing the Acerra waste-to-energy plantin Naples.

Electricity produced from waste in 2013 was approximately
8% of the total electricity produced by the Group, while
thermal energy from waste reached 47.4%.

Onaverage 810 kWh of electricity and 776 kWh of thermal

energy were produced for each metric ton of waste, -1.1%and
+8.8% respectively compared with 2012.

Electricity and thermal energy produced from waste

1,000
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® Average electricity produced by 1 metric ton of waste (kWhy/e)
© Average thermal energy produced by 1 metric ton of waste (kWh/t)
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Environmental markets and energy efficiency

In relation to environmental markets, EU directives

and Italian legislation provide for enterprises to be
strongly involved by means of mechanisms such as cap
andtrade (based onthe setting of athresholdanda
trading mechanism), which make it possible to achieve
environmental targets at alower total economic cost for
the system®.

InItaly there are currently three regulatory schemesinthe

environmental field of the cap and trade type:

¢ Emissions Trading Scheme (ETS), which has theaim
of containing carbon dioxide emissions and is linked to
the 1997 Kyoto Protocol;

¢ White Certificates (or Energy Efficiency Certificates),
which have the objective of increasing energy efficiency
inthe end consumption of energy and the use of thermal
renewable sources;

¢ Green Certificates, which have the objective of
increasing the production of energy from renewable
sources and which will remainin force until 2015 (this
mechanism will be replaced by a feed-in tariff approach
in2016).

(1) The mechanisms are based, on the one hand, on the setting of a
mandatory threshold (cap) by acompetent authority and, on the
other,onamarket in permits in which parties can trade in order to
meet their obligations.
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Numerous plants form part of the environmental markets and these are to be foundin

various Group companies:

e Emissions Trading Scheme: 23 plants including 9 thermoelectric plants, 1 waste-to-
energy plantand 13 cogeneration and boiler plants;

e White Certificates: 2 gas and electricity distributors with 282,343 energy efficiency
credits as of the 2013 obligation, corresponding to over 5% of the Italian target, equal to
5.51 million white certificates;

o Green Certificates: over 30 power production plants using conventional, renewable or
cogeneration sources.

In2013 the Emissions Trading System entered its third implementation stage for trading
in CO, emission permits: the objectives for reducing pollutant emissions are
increasingly challenging and an additional commitment is required from enterprises.
By contrast with the previous stages, for the purely thermoelectric sector, the credits
with which CO,-equivalent metric tons emitted are compensated must all be purchased
onthe market and will no longer be allocated without charge to Member States, while
thermoelectric cogeneration plants and thermal plants associated with district heating
networks will benefit from a percentage of free allocation. Thanks to the latter, 270,071
free CO, quotas were allocated to A2A in 2013.

With regard to energy efficiency, A2A has confirmed its position as the third operator
in Italy (firstamong the multi-utilities) for the energy saving objective to be achieved.
In 2013 88,237 white certificates were issued to A2A for its energy efficiency projects,

corresponding to an emissions saving of 261,675 CO,-equivalent metric tons.

In consideration of its obligations and the growing importance of energy efficiency, the
A2A Group is committed to promoting and sustaining a reduction in the consumption of
primary energy in end usage in Group companies and industrial entities, in operatingas
an ESCO (Energy Service Company). A2A Trading works with the client to obtain white

certificates at all stages: planning, drawing up plans and the Gestore dei Servizi Energetici
approvals procedure until the credits are obtained and issued. Thanks to its presence on
the market, where it has operated since this mechanism started, it also offers support to
customers for the management and sale of the certificates they have obtained, maximizing
their market value (forinformation see certificatibianchi@aza.eu).

All credits connected with the Group’s environmental markets are managed within A2A
Tradingin orderto bringtogether all the relevant information about new initiatives, the
actual flows of the credits and the trading on the market, which also serves to optimize risk
management and take advantage of opportunities connected with legal requirements.

4.2.2 Management of environmental aspects in energy production

Air and climate

A2A Group’s production plants are equipped with advanced flue gas treatment
systems, making it possible to stay well within the authorized limits and,in most
cases,achieve the performance levelsidentified by the European Commission for the Best
Available Technologies. The main regulated pollutantsin fossil fuel fired plants are: nitrogen
oxides, carbon monoxide, sulfur oxides and dust. The levels of these emissions are kept
under controlin thermoelectricand waste-to-energy plants, recorded using continuous
monitoring systems,and submitted regularly to the relevant authorities. The region of
Lombardy has additionally established that the monitoring network for emissions from
large-scale plants (the “SME network”) in that region must be integrated with the existing
air quality network to enable the ARPA (Regional Environmental Protection Agency) to
haveaccesstotheinstant data provided by the continuous emissions monitoring systems
installed onthe chimney stacks of the plants. The power plants operated by the Group that
are affected by this connection are Cassano d’Adda (Milan), Ponti sul Mincio and Sermide
(Mantua).



With regard to emissions from waste-to-energy plants, particular emphasis is placed on emissions of dioxins, polychlorinated biphenyls, polycyclic aromatic
hydrocarbons and metals. These pollutants are regularly monitored to ensure that legal limits are complied with. The concentrations measured have always

been below these limits,and in certain cases they have been below the measurability threshold.

Total emissions of nitrogen oxides, sulfur oxides and dust in 2013 increased over those of the previous year, mainly as a consequence of the
greater thermoelectric capacity brought to the A2A Group by Edipower. Specific emissions (that is in relation to the actual amount produced by power
plants) are however in line with those of 2012, despite the intermittent operation of the plants due to the electrical market. The dataare available in the

tables included at the end of this chapter.

www.aza.eu

In 2013, the total emissions of dioxins from the Group’s
plants was 0.010 grams, 28.6% lower than the 0.014 grams
in 2012, a result achieved thanks to concentrations in the
flue gases which remained much lower than legal limits, at
one ten billionth of agram per cubic meter (0.1 ng/Nm3).
Reduced concentrations of nitrogen oxides and carbon
monoxide are achieved by usinga combination of the
following techniques:installinglow emission burners, re-
circulating flue gases, the controlled pre-mixing of fuel and
airand the use of catalytic systems.

In2013new SCR (Selective Catalytic Reduction) systems
for the denitrification of nitrogen oxides in flue gases were
broughtinto serviceat the Edipower plant in Piacenza.
This measure became necessary followingarequirement
made in the Integrated Environmental Authorization, which
reduced the emissions limit set for nitrogen oxides (NOXx)
from 40 mg/Nm3to 30 mg/Nm3.

To reduce the concentration of sulfur oxides, plants using
coalare equipped with advanced desulfurization systems.
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The desulfurization reactor at the Lamarmora plant in Brescia was upgradedin 2012.

Wet limestone-gypsum desulfurizing (wet Flue Gas Desulfurization or wet FGD) plantsare
installed at the Monfalcone thermoelectric plant, which entered service in November
2008. Using these systems average monthly concentrations of sulfur dioxide (SO,) have
been obtained, which are well below 200 mg/Nm3 (the limit set by the current Integrated
Environmental Authorization).

The Edipower thermoelectric plant in Brindisi uses low sulfur coal (below 0.24% by
weight) to reduce emissions of sulfur oxides.

Abatement systems to reduce emissions of sulfur oxides (DeSOx) have been installed

at the Edipower thermoelectric plant at San Filippo del Mela (Messina),and
were brought into use between 2002 and 2010. The two units without DeSOx have

been permanently out of service since January 2014, as required by the Integrated
Environmental Authorization.

Carbon dioxide (CO,) emissions from power plants constitute the majority of A2A
Group’s direct emissions (Scope 1). The 2013 figure,amounting to 6,165,908 metric tons
is greater (+37%) than that for 2012 because of the addition of the emissions from the
thermoelectric plants owned by Edipower.

The total average CO, emission factor for

the Group, calculated by adding togetherall the
emissions fromthe production of energy and taking
thisasaratio of total energy production (electricity
and thermal energy),improved considerably and
fellto 385g/kWh (403 g/kWhin 2012).

-4% average
CO, emission
factor

The use of renewable resources such as
hydroelectricity and biodegradable waste,and the

use of cogeneration and advanced technologies, makes it possible to both reduce carbon
dioxide emissions and save fuelin comparison with conventional processes.

In order to measure the savings in CO, emissions produced by the activities of the A2A
Group amethodis used to calculate avoided CO, emissions and the energy savings
whichisapplicable toall of the Group’s plants and energy processes throughout Italy. This
method was developed in 2010 and is updated each year using the reference parameters
and emission factors published by Terna or ISPRA for national Italian generating capacity.

The dataare summarized in the following table:

Avoided CO, emissions and energy savings in energy reduction

2011 2012 2013
Avoided CO, (t) 2,823,227 1,374,116 3,080,648
Energy saved (TOE) 948,885 867,211 1,327,551

Theimprovement in performance in 2013 is due to the hydroelectric production of
Edipower. The main contribution to avoided emissions comes from hydroelectric
production, after which come waste-to-energy plantsand, toa lesser degree, cogeneration.

Use of water resources

A2A is constantly engaged in carrying out measures to improve the use of water
resources fromasustainability standpoint. The following table summarizes the ways in
which the A2A Group uses water resources.

No outside water resources are used at the Gissi (Chieti) thermoelectric plant, where
allthe water required is obtained from the recovery of rainwater and the use of water



coming from the consortium’s purifier. In addition to this, air is used to cool the thermodynamic cycle. These systems have made it possible to save around
32,000 m3of primary resource in 2013.

Atthe Edipower plant in San Filippo del Mela (Messina) new treatment facilities for the recovery of oily water and the production of industrial water
by desalinating sea water have become operational in 2013. The use of this equipment has eliminated the abstraction of deep groundwater for industrial
purposes. Only water needed to operate facilities associated with soil decontamination and surface water continues to be abstracted.

Inthe Lamarmora plant in Brescia, the use of water from the public supply has been reduced by recovering water from demineralizer regeneration. This
system has also reduced the quantity of effluents.

Atthe Brescia waste-to-energy plant the waste is cooled by reusing water from the plant that treats the waste water from the waste-to-energy plant itself
and from the nearby Lamarmora plant. This makes it possible to reduce the volume discharged by the water treatment unit into the body of surface water and
the quantity of water extracted.

Activities

Water uses

Hydroelectric production

The hydrographic basins most involved are those of the rivers Addaand Spoelin the Upper Valtellinaand the river Liro in Lombardy,
that of the river Tagliamento in Friuli Venezia Giulia, and those of the rivers Neto, Simeri, Ancinale and Savuto in Calabria. The water
extracted is returned in full.

Thermoelectric production

The water is needed for the production of steam, for cooling purposes in the thermodynamic cycle,and for limiting the dispersion of dust.
The water extracted for coolingis fully returned to the same water body with the same qualitative features apart fromaslight
increase in temperature. The surface water bodies affected by abstraction are: the Valentinis canal (Monfalcone thermoelectric
plant, Gorizia), the Muzza canal (Cassano d’Adda thermoelectric plant, Milan), the river Mincio (Ponte sul Mincio thermoelectric
plant, Mantua), the Cavour canal and river Po (Chivasso thermoelectric plant, Turin), river Po (Piacenza thermoelectric plant,
Sermide thermoelectric plant, Mantua), the Adriatic sea (Brindisi thermoelectric plant), the Tyrrhenian sea (San Filippo del Mela
thermoelectric plant, Messina.

District heating

Water consumption is mainly due to refilling the water in the network, for which drinking water from the public supply is generally
used. Some of the A2A Group’s plants use groundwater heat pumps to produce energy, with water extracted from wells located
closetotheplants.

Electricity distribution

In certain plants water is needed for cooling the transformers and comes partly from wells and the public water supply.

Environmental
responsibility

Responsible
management of energy
production

and distribution



Monfalcone plant: environmental management and commitment on the ground

A2A pays close attention to the environmental management of the Monfalcone thermoelectric plant
(Gorizia) and to relationships with the areaand residents living near the plant.

The plant currently consists of two coal-fired units with a total capacity of 340 MWe. There are also two
oil-fired units with a capacity of 640 MWe,, which are not currently operational because, in compliance
with the provisions of the Integrated Environmental Authorization (IEA), they have been declared to be
unavailable for commercial operation. Due to this, A2A has decided to stop supplying the site with fuel
oil,whichis nolonger present at the plant.

144 employees work on the site and another 200 workers are employed in related industries.
The plant is has beenawarded ISO 14001 (environment), ISO goo1 (quality) and OHSAS 18001 (health and
safety) certifications,and is part of the EMAS European Eco-Management and Audit Scheme.

In recent years major modernization work has been carried out on the flue gas treatment and
atmospheric emission reduction systems. In addition to the electrostatic precipitators for dust
reduction that were already present, wet flue gas desulfurizers have beeninstalled to reduce sulfur
oxides (SOx). In order also to reduce emissions of nitrogen oxides (NOx), A2A has submitted a new
plan for the full environmental remediation of existing coal-fired units to the relevant authorities. The
project originated from the requirement in the Integrated Environmental Authorization to bring the
NOx emission values into line with the best techniques available and envisages the installation of a high
dust SCRreactor. This plan has been screened and passed an environmental impact assessment, for the
purposes of which the environmental impact study investigating aspects relating to the power plant
were carried out. All the relevant documentation has been published in the VIA and AlA sections of the
Ministry of the Environment website:

The SCRin question, which involves an investment of approximately 25 million euro represents
the bestavailable technology that can be applied at the plant and will make it possible to ensure the
reduction of NO, emissions to flue gas concentrations to below 180 mg/Nm3 (at an O, content of 6% by
volume onadry basis). This concentration is below the limit given in the European Industrial Emissions

Monfalcone plant (GO)

Directive (2010/75/EU) and is in line with the Best Available Techniques Reference Document
(BREF).

Accordingto the plan the SCRwill, once it is in operation, allow the reduction of current emission
levels for nitrogen oxides by over 60%.

With regard to emissions of heavy metals, the treatment systems that are currently installed are
fully effective for containing them well within the legal limits.

Expected emission values after the DeNOXx installation and comparisons with
EU limits

(values atan O, content of 6% by Group1-2 Limits set in Directive
volume onadry basis) mg/Nm? 2010/75/EU
NO, <180 <200
NH, slip =0,76 (1ppm) =

Average monthly concentrations measured in 2013 compared with Integrated
Environmental Authorization limits

(valuesatan O, content of 6% Group 1 Group 2 IEA limits
byvolume onadry basis) mg/Nm3 mg/Nm3 mg/Nm?3
SO, min. 37.8 - Max. 85.6 min. 23.6 - Max. 76.5 200

Dust min. 8.1- Max. 13.1 min. 5.5-Max.17.8 30
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Management of water discharges

Water discharges are the quantity of water discharged

by the treatment systems installed at the electricity and
thermal power production plants. After specific treatment,
this water is partly recovered and partly discharged.
Thereisaninnovative Zero Liquid Discharge (ZLD)
systemat the Gissi (Chieti) thermoelectric plant,

which combines the recovery of process water with

the treatment of waste water. It uses a steam-driven
crystallization system to recover the water through
evaporationandthen sends it to the collection tank for
further processingand recovery. The saline residue from
this processiis filtered and sent for disposal as waste. This
system represents a significant example of the recycling
of avaluable resource like water and made it possible to
recover over 13,000 m3of water in 2013,and avoid the
intake of the same amount of water from natural water
bodies.

Measures for the optimization of the reverse osmosis system
at the Edipower thermoelectric plant in Chivasso (Turin)
became operationalin 2013. This made it possible to recover
around 70% of the effluent discharged, and also reduced the
amount of well water abstracted for industrial use.

The followingtable lists the surface water bodies into
which the effluents of power production plants are
released.

Site

Surface water body

Corteolona waste-to-energy plant - (Pavia)

Roggia Bollana (irrigation ditch)

Giussato plant (Pavia) - Lacchiarella plant (Milan)

Roggia Mezzabarba (irrigation ditch)

Ecolombardia 4 waste-to-energy plant - Filago (Bergamo)

Rio Zender (stream)

Famagosta plant - Milan

Deviatore Olona (diversion canal)

Canavese plant - Milan

Roggia Borgognone (irrigation ditch)

Cassano d’Adda (Milan) plant

Muzza Canal

Silla2 - Milan waste-to-energy plant

Cavo Parea (channel)

Lamarmora plant - Brescia

Vaso Guzzetto and Vaso Garzetta

Ponti sul Mincio plant (Mantua)

River Mincio

Brescia Nord plant

Torrente Garza (stream)

Monfalcone plant (Gorizia)

Lisert canaland Valentinis Canal

Acerra (Naples) waste-to-energy plant

Regi Lagni canal

Bergamo Plants Sector

Torrente Morletta (stream)

Brindisi plant

Adriatic sea

Chivasso (Turin) plant

Cavour canal - River Po

Piacenzaplant

River Po

San Filippo del Mela (Messina) plant

Tyrrhenian sea

Sermide (Mantua) plant

River Po

Management of the waste produced

The production of electricity and heat produces waste, due mainly to the combustion of certain fuels (coal, waste,
biomass) and the treatment of the related flue gases. The maximum recovery of the waste produced is one of A2A’s

environmental protection objectives.



The boiler bottom ash of the Brescia waste-
to-energy plant, separated from ferrous metals,
has for several years been taken to plants for
recovery. Dependingonits particle size and
chemical and physical features, it is taken to cement
works whereit is used as the raw material inthe
production of cement, or to plants for making
concrete. The products resulting from these
recovery activities are submitted to strict controls to
ensure compliance with environmental legislation.

The Group’s other waste-to-energy plants also

send boiler ash and filtration residues for recovery,
and ferrous materials are also recovered. Light

coal ash and desulfurization residues are also
usable as mixing components for making concrete
and for road sub-bases; in 2013 all the waste of this
type produced by the Lamarmora plant was sent for
recovery. An experimental project, called COSMOS,
has been successfully completed for the recovery

of flue gas cleaning dust in waste incineration
plants (see the chapter on Research and innovation
for the environment on p. 66).

Atthe Monfalcone (Gorizia) and San Filippo del
Mela (Messina) plants, large quantities of fly ash
and gypsumare produced by the flue gas cleaning
process.

Power plant in Monfalcone (GO)
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Atall A2A’s hydroelectric plants in Calabria, septic tank sludge is collected in specific
tanks that are then emptied by cleaning trucks and sent to appropriate third party
processing facilities as waste. At the Nocelle, Trepidd, Orichella, Passante, Satriano

and Savuto dams, and the Timpagrande and Calusia power stations, there are
evapo-transpiration facilities that eliminate the sludge by using plants located within the
holding tanks, which absorb the water and organic substances found in the sludge itself
without producing effluents, significantly reducing waste production at these sites.

In order to avoid the dispersal of wastewater into the environment due to breakage of
the tanks, each tank is equipped with a float and full tank indicator. The tanks and
evapo-transpiration facilities are also inspected regularly to check that they are
functioning correctly.

Special waste (hazardous and non-hazardous) sent for recovery

Sectors of activity 2011 2012 2013
e
Waste to energy 76% 87%* 83%
Electricity distribution 5% 9% 25%
District heating 15% 65% 34%

*The figure for 2012 has been recalculated.

Use of chemical products

Over the past few years there have been major developments in legislation on the
management of chemicals, with significant changes being made by the European
REACH (1907/2006) and CLP (1272/2008) Regulations. A2A has tackled these issues
with timely training measures for users of substances and mixtures at production

plants and taken considerable steps to limit the use of chemicals that are potentially
harmful for natural ecosystems

The hydroelectric production process is typified by a limited use of chemicals, mainly
lubricating substances. To minimize the risk, in any case reduced, of contaminating
water courses in the event of accidents or the malfunctioning of hydraulic equipment,
biodegradable oil is used in all of the Group’s hydroelectric plants.

The water used by thermoelectric plants must have specific chemical and physical
features which are obtained by suitable demineralization systems, that is by chemically
sequesteringthe ions dissolved in the incoming water. These systems require the use

of hazardous chemicals, such as hydrochloricacid and caustic soda. A2A has made
significant investments to reduce the presence of these substances in the water used for
its plants.

At the Cassano d’Adda (Milan) thermoelectric plantanew reverse osmosis system
coupled with electrodeionization (EDI) makes it possible to achieve a high level of water
purity, reducing the use of hazardous substances and preparations by around 98% (no
further use of hydrochloric acid and a drastic reduction in caustic soda) compared with
the system used until 2012.

Similar reverse osmosis systems are installed and operational for the production of
demineralized water at the Gissi (Chieti) and Monfalcone (Gorizia) thermoelectric
plants and most of the Edipower thermoelectric plants.

Following the updating of the risk classification of fuel oil as “very toxic to aquatic
organisms”, the Monfalcone thermoelectric plant falls within the scope of the Seveso
legislation andall the resulting procedures were carried out in 2012. At the end of 2012
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the two units burning heavy fuel oil (HFO) were taken out of service and following the
disposal of the heavy fuel oil, since March 13,2013 the plant has been officially excluded
fromthe scope of the Seveso legislation. The Edipower plants at Brindisi, San Filippo del
Mela (Messina) and Sermide (Mantua) are also within the scope of the Seveso legislation:
the first two received a positive Safety Reportin 2013.

Inall plants generating energy, an emergency supply of electricity must be guaranteed for
specific auxiliary systems. To this end, emergency generators with batteries arein place

atthe plants, which act as uninterruptible power supplies.
With regard to the batteries, new legislation has recently
been passed which requires the availability (close to the
sites where they are stocked) of specific absorbentand
neutralizing materials for use in the event of a spillage of
the liquid they contain (mainly acid substances). A2A uses
anon-toxic, non-polluting environmentally compatible
product which at the end of its life can be disposed of as
non-hazardous waste (provided it has not been used to
absorb theacid solution).

Noise

The A2A Group uses the services of skilled technicians

to carry out activities for the monitoring, evaluation

and mitigation of acoustic emissions for the entire life-
cycle of its plants and infrastructures. If residents file
areport or make acomplaint, A2A carries out specific
measurements to assess the actual need for planningand
implementing mitigation measures.

The following measures were carried out in 2013 to

mitigate the effect of noise:

e the main transformer in unit 1at the Monfalcone plant
has been replaced to abate the tonal components
of the noise emissions, as required by the Integrated
Environmental Authorization;

e the measures on precise micro-sources started at the
Brescia Nord plant in 2012 have continued.
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4.3 Responsible waste management £%aza

BUNY:
s

A2Ais aleader inthe environmental sector in Italy and providing integrated management of the entire
waste collection, recovery and disposal cycle.

Over 2.5 million Almost 1.2 million 100% of recyclable waste
metric tons of metric tons of urban from differentiated collections
waste processed waste processed and sent for recycling

and disposed of disposed of

duringthe year

92
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Just 0.9% of the
waste collected
by the Group
endsupin
landfills

Waste-collection basin

4.3.1 Integrated waste cycle

Through its subsidiary A2A Ambiente,
established in 2013, A2A is the leader in
the environmental sector in Italy.

Its principal activities are:
the design, constructionand
maintenance of plants, owned by itself
or by third parties, for the recoveryand
disposal of waste, including electric
power plants;
decontamination;
the collection, transport and brokering
of waste;
street sweeping,.

These services, offered both to public
authorities and private companies, are
mainly carried out in Lombardy (in the
provinces of Bergamo, Brescia, Como,
Mantua, Milan, Paviaand Varese),and in
Campania.

Inthe provision of environmental
services, the Group is directed towards
the continuous improvement of service
quality, safety and the protection of

the environment by seeking out new

technologies designed to optimize the
use of waste as aresource.

Theindustrial activities of A2A Ambiente
are expressed in a waste processing
capacity of 3 million metric tons,
and an energy production amounting to
1,400 GWh of electricity and 1,000
GWh of heat.

Collection and transportation of

urban waste

In the context of the services offered
tolocal authorities A2A, through

its subsidiaries Aprica, Amsaand

Aspem, provides services for waste
management and street cleaning

and the disposal of the waste collected

to plants that, where possible, recover
materials and energy from them. In 2013
Group companies in the Environment
Sector collected 1,191,608 metric tons
of urban waste,an increase of 4.3%
fromthe previous year. Theincrease s
mainly due to startinga collection service
inthe municipality of Como, for which the
contract was awarded to Apricain 2013.
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Urban waste collected (metrictons)

1,500.000

1,205,730 1,191,608

1,200,000 1,142,675

900,000

201 2012 2013

Almost 100% of the urban waste collected is recovered, partly through energy recovery
in waste-to-energy plants and partly by recovering materials. Only a negligible proportion,
less than 1%, is sent to waste disposal facilities (landfill or other plants). There wasa
decrease inthe proportion of urban waste used for waste-to-energy plants in 2013
compared to 2012, with a parallel increase in material recovery.

Collection and transportation of special waste

Within the waste management sector, the Group provides services for the collection,
transportation, recovery, disposal and brokering of special waste.

The service is mainly directed to industrial and craft activities. Hazardous special waste
is collected from both public (hospitals, clinics etc.) and private users (dentists, car
repair workshops, laundries etc.).
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Waste collection—Milan

Special waste collected and transported (metrictons)

800,000

700,000 760,887
615,617
600,000
500,000
351,405

400,000

300,000

201 2012 2013

Over 351thousand metric tons of special, hazardous and non-hazardous waste were
transported during the year. There was a fall in special waste compared with 2012 affected
by the effects of the economic recession, which led to a 42% decrease in the special waste
collectedand transported.



Both urban and special waste is collected and transported using a fleet of 2,035 vehicles (of which 532 are used for street sweeping), equipped for various
service requirements. To meet logistical requirements, use is also made of subcontractors working on behalf of the companies in the sector.

Waste recovery and disposal plants
The Group’s plants enable waste processingand disposal to be managed with the aim of material recovery, energy recovery and final disposal.

A2A Group’s waste disposal and recovery plants

Type of plant No of plants
Landfills (of which 5in post operational management) 15
Biogas recovery plants at landfills 10
Waste processing platforms 3
Intelligent Transfer Stations (ITS) - Bio-drying 2
Intelligent Transfer Stations (ITS) - Bio-drying and RDF (Refuse Derived Fuel)/ SSF (Secondary Solid Fuel) production 2
RDF/SSF production plant 1
Mechanical biological processing plant 1
Composting plants 2
Sludge recovery plant 1
Urban and special waste storage plants 2
Inertization plant 1
Waste washing plants 2
Glass recycling plant 1
Recycling points/collection centers 51
Mechanical selection plant 1

Waste-to-energy plants with cogeneration or heat recovery

Waste-to-energy plants with simple electricity production 3

Environmental
responsibility

Responsible waste
management
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Waste brokering awareness campaigns for residents, but also by supportingits decisions fromatechnical,
The Group also provides waste brokering services for the management of waste produced economic and environmental standpoint, considering the best possible destination for
by its customers. Inthis context it identifies, engages and coordinates third parties, the waste and exploiting any opportunities for recovering materials and energy.
ensuring that this waste is assigned to authorized shippers and plants while optimizing In many municipalities in Lombardy A2A performs the entire waste management and
management costs. street sweepingservice, whilein others it only provides a partial service.
Special waste brokered* (metrictons) Percentage of differentiated collection in the municipalities where Group
companies operate*
70,000 70%
63,782 6318 60.3%
¢ 60% 56.0% /
- / 58.9%
o—
60,000 50% 53.5%
49.7% 42.9%
53,577 . 38.9%
40% 41.4%
38.2%
% 36.7%
50,000 30% 34-5%
20m 2012 2013 2011 2012 2013
®Bergamo-city Brescia-city Milan - city Varese - city

*Transportand processing carried out by third parties.

*The quantity collected and the differentiated collection rate are calculated inaccordance with the
recommendations of the Region of Lombardy. Data for provinces refers toall the municipalities where a
4.3.2 E‘FﬁCIency inthe |ntegrated waste management service complete waste collection serviceis provided.

Inits waste collection activities, A2A promotes and encourages the differentiated collection

of allfractions (paper, glass, plastic, metal, organic, green garden waste, etc.) by residents, In Bergamo there wasanincrease of nearly 7 percentage points, mainly due to the introduction
using different methods depending on the needs of the municipalities served. inJune 2012 of the differentiated collection of the organic fraction from non-domestic users
The Group’s Environment Sector companies support municipal administrationsin inanewarea of the city,and the introductionin November 2012 of the collection of plastic
reachingtheir differentiated collection objectives, not only by means of a precise planning packaginginthe outer suburbs of the city. During the last months of 2013 the differentiated

and management of the collection service, which can also include information and collection rate reached nearly 65% on several occasions, with anannual average of 60.3%.
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In Brescia there was aslight decrease, due to the combined effect of an
increase in unsorted waste (+2.7%) and the reduced growth of the quantity
of differentiated waste collected (+0.2%). The increase in unsorted waste
may be associated with the migration of this type of waste from neighboring
municipalities, which changed their collection system in 2013, movingto
doorto door collection, or fitting communal wheeled bins with covers
withan electronic key. The type of waste that has certainly had aninfluence
inlimiting the growth of differentiated collection is that of paper and
cardboard packaging, which decreased in quantity in 2013. The cause for
this can mainly be attributed to the continuing economic crisis, which has
severely affected tradersand craftspeople inthe area, whoare the main
producers of this type of waste.

In Milan the rise of over 6 percentage points is mostly due to the start of
house-to-house collection of organic waste in November 2011,and the
introduction in May 2012 of transparent bags for undifferentiated waste which

discourages people fromthrowing potentially recyclable waste away in them
(see caption below for details).

InVaresethere was anincrease of almost 3 percentage points, due tothe “Varese,
make the difference” information campaign, which hasinvolvedlocal residents
since 2012, as wellasa percentage increasein the recovery of bulky waste.

The differentiated waste collection rate for municipalities in
the provinces where A2A provides a complete collection service
(excluding provincial capitals) has also been calculated.

Province of Bergamo 58.6%
Provinces of Bresciaand Mantua 53.7%
Province of Milan 54.6%
Province of Varese 68.7%
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All the recyclable waste from differentiated collection in 2013 was sent

for recovery, obtaining four environmentally significant results at the same time:a
considerable savingin raw materials, a reduction in the energy used in the production
process for the materials, the resulting decrease in the environmental effects connected
with the production and afall in the volume of waste disposed of in landfills.

The total waste processed and disposed of by the A2A Group in 2013
amounted to 2,506,633 metric tons: this quantity was broadly in line with that for
the previous year.

Waste processed by the Group’s plants by type of plant
d by the Group’s plants b fpl

100%
80%
60%

40% 13.6% 9.6% 11.4%
0% 14.6% 16.5% 16.6%
201 2012 2013

[ Other plants for recovery of materials*

1 Waste-to-energy plants
(recovery of energy)

M Dust inertization plants (recovery of materials)
Bio-drying plants and RDF/SSF Landfills
production (recovery of materials) (disposal)

*Thefallin the percentage of waste processed in material recovery plants can be attributed mainly to the
fact that the Maserati Light plant was not taken into consideration, since it was used only as a transfer
station.

Recovery of materials from waste

The Group carries out numerous activities for recovering material from waste:

e the recovery of glass, paper and cardboard, plastic, wood, unusable tires, ferrous
materials, etc. mainly by selecting waste obtained through differentiated collection,
bulky waste and non-differentiated waste;

e the recovery of sludge resulting from biological waste water treatment, used for
agricultural purposes;

e the recovery of inert materials, sand and gravel, certified in accordance with UNI standards,
for usein the building sector, by processing and washing dust from street sweeping;

e the production of fuel to be used in waste-to-energy plants, through mechanical
selection processes and the bio-drying of non-differentiated urban waste;

o the treatment of solid residues from waste incineration and fly ash from waste-to-energy
plants through recovery and inertization operations.



Waste-cleaning plant - Brescia

Recovery of energy from waste

Waste that cannot usefully be recycled as material is used

as fuel for producing energy by means of a waste-to-
energy processin ordertofeed district heating networks
in Brescia, Bergamo and Milan and produce electricity, thus
saving on traditional fuels.

Further use is made of a significant portion of the residues
derived from the combustion process in waste-to-energy
plants by sendingthem for material recoveryas showninthe
following graph.

Proportion of waste produced by
waste-to-energy plants and sent for recovery

100%

90% 87%*
83%

80% 76%

70%

60%

50%

2011 2012 2013
*Figure corrected from the 2012 Sustainability Report.
Besides the efficiency of the plants, the main factor

contributingto the calculation of the energy performance
of waste-to-energy plantsis the saving in fossil fuels
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obtained as the result of burning the waste, that is by using materials of plant origin or that
inany case have been discarded and are not otherwise usable. This saving is expressed

in saved metric Tons of Oil Equivalent (TOE) (the data for this indicator is shown in the
“Efficiency in energy production”chapter on p. 84).

Waste disposal

Afundamental role in the integrated waste cycle is played by the controlled landfill
which is necessary as a way of segregating waste of which no further use can be made.
The companies of the Group’s Environment Sector manage non-hazardous and
hazardous urban and special waste landfills on their own behalf and for third parties.

Some of the Group’s landfills have come to the end of the waste disposal stage and, after
carrying out waterproofingand environmental restoration through grass seeding and
plant laying,are now in the post-operative management stage. During this period the
leachate formed by the percolation of precipitation through the waste is collected and/
or treated and/or disposed of.

The biogas produced by the biological decomposition of the deposited waste at landfill
sites is captured and where possible recovered for energy purposes. In this way use
is made of all the remaining possibilities for exploiting the potential for waste recovery.

4.3.3 Managing environmental aspects of the integrated waste cycle

The environmental aspects associated with the collection and transport of waste mainly
relate to the consumption of fuel for motor vehicles and the emissions resulting from the
use of diesel, petroland methane driven vehicles. Some of the vehicles used for street
sweepingservices are light electric vehicles.

Fuel consumption for waste collection and sweeping vehicles

201 2012 2013
Petrol (TJ) 3.9 37 4
Diesel (TJ) 324 318 354
Methane (TJ) 11 95 64
Electricity (TJ) 0.2 o} 0.03

The policy of the companiesin the Environmental Sector is to reduce the emissions from

vehicles used to collectand transport waste, and this is being carried out in various ways,

suchas:

e the use of emission-reducing technologies;

e preventive and corrective maintenance of all vehicles subject to the statutory testsand
inspections;

o changing from diesel vehicles to methane or low emission diesel (Euro 4 and Euro 5)
vehicles, which now amount to 60% of the total vehicle fleet used for collection.




With regard to waste treatment and disposal plants, (with the exclusion of waste-to-energy plants whose main effects were discussed in the previous
paragraph), the emissions with the greatest effect were greenhouse gas emissions including, in particular, the emission of methane in biogas produced
by landfills.

Landfill gas methanization processes help to mineralize the waste, resulting in the stabilization of the waste itself. In order to achieve a potentially significant
reduction in the quantity of landfill gas emitted into the atmosphere, biogas collection networks are installed in landfills and the gas is then used to produce
electricity. Inthe absence of energy recovery, or if there is a stoppage at the plant, the captured biogas is burned off ina flaring process. 1850 metric tons of
methane derived from biogas were emitted by the Group’s landfills in 2013.

Another environmental factor linked to waste treatment and disposal plants,and in particular waste washing plants, is the use of water resources.

The water supply for various activities is obtained by taking water from wells and the public water supply, but it is not abstracted from surface water bodies.
In order to reduce water consumption, washing water in the street sweeping dust washing plantsis cleansed in the plant and recycled as part of the
process. The consumption of water from the public supply remained substantially at the level of the previous year, while the consumption of well water was
significantly reduced (-16%).

Consumption of water in the management of the integrated
waste cycle (thousands of m?)

400
307 304
320
255
240
182 180
60 / o
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2011 2012 2013
ITSin Cavaglia (BI), Italy ® Water from the public supply Water fromwells ~ ® Water from surface water bodies
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4.4 Responsible management of the Integrated Water Service %;"faza

The water distributed by A2A comes from 262 wells and 213 springs. Over 4,700 kilometers of distribution network for drinking
water and 57 million m3 of waste water are processed at water treatment plants.

Further increases in water testing: the
number of parameters analyzed was +30%

Per capita water consumption
reduced by 8% compared with 2012
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the year

Millions of
m3 of water
provided for

4.4 The Integrated Water Service

The integrated water service

includes the activities of collection,
transportation, treatment and
distribution of water that is fit for
human consumption, in addition to
the collection (sewage) and treatment
of urban waste water and, to a lesser
extent, industrial effluents.

A2A Cicolo Idricoand Aspem carry out
their activities as part of the integrated
water cyclein the provinces of Brescia
and Varese respectively, responding
efficiently to service supply needs and
ensuring respect for and protection of
water resources while complying with
Italian national legislation.

The supply of drinking water to the
end customeris the final stagein the
public water supply management
cycle: A2A manages this service and the
related activities of water supply from
wells and springs and the treatment

of water resources. In 2013 a total of
108 municipalities were reached by

the integrated water service of the
provinces of Bresciaand Varese.

The main sources of the drinking water
supply were the Mompiano springin

the province of Brescia, with an average
flow of 100-150 I/s, and the two Cogozzo
diVilla Carcina springs, with an average
flow of 55 /s. Inaddition to these springs,
and others with a smaller flow, the water
supply also makes use of many wells.

Inthe Varese area, the main water sources
arethe Valle Beveraspring, withan average
flow of 250/s,and the Luvinate spring,
withan average flow of 100 I/s.

The totalamount of water extracted from
wells and springsin 2013amounted to 112
million m3, lower than that for the previous
year. Per capita consumption (230 liters
perinhabitant per day) is also lower, while
the actual losses remain below 30%.

The gathering, collection and treatment
of waste water is managed by A2A’s
sewage and water treatment service in
the province of Bresciaalone.
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At the treatment plants the water is submitted to a process of eliminating pollutants,
mainly by biological means, in order to give them quality characteristics compatible
with safeguarding the environment, to which they are then returned.

0 water supply network in Brescia and Varese

Municipalities

served Wells Springs
Brescia 1 47 3
Province of Brescia 73 128 166
Varese 3 18 9
Province of Varese 31 69 35
Total 108 262 213

In 2013 the collection and sewage service collected water fromatotal of 91water treatment
works, all situated in the province of Brescia, for a total of approximately 57 million m3
treated. The main and most modern purifier is that of Verziano.

4.4.2 Managing environmental aspects of the integrated water service

The collection of water, especially in the case of pumping water resources from wells, leads
toasignificant consumption of electricity to power the plants. A high proportion of water is
currently obtained from wells,and the minimization of this type of consumption involves the
use of high efficiency pumps, usually regulated by inverters which adjust the flow to the
actual need of the distribution network.
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Verziano purification plant - Brescia

Water resource monitoringis avery significant factor for the purposes of groundwater
protection. Almost 30% more checks were performedin 2013 than in the previous year, in
terms of the number of parameters analyzed, reaching 3224 parameters analyzed per
million m3 supplied.

In relation to the chemical characteristics of the extracted water, in order to ensure
compliance with the limits making the water fit for human consumption, before it is
distributed to users water drawn from wells is subjected to a specific disinfection and
purification treatment. Disinfection plants, mainly using chlorine dioxide, are present at
allwater sources of water, as well as appropriate treatment plants where it is necessary to
eliminate specific substances. There are 65 physicochemical, biological and reverse osmosis
plantsinall.

One of the most recent plants of a significant size was installed at the Luvinate springin 2012.
Withaflow of 100 /sit serves one third of the inhabitants of Varese.



The soil surface has been sealed in order to protect the spring, while the supplied
water is passed through a set of four active carbon filters to prevent the risk of any
contamination by hydrocarbons or organic substances.

With regard to waste water management, the efficiency of the purification is
ensured by careful management of the process, aimed at optimizing the activity

of the bacteria responsible for digesting the organic substance and reducing the
concentration of pollutants. The flows adopted for the purification stage are
characterized by a high level of variability in terms of quality and quantity, depending
ondifferences in human activities and on asignificant variation in water usage
throughout the day, on different days of the month and in the different months of
theyear.If not properly controlled this variability could impede the optimization of
the purification activity performed by the bacteriaand the reduction of pollutant
content. Toavoid this problem occurring,and in order to seek the highest levels of
purification efficiency, increasing use is being made of equalization tanks which make
it possible to homogenize the quality characteristics of the sludge and make the
quantities of waste water sent to the biological treatment stages constant.

As mentioned, the water treatment plant at Verzano (Brescia) is the largest,
also treating waste water from Collebeato, Bovezzo, Cellatica, Gussago, Rezzato
and part of Castenedolo and Roncadelle, and serving a population of around
250,000. Membrane Bio Reactor (MBR) technology, using hollow fiber
membranes with a pore size of 0.035 microns, has been used on one of the
three lines at the Verziano purification plant since 2001 for the pressure-
driven ultrafiltration treatment of domestic waste water, replacing

the secondary sedimentation tank. MBR technology has many technical and
environmental advantages, raising purification standards using significantly less
bulky equipment. The small water treatment plant at Montichiari, which has
recently become operational, also uses this technology.
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4.5 Tables: environmental numbers Net thermal energy produced by type of plant and source - GWh
. . 20m1 2012 201
4.5.1 Activity data 3
Cogeneration and heat recovery
I 77 752 746
. s . . . plants
Compared with last year’s edition, some items have been combined. In particular,
thereisasingle indicator for waste-to-energy plants that includes those operatingin Waste-to-energy plants 907 1,034 1,130
cogeneration mode, while “cogeneration plants” is taken to mean those burning fossil Boilers 395 431 445
fuel Thermal plants
uels. Heat pumps 48 57 62
Total 2,067 2,274 2,382

Energy production

Net electricity produced divided by type of plant and source - GWh

Percentage of electricity produced by type of source

20m 2012 2013
High efficiency 2011 2012 2013
natural gas 4,015 2,600 3,782 )
~ ’ ’ ’ Renewable sources (hydro, renewable fraction of waste
Thermoelectric plants* combined cycles biogas, sola)* (hydro, ’ 36.7% 35.9% 41.8%
Multi-fuel plants 1,614 2,230 3,323 Coal 155% 256% 161%
Cogeneration plants 286 300 295 Natural gas 112% 31.6% 20.2%
Waste-to-energy plants .
1,1 1,1 1 Oil products 0.9% 0.7% 1%
(including biogas) 74 104 095 P 9% 7% 91%
. Nuclear 0% 0% 0%
Hydroelectric plants* 3,048 2,631 5,118
) Non-renewable fraction of waste 5.7% 6.2% 3.9%
Photovoltaic plants
(including energy used for <1 <1 3 *It has been assumed that there is arenewable fraction of 51% for non-hazardous waste (ref. Decree of
self-consumption) the Ministry of Economic Development of December 18,2008). As a consequence the non-renewable
1 O,
Total 10,137 8,864 13,616 fraction has been taken as 49%.

*Theincrease compared with 2012 can be attributed to the inclusion of Edipower plants within the Group.

106



Energy produced from waste to energy*

2011 2012 2013
Thermal energy from waste to energy 43.9% 45.5% 47.4%
Electricity from waste to energy 12.4% 12.6% 8.0%

*Energy generated by incinerators and biogas plants as percentage of total energy

generated by the Group.
Energy performance
20m 2012 2013

Average thermoelectric power station 457% 42.6% 39.6%
yield

Yield from high efficiency natural gas o o o

combined cycle plants 514% 513% 493%

Yield from multi-fuel plants 34.9% 35.6% 32.4%
Average cogenerationyield o o 5
from fossil fuel plants 79-2% 78.0% 78.3%
Avertage energy saving from 13.9% 12.0% 12.6%
fossilfuel cogeneration plants*
Average electricity produced by
1metric ton of waste (Kwh/e) 813 819 810
Average thermal energy produced by 606 3 76

1metric ton of waste (Kwh/t)

*This indicator was calculated with reference to the method described in Ministerial

Decree 4/8/2011.
The figureisan average andis merely indicative.

Energy distribution

Electricity, thermal energy and gas fed into the grid

2011 2012 2013
Electricity distributed (GWh) 11,489 11,361 11,099
Electricity losses in the grid* (GWh) notav. 231 199
. h Environmental
Heatingand cooling energy (GWh) 2,105 2,322 2,424 responsibility
Natural gas** (Mm3) 2,024 2,197 2,220
*Source: Report on Operations.
**Includes gas supplied directly to users by Retragas.
Integrated waste cycle
Collected, transported and intermediated waste
Tables: environmental
2011 2012 2013 numbers
Urban waste collected (t) 1,205,730 1,142,675 | 1,191,608
Special waste collectedandtransported (t) 760,887 615,617 351,405
Special waste brokered (t) 53,577 63,782 63,318
Special waste recovered notav. 43.6% 57.0%
Percentage of hazardous special waste notav. 71% 6.5%
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Differentiated collection*

2011 2012 2013
Quantity Quantity Quantity

collected (t) Index % collected (t) Index % collected (t) Index %
Bergamo 32,038 52.4% 32,821 53.5% 36,595 60.3%
Brescia 56,935 41.4% 50,324 38.9% 50,230 38.2%
Milan 238,662 34.5% 244,237 36.7% 278,797 42.9%
Varese 20,354 49.7% 22,250 56.0% 22,995 58.9%
Waste collection Province of Bergamo notav. notav. notav. notav. 4,883 58.6%
Waste collection Provinces of Bresciaand Mantua notav. notav. notav. notav. 84,796 53.7%
Waste collection Province of Milan notav. notav. notav. notav. 46,571 54.6%
Waste collection Province of Varese notav. notav. notav. notav. 5,733 68.7%
Total/average 348,889 37.4% 349,632 39.0% 530,600 47.5%

*These figures refer only to municipalities that are also provincial capitals; the quantity collected and differentiated collection rate have been calculated on the basis of the recommendations of the Region of Lombardy.
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Waste processed by the Group’s plants by type of plant*- t

20m 2012 2013
Waste-to-energy plants 1,541,443 1,468,477 1,469,824
Landfills 378,657 247,111 286,873
Bio-drying plants and RDF production plants 408,070 425,412 414,985
Other material recovery plants 461,587 433,310 332,692
Dust inertization plants 4,537 1,913 2,260
Total 2,794,295 2,576,223 2,506,633

*Includes all waste received by Group facilities.
Integrated water service
Sourcing and distribution Collection and treatment

Technical data 2011 2012 2013 Technical data 201 2012 2013
Wells (No) 255 262 262 Sewerage system - Network extension (km) 2,080 2,069 2,102
Springs (No) 188 198 213 Waste water treated (mln m3) 55 51 57
Drinking water treatment plants (No) 55 57 65 Water treatment plants (No) 61 59 59
Total length of network (km) 4,670 4,709 4,738 Loads treated - COD (t) 14,293 14,775 13,006
Water supplied (Mm3) 76 74 68 Loads treated - BOD (t) 6,744 6,905 6,078
Water abstracted (Mm3) 18 17 112 Loads treated - Total nitrogen (t) 1,726 1,558 1,732
Network losses (Mm3) 32 33 33 Loads treated - Total phosphorus (t) 216 194 231
Potability analysis - samples (No) 14,047 14,578 14,520
Potability analysis - total parameters (No) 169,576 180,428 | 220,642

Environmental
responsibility

Tables: environmental
numbers
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4.5.2 Resources

Resources used for the production of electricity and heat

continued

2011 2012 2013 20m 2012 2013
Fuels (TJ) Surface water resources taken for the production of electricity
Natural gas 32,789 23,038 32,606 and fully returned to the water body (thousands of m?)
Coal 16,350 23,257 22,588 Hydroelectric production 3,292,092 2,765,278 | 10,849,566
HFO (heavy fuel oil) 772 474 15,863 Thermoelectric production 698,425 551,102 1,299,784
Diesel 130 136 279 Chemical products and materials (t)
Waste and biomasses 14,377 13,602 11,630 Mineral acids 797 494 610
RDF (from external suppliers) 1780 551 3562 Additives/water conditioners 303 209 308
RDF (from Group plants) 357 1,073 1,040 Ammonia (solution) 5029 4814 5020
Biogas (from Group landfillsand water treatment works) 675 757 769 Gypsumand neutralizing solids 38964 42620 49,693
Automotive fuels (TJ) Active carbons 924 808 874
Petrol 18 23 28 Cement,sand and inert materials 2,534 2,355 2,003
Diesel 27 3 38 Sodium chloride 42 19 18
Methane 0,02 07 05 Technical gases (nitrogen, CO,, hydrogen, oxygen) 236 287 306
Electricity (TJ) 565 333 1019 Sodium hydroxide (solution) 913 471 713
Water resources consumed (thousands of m?) Methanol, solvents and other products 51 46 52
From the public supply 503 387 377 Odorizers - - -
From wells 6,581 8,214 9,767 Oilsand lubricants 72 112 189
From surface water bodies 22 15 177 Urea (solution) 2,417 2,541 2,580

follows



Resources used for electricity distribution

Resources used for district heating

2011 2012 2013
Automotive fuels (TJ)
Petrol 5.0 4. 3.8
Diesel 83 7.8 7.6
Methane 26 2.8 26
Electricity (TJ) 47 49 61
Water resources consumed (thousands of n¥)
Fromthe publicsupply 214 221 251
Fromwells 163 o o
From surface water bodies o o o
Chemical products and materials (t)
Mineral acids o o o
Additives/water conditioners o o o
Ammonia (solution) o o o
Gypsum and neutralizing solids o o o
Active carbons o o o
Cement, sand and inert materials o o o
Sodium chloride o o o
Technical gases (nitrogen, CO2, hydrogen, oxygen) o o o
Sodium hydroxide (solution) o o o
Methanol, solvents and other products o o o
Odorizers o o o
Oilsand lubricants 26 2.1 2.2
Urea (solution) o o o

2011 2012 2013
Automotive fuels (TJ)
Petrol 25 2.4 2.7
Diesel 1.8 17 17
Methane 17 1.8 17
Electricity (TJ) 29 3 32
Thermal energy (TJ) - purchased externally 780 882 856
Water resources consumed (thousands of m?)
Fromthe public supply 282 468 406
From wells o o o
From surface water bodies o o o
Chemical products and materials (t)
Mineral acids 256 303 189
Additives/water conditioners 43 75 66
Ammonia (solution) o o o
Gypsum and neutralizing solids o o o
Active carbons o o o
Cement,sand and inert materials o o o
Sodium chloride o o o
Technical gases (nitrogen, CO,, hydrogen, oxygen) 0.1 0.1 0.0
Sodium hydroxide (solution) 146 173 130
Methanol, solventsand other products 0.1 0.1 0.0
Odorizers o o o
Oilsand lubricants o o o
Urea (solution) o o o

Environmental
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Resources used for gas distribution

Resources used for the integrated waste cycle

2011 2012 2013 2011 2012 2013

Fuels (TJ) Fuels (TJ)
Natural gas 51 48 48 Natural gas o o 1
Automotive fuels (TJ) Diesel 28 29 31
Petrol 4.6 4.1 4.2 Automotive fuels - waste collection and street sweeping (TJ)
Diesel 8.7 8.5 8.4 Petrol 3.9 3.7 4
Methane 31 33 3.0 Diesel 324 318 354
Electricity (TJ) 2.0 2.4 25 Methane m 95 64
Water resources consumed (thousands of m3) Electricity for electric vehicles 0.2 01 o
Fromthe public supply 05 07 05 Electricity (TJ) 81 85 90
Fromwells o Water resources consumed - plants* (thousands of m?)
From surface water bodies o o o From the public supply 166 182 180
Chemical products and materials (t) From wells 307 304 255
Mineral acids o o o From surface water bodies o o o
Additives/water conditioners o o o} Chemical products and materials (t)
Ammonia (solution) o o o Mineral acids 2,217 2,307 1,685
Gypsum and neutralizing solids o o o Additives/water conditioners 232 215 229
Active carbons o o o Ammonia (solution) 215 455 516
Cement, sand and inert materials o o o Gypsum and neutralizing solids 418 389 269
Sodium chloride 03 0.2 o Active carbons 22 14 50
Technical gases (nitrogen, CO,, hydrogen, oxygen) 0.1 o o Cement, sand and inert materials 50,260 59,057 68,573
Sodium hydroxide (solution) o o o Sodium chloride 1,640 1,592 1,810
Methanol, solvents and other products o o o Technical gases (nitrogen, CO,, hydrogen, oxygen) 623 444 533
Odorizers 55 60 57 Sodium hydroxide (solution) 3,423 3,774 2,660
Oilsand lubricants o o o Methanol, solvents and other products 26 25 155
Urea (solution) Odorizers o o o

Oilsand lubricants 32 31 253

Urea o o o




Resources used in the integrated water service

Resources used in general services

2011 2012 2013
Water (thousands of m3) 770 754 841
Electricity (TJ) 105 17 101
Fuels (TJ)
Diesel 3 3 5
Methane 92 87 89 f:s‘:::;?;;?:;l
Fuels (TJ)
Petrol 2 2 2
Methane 3 3 2
Diesel 10 1 1

20m 2012 2013
Fuels (TJ)
Methane 01 0.7 o
Diesel <01 <01 <01
Electricity (TJ) 293 309 297
Automotive fuels (TJ)
Petrol 1.9 1.9 1.9
Methane 4.6 5.0 4.9
Diesel 1.0 1.0 13
Chemical products (t)
Mineral acids 373 351 206
Additives/water conditioners 3,174 4,105 5,621
Ammoniasolution o o o
Gypsum and neutralizers 33 62 50
Active carbons 62 36 78
Cementand inert materials o o o
Sodium chloride (common salt) o o o
Technical gases 14 29 126
Sodium hydroxide solution (caustic soda) o o o
Methanol, solvents and other products 518 618 642
Odorizers o o o
Hydraulic oilsand lubricants o 2 1
Urea (solution) o o o

Tables: environmental
numbers
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4.5.3 Air and climate

Total NOx (nitrogen oxide) emissions from other plants/networks - t/year

. . 20m 2012 2013
Atmospheric emissions
Electricity distribution o o o
Total NOx (nitrogen oxide) emissions from electricity and thermal energy District heating o o o
production plants - t/year Gas distribution 08 0.9 11
20m 2012 2013 Integrated waste cycle 5.7 1.6 13
High efficienc Water cycle 2. 0.8 0.
. G 449 289 511 Y > 7
Thermoelectric plants combined cycle General services o o o
Multi-fuel plants 2,434 3,401 3,809 Total 9.0 3.3 3.2
Cogeneration plants Fossil fuels 217 223 202
Waste-to-energy plants
(including biogas) 687 644 652 NOXx emission factors of electricity and thermal energy production plants
-g/kWh (e+t
Fossil fuels &/ (e+)
Thermal plants 55 49 46
(natural gas) 2011 2012 2013
Total 3,842 4,605 5,220 High efficiency
. on o1 014
Thermoelectric plants combined cycle
Multi-fuel plants 1.51 153 115
Total NOx (nitrogen oxide) emissions during transients- t/year Cogeneration plants Fossil fuels 0.22 0.21 0.20
2011 2012 2013 Waste to energy Waste to energy 0.33 0.30 0.29
High efficiency . . o Thermal plants Fossil fuels (natural gas) 0.4 0.2 0.2
Thermoelectric plants combined cycle
Multi-fuel plants 17 5 128
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Total SO, (sulfur dioxide) emissions from electricity and

thermal energy production plants - t/year

Total SO, (sulfur dioxide) emissions from other plants/

networks - t/year

201 2012 2013
High eﬁﬁaency ° o °
Thermoelectric plants combined cycle
Multi-fuel plants 602 810 1,595
Cogenerationplants ~ Fossil fuels 236 193 136
Wi -to-
ot (nclacing. V85 .
P’ S (including biogas) 3 /
biogas)
Fossil fuels
Thermal plants o o o
(natural gas)
Total 846 1,006 1,739

Total SO, (sulfur dioxide) emissions during transients- t/year

20m 2012 2013
High efficiency
Thermoelectric combined cycle 0 o o
plants -
Multi-fuel plants 13 4 120

20m 2012 2013
Electricity distribution o o o
District heating o o o
Gas distribution o o o
Integrated waste cycle 3.8 3.0 2.6
Water cycle (o} 0.2 0.2
Generalservices o o o
Total 3.9 3.1 2.8
SO, emission factors from electricity and thermal energy
production plants - t/year
201 2012 2013
High efficienc
ene Y o o o}
Thermoelectric combined cycle
plants Multi-fuel o 06 | ous
plants 37 3 4
Cogeneration Fossil
0.24 0.8 0.13
plants fuels
Waste-to-energy
plants (including Waste to energy <0.01 <0.01 <0.01
biogas)
Fossil fuels
Thermal plants o o o

(natural gas)
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Total dust emissions from electricity and thermal energy production plants Total dust emissions from other plants/networks - t/year
- t/year
2011 2012 2013
20m 2012 2013 Electricity distribution ) o o
High efﬁaency o o o District heating o o o
Thermoelectric plants combined cycle o
) Gas distribution o o o
Multi-fuel plants 47 67 103
) ) Integrated waste cycle 0.6 0.7 0.2
Cogeneration plants Fossil fuels 2 2 2
Water cycle o o o
Waste-to-energy plants -
(including biogas) 3 4 3 General services o o) o
Fossil fuels Total 0.6 0.7 0.2
Thermal plants o o o
(natural gas)
Total 52 73 108 Dust emission factors of electricity and thermal energy production plants
- t/year
2011 2012 2013
Total dust emissions during transients- t/year ] ]
High efficiency o o o
2011 2012 2013 . combined cycle
Thermoelectric plants e fuel
i i Multi-fue
High efﬁaency o o o 0.03 0.03 0.03
combined cycle plants
Thermoelectric plants . )
Multi-fuel Cogeneration plants Fossil fuels <0.01 <0.01 <0.01
lants 4 o5 3
P Waste-to-energy plants Waste
' o ) N <0.01 <0.01 <0.01
(including biogas) (including biogas)
Fossil fuels
Thermal plants o o o

(natural gas)
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Total emissions of CO (carbon monoxide) by electricity and
thermal heat production plants - t/year

Total emissions of CO (carbon monoxide) from other

plants/networks - t/year

2011 2012 2013
Electricity distribution o o o
District heating o o o
Gas distribution n.d. n.d. n.d.
Integrated waste cycle 15 0.6 0.6
Water cycle 0.1 03 0.2
General services o o
Total 1.6 0.9 0.7

Other pollutants - t/year

20m 2012 2013
Hydrofluoricacid (HF) 3.2 8.6 7.6
Hydrochloric acid (HCI) 53 60 39
Total organic carbon 31 34 34

2011 2012 2013
High efficiency % 2 24
Thermoelectric combined cycle
plants Multi-fuel 128 . o
plants 3 7 9
Cogeneration .
plants Fossil fuels 52 53 46
Waste-to-energy
plants (including Waste to energy 153 153 164
biogas)
Thermal plants Fossil fuels 10
P (natural gas) ° 7
Totale 442 363 403
Total CO (carbon dioxide) emissions during transients
- tfyear
20m 2012 2013
High
Thermoelectric efficiency 401 528 1.721
plants combined cycle
Multi-fuel plants 30 9 46
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Dioxins and micropollutants - electricity and thermal heat production plants

Total emissions of CO2 from other plants/networks - t/year

20m 2012 2013
Electricity distribution o o o
District heating o o o
Gas distribution* 2,872 2,660 2,675
Integrated waste cycle 2,070 3,511 2,363
Water cycle 6 4 2
General services 5,374 5,065 5,396
Total 10,323 11,277 | 10,436

Total emissions of CO2 from motor vehicles- t/year

20m 2012 2013
Production of electricity and heat 332 437 507
Integrated waste cycle (waste collectionand
street cleaning) 30579 29,219 | 30,246
Integrated water service 474 510 503
General services 1,054 1,124 1,086
Electricity distribution 1,127 1,031 088
District heating 410 399 413
Gas distribution 1,150 1,112 1,094
Total 35,126 33,832 | 34,835

2011 2012 2013
Dioxins (gram equivalents) 0.024 0.014 0.010
Other micropollutants (Kg)
Polychlorinated biphenyls (PCBs) 0.03 0.04 0.12
Metals (Sb +As +Pb + Cr+ Cu+Mn+Ni+V +Sn) 1,495 1,745 1,765
Cadmium + Thallium 12 16 7
Polycyclicaromatic hydrocarbons 0.27 0.63 0.22
Mercury 19 6 1
Direct emissions of greenhouse gases and ozone-depleting gases
Total CO, emissions from electricity and thermal energy production plants* - t/year
20m 2012 2013
High efficiency 1556366 1009967 | 1538100
Thermoelectric plants combined cycle
Multi-fuel plants 1,482,598 2,070,271 3,236,180
Cogeneration plants Fossil fuels 312,395 324,153 332,215
Waste-to-energy plants** 871,376 989,633 964,710
Fossil fuels
Th Ipl
ermal plants (natural gas) 86,645 91,436 93,195
Process auxiliaries 178 1,150 1,508
Total 4,309,558 4,486,610 6,165,908

*The datareported are not relevant for the requirements of the Emissions Trading Directive (2003/87).
** Consists only of the CO, emitted by the combustion of the non-renewable fraction.
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Other emissions: greenhouse gases and ozone-depleting substances - kg

2011 2012 2013
Sulfur hexafluoride (SF6) 119 287 198
R134a 1,701 4,354 5,780
R22 (HCFC-22) 202 252 112
R407C 150 626 107
R410A 13 238 26
R427A [¢] 5 29
R422 17 8 36
Other refrigerant fluids o o 225
Methane (CH4)10 - losses from natural gas distribution networks* 26,623,330 21,138,391 23,647,473
Methane (CH4)11-from biogas dispersed in landfills 2,112,659 1,999,163 1,849,698

*Figure calculated as the difference between theamount put into the grid and the amount supplied; where the figure for the amount supplied is not available aloss of 2% has been estimated.

CO, emission factors of electricity and thermal energy production plants -g/kWh(e+t)

20m 2012 2013
High efficiency combined cycle (natural gas) 388 388 407
Thermoelectric plants
Multi-fuel plants 919 929 974
Cogeneration plants Fossil fuels 318 315 319
Waste-to-energy plants Waste to energy 555 645 626
Thermal plants Fossil fuels (natural gas) 219 212 202

Environmental
responsibility

Tables: environmental
numbers
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Indirect emissions of greenhouse gases

Indirect emissions of greenhouse gases - Scope 2* - tCO, eq/year

20m 2012 2013
Production of electricity and heat 60,661 43,113 111,214
Integrated waste cycle (waste collection and street cleaning) 9,237 8,880 9,860
Integrated water service 33,662 34,030 32,406
General services 11,945 12,818 10,985
Electricity distribution n.d. n.d. 6,678
District heating 3,334 3,412 3,442
Gas distribution 232 227 269
Total 119,071 102,479 174,853

*Emissions of CO, relating to electricity purchased by and consumed within A2A (Scope 2); the mix of primary energy sources is the national average; the emission factor indicated in the APAT Italian Greenhouse Inventory

Report for 2012 (0.393t/MWh) has been applied.

Global impact indicators

Global impact indicators

4.5.4 Biodiversity

Water released for MVF (Minimum Vital Flow) - thousands of m?

2011 2012 2013 2011 2012 2013
Total greenhouse gas emissions - Scope 1 (tCO,eq/year) 5,079,241 5,124,047 | 6,862,002 Water released 390,040 394,925 232,156
Indirect greenhouse gas emissions - Scope 2 (tCO,eqgfyear) 119,071 102,479 174,853
8?;;2222%greenhousegas emissions - Scope 3 nd. 727,446 246150
Total emissions of ozone-depleting gases (Kg R11eq) 7 9 4
Total acidifying emissions (tSO,eq) 3,544 4,279 6,958

*Theincrease compared with 2012 can be attributed to the inclusion of Edipower plants within the Group.
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4.5.5 Discharges and emissions into water

Industrial waste water - volume - thousand of m3

201 2012 2013

Energy production 377 303 268

of which from waste to energy 222 185 157

Integrated waste cycle 147 130 263

General services o) [¢) o)

Discharged into sewers Water cycle o o o

Electricity distribution 163 154 177

District heating 0,1 03 o

Gas distribution 1 4 1

Total 689 592 710

Energy production 1,051 1,069 2,384

of which from waste to energy o o o

Integrated waste cycle 1,614 1,582 1,236

. . N Water cycle o o o
Discharged into surface water bodies —

Electricity distribution o o o

District heating o o o

Gas distribution o o o

Total 2,664 2,651 3,620

Energy production 157 159 1,484

Integrated waste cycle 250 236 255

General services o [¢) o

. . Water cycle o o o
Waste water recovered in the production cycle —

Electricity distribution o o o

District heating 3 3 1

Gas distribution o o o

Total 410 398 1,740

Environmental
responsibility

Tables: environmental
numbers
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Industrial waste water - pollutant discharges into surface water bodies - t

4.5.6 Waste produced by the Group

Non-hazardous special waste - t

2011 2012 2013

Production of energy and heat 306,387 311,739 347,958
of which waste to energy 211,993 195,759 208,250
Integrated waste cycle 216,133 177,485 214,065
Integrated water service 22,623 20,849 20,185
General services 61 122 863
Electricity distribution 439 163 160
District heating 193 206 39
Gas distribution 134 443 457
Total non-hazardous waste produced 545,971 511,095 583,726

20Mm 2012 2013

BOD 4 6 16
Productionand distribution of energy

COD 14 22 63

BOD 1 1 1

of which waste to energy

COD o 7 10

BOD 13 18 19
Integrated waste cycle

COD 93 130 84

BOD o o o
Water cycle

COoD o e} o

BOD o o o
Electricity distribution

COoD o o o

BOD o o o
District heating

COD o o o

BOD o o o
Gas distribution

BOD o o o

BOD o o o
General services

BOD o o o
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Hazardous special waste - t

Special waste (hazardous and non-hazardous)

sent for recovery

2011 2012 2013
(ocludnguastorcamerd) A
Waste to energy 76% 87% 83%
Integrated waste cycle 3% 3% 1%
Integrated water service 84% 97% 98%
General services 32% 71% 93%
Electricity distribution 5% 9% 25%
District heating 15% 65% 34%
Gas distribution 59% 20% 41%
Average data for the A2A Group 54% 65% 60%

201 2012 2013

Production of energy and heat 90,676 93,340 92,501
of which waste to energy 89,878 92,160 89,187
Integrated waste cycle 179 425 428
Integrated water service 1 3 2
General services 22 47 9
Electricity distribution 277 355 35
District heating 8 11 1
Gas distribution 4 13 10
Total hazardous waste produced 91,167 94,193 92,987
of which from PCBs 5 o o

Cross-border hazardous special waste - t
20m 2012 2013
Hazardous special waste exported - nd. 47213 36,261

A2A Group total *

*Includes waste from treatment plants (inertization).

Environmental
responsibility

Tables: environmental
numbers
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5.1 A2A people Bt
IDENTITY CARD ATDECEMBER31,2013

There were 9,945 Over 220 thousand The house organ, 4.7 million euro
A2A employees on hours of training “Inaduea”, is contributed to
December 31,2013 given,averaging distributedin the Group

22 hours per person 10 thousand Recreational Clubs

copies perissue

&%) Workers by type of contract € Personnel by workplace Of total employees, 9.4% have a university degree,
47.7% have adiploma or professional qualification
100% — 10.19%  00% and 42.9% have a high school diploma.
1.8% 0.0% 0.0% The largest age range (38%) is between 41and
wor 2.0% 1.4% 1.6% 50 years of age. 36% of employees have been
96.2% 98.5% 98.4% workingin A2A for less than 10 years and 12% for
more than 30 years.
60% — In 2013, 528 employees were hired in contrast to

494 terminations of employment.
40% —

20% — Lombardy
Permanent contract o g
Fixed-term contract Other Italian regions
M Outside Italy

0% — M Foreign contract 80.9% Allthe Group data may be found in

2011 2012 2013 the tables on pages 141to 155
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Introduction

. e . The A2A Group

5.1.1 Human resources The training strategy and resulting
management operational plan maintainan overall
. . . . Strategies and policies
vision that integrates training with other for sustainability

The growthand development of A2A development tools. Managerial training
depends on the Group’s human resources. has been planned based on this logic, Economic
Forthis reason, A2A invests constantly providing for targeted courses over the responsibility
inits peopleandstrivesto create the medium-to long-term time period thatare
best conditions for successful career designed to accompany employeesalong Environmental
progression. their professional paths through four responsibility

crucial stages: newly hired, professional,
Social responsibility

A2A’s Human Resources Development middle manager/supervisor, manager.
. . . A2Apeople

System is based on performance For certain roles deemed particularly

. . . . . The customersand
appraisal,assessment of potential critical, specific training courses are ,]UEMQ;,,\ZEJ (
and training courses that providea organized to guarantee the level of Suppliers
growth path throughout the working professionalism required by the quality Institutions and local
life of each employee. Beginningin standards of the sector. This role training commnes
2008,anumber of tools and processes consists of technical courses, mainly
have been progressively designed connected with operational know- Statementof

compliance

and implemented: Job Positioning, how and skills (specific job training),
Performance Management, Managerial arranged by subject: environment, Statement of the
Training, Mapping by professional administration, information level of compliance
family, Development Centers for young technology, and technical, quality with GRIguidelines
professionals and the Appointment and safety issues.

Process for senior and middle managers.
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5.1.2 Equal opportunities policy
No employee may be discriminated against for reasons of age, gender, sexuality, race, state

of health, nationality, political opinion, religious creed or for any other reason. Any breach
of this right is considered to be a breach of the Group’s Code of Ethics.

110 Female population as a percentage of total personnel*

20%
18%
16%

15.7% 16.0%

14% 15.0%

12%

10%
201 2012 2013

*The decrease in percentage of the female population is due to the acquisition of the company
Edipower, in which 90% of employees are male.

By adopting the Charter for Equal Opportunities and Equality at Work, signedin
2012, the Group has made acommitment to promote the diversity of its organization by
identifying and overcoming stereotypes associated with gender, age, disability, ethnicity,
religion and sexual orientation.

In establishing the type of contract and remuneration, A2A abides scrupulously by Italian
legislation, which excludes distinction of any kind by gender. There is no difference
between the basic wage earned by women and men at the same level, while slight

differences, which are gradually diminishing, remain in the average wage at the various
category levels.

111 Average wages of women compared to men

Category 2011 2012 2013
Senior managers 91.6% 98.1% 98.9%
Middle managers 97.2% 98.0% 98.5%
White-collar workers 91.3% 91.0% 90.3%
Blue-collar workers 88.3% 90.0% 91.3%

To help employees reconcile work and private life, the Group has granted 351 part-
time jobs (3.5% of total employees), of which 72% have gone to women. In addition to
maternity requirements, applications based on family needs to assist disabled people
and people with seriousillnesses are considered to have priority. Parental leave was
granted to 436 people, of which 58.9% women. 91.9% of the people granted parental
leave in 2013 returned to work in the same year.

A2A ensures working rights for people with disabilities, as required by current
legislation. 423 disabled persons were employed by the Group in 2013, of whom 21.9%
women.

As part of the Group’s “Diversity Management” policies, A2A has continued to work with
the Sodalitas Foundation, taking part in the second edition of the “Diversity at Work?’
Career Day, an event that encourages the identification and recruitment of potential
job candidates belonging to protected categories.



5.1.3 Hiring policies and staff turnover

The A2A recruitment process makes use of diagnostic tools that permit targeted selection
procedures based on the principles of transparency, propriety and timeliness.

Over the course of 2013, the process has been supported by employer branding
activities designed to constantly consolidate the image and appeal of A2A on the job
market. While specific attention is given to the most representative universities in the
local areas with the highest percentage of hiring (Milan and Brescia), where 8 recruiting
events such as career days and company presentations were held during the year, A2A
has strengthened its channels of approach to young graduates and junior professionals by
increasingits use of social networks as a recruitingtool.

The Group’s companies hired a total of 528 peoplein 2013,
of which 529 on a permanent basis.

Atotal of 280 internships were arranged, involving
secondary school students, university students and recent
university graduates. The various types of internships
include 78 apprenticeships for obtaining the first or second
grade license for operating steam generators.

45% of newworker

hireswereinthe
Environment 1
Sector &

Introduction

The A2A Group
112 Hiring by type of contract

Strategies and policies

600 .
for sustainability
500
Economic
400 272 responsibility
262
300 250
Environmental
200 responsibility
178 136 256
100 . og_ege
Social responsibility
o A2Apeople
201 2012 2013 anc
Fixed-term contract Permanent contract

Suppliers

Institutions and local
Toincrease opportunities of professional growth of commnes
current staff members, 44 internal recruitments
were implemented in 2013 through job postings available
toallemployees. To date, approximately 529 of these
positions has been successfully covered by internal Statement of the
staff, demonstrating the effectiveness of this tooland its level of compliance

appreciation on the part of employees. with GRIguidelines

Statement of
compliance

Over the course of the year there were 494 separations
fora 4.97% turnover rate,aslight increase over 2012.
Theincrease in separations was mainly due to the sale of
Edipower business units (in particular administrative staff
and energy management),as well as the sale to Iren Energia
S.p.A. of the Turbigo (Milan) and Tusciano (Salerno) plants.
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Theincrease isalso the result of a policy of incentives to encourage staff turnover, pursued
through the adoption of aworkforce mobility procedure. Intended mainly for those
employees of the core staff of A2A and Edipower whose pension rights would mature
within the duration of the period of unemployment, the aim of the procedure is to support
the process of integration of the respective corporate departments.

There has nonetheless beenaconsiderable decrease in retirements, mainly due to pension
reforms on the part of the Italian Government. Finally, the high number of terminations

of fixed-term contracts isascribable to the use of seasonal contracts with Amsafor the
organization of work during the summer months and for the collection of leaves during
theautumn months.

113  Turnover rate

7%

5.98%
6%

4.97%
o 4.78%
5%

4%

2011 2012 2013

There were no collective dismissals in 2013and as a consequence no specific policies
were drawn up to deal with these issues.
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5..4 Remuneration and incentives

The Group’s remuneration policies have been arranged to ensure that employees

are positioned correctly in terms of the wages or salary they receive with respect to
the work they do, and to appraise their work performance and conduct. In addition

to the fixed remuneration resulting from the application of the national collective
laboragreements, there are both selective wage or salary increases and specific
monetary economic awards. For the managerial population these are linked to
preset annual Group and individual objectives (management by objectives) and

for other employees they are given as one-off payments in connection with work
performanceand conduct.

Toensureallthe Group’s staff are involved, including those in non-managerial positions,

the variable remuneration systemis supplemented by a collective incentive tool (results

bonus) based on profitability and productivity objectives.

Certain fringe benefits may also be given, such as by way of example:

o for managerial staff: accident, life and health insurance and the use of a company car;

 for non-managerial staff: meal vouchers/company canteen, discounts and subsidies
through the Group Recreational Clubs and contributions to the supplementary pension
scheme of the sector.

Oninduction, in the absence of past working experience, A2A pays men and women the

minimum wage or salary established by the applicable national collective labor agreement

for the category into which they fall.

Labor costs, net of capitalized costs, totaled 664 million euro for the year ending
December 31,2013, compared to 602 million for the year ending December 31,2012,
foranincrease of 62 million euro (+10%) due to the consolidation of Edipower over the
entireyear.



5.1.5 Worker health and safety

For the A2A Group the prevention of occupational accidents and illnesses is an indispensable objective of its business activities, going beyond merely
meeting legislative requirements. Each business function is required to comply with the standards for worker health and safety, as well as the rules of business
conduct. The same commitment is required of all contractors with whom the Group works.

In 2013 steps continued to be taken for certification in accordance with standard OHSAS 18001 to promote the adoption of an increasingly effective
and efficient Safety Management System. Over the course of the year, two additional companies of the Group have achieved certification, for a total of 16
certified companies.

Inaddition, the guidelines and procedures designed
toidentify significant roles in health and safety in the
workplace have continued to be updated, with the aim of
ensuringincreased organizational consistency in managing
theseissues and facilitating the implementation of the
Safety Management System.

Accident trends

Companies that are similar from a work-risk standpoint

have been grouped together into two macro-sectors to

make the Group’s accident statistics easier to understand
and more comparable:

o the Environment Sector, which consists of the
companies operating in the waste cycle: Amsa, Aprica,
A2A Ambiente and subsidiaries;

o the Energy Sector, which consists of all the other
Group companies, which essentially operate in energy
generation and distribution and in the water cycle.

Introduction

The A2A Group

Strategies and policies
for sustainability

Economic
responsibility

Environmental
responsibility

Social responsibility
A2Apeople

The customersand
public served

Suppliers

Institutions and local
communities

Statement of
compliance

Statement of the
level of compliance
with GRI guidelines
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For the Energy Sector the general trend of the 2011-2013 period reveals a situation of substantial stability, with levels of improvement of all indices over the course of 2012 that were not
confirmed the following year. For the Environment Sector on the other hand there was a slight improvement over the course of the three-year period.

114 Accident indices* — Energy Sector

25

20

115

128

106
84
62

40

20.7
16.8
14.9
12.5
10.4
8.9
0.5 0.3 0.3
201 2012 2013
®Frequencyrate Severity index Occurrence rate
Accident indices* - Environment Sector
1.7
116.2 116.3
745 71.9 69.4
*— —— —o
2.0 1.6 1.6
2011 2012 2013
®Frequencyrate Severity index Occurrencerate

*the way in which the accident indices have been calculated is explained on page 149.

Safety training

With regard to Presidential Decree no. 177/11, which became effective on November 23,
2011, and stipulates training and updating requirements for people working in confined
spaces or suspected polluted areas, A2A continued the relative training activities over
the course of 2013, consisting of theoretical training together with specific practical
exercises, for atotal of more than 1,500 attendances and over 6,500 training hours.

Atotal of 136,795 health and safety training hours were provided by the A2A Group
in2013.

Survey on the awareness of health and safety issues in the workplace

In 2012, in conjunction with the Faculty of Medicine and Surgery of the Department

of Preventive Medical Sciences at the Federico Il University in Naples, a survey was
launched to investigate the awareness level of workers at Partenope Ambiente
regarding the subject of health and safety in the workplace.

The survey was conducted through the distribution of ananonymous questionnaire, with
the aim of contributing to the design of training activities based on a better understanding
of worker awareness regarding these issues.

The survey was completedin 2013,and on analysis of the questionnaires, 64% of the
responses given by the workers were discovered to be accurate. The highest percentage of
accurate responses were from the group of questions regarding “Regulations” (74%) and
“PPE Safety Procedures” (69%), while the lowest percentage of accurate responses were
fromthe group of questions regarding “Biological Risks” (57%) and “Other Risks” (48%).



Worker health supervision

Health supervisionin A2A is carried out on the basis of the specific risk assessed for each
individual worker.

Examinations and testsare carried out at 35 health centers throughout the country
and in external organizations with whom agreements have been reached. A pool of 38
physicians operate withinthe Group, plus ageneral practitioner at the headquarters

in Brescia. In the companies of the Group where more than one physician is present, a

coordinating physician has been nominated. Presently there are 9 coordinating physicians.

Atotal of 6,800 medical examinations and approximately 15,000 further
investigations were carried out in 2013. Inaddition, company physicians conducted
114 inspections in the work environments to verify coherence between the health

The results were used to identify training gaps relative to the areas under study, and the

results were taken into account in the planning of training courses.

supervision program and the work performed by
employees.

The physicians held 22 training meetings for group or
individual training on avariety of subjects such as: preventive
training regarding tests for the absence of drugand alcohol
dependence, first aid courses, information on the results of
environmental testing, and training regarding specific risks
(computer terminals, biological and chemical risks, etc.).
Atotal of 595 toxicological opinions were issued, to
assess the chemical risk of preparations and substances

used or being purchased. Social responsibility

The following health promotion measures were AzApeople
implemented during the year, with the voluntary
participation of workers:

e seasonal influenza vaccination campaign, involving
638 workers;

« optional medical examinations proposed by the
company physicians and aimed at homogeneous groups
of workers and technicians;

¢ Progetto Cuore,acampaign for cardiovascular risk
prevention, proposed by the Italian National Institute
of Health and launched at the end of 2012. A total of 458
people amongst operational staff and shift workers from
certain business sectors initially took part in the program.
Monitoring of the participants has continued in 2013,and
increased awareness has led to a reduction of risk factors.

Amsa doctors reported 4 cases of occupational disease
in2013.
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5.1.6 Industrial relations

All of the Group’s workers are covered by the National Collective Labor Agreements
(CCNL), which establish the means of dealing with trade union relationships at the various
levels of representation: national, local and single company level.

Supplementary negotiations in addition to the applicable Labor Agreements are
broad andarticulated. They are conducted at a national level with the national trade
union organizations for the specific sector,and at alocal (and/or company) level with
the local trade union organizations and with internal trade union representatives
(RSAs or RSUs).

In2013,128 trade union agreements were signed. They affect all sectors and companies

of the Group and can be categorized in following classes:

e working hours and organization;

e the use of technologies for the safety of work sites and work activities;

o the transfer of companies, business units and contracts;

e personnel management, trainingand education;

e industrial relations procedures;

e reduction of surplus staff with the application of social guarantees and economic
incentives;

e productivity enhancement.

12

The agreements have affected all sectors and companies of the Group; in particular, 30 of
them involved the parent company.

The Group has paid special attention to defining policies and approaches that help limit
impact in its management of surplus staff, preferring solutions that permit the workers
concernedto use early retirement programs and incentives to supplementincome.

Issues related to health and safety in the workplace have also found ample space

in relations with trade unions. Dialogue and exchange of opinion with workers’
representatives regarding safety, technical training and accident prevention measures are
managed by the Environment, Health and Safety Office.

Trade union
agreements signed
IN2013




Asfar as strikes are concerned, they are regulated and protected as
provided by Italian Law 146/1990 “Rules concerning the right to strike in
essential public services and safeguarding the rights of constitutionally
protected persons”and subsequent amendments and additions.

Inthe case of absences from work due to strikes, the Group maintains
minimum services to guarantee plant safety, the safety of the workers
themselves and that of the public. The criteria used to identify the staff
required are determined with the trade union organizations.

Employees join or may elect to join supplementary pension schemes
in compliance with their specific employment contracts;

the main supplementary pension funds are: Pegaso, Fonte, Fopen,
Fondichim and Previambiente, and for managers Previndaiand

Mario Negri.

Laws, employment contracts and company agreements specify the
required notice period to be given in the case of transfer of
personnel following operational changes, organizational changes and
contract succession.

The Group also recognizes, as a matter of standard procedure, forms
of individual benefits or supplementary remuneration in the event of
special problems relating to personal situations, gender or age.

One hundred sixty-one employment-related disputes were in
progress or completed in 2013. Of these, there were 26 cases regarding
appealsagainst dismissal, including 18 for dismissal for disciplinary
reasons, 4 cases regarding appeals against dismissal for exceeding the
time of respite (the maximum period allowed by law for aworker to

be onsickleave),and 1for objectively justifiable reasons. Inaddition,
26 claimants asked to be hired ona permanent basis. In 28 cases the
claimants complained about a reduction in job content,and 8 asked to
be recognizedin a higher category. Finally, 12 cases were in progress or
completedin 2013 foralleged occupational ilinesses or accidents.

5.1.7 Development and training

Enhancing the value of human resources is one of the basic objectives
that A2A set itself on creation, and each individual company of the Group

is committed to promoting the growth of internal staff into positions of
increasing complexity and responsibility.

Over the course of 2013, of 18 vacant middle-management positions,
13 were covered through internal promotions (of whom 4 women),
with only 5new hires. A2A has continued activities launched in recent years
in favor of its younger employees: 20 recently hired university graduates
participated in professional development interviews to map out their
professional pathway. In addition, the Development Center determined
the events to take place in 2014 in favor of young professionals.

Social responsibility
A2Apeople
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A2A Day for young new hires

Overtheyears A2A has developedan
“induction” path for young new hires, to
provide them with amore complete view of
the Group’s organization, to help them get to
know some of the companies’ most important
activitiesand projects,and tofostera

sense of identity and belonging.

In 20713, this introduction to the Group involved
53 people, with two-day classroom sessions
featuring 28 internal speakers from the

middle management level of the individual

departments/companies.

Overthe course of the year
approximately 220 thousand
training hours were provided,

of which 96,132in Edipower, foran
average of over 22 hours per person.

5.6

Average satisfaction
rating of training
(onascaleof1to7)

The largest portion of training
activities overall were devoted,
asinthe past, to safety, also
because regulatory changes
continue to expand the scope of
mandatory training. Technical
training came in second in terms
of hours provided. With respect
to 2012, environmental training

116

25

20

17

Average hours of training per person

221

13.2

201 2012 2013

Main training areas in A2A

% 41%
52% 3.2% 4. °1.6%3.50/
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M Foreign languages
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increased, while computer training decreased, after having been unusually high in 2012
due to the unbundling project.

Stepsare being taken to complete the managerial training programmed in recent
years for selected clusters.

Language training, also structured this year into different thematic streams (grammar
for basic level groups and business English for the intermediate and advanced levels),
involved 422 people (+34% with respect to 2012), for approximately 7,000 hours; The
main language is English, accompanied by courses in other languages for specific needs:
French, German and Italian.

A2A has continued to use the e-learning platform as a supplementary training
method, totaling 4,556 hours,and 1,814 participants (+62% with respect to last year).

A2A uses a performance management system which is gradually being extended to
increasing sectors of the Group’s employees. This process was set up in 2009 and by
2012its use had extended to appraising all senior managers, middle managers and white-
collar workers of the Group’s companies, with the sole exception of Camuna Energia
and Edipower. For the latter, participation has already been planned for 2014 following
acquisition of the company.

A2A’s performance management system is used on an annual basis and varies, in
terms of the process and appraisal areas, on the basis of the reference population.
The tool assesses and addresses three basic elements of people’s behavior within

an organization: the individual results they achieve, the conduct they adhere to,and
their personal improvement plans. In 2013 this training path involved newly appointed
supervisors for atotal of 355 hours and 25 attendances.

The right training for everyone

¢ A2A Energia. Challenge: a training course for
supervisors, designed to strengthen the identity
and cohesion of human resources by improving
teamwork and team spirit. The course consists
of 705 training hours (average participant
appreciation 6.1 out of 7).
¢ A2A Calore & Servizi. Quality and customer . .
. . Social responsibility
relations: for supervisors and key account AzApeople
managers; designed toimprove customer
satisfactionin relation to the quality of service
rendered. The course consists of 130 training hours
(average participant appreciation 5.3 out of 7).
¢ Amsa. Conduct training for street cleaners:
involved 9o employees, focusing on their role in
and relationship with the community, designed to
strengthen motivation and maintain high quality
of service.
e A2A. Effective and efficiency for reaching
the objectives of the Business Plan:
training course for all managers aimed at
supportingthem in their commitment to achieve
challenging business objectives and to guide the
collaboration of their teams in this endeavor.
Articulated in four modules over two days, with
121 participants.

137



SIS CIMELIAANC sJe]adl Social responsibility

2013

5.1.8 Internal Communications

There are two main means by which internal communications are channeled in A2A: the house organ “Inaduea” and the
Intranet. “Inaduea” is the corporate newspaper, written for and dedicated to all personnel of the Group.

Its purpose s to highlight A2A’s projects, its products and technological innovations while promoting the professional
achievements and contributions of the people who work in the Group’s various companies and locations. The paper

is sentin hard copy by mail four times ayear to allemployees, but there is also a web version available on the Group’s
intranet. Inaduea is printed and distributed in accordance with precise eco-compatibility standards, ranging from the
paper (FSC) and ink used, to the packaging in “mater-bi” bioplastic for mailing. New features in 2013 include the use of
infographics and the introduction of pages expressly devoted to the Group’s four business segments (Environment,

Heat, Energy and Networks), giving them even more prominence and visibility. The section devoted to the people

who workat A2A (Noi e il nostro Gruppo), based oninterviews, has been redesigned to showcase the professional

experiences of the employees of all of the Group’s sectors.

The intranet portal cww.az2a.euis
constantly updated and is used to disseminate
information about the Group’s activities

and to provide employees with a useful tool
for obtaining the information they need

to carry out their work. Over the course of
2013 the portal has been enriched with an
increasing number of sections that help
facilitate the integration of employees coming
from other organizations.

Aspecialarea has been created witha

brief coordinated image manual for all of

the companies of the Group (letterheads,
trademarks and logos, presentation formats,
etc.),to provide easy access to indispensable

= :
Yy

4

]

Employees’ children, mini-actors for
aday

One of the films made for A2A as part of the

10" edition of Movi&Co 2013 (a competition
that puts young independent video-makers in
contact with Italian and international brands
for the production of advertisingand company
videos) was devoted to “Progetto Scuola A2A”.
The young director, Ludovica De Feo, proposed
ascreenplay that called for the participation

of eighteen children and young people, male
and female, aged 3t0 18, giving rise to the idea
of involving the children of employeesin the
film-making. The enthusiastic participants
became actors for a day in the video “Progetto
Scuola A2A: ambiente ed energia per
crescere insieme”. The video was made asa
communications tool for the project Progetto
Scuola (see page 216) with which the Group’s
companies aim to promote the growth of a
culture that is respectful of the environment.

It was shot in October inanatmosphere of fun
and creativity at A2A’s Casa dell’Energia (Home of
Energy) in Milanand at the Ponti sul Mincio power
station in the province of Mantua.



work tools, reduce the consumption of paper and toner, and unify the production
of company documents.

Anapplication has also been created to permit distribution to employees of the free
tickets resulting from sponsorships of eventsin the regions in which the Group operates.
A completely automatic and impartial system, it extracts the names of the lucky “winners”
directly from the human resources database.

Finally, experimental portals devoted to individual company functions were
launched, as well as a “Welcome to A2A” section in which newly hired employees can find
the first essential tips for their successful integration.

5.1.9 Other initiatives benefiting employees

In January 2013, a Social Policies team was established within the Group, with the aim of
devisingand developing wellness activities for the benefit of employees, favoring an
improved work(/life balance and increased sense of cohesion and belonging. The activities
are opentoall personnel, whether working on a fixed-term or permanent basis, full-time
or part-time.

Forthose who work in the Milan area, the agreement between A2A and ATM (the
Milan transport company) has continued, enabling employees to purchase annual
transport passes with particularly favorable conditions. The agreement consists ina price
reduction of 15%, with the possibility of paying in twelve monthly installments without
interestand receiving the pass directly at their place of work. Applications for 886 annual
passes were made in 2013.

For Amsa employees, specific initiatives have been continued to facilitate the daily
commute of groups of workers.

The private shuttle bus service for Edipower
employees has continued throughout 2013, facilitating
their commute to Sesto San Giovanni, with frequent
stops at the railway station and the MM1 subway station
in Sesto San Giovanni. Edipower employees also benefit
fromaseries of agreements permitting favorable
conditions for purchasing cars and for car leasing, as
wellas for obtaining credit cards.

The psychological assistance service continued

in 2013, offering employees the possibility of free-of-
charge sessions with a psychologist at some of the A2A
(Milan and Cassano d’Adda) and Amsa locations. In 2013,
the service was extended to the Bresciaand Bergamo
locations, for atotal coverage of 14 locations of the
Group.

Social responsibility
A2Apeople

A2A has a Group daycare center situated next to the
Brescialocation which gives priority to the children of the
Group’s employees. It also accepts, on a pro-rata basis,
the children of employees of other companies with which
it hasan agreement and the children of private citizens in
thearea. The daycare center can accept up to 60 children
(with ages ranging from 12 to 36 months).

A2A and its partner companies contribute to a portion
of the monthly charges payable by employees. A pilot
project was launched in September 2013 to expand

the service toinclude an experimental preschool/
kindergarten for childrenaged 3to 6 years, in order to
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provide them with a continuous educational experience in the same setting. In 2013,
19 children of Group employees attended the facility.

“Volunteers for a day” campaign

A2Aimplements anumber of initiatives tied to Diversity Management. In 2013 the
A2A Social Policies team supported the “Volunteers for a Day” campaign, promoted
by the Sodalitas Foundation and sponsored by the City of Milan, by using company
communications channels to publicize a volunteer day devoted to over 150 non-
profit associations in the city and province of Milan.

A2A’s employees, retirees and family members are offered interesting ways to spend
their free time through the Group’s Recreational Clubs: CRAEM Milan, CRASM Brescia,
FIDAS Amsa, CRAL ASM Bergamo, CRAL Beni Culturali Naples and Arca Fisde. The first
two clubs have the widest membership and go back to the two companies, AEM Milano
and ASM Brescia, that merged on January 1,2008, creating the A2A Group. The A2A
Group made contributions totaling 4.7 million euro to the recreational clubs in 2013.

Craem and Crasm: an activity-packed 2013

CRAEM organized more than 45 cultural, tourism, sporting and recreational activities
in 2013. The tourism offerings were particularly popular: over 35,000 visitors were
registered in CRAEM’s 4 hotels and 2 holiday camps, 178 children took part in campus
holidays and approximately 1,500 members participated in group trips and outings.
84% of club members used at least one of the services offered by CRAEM and 38% of
contributions were disbursed in the form of school, sports and cultural grants and for
sustainable mobility. Over 2,200 members took part in the renewed agreement

with the Insieme Salute mutual health program.

Members made approximately 800 orders for products (food, cosmetics, etc.) at
discounted prices, using the Online Shopping section of the Club’s website.

In 2013 CRASM organized outings, trips and vacation stays, participation in
exhibitions and musical events, parties, English language courses and study holidays
abroad for older children,and holiday camps and trips with nature or English-
language themes for younger children. There are 15 specific groups in CRASM. They
organize cultural outings, sports tournaments, tennis, skiand computer lessons, and
loans of movies and music CDs.



5.1.10 Tables: A2A people numbers

118 Personnel by category and type of contract

2011 2012 2013
Men Women Total % Men Women Total % Men Women Total %
Senior managers 106 18 124 1.4% R0 21 132 1.5% 136 25 161 1.6%
Middle managers 287 83 370 4% 293 90 383 4.3% 358 115 473 4.8%
White-collar workers 2,500 1,037 3,627 39.9% 2,577 1,076 3,653 41.0% 3,050 1,118 4,168 41.9%
Blue-collar workers 4,432 202 4,634 50.9% 4,400 202 4,602 51.7% 4,777 205 4,982 50.1% Social responsibility
Permanent workers 7,415 1,340 8,755 96.2% 7,381 1,389 8,770 98.5% 8,321 1,463 9,784 98.4% A2A people
\':vlzerf:rirm contract 78 51 129 1.4% 74 24 98 11% 129 27 156 1.6%
Jobtrainingand work
entry cont;gacts 42 9 51 0.6% 24 7 31 0.3% 3 o 3 0.0%
Fixed-term workers 120 60 180 2.0% 98 31 129 1.4% 132 27 159 1.6%
::\::::::so:lvtl::c::n- 132 33 165 1.8% 1 1 2 0.0% 1 1 2 0.0%
SZ:T(Z(::] fixed-term 5 3 8 01% o 1 1 0.0% o 1 1 0.0%
Total 7,667 1,433 9,100 100.0% 7,480 1,421 8,901 100.0% 8,454 1,491 9,945 100.0%
fwh -ti
Ofwhom part-time 104 264 368 4.0% 94 259 353 4.0% 98 253 351 3.5%

contracts
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119 Personnel by workplace

20m 2012 2013
Region Men Women Total % Men Women Total % Men Women Total %
Abruzzo 52 6 58 0.6% 52 6 58 0.7% 52 5 57 0.6%
Calabria 89 2 91 1.0% 86 2 88 1.0% 83 1 84 0.8%
Campania 192 1 203 2.2% 193 13 206 2.3% 194 15 209 21%
EmiliaRomagna 10 10 20 0.2% 8 3 1 0.1% 51 7 58 0.6%
Friuli Venezia Giulia 147 4 151 1.7% 145 4 149 1.7% 209 4 213 21%
Lazio 2 1 3 0.0% 1 3 0.0% 2 2 4 0.0%
Lombardy 7,006 1,352 8,358 91.8% 6,060 1,376 8,336 93.7% 7,504 1,432 8,936 89.9%
Piedmont 24 10 34 0.4% 23 10 33 0.4% 62 13 75 0.8%
Puglia - - - 0.0% - - - 0.0% 81 3 84 0.8%
Sicily - - - 0.0% - - - 0.0% 206 4 210 21%
Veneto 13 4 17 0.2% 1 4 15 0.2% 9 4 13 01%
Abroad 132 33 165 1.8% 1 1 2 0.0% 1 1 2 0.0%
Total 7,667 1,433 9,100 100.0% 7,480 1,421 8,901 100.0% 8,454 1,491 9,945 100.0%
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120 Personnel by age range

2011 2012 2013
= gln - - - \D - Eln - - - \D - Eln - - - \0
S5 s 8§ S5 =T ° 85 ®p S5 S5 T & 85 v S§ S5 T °
g 2® S¥ BE O g 2® ¥ BE O g 2® ¥ BE O
nwe Sc Yo Yo - nwe Sc Yo Yo - nwe Sc Yo Yo -
H g 9= 03 H s 9= 03 © g 93 [
E E £ 2 E E £ 2 E E £ 2
< ) < ) < )
Age range S S S
Upto3o [} 12 293 476 781 8.6% [} o 299 458 757 8.5% [} 1 266 493 760 7.6%
From31to 40 12 75 751 1,073 1,911 21.0% 14 69 708 1,058 1,849 20.8% 12 83 742 1,078 1,915 19.3%
From41toso 55 172 1,603 1,833 3,663 40.3% 62 159 1,557 1,830 3,608 40.5% 75 183 1,621 1,900 3,779 38.0%
Overso 65 156 1,191 1,333 2,745 30.2% 59 157 1167 1,304 2,687 30.2% 76 207 1,581 1,627 3,491 351%
Total 132 415 3,838 4,715 9,100 100.0% 135 385 3,731 4,650 8,901 100.0% 163 474 4,210 5,098 9,945 100.0%
121 Personnel by seniority in the Group
2011 2012 2013
= gln - - - \0 - EVI - - - \0 - gln - - - \0
ag SE ¥5 Y5 P A SE Y5 Y5 2 ag SE ¥5 Y5 P
H g 93 03 H c 9= 03 ] g 93 [
E E £ 2 E E £ 2 E E £ 2
< ) < ) < )
Age range S S S
Uptoioyears 63 143 1,089 2,022 3,317 36.5% 67 106 1,064 2,066 3,303 371% 68 149 1,081 2,281 3,579 36.0%
From11to 20 years 32 66 803 1,206 2,07 23.2% 34 66 734 1,052 1,886 21.2% 51 69 613 871 1,604 16.1%
From 21to30years 32 152 1,407 1,168 2,759 30.3% 28 159 1,425 1,240 2,852 32.0% 37 185 1,797 1,568 3,587 36.1%
Over3oyears 5 54 539 319 917 101% 6 54 508 292 860 9.7% 7 71 719 378 1,175 11.8%
Total 132 415 3,838 4,715 9,100 100.0% 135 385 3,731 4,650 8,901 100.0% 163 474 4,210 5,098 09,045 100.0%

Social responsibility
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122 Personnel by educational qualification

20m 2012 2013
Men Women Total % Men Women Total % Men Women Total %
University degree 510 208 808 8.9% 536 320 856 9.6% 590 343 933 9.4%
High school diploma 2,597 719 3,316 36.4% 2,619 729 3,348 37.6% 3,286 775 4,061 40.8%
Professional qualification 584 93 677 7.4% 577 91 668 7.5% 595 91 686 6.9%
Compulsory schooling 3,845 291 4,136 45.5% 3,748 281 4,029 45.3% 3,983 282 4,265 42.9%
Information not available* 131 32 163 1.8% - - - 0.0% - - - 0.0%
Total 7,667 1,433 9,100 100.0% 7,480 1,421 8,901 100.0% 8,454 1,491 9,945 100.0%
*Information refers A2A Coriance,a company soldin 2012.
123 Hiring during the year by category and type of contract
20m 2012 2013
ITALY Men Women Total Men Women Total Men Women Total
Senior managers 3 1 4 5 2 7 1 o 1
Middle managers 4 2 6 7 2 9 3 1 4
White-collar workers 14 13 27 28 22 50 20 10 30
Blue-collar workers 95 8 103 68 2 70 236 1 237
Permanent workers 116 24 140 108 28 136 260 12 272
Fixed-term contract workers 184 47 231 193 34 227 228 28 256
Jobtrainingand work entry contracts 17 5 22 17 6 23 o o o
Fixed-term workers 201 52 253 210 40 250 228 28 256
Total 317 76 393 318 68 386 488 40 528




124 Separations during the year by gender

2011 2012 2013

ITALY Men Women Total Men Women Total Men Women Total

Retirement 149 8 157 141 M 152 44 16 60

Voluntary termination 66 14 8o 68 14 82 65 12 77

Deceased 1 2 13 16 ) 16 12 1 13

Dismissals 18 1 19 18 1 19 64 14 78

Other (e.g. end of fixed-term contract) 216 30 246 134 22 156 247 19 266

Total 460 55 515 377 48 425 432 62 494 Social responsibility

A2Apeople

Turnover rate 6.10% 3.93% 5.76% 5.04% 3.38% 4.78% 5.11% 4.16% 4.97%

ABROAD

Retirement 1 (¢} 1 o o o o o o

Voluntary termination 12 2 14 o o o) 1 o) 1

Deceased 1 o 1 o o o o o o

Dismissals 7 1 8 o o o o o o

Other (e.g end of fixed-term contract) 3 2 5 o o o o o o

Total 24 5 29 o o o 1 o 1

Turnover rate 18.18% 15.15% 17.58% 0.00% 0.00% 0.00%  100.00% 0.00%  50.00%
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125 Separations during the year by age range

20m 2012 2013
S T T T R R T R R T
§_ ) < % = § o} < % F §' ) < % =

ITALY
Retirement o o o 157 157 o o o 152 152 o o o 60 60
Voluntary termination 12 17 15 36 8o 17 17 14 34 82 15 24 6 32 77
Deceased o o 3 10 13 o 2 [ 9 16 o 1 4 8 13
Dismissals 4 9 1 5 19 6 6 4 3 19 5 4 8 61 78
gg.eernd of fixed-term contract) 86 %7 46 K 246 64 »2 3 7 156 8 34 39 104 266
Total 102 123 65 225 515 87 77 56 205 425 109 63 57 265 494
Turnover rate 13.84% 6.60% 1.79% 8.31% 5.76%  11.49% 417% 1.55% 7.63% 4.78%  14.34% 3.29% 1.51% 7.59% 4.97%
ABROAD
Retirement o o o 1 1 o o o o o o o o o o
Voluntary termination 3 1 3 14 o) o o o o) o 1 o o 1
Deceased o o o 1 1 o o o o o o o o o o
Dismissals 2 1 2 3 8 o o o o o o o o o o
Other
(e.g.end of fixed-term contract) © ! 2 2 > ° © ° © ° © ° © ° ©
Total 5 9 5 10 29 o o o o o o 1 o o 1
Turnover rate 11.36%  1957% 13.89%  2564% 1758%  0.00% 0.00% 0.00% 0.00% 0.00% 0.00% 10000% 000% 0.00% 50.00%




126 Average stay of job separators who left the Group during the year

2011 2012 2013
Age range Men Women Men Women Men Women
Upto3so 13 0.3 0.6 0.0 0.7 0.6
From31to 40 0.3 0.9 21 2.5 3.4 2.6
From 41toso 0.4 0.1 53 8.0 14.5 8.6
Overso 1.6 8.9 26.6 29.1 29.5 33.2
127 Training provided by category
2011 2012 2013
Average annual Average annual Average annual
Number hours of training Number hours of training Number hours of training
of hours by employee of hours by employee of hours by employee
Senior managers 1,915 14.5 1,651 12.2 7,377 45.8
Middle managers 12,616 30.4 10,464 27.2 22,452 475
White-collar 63,122 16.4 71,980 193 105,171 25.2
workers
Blue-collar workers 42,908 9.1 39,308 85 84,541 17.0
Total 120,562 13.2 123,403 13.9 219,540 22.1

Social responsibility

A2Apeople
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20m 2012 2013

Number Average annual hours of Number Average annual hours of Number Average annual hours of

of hours training by employee of hours training by employee of hours training by employee

Men 103,308 13.54 101,553 13.58 197,677 23.38

Women 16,755 11.69 21,850 15.38 21,864 14.66
129 Training provided by course content

20m 2012 2013

Number of Number Number of Number Number of Number

Course content attendances* of hours attendances* of hours attendances* of hours

Environment 979 4,634 466 2,233 1,890 9,003

Administrative 1,555 4,793 1,292 4,730 1,068 3,463

ICT 1,292 10,288 2,874 20,170 1,559 7,712

Quality 56 153 232 382 1 15

Safety 8,125 35,721 12,065 57,781 28,133 136,795

Technical 3,483 32,169 2,108 13,810 4,702 37,293

Training with high professional content 65 1,337 8 285 562 6,740

Managerial training 2,550 25,752 1,421 17,078 1,583 11,449

Foreign languages 191 5,193 277 6,934 422 7,071

Total 18,411 120,562 20,742 123,403 40,830 219,540

*People may be counted more than once depending on the number of courses they have attended.



130 Internships for students, new university graduates and new high school graduates

Provided Provided Provided
Type Length Contents in201m1 in2012 in2013
High school students 4weeks Consistent with qualification 61 103 150
Tradi . . i . .
Post high school diploma/bachelor’s rading, engineering qua |ty(enV|ronment/sa e,
, 3/6 months sales/marketing,administration/finance/control, 36 26 31
or master’s degree
human resources, legal
Curricularand preparation of . . N
) . 3/6 months Consistent with the university course 17 12 21
dissertation
Obtaining license for operating from180to 240 Social responsibility

Technical trainingat the Group’s plants

steam generators working days A2A people
TOTAL 128 152 280
131 Accident data*
ENERGY SECTOR ENVIRONMENT SECTOR When calculating the indices ’only occupatioqal accidents
which lead to at least one day’s absence excluding that of
2011 2012 2013 2011 2012 2013 the event are considered; medications and precautions
N - - are excluded, as are accidents which are not recognized as
N F)faCCIde.ntS (excluding o1 67 %0 523 512 521 occupationally related.
while traveling) Occupational accidents also include those which occur due
N days absence N o , o g o zlamm.;:’letrtan:fer,wwfj or:wthoutkthe use olex/ehlc::(a*t.h
(excluding while traveling) 3,7 ,93 ,347 4, ,385 ,965 accidents happening to workers, regardless of the
type of work relationship (e.g. staff leasing) are taken into
Average duration (days) 41 29 26 27 22 23 account.
FR=frequency rate (n° of accidents x 1,000,000
Frequency rate (FR) 12.5 8.9 10.4 74.5 71.9 69.4 hoursworked)
Severity index (SI) o5 03 03 2.0 16 16 Sl =severity index (n° days absence x 1,000 : hours worked)
total hours worked)
Occurrence rate (OR) 20.7 149 16.8 16.2 163 m7z OR=occurrence rate (n° of accidents x 1,000 : workforce)
Accidents while traveling 46 57 42 73 59 76 Accidents while traveling: accidents happening to workers

*2012 figures have been recalculated.

on the way to and from work (and in any case outside
working hours)
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132 Health and safety training

SUBJECT 2011 2012 2013
Firstaid 3,644 4,287 4,424
Fire prevention 6,348 2,034 13,629
Prevention 24,539 46,355 106,480
Equipment 9,467 2,949 12,262
TOTAL 44,498 56,524 136,795

133 Health supervision program

HEALTH EXAMINATIONS AND TESTS 2012 2013
Periodical examinations established by the health protocol 4,598 5,403
Preventive examinations on hiring/entry 427 560
Examinations requested by workers, on job changes, following absences > 60 days for health reasons, health promotion examinations, heart project, etc. 1,553 827
Total examinations 6,578 6,790
Bloodtests 3,670 4,483
Hearing tests 686 1,384
Spirometry 1,542 2,485
Electrocardiograms 1,936 2,050
Occupational vaccinations (anti-tetanus, anti-hepatitis A-B, anti-typhoid) 1,592 776
Tests using instruments (X-rays, eye screening, scans, etc.) 1,490 287
Specialist consultations (eye, cardio, orthopedic, etc.) 1,158 1,417
Testing for the absence of drug dependence 1,652 1,854
Testing for the absence of alcohol dependence 144 348
Total additional investigations 13,870 15,084




134 Absences from work

2011 2012 2013
3 £ 532 3 P 5 3 £ 5%
T g PSE ¢ g *SE ¢ g *35
o ° o

lliness 103,885 4.5% 1.4 98,786 4.4% 11.0 110,108 4.4% 11.0
lf\'/lezzei;rg)ty leave (compulsory, optional, breast 13673 0.6% ' 16353 07% 18 14642 0.6% '
Trade union leave 10,983 0.5% 1.2 11,643 0.5% 13 13,969 0.6% 14
Paid leave (medical visits, etc.) 4,575 0.2% 0.5 4,364 0.2% 0.5 6,358 0.3% 0.6
Unpaid leave 7,691 0.3% 0.8 7,069 0.3% 0.8 6,325 0.3% 0.7
Otherabsences (weddingleave, study leave, etc.) 48,542 21% 53 49,268 2.2% 5.5 51,303 2.0% 51
Company strikes 894 0.0% 0.1 o 0.0% o 110 0.0% 0.0
National strikes 2,454 0.1% 03 3,523 0.2% 0.4 2,978 0.1% 03
Accidents 17,447 0.8% 1.9 16,158 0.7% 1.8 16,188 0.6% 1.6
Solidarity contract o 0.0% o o 0.0% o 1,101 0.0% 0.1
Redundancy o 0.0% o o 0.0% o 3,761 01% 0.4
Total 210,145 9.0% 23.0 207,165 9.3% 23.1 227,343 9.0% 22.7
2011 2012 2013

Average number of employees 9,153 8,974 10,013
Total working days 2,324,778 2,234,151 2,516,085
Total hours worked 14,872,091 14,634,946 15,981,607
Days of absence per person as a percentage of working days 8.8% 9.3% 9.0%
Average annual days absence per person 22.96 23.09 2271

Social responsibility

A2Apeople
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135 Absences from work - number of working days lost, by gender

2011 2012 2013

Men Women Men Women Men Women

lliness 87,350 16,535 83,247 15,539 92,361 17,748
Maternity leave (compulsory, optional, breast feeding) 1,743 11,931 2,522 13,831 2,226 12,417
Trade union leave 10,241 742 10,895 748 13,143 825
Paid leave (medical visits, etc.) 3,791 784 3,246 1,118 4,966 1,391
Unpaid leave 5,776 1,915 5,032 2,037 5,183 1,642
Other absences (wedding leave, study leave, etc.) 42,580 5,961 42,526 6,742 43,903 7,400
Company strikes 833 62 o o 108 2
National strikes 2,060 393 3,170 353 2,706 272
Accidents 15,734 1,713 14,421 1,737 14,635 1,553
Solidarity contract o o o o 931 170
Layoffs o o o o 3,240 521
Total 170,109 40,037 165,059 42,105 183,401 43,941




136 Rate of days lost* (total number of days lost for occupational accidents or illness as a percentage of the total hours worked by the

workforce in the year)
Absenteeism zom 2012 2013
(number of workdays missed per employee) Italy Abroad Italy Abroad Italy Abroad
Hours lost for occupational illness o o o o o o
Hours lost foraccidents 109,141 1,407 105,109 o 104,545 o
Rate of days lost 0.75% 0.00% 0.72% 0.00% 0.65% 0.00%
*Days lost means days on which work cannot be performed due to an occupational accident or occupationalillness.
Theseare not counted if there is a partial return to work.
137 Absence rate (days lost for absence as a percentage of the total days worked by the workforce in the year)
2011 2012 2013
Italy Abroad Italy Abroad Italy Abroad
Total days absence 141,915 1,440 137,180 o 150,178 o
Absence rate 6.21% 3.80% 6.14% 0.00% 5.97% 0.00%
138 Return to work and retention rate after parental leave, by gender
Outin 2011 Outin 2012
2011 and back in 2012 2012 and backin 2013 2013
Men Women Men Women Men Women Men Women Men Women
Parental leave taken 128 169 - - 194 283 - - 179 257
of whom returned to work 115 158 10 16 187 264 7 23 167 234
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139 Workers by type of employment contract

2011 2012 2013

N° % N° % N° %

Managerial contract 125 1.4% 135 1.5% 163 1.6%
Electricity-sector contract 2,796 30.7% 2,805 31.5% 3,559 35.8%
Gas and water sectors contract 1,305 14.3% 1,292 14.5% 1,300 13.1%
Commercial contract 254 2.8% 272 31% 279 2.8%
Urban sanitation contract 4,092 45.0% 4,030 45.3% 4,087 411%
FISE contract 170 1.9% 176 2.0% 390 3.9%
Chemical-sector contract 174 1.9% 169 1.9% 166 1.7%
Other contracts 21 0.2% 20 0.2% o 0.0%
Foreign contracts 163 1.8% 2 0.0% 1 0.0%
Total 9,100 100.0% 8,901 100.0% 9,945 100.0%




140 Trade union membership

2011 2012 2013

N° % N° % N° %

Italy - Members of federal organizations 3,624 39.8% 3,677 41.3% 4,085 411%

Italy - Members of other trade union organizations 1,318 14.5% 1,282 14.4% 1,381 13.9%

Employees not members of trade unions 3,993 43.9% 3,940 44.3% 4,477 45.0%

Abroad - members of other trade union organizations 1 0.0% o 0.0% o 0.0%

Abroad - employees not members of trade unions 164 1.8% 2 0.0% 2 0.0%

Total 9,100 100.0% 8,901 100.0% 9,945 100.0%
141 Strike hours

2011 2012 2013

Strike hours Strike hours Total strike Strike hours Total strike Strike hours

Total per person* hours per person* hours per person*

Italy 24,155 2.64 18,769 2.09 19,197 1.92

Abroad o o o o o o

*The per person hours are calculated on the basis of the average workforce.
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5.2 The customers and public served
IDENTITY CARD ATDECEMBER31,2013

A2A operates mainly in Lombardy but also in other Italian regions and ina number of European countries.

%, d2d

A2AEnergiasold Customers enrolled inthe Began working with the consumer

456 GWh of green “Chiaraza” loyalty program associationsto prepare

energy doubledin oneyear (now the Charter of Services

numbering 120,000) for District Heating
Customer distribution by sector

A2A Group 2011 2012 2013 A2A Group 2011 2012 2013
Electricity customers (supply points) 1,023,599 1,007,978 990,098 District heating customers (usersserved) 22,448 23,511 23,800
Electricity sold® (Gwh) 23,646 23,664 24,519 Heat sold (Gwht) 2,078 2,217 2,382
Gas customers (supply points) 1,195,568 1,171,722 1,140,112 Municipalities served for environmental hygiene 86 89 88
Gas sold® (millions of cm) 4,157 3,891 2,465 Waste collected® (thousands of metric tons) 1,967 1,759 1,543
Water customers (aqueduct service users) 277,014 278,366 285,530 Electricity networks (kilometers) 12,815 13,052 13,254
Water supplied to users (millions of cm) 76 74 68 Gas networks (kilometers) 8,067 7,980 7,338

*Energy and gas sold to wholesale and retail customers.

**\Waste collected means urban waste collected for the environmental hygiene service and special waste collected by Amsaand Aprica witha charge for the service.

Allnumbers taken from tables
on pages 1890199



For further information

84% Electricity L
customers
95%

Gas customers

on the various business
sectors, see Chapter1,

page18

5.2.1 Selling electricity
and gas

A2A sells electricity and gas
through the companies A2A
Energia and Aspem Energia,
which operate primarily in
northern Italy, especially in the
region of Lombardy.

The business unitinvolvedin

the protected electricity service
provided by the subsidiary
Camuna Energia was
transferred, as from July 1,to Valle
Camonica Servizi Vendite S.p.A.,
awholly owned subsidiary of Valle
CamonicaServizi S.p.A..

143 Customer analysis by type

3
Gas 95 1I1
Electricity 8o 4. 4

o% 20% 40% 60% 80% 100%

Domestic & Condominium BSME © Large customers

144 Supply contracts by type of market

Electricity 84 16

0% 20% 40% 60% 80% 100%

Customerson
free markets

Customerson
protected markets

To learn more about A2A services,
@ followthe link to the web sites:

www.a2aenergia.eu

www.aspemenergia.it

Introduction

The A2A Group

Strategies and policies

for sustainability

Economic
responsibility

Environmental
responsibility

Social responsibility

A2A people

The customers and
public served

Suppliers

Institutions and local
communities

Statement of
compliance

Statement of the
level of compliance
with GRI guidelines

157



SIVSEUGELII 142 Clsle]adll Social responsibility

2013

The commercial policy of the Group is characterized by a few main elements, which underlie the way the entire organization operates and how each individual handles its relationships
with the customers:

o fair business practices and transparency;
e accessible services and personalized offers for the various market segments;
e specific training and professionalism of the operators in direct contact with

customers;
e constant monitoring of the levels of service, to ensure the highest quality;
AzA Energia. e utmost attention in listening to customers and quick and effective claims
L’energia di casa tua. management;

o tracking contact with every customer, through the use of the latest technologies;
e attention to the multicultural nature and situations of social hardship;
e research into customer loyalty, by building a relationship of mutual trust.

The Group manages customer dataand information in compliance with prevailing
privacy protection legislation (Legislative Decree No 196/2003, by putting into
‘.§‘§= a2 a place the information notices aimed to guarantee the utmost security in treatingand

% -i-;-*i" Energia in preserving personal data. Furthermore, A2A makes a careful monitoring of all the
third parties that can be found in the condition to use our customers’ personal data and
provides for appropriate training of our employees on the matter, in order to ensure the
respect and safeguarding of our communities.

g e 1k o e fanc o per fornar elemicnd ¢ gas, oon on serizk O quait & 12 ms sims raspanents.
Per queste siama beader o Lembaris Seagll energia 6 Azl Energis w1 aenergin e

In 2013, A2A Energia launched an intensive commercial campaign aimed at
strengthening our identity as a company leader in the Lombardy region; the

campaign was carried out by installing billboards in the regional capital cities, radio
announcements, video clips on local and web broadcasters, and advertisements in the
main newspapers.



Green energy 100% guaranteed

A2A Energia promotes the use of “green energy” from renewable sources with our
customers. The “green energy” choices it offers are identified by the ENERGIA A2A
Rinnovabile 100%® brand, which ensures respect for the environment.

Asfrom1January 2013, electricity suppliers can use the exclusive certificate of origin
(CO) as proof of the quantity of energy generated by renewable sources in our energy
mix. The certificate of origin guarantees that the energy sources used are strictly

from renewable sources generated by IGO qualified plants. The certificate of origin is
issued by the Energy Services Manager (GSE) on the electricity put into the network, in
compliance with the Directive 2009/28/EC.

In 2013, A2A Energiasold 456 GWh of green energy.

Distribution of green energy by market segment

8%

Public Administration
Mass market
M Other

39% 53%

Costs and methods of payment

The tariffs charged to customers on the protected market
areregulated by the Electricity and Gas Authority (AEEG)
ona periodic basis, while prices for customers onthe free
market are suggested by the seller with specific offers.
Regulated tariffs are periodically updated.

The main components of the bill include:

e Sales Service, costsincurred to purchase and sell the
electricity and gas supplied; these costsare splitintoa
fixed portion (charged regardless of use) and an energy
portion (charged depending on theamount of energy
used).

o Network Service, costs incurred for transportation
of energy to the meter; these costs are also splitinto
fixed portion (charged regardless of use) and a variable
portion (charged depending on the amount of energy
transported through the network).

o Taxes, which itemincludesatax on use, but alsoany
charges other than supply or not directly connected to
the energy supplied (e.g. labor).

e VAT, calculated on all the billitems to which it is
applicable, including excise taxes.

Social responsibility

The customers and
public served
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The graphs below show the trend over the past three years in the various cost 147 Cost trends in the gas bill for a typical household
components that make up the bill for electricity and gas, takingas a reference point
the usage of a “typical” household. 800
7e0 630.61 610.51
For electricity,a resident domestic use contract was taken for example, having 3 kW 600 52246
of available power and an average annual use of 2,700 kWh. For gas, domestic use with 500
independent heatingand anannual use of 1,400 cm was taken as the example. 400
300 231.15 - 23116 23582 23115
The composition of the costs making up the bill has shown a growth trend over the period 205.89 . 453 191.20 196.61
200 71.32
in question, chiefly due to the steady increase in the tax component and the network oo
services, while sales show a decrease in 2013 over the previous year.
[e]
201 2012 2013
146 Cost trends in the electricity bill for a typical household Sales service (€) Networkservice (€) M Taxes (€) VAT (€)
350
300 288.51 27417
255.16 o . o
250 Energy mix in the bill
200 172.16
147.82 : A2A satisfied its disclosure requirements concerning the composition of the energy
e 119.62 mix of generated electricity supplied, along with the average national generation of
100 electricity putinto the Italian electricity system (Fuel Mix Disclosure).
50 230 39.72 179 4581 . 46.81 The disclosure to customers is communicated in the bill, in the commercial offers
R . 21.7: . X X X i X
o e e e and over the web site. In 2013, A2A Energia satisfied its disclosure requirements for
2011 2012 2013 2012:it stated that the percentage of energy sold which came from renewable
) ) sources was 31.54% for the free market (29.8% Italian average) and 23.5% for the
Sales service (€) Network service (€) M Taxes (€) VAT (€)

protected market.
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A2A issues our customers approximately 12.5 million bills each
year for the supply of electricity and gas ona monthly, two-monthly
or quarterly basis, depending on the type of customer and service
provided.

Atyear-end 2013,196,000 customers took advantage of the online bill
service, markinganincrease of 26.5% compared to a year earlier.

148 Online bill penetration

Percentage at 12/31/2012 Percentage at 12/31/2013

7.7% 9.5%

The bollett@mail service takes all the paper out of the bill: there is no
printing, not even to ensure archival obligations, since the bill history is
available for review for 5years at the online portal,in the areareserved to
each customer.

With bollett@mail in 2013, at least fifty-three 15-metre tall trees
were saved, estimating that a single tree provides 80,000 sheets of
paper'! Furthermore, it eliminated the pollution caused by the delivery
trucks that travel to ensure the production and distribution of some 1
million documents.

For customers who have not joined the bollett@mail service, A2A
Energiaand Aspem Energia use a “certified’> means of delivery,

which enables the document delivery to be tracked to end customers
usinga global positioning via satellite system that is able to record the
date, time and place of the delivery of each individual bill. This service has
considerably reduced the number of complaints about the non-delivery of
documentsas it monitors every delivery step by step.

The number of documents (bills, contracts, letters) delivered by certified
means reached 94% as a proportion of the total number of bills sent by
postin 2013, with just 4.3% delivered late.

pd2d

b Erergia

Passaa ’ q,’

bollett@mail

1.Source: www.focus.it/ambiente/natura/Quanti_fogli_di_carta_si_ricavano_da_un_albero281217_1147_C39.aspx
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To assist customers in reading their electricity and gas bills, A2A continued to offer the
“Guide to reading your bill”’, now in its third year. It was sent to all customers and it
has always been available at the desks of the consumers’ associations involved in the
initiative as well as for distribution at the sales desks of A2A Energia. In addition to Italian,
the Guide is available in six foreign languages: English, French, Spanish, Arabic, Chinese
and Romanian. As many as 530,000 copies were mailed out in 2013.

S
=

The ”Guide to reading your bill” is available at the link:
@ www.a2aenergia.eu/area_clienti/bollette/introduzione_guida_bolletta.htm!

A2A customers can choose to choose to pay their bills in awhole variety of different
ways. The most popular payment method is the direct payment from the customer’s
currentaccount (direct debit, recently changed pursuant to the European SEPA
method), followed by the pre-printed post office giro, but customers may also pay at
their bank with a pre-printed payment form or one-time wire transfer, at the post office
with a blank payment form, at A2A Energia and Aspem Energia counters, or using Sisal or
Lottomatica payment methods at the grocery store.

Apilot program was launched in 2013 with Poste Italiane to offer customers afree payment
service of bills at post office counters, with charges paid by A2A Energia.

The municipalities involved in the project, which will end in 2014, are Sarezzo and Gardone
Val Trompia, located in Brescia.

149 Method of payment preferred by A2A customers*
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A2A Energia 62% 21% 5% 5% 2% 3% 2%
Aspem Energia 56% 28% 14% 0% 0% 2% 0%

*Aspem Energia does not provide the possibility of paying through Sisal or Lottomatica, at the counter or
viathe portal.



Energy discounts with the social bonus

As required by the AEEG, A2A provides specific “bonuses” for
purchasing electricity and gas to people in difficult economic or social
conditions or those with household members who have serious
problems of health and are kept alive by home-based electro-medical
equipment. These bonuses are funded by the State and through the
use of specific tariff components determined by the AEEG and are
provided toall qualifying domestic customers who have submitted an
application to the municipality in which they live for admission to the
social tariff.

In 2013, the bonus for electricity varied from 71 to 155 Euro
per year, depending on the number of family membersand the
income level (ISEE); for gas tariff discounts, the local climate and type
of use were also considered (heating, hot water; cookingand hot
water; cookingand heating) and in 2013, the results varied from 39 to
273euro.

A2A customers who have used the social bonus

2011* 2012% 2013
Gas Bonus 18,942 21,715 21,863
Electricity Bonus 19,549 17,897 18,717

* Aspem Energiais not included.

Channels of dialogue and customer assistance

A2A Energiaand Aspem Energia spend a lot of time thinking about
accessibility and the quality of the contact channels between
company and customer, with a view to constantly ensuring the highest
level of efficiency and effectiveness of its services.

Thebillis also frequently used to communicate information by including
messages or attachinginformational memos. In addition to this, A2A
customers have: . o
e desks available to the public throughout the local area; Social responsibility
e onlineaccess through the commercial websites www.a2aenergia.euand
e i The customers and
www.aspemenergia.it,available round the clock; public served
o call centers accessible through operators at toll-free numbers during
office hours;
e interactive automatic answering services, available round the clock;

e supplier networks and specialized retailers.

web sites
www.a2aenergia.eu/area_clienti/contatti_aza_energia/
index.html
www.aspemenergia.it/gruppo/cms/aspemyarea_clienti/
contatti/index.html

@ More information about phone numbers are available at the
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In 2013, the sales desks of the Group’s companies received approximately
320,000 visitors® , with an average waiting time of 20 minutes for A2A Energia,
showingimprovement versus last year, and just 22 minutes for Aspem Energia.
Amongtheissues handled there was a gradual increase in those relating to requests to
pay billsin installments.

151 Customers served at the counter, arranged by province

61%

6%
Milan

W Brescia

M Bergamo

M Varese

19% M Lesservenues

320,000 Customersat A2A

Energiaand Aspem
Energiacounters

(2) Includes the bill payment service at the Milan desk.

In Milan and Brescia, A2A has been running desks for free market contracts with
dedicated representatives since 2011. These representatives ensure that customers
receive accurate and detailed information of the offers available pursuant to
liberalization of the market, as well as establish adirect and transparent relationship that
complies with the Commercial Code of Conduct and Use. A similar service was set up in

2013in Vobarno (Brescia).
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A2A Energiaand Aspem Energia offer many services through their web portals, where
the information concerningthe number of visits reports steady growth. The percentage
of registrations at the online desk in 2013 was 19.07% of total customers.

152 Visits to the commercial web site*

153 Read your own meter

2012 2013
Total readings 348,456 397,825
Total on line readings 112,965 157,201

2,500,000
2,195,175

2,000,000

1,500,000

1,250,121
1,006,528
1,000,000
2011 2012 2013

*Number of individual sessions started by all web site visitors.

Through the online desk, customers can complete a number of transactions. In particular,
the new functionalities provided in 2013 include: the ability to view past billand usage
history, request to move the meter by filling out a designated form,and request to change
personalaccount information.

Anew web-based service was set up so that customers can read their own meter

(as opposedto callingin the reading or submitting the reading by text message): the use
showed steady increases compared to the previous year and nearly 40% of the total
readings reported annually were made online.

In 2013, the A2A Energia call center services dealt with
more than 1,250,000 calls with an average wait time of
92 seconds, which includes the time set aside to answer
questions from the navigation menu. Aspem Energia s
not under the obligation of monitoring by the AEEG, yet

i Lo . The customers and
stillhad an average wait time of just 35 seconds. public served

Social responsibility

In managing large customers and small business,
A2A Energiaand Aspem Energia have a direct sales
network that handles all aspects of customer relations,
from contract negotiation to post-sales services.

Customer service is provided on the basis of equality,
impartiality, continuity and efficiency. A2A is careful to
ensure that it provides the best conditions so that every
customer has equal access to the services,

thus overcoming any cultural, language or
disability barriers.
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The A2A Group has undertaken a whole series of initiatives in this respect, such as:

o the availability of multilingual information leaflets at the commercial desks of
A2AEnergia;

e hiring representatives capable of dealing with multilingual relations;

e availability of DPS telephones (telephone devices for the hard of hearing) at the
call centers;

o desks with priority access for people with specific needs (the disabled, pregnant
women, the elderly and the needy);

e billsissued in Braille for the visually impaired, which were available to all who asked
forthem.

Fairness and transparency against fraudulent commercial practices

A2A Energiaand Aspem Energia have always stood apart on the energy market as
organizations interested in fairness and transparency in their relationships with
their customers. The companies have undertaken a collaborative approach with
Consumer Associations, with which the Group has initiated proactive cooperation
ontopicsincluding, in particular, prevention of unfair practices and consumer
protection. On this topic, at year-end 2013, A2A Energia and Altroconsumo launched
a partnership to compare the contract language used for domestic electricity
customers. The evaluation achieved by A2A Energia was “excellent”, standing
asabenchmark for the market in terms of
transparency of the contract language.

The dimensions object of observation and

FO rour customers: analysis by Altroconsumo were: irrevocable offer,
C | ar|ty withdrawal from the contract, right to reconsider,
unilateral changes, claims, venue, suspension of
Transparency » enanees, < §
the service, termination of the contract, automatic

Sharing
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indemnity, security deposit,and suspension of the
supply service due toarrears.

A2A Group companies are especially committed to ensuring that the customer receives a
service that provides the maximum in terms of transparency and correctness. The discovery
of unfair commercial practices being carried out by competitors to the detriment of A2A
Energia’s customers, providing false and deceptive information having the sole aim of making
customerssignasupply contract evenif theyare not fully aware of what they are doing, has led
the company to request the consumers’associations and the AEEG to keep a careful watch
onthesituationand to take steps designed to prevent unfair practices. In 2011, A2A Energia
signed an agreement setting up the “Observatory on unfair commercial practice”. The
aim of the Observatory is to protect and inform customers through dedicated campaigns and
initiatives about the spreading of unfair commercial practices and the potential costs for users.

On1March 2013,A2A Energiaand the Consumer Associations recognized by the Region
of Lombardy signedthe “Self-Regulation Protocol”’ to prevent the spread of unfair
commercial practices and to protect the consumer. The protocol includes more rigorous

Toll-free number for fraud prevention

In September 2012, the Observatory on unfair commercial practice, with the assistance of
A2AEnergia, set upatollfree “fraud prevention” hotline at the number 800.912.760
whichisaccessible from Monday to Friday between 9.00a.m.and 3.00 p.m. The phone line allows
customersto reportany matters regarding unfair practices. The aim of the service is to protect
customers by providing information and legal assistance to anyone who may be the victim of
deceitful or aggressive behavior by other electricity suppliers. Over 664 reports were calledinin
2013 using the hotline while another 71 reports reached A2A Energia through its own channels.

To learn more, check out the web site:
@ www.aza.eufit/clienti/tutela/index.html



rulesthan the AEEG standards, settlement for customersand penalties for
companies that do not comply, as well as extension of the terms for the right to

reconsiderandajoint Control Committee for compliance with the regulations.

Thejoint Equivalent Committee, composed of three members designated by
the Consumer Associations and three from A2A, began in May 2013.

To promote the activities with domestic and micro-business customers,
A2AEnergiaand Aspem Energia use selected commercial partners (agencies,
telephone sales, buyers/brokers on the web) withwhomiits relationships are
governed by the Self-Regulation Protocol, which sets strict restrictions oniits
operating methods, with management directives and constraintsinsertedin
specific clauses of the agency contacts. Specifically, the operator’sactivity is
performed with strictly defined and monitored methods, suchas:

e technicaland commercial training by internal functions;

e supportonthe field;

o Mystery Call,asurvey service which makes it possible to identify any
abnormality in the relationship process with the end customer, by means
of objective indicators that evaluate the respect for established criteria
established by the company;

e Quality Check, carried out with calls to customers after contract signing,
according to the matters set forthin the Self-Regulation protocol, to
monitor the quality of the contract and ensure the ability to exercise the
right to reconsider.

Quality of the electricity and gas service

A2A Energiais committed to quality and safety and has therefore come

up with the new Policy of Management, issued in July 2013: “Strengthen
the role of the reference company in its region for the sale of
natural gas and electricity to domestic customers, condominiums,

companies and the public administration, while increasing the
commercial fairness and transparency and excellence of the
service”.

A2A Energia obtained ISO goo1certification again in 2013, with validation
being carried out by an internationally recognized outside certification
body and no non-compliance matters noted. It also worked to reach the
objective of safety certification under OSHA 18001 standards, related to
health and safety aspects.

Thetable below shows the key quality indicators in 2013 with respect to
the milestones that the company set out to achieve and explains the new
objectives for 2014.

Social responsibility

The customers and
public served

Objective Results Objective

Indicator
2013 2013 2014

Ability toaccess the Call Center >96% 100% >97%
Percentage of calls processed

6% 6.1% %
(net of abandoned calls) >967% 9617 >977%
Effectiveness of the management
system of automatic services >85% 88.6% >87.5%
requests (IVR)
Average wait time at the counter <o 27 02” -
in Milan 5 3 3
Average wait time at the counter s e ,
. ) <20 20’24 18
in Brescia
Average wait time at the counter s - )

<5 424 4

inBergamo

Timely response to written claims
(freeand protected market) >85% 96.38% >85%
received during the year
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In 2013, A2A Energia was again sanction free from AEEG and from national or regional control
bodies for nonconformities related to laws or regulations inherent to energy supply and
related services. As part of the marketing activities, no abnormalities or incidents were
reported that might represent cases of nonconformity with respect to regulations or
voluntary codes, with reference to promotions, sponsorships and notifications.

Furthermore, allthe A2A Energia personnel where involved ina project, which beganin
November 2013 and whose results will be available from the first semester 2014, to gather
new ideas and useful proposals toward the continuous improvement of the services
provided.

Asto Call Center services, A2A Energia complies with the quality standards defined and
monitored by AEEG, with respect to which, it offers widely better quality levels, as does
Aspem Energia, which is not subject to mandatory monitoring.

154 Call Center services quality levels*

Indicators monitored by Minimum standard A2A ENERGIA ASPEM ENERGIA
AEEGSI AEEGSI 2011 2012 2013 20m 2012 2013
Percentage of successful calls >=80% 99% 98% 96% 98% 90% 95%

Accessibility of the linesand the service

- . . >=80% 100% 100% 100% % 100% 100%
(free line time compared to the time when the operator is present) ° ? ° ° 99% ° °

Average waiting time on the telephone (seconds) <=240" 79 91 92 20 36 35

* Aspem Energia is not required to monitor the dataas it has fewer than 50,000 customers.
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Chiara2a: A2A energia’s loyalty plan

Launchedin 2012, the “Vantaggi Chiara2a” loyalty plan was further
strengthened in 2013. At year end, the number of program users
doubled compared toayear earlier and numbered 119,219.

One of the new features was the mobile phone app

“App Chiara2a”, whose main features included information on
program use, the ability to check point balances, information on
A2A partners, viewing the virtual bulletin board with offers and the
ability to register for any A2A customers not already members.
Related to the Vantaggi Chiara2a were two competitions, which
included the registration of more than 36,000 participants and
awarded 46 prizes for atotal value of 22,000 euro.

d2a

Energia

Mettisubitointasca
un maondo di vantaggi.

Customer satisfaction

A2A Energia hasimplemented a highly developed monitoring plan of its
services and sales channels which aims to obtain constant feedback from
its customers and measures the level of perceived satisfaction.

Databank survey on the protected market
Databank-Cerved Group conducted its
sixth consecutive customer satisfaction
survey onasample of free market
domestic and micro-business customers
(enterprises with VAT registration number
and small businesses) supplied with
electricityand gas.

A2A Energia’s customers expressed
adecidedly superior level of
satisfaction in 2012, especially in
domestic customers. Interms of electricity,
the trend in the Customer Satisfaction
Index (CSI) for A2A Energiasurveyedin
thelast four years reports anincreasingly
growing trend, compared with the waning
CSlonthe Italian market.

A2A Energia notified its domestic market of
the exceptional results attained in 2012 by
affixinga quality stamp on the bills issued
in2013.

TE!

SODDISFAZIONE
CLIENTI

OSSERVATORI0 DATABANK
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155 Databank 2013 survey on the level of satisfaction of the customers on the protected market

201 2012 2013
Type of A2A Energia Industry  A2AEnergia  A2AEnergia Industry  A2AEnergia  A2AEnergia Industry  A2A Energia
customer score average ranking score average ranking ranking average ranking
Domestic 931 88.0 1tofg 917 87. 1*tofg 90.1 87.0 1tof 7
Gas VAT and small
st nd rd
business 88.6 85.2 1tofg 87.9 843 2Mof6 87.0 86.3 34of6
Domestic 91.0 89.6 390f 11 92.0 87.2 1tofg 93.1 85.2 1tof 8
Electricity
\gﬁ;sgsdssma” 89.3 84.8 2" of 11 92.0 80.8 2"of10 92.2 825 2"of10
*Survey: Databank-Cerved Group Energy Observatory.
CFlsurvey free market 156 Free market customer satisfaction (figuresinthe hundredths)

In 2013, the CFI Group was tasked by A2A Energia to conduct two telephone surveys
of its mass market customers on the free market (one conducted in February and
asecond in November) with aview to measuring the quality perceived by the customers
related to different features of the service: sales channels, offer, convenience, contact
channels, etc. each described with different aspects. The sample selected to interview
was of 1,500 domestic and micro-business customers to which A2A supplies electricity
or gas.

Inaddition to the overall CSl on customer satisfaction, the survey conducted by the
CFlGroup alsoidentified aspects, customer satisfaction aspects relating to numerous
features of the customer expectations toward the supplier and with respect to an ideal
service.

100

57 74 p

735 7574 4,

726 74 72 7

February 2012

February 2013

November 2013

Average overallscore (CSI)
M Overall satisfaction with the service

Satisfaction with respect to expectations
Satisfaction with respect to anideal service



The results of both surveysand asimilar survey conducted in 2012 reported
aslight downturninanumber of indicators which remained above good
satisfaction (score of 70) out of nearly all the aspects, as regards the sales

channels,and contact channels (Call Center, Desk, Customer Care, Website).

The reliability of the service, perceived as the lack of unexpected
interruptions, has suffered aworsening on both targets, while there was
ageneralimprovementinthe arearelated to membership in the service.
The assessments regarding the bill were lower as were other parameters
reached for the web site and desk.

Customer satisfaction was gauged and monitored on specificissues. As of
September 2013,a survey was conducted (as it has been each year) on
online services provided through the A2A Energia website.

Call Center Survey

Since 2008 the Electricity and Gas Authority (AEEG) has been conducting
six-monthly surveysinto the quality of commercial telephone services

as perceived by energy end customers who use the call centers of sales
companies with more than 50,000 customers,and, in the case of A2A, only
involves A2A Energia’s customers. In the first half of 2013, A2A Energia’s
customers once again confirmed their appreciation forthe company’s call
center service. The general satisfaction index was 92.5%, nearly

3 percentage points higher than the national average. In further
detail, especially positive were the figures relating to the politeness of
operators (almost 98.2%), to the ability to resolve questions swiftlyand the
clarity ofanswers (both of which were 5% over the national average).

The most recent survey by AEEG was changed slightly compared to the past,
as regards the weight of afew indicators on the global score and namely,
making it non-uniform and less meaningful compared to previous years.

Inany event, the CSItrend of A2A Energia, as from the first survey done
in 2008, confirms the positioning well above the national average, while
compared toageneralimprovement of this score over time. The slight
downturnonthe CSlindexin the last two surveys relates to the impact
arising from significant changes in the commercial disclosure policy,
implemented in the first half of last year.

157 Customer Satisfaction on Call Center operations
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After call survey

Inthe first quarter 2013, A2A Energia continued to use the after call survey
method to measure customer satisfaction at the conclusion of a customer
assistance phone call. This method allows the customer to express

their degree of satisfaction, with ascore of 1 (least satisfied) to 4 (most
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satisfied), on the following aspects: courtesy of the phone representative, wait time, clarity
and ability to resolve the issue. The results were very positive for the company, whereby
respondents gave the highest score (4) 75% of the time.

158 Customer satisfaction after a call - percentage of the scores reported

9%
4%

12%
Score1
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Furthermore, more than 44% of the interviewees reported that the service exceeds
expectations and 52% found that the company performance in resolving problems was
better than expectations.

Much of this data is updated monthly on the web site:
@ www.a2aenergia.eu/chisiamo/il_nostro_servizio/Customer_satisfaction/
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“Cloud Innovation Award” prize

In 2013 A2A Energia was awarded the prize for the
“Cloud Innovation Award” by the School of
Management of the Politecnico di Milano for its
“Sales Force Automation”. A2A was the winner
for “support to the commercial development
strategy based on integrated management of

the sales processes” of electricity and gas on the
mass market segment (domestic and micro-business customers), through asingle
application that also includes mobile sales support solutions. The final phase of

the prize, nowin it second edition, included the participation of more than 100
companies and isawarded to companies that have shown a capacity to innovate their
processes or the ICT infrastructure through “Cloud” based tools, which is IT speak for
“centralized and virtual” at the same time.

Safety of the gas and electricity service

A2A Electricand Gas Network customers can report any unusual matters or breakdowns
inthe electricity or gas service by using a toll-free number at any time round the
clock 365 days a year. If gas leaks are noticed on plant owned or managed by an end
customer downstream from the delivery point, the company may suspend or cut-off
the supply to ensure public safety until the end customer has resolved the problem of
the leakand documented that the equipment is working properly. If the energy supply

is suspended due to an emergency situation, the request for the supply to be reinstated
must follow a specific procedure.



Milan: 140,000 LED lights by Expo 2015

In 2013, the Municipality of Milan, for which the A2A Reti Elettriche manages the public
lighting service, has decided to replace 140,000 public light fixtures in Milan. The 91
million euro investment was 93% paid for by A2A. The municipality estimates it will save
10 million euroinannual expenses in public lighting, decreasing the expenditure from
38to 28 million euro by 2016.

The planincludes replacing the entire existing lighting system (mercury vapor
luminaires, incandescent lights,and old low and high pressure sodium systems)

with new LED (light emitting diode) systems, which will allow the city to lower
electricity consumption and willimprove operation.

Theinvestment will play outin two phases: 80% of the replacements will take
place by April 2015, just prior to the start of Expo 2015 (May 1) and will cover the
entire historic center, the northwest quadrant (most involved in Expo) and all the
access routes to the city. The remaining 20% will be replaced by August 2015.

5.2.2 District heating and heat management

A2Ais aleader in Italy in the production, distribution
and sale of heat,asectorinwhich it operatesin Milan,
Brescia, Bergamo and Varese anda number of municipalities
inthe Bresciaand Milan hinterland through A2A Calore &
Serviziand Varese Risorse.

This service, which continues to grow, is currently
delivered to 23,800 users (individual residential unitsin
the case of independent heating or whole buildings in the Social responsibility
case of centralized heating), for atotal served volume of

orge . The customers and
89.2 million cubic meters.

public served

40 Years of district heating

Forty years after the first pipes were laid in Brescia,
district heatingand its benefits were rememberedin
apresentation ata convention held in January,
2013. Bresciawas the first city in Italy to equip itself
with a district heating system, in 1972, working from
examples in Northern Europe, and before the great
energy crisis of 1973. District heating beganina
newly constructed neighborhood (Brescia 2),and
then extended into the city, where today it serves
70% of the buildings.
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159 Volume served by the district heating network (millions of cubic meters)

100

160 Geographical distribution of the volume served by district heating
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For further information
Q onthedistrict heating
development plan, see the

section on “Environmental
responsibility” on page 78
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A2A Calore &Serviziand Varese Risorse also have specific skills in rationalizing the energy
management of buildings through measures to improve efficiency, such as:

e the conversion of heating plants fueled by liquid fuels to methane;

e condominium heat management;

e energy management for large property complexes and publicadministrations.

In 2013, A2A Calore & Servizi converted 15 plants for a total installed power of 14,860 kW.

Varese Risorse began working in this sector in 2013, converting 24 heating plants in

the city of Varese (one of which will be completed in 2014) from diesel to gas,and two
heating plants from diesel to pellets. It also assumed the role of third party responsible for
managing these plants.



Channels for dialogue and customer support

The expansion of district heatingin cities proceeds by employing precise

and effective communications ina number of phases, including:

e aletter to condominium administrators (sent as soon as the network
expansion is planned);

o the “District heating is on its way” leaflet for residents in network
developmentareas;

e worksite notices, sent out to all residents and business owners two weeks
before work begins;

e the business leaflet “Choose district heating™, sent to residents in the
areain question.

ga:a ; k Teleriscaldamentvt
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In 2013 A2A Calore & Servizi sent out 101 letters to administrators and
6,000 “District heating is on its way” leaflets, placed 31,750 worksite
notices and sent out 1,200 “Choose district heating” leaflets.

Worksite notices and the corresponding layout are published punctually
inthe “Work in progress™ section of A2A Calore & Servizi’s website
to enable residents to stay informed about developments in the district
heating service in their city. The homepage offers a “Direct line”
section, which allows current and future district heating customers

to ask for specific information over the internet, about business and
contracts, technical support, and general information about the service.
Inaddition, atoll-free number is available to get information and for
reporting other matters.

During the year, A2A Calore & Servizi attended fairs and events
and organized visits to district heating production plants
for condominium administrators and citizen groups and their
representatives, as well as courses for sub-plant technicians.

For the citizens of Bergamo, A2A Calore & Servizi provided an
information desk about district heating right downtown, on a major
thoroughfare, the “Sentierone”. This gave citizens direct access

to information on the progress of the project, the advantages and
environmental benefits it will provide,and which areas are already
reached by the service. The initiative continued for anumber of weeks in
May and June,and again in September and October 2013.

Introduction

The A2A Group

Strategiesand policies
for sustainability

Economic
responsibility

Environmental
responsibility

Social responsibility
A2A people

The customers and
public served

Suppliers

Institutions and local
communities

Statement of
compliance

Statement of the
level of compliance
with GRIguidelines
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District heating: we can finally breathe

The partnership between A2A and the non-profit association Movi&Co - which for
years has offered an opportunity for the world of corporate communications to meet
and collaborate with the creativity of young talents - led to the TV ad “District heating:
finally we can breathe”, which Fabio Valle created for A2A. The ad won the Prize for
Best Emerging Videographer
2012 offered by Assolombarda,
and placed second in the 2013
Movi&Co Awards.

The video effectively portrays the
transformation of a city, gloomy
with chimney smoke, as it decides
to switch to district heatingand

can once again breathe and recover
its natural color. Thirty seconds
that convey how district heating can help the environment by reducing the use of fossil
fuels, resulting in enormous benefits for the quality of the air we breathe.

The video was broadcast on the local Bergamo TV station in February and

September 2013.

It can be viewed here:
@ www.az2a.eufit/comunicazione/primo_piano/anno_2012/movieco.html

Quality of the district heating service

The two Group district heating companies, A2A Calore & Serviziand Varese Risorse, provide
aservice for which they guarantee quality, precision and punctuality,and energy savings.
Both of these companies monitor and measure the parameters of their services to
consistently monitor compliance with all technical, commercial, quality, environmental
and safety specifications. The indicators are then inspected by the Quality, Environment,
and Safety Committee.

In 2013 a series of meetings was
launched with consumer associations

The diStriCt with the goal of draftinga 2014
heati ng Service Charter of District Heating
Charter iS Services valid forallareas in which

. A2A Calore & Servizi operates.

being prepared The Charter of District Heating
Servicesis part of A2A Calore &
Servizi’s framework of close attention
toits customers,andisacrucial

element of an approach focused on the quality of the service it delivers.

In particular, the Charter:

e establishes the principles and criteria for managing the service;

e ensures the participation of citizens, recognizing their right to access informationand to

opinions on the work performed;
e establishes standard times for the various types of jobs and situations;
e provides precise information for citizens to submit reports.

Safety of the district heating system
In addition to saving money and reducing the emission of fumes, district heating offers
other advantages in terms of safety, convenience, and plant efficiency.



Boilersareinfact replaced by simple heat exchangers, which ensure:

e alack of combustion and open flames;

e the elimination of any danger of gas leaks or poor combustion,and any
risks of explosion or fire;

e easy management and maintenance;

e longer durability of the plants

heating, please visit:
www.azacaloreservizi.eu/home/cms/aza_caloreservizi/
teleriscaldamento/vantaggi.html

@ For more information about the advantages of district

Rigorous controls are carried out in connection with the way sites
are managed for infrastructure construction and network and plant
extension work, as well as for subcontracted maintenance, in order to
ensure that the work commissioned has actually been performed, that the
timetable has been adhered to, that the agreed materials have been used,
and that the requested testing has been carried out, along with everything
elseincluded inthe contract specifications.

5.2.3 Integrated water service

Theintegrated water service (aqueduct, purification, sewers) in the Group
is managed by acompany called A2A Ciclo Idrico, which operatesin
Bresciaand its province, while the subsidiary Aspem distributes drinking
water in Varese and the surrounding province.

161  Integrated water service users
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162 Geographical distribution of aqueduct service users

77%
23%

Province of Brescia
Province of Varese

177



SIS CIMELIIAANC sJe]adl Social responsibility

2013

Channels for dialogue and customer support

A2A CicloIdrico offersits customers 7 desks around its territory where they can
conduct business or ask for information. Customers can also contact the company using
adedicated toll-free number and local number (in 2013 more than 80,000 users
took advantage of this communications channel). An online desk s also available, which
can be used to pay bills,a service that is garnering growing success among customers
and which recorded approximately 35,000 operations in 2013,a50% increase over the
previous year. The company has offered electronic billing for some time, a delivery
method that 758 users activated in 2013.

163 Online desk services for A2A Ciclo Idrico - Online payments
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The A2A Ciclo Idrico call center continued to achieve very high quality levels
again in 2013, with 83% of calls being successful and wait times never exceeding
2minutes.

Aspem customers have at their disposable a desk open to the public,an online desk,
and a dedicated toll-free number.

Quality of the water service

The quality of the integrated water service is governed by a Charter of Services,
which sets out the commitments the company must maintain with its customers
regarding various aspects, such as: methods and times for preparing estimates, and how
long it takes to obtain a water connection, etc.

Both group companies offer their customers the option to subscribe to insurance
policies at promotional rates (for domestic customers only) against the risk of
concealed drinking water leaks.

In 2013, A2A Ciclo Idrico also offered a contribution toward expenses sustained to
relocate water meters as part of the Acquasicura program.

A round-the-clock emergency service is available for reporting any faults noted in
the public sewage system.

Law No. 214/11 transferred “functions pertaining to the regulation and control of water
services” to the Authority for Electrical Energy and Gas.

websites:
www.az2acicloidrico.eu/home/export/sites/default/idrico/sostenibilita/
documenti/Carta_dei_Servizi.pdf
www.aspem.it/asp/cms/aspemyazienda/attivita/acqua/carta.html

@ The A2A Ciclo Idrico and Aspem charters of services are available on their



Brescia’s Water

In Italy, the regulation that governs potable water distributed for human
consumption is Legislative Decree No 31/01, which defines the characteristics
the water must have to be considered suitable for human consumption,and
establishes the tests that must be performed. In Brescia, tests on potable water are
performed directly by the Brescia Local Health Authority as the controllingagency,
and by A2A Ciclo Idrico as supplier of the service.

Asin previous years, the analyses conducted in 2013 consistently confirmed the
potability of the water distributed from the Brescia aqueduct; in fact, the
values measured fall well below the limits set by the regulation.

Concentrations of certain significant substances between
November 2013 and February 2014

Minimum Maximum

value value Legal
Substance detected detected limit
Chromium (gg/l) <5 1.6 50
Hexavalent chromium - includedin total
) <2 1.5 -
chromium (gg/l)
Total Trichloroethylene and
<01 53 10
Tetrachloroethylene
Carbon tetrachloride <01 0.2 4

In over 20 years of analyses, the presence of PCBs has never been found in wells
of the Bresciaaqueduct,and Cesium 137 has always been absent or at least below the
minimum detectable quantity (0.2 Bg/kg).

Throughout 2013, representatives of A2A Ciclo Idrico attended numerous meetings

of committees, associations, citizens,and journalists, in order to provide clearand
detailed information with the utmost transparency about issues related to the safety of
water in Brescia. They also responded to 75 requests for clarification from citizens and
institutions regarding water quality; 60 of these specifically concerned chromium.

In April 2014, an informational leaflet on this subject was distributed to all families.

165 Quality indicators of A2A Ciclo Idrico service
(dataindays)

20

Social responsibility

The customers and

2011 2012 2013 public served

Response time to requests for aqueduct connection estimate
Response time to requests for sewer connection estimate

M Aqueduct connectiontime
Time for switching on supply

M Sewer connectiontime

Satisfaction and listening to customers

In May 2013, A2A Ciclo Idrico conducted a customer
satisfaction survey focusing on public and private

users of the integrated water service (aqueduct, sewers,
purification). The survey involved public administrators
and city technicians fromall municipalities served (mayors,
council members, technicians from the Office of Public
Works, etc.) as well as citizen-customers who receive
domestic or other (business, craftwork, industrial)
services.
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Evaluations were very positive among private customers, with an average score of
8.00 (onascale of 1t010). Customers particularly appreciated the lack of problems, the
quality of the technical services,and support through the contact channels. Those who
were unsatisfied complained about issues such as: cost of the service (fees), quality of the
water, and alack of clarity in the bills.

Public customers also gave good evaluations, with an average rating of 7.95.
Especially popular were the speed of response, efficiency, quality of the service,and the
skilland helpfulness of personnel. The few respondents who were not entirely satisfied
complained mostly of high costsand little investment in their areas.

Safety of the water service

Supplying quality water is the primary objective of the Group companies providing the
aqueduct service. Therefore, quality checks are performed along the entire production
chaininaccordance with the law. The water undergoes special tests and disinfecting
treatments, and chemical-physical or biological purification treatments where necessary
beforeitisfedinto the network and reaches the tap.

The Mompiano Spring - Brescia

Samples are drawn monthly at the treatment plants and network check points; once
ayear at the procurement sources;and at narrower intervals in the event of any risk
situations in terms of the quality characteristics of the water drawn from a specific
source. Inaddition to these analyses, there are other tests conducted directly by the
local health authority at schedules that are not provided to the water company to
ensure maximum effectiveness for testing.

In2013 A2A Ciclo Idrico took 7,394
samples of drinking water, analyzing

206,662 parameters. S ome 22 O;O 0]@)
Aspem drew atotal of 1,577 samples, wate r_q u a| |ty
of which 1,449 were for testing quality

onthe plantsand networks that distribute pa rameters
water to the municipalities served,and 128 ana |_yzed

toanalyze the capitation points that feed | N 201 3

the distribution plants, analyzing
13,183 parameters.

Overall, the water delivered to customers was fully compliant with legal parameters.
Over the course of 2013, six non-conformities were detected, one of which was reported
by a private individual,and five by the local health authority.

Dataabout concentrations of the typical parameters of the water

@ distributed are published on the website:
www.az2acicloidrico.eu/home/cms/idrico/sostenibilita/analisi_acqua_bs.html
www.aspem.it/asp/cms/aspemyazienda/attivita/acqua/livelli_qualita_
raggiunti.htm/



5.2.4 Environmental services

OnJuly1,2013, A2A Ambiente was founded with the goal of channelinginto asingle
entity all the skills acquired by A2A’s Environment Sector in the design, execution,and
management of waste-to-energy plants and environmental services. A2A Ambiente owns
100% of urban sanitation companies Amsaand Aprica. Another company in the field of
urban sanitation is Aspem, which is directly controlled by A2A.

Within the A2A group, the urban sanitation service is currently delivered by Amsa
(Milanand province), Aprica (Bresciaand provinces of Brescia, Bergamo, Como, and
Mantua),and Aspem (Varese and province), which inall cover 88 municipalities, fora
total of over 2.4 million citizens served.

166 Population served by the urban sanitation service

2,500,000
> 2,437,207
2,309,310 2,326,391
2,250,000
2,000,000
2011 2012 2013

Population servedin
2013 by the Group’s
urban sanitation
service

+5%

In 2013 Apricawas awarded 10-year management of the
environmental sanitation services in eight associated
municipalities in the provinces of Bresciaand Bergamo:
Rudiano, Urago d’Oglio, Pontoglio, Castrezzato,
Comezzano Cizzago, Torre Pallavicina, Barbataand

Social responsibility

The customers and
public served

Fontanella.

Amsa was awarded the tenders for management of
environmental services issued by the municipalities of San
Donato Milanese, Cormano, Buccinasco, and Bresso, and
also provides services in the municipality of Rho.

Over the course of the year, the extension of food waste
collection continued in Milan, extending to the southeast
and northeast areas of the city, after the 2012 launch which
targeted the southwest. Amsa gave all residents receiving
the extended service (560,000 including families and

other usersthat produce food waste) a 10-liter aerated
basket,abrochure with all the instructions necessary for
proper separated collection of food waste,and thanks to
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anagreement between the city administration and the Novament company, afree supply of
compostable bags made of Mater-Bi. Service extensioninto the finalarea, the northwest, is
anticipated by June 2014, thus bringing the entire city on board.

In particular, in 2013 meetings were organized that received participation fromthe
Counselors for Mobility, Environment, Subways, Public Water, and Energy, along with
Amsamanagement, at the Area Councils in the southwest to inform citizens of the results
of the new separated collection of domestic food waste,and to announce activation of
the service inthe southeast and northeast zones.

Reducing paper in the workplace

In collaboration with the Lombardy Region, Aprica conducted 11 pilot programsin
the City of Bresciaaimed at waste prevention, as part of the Urban Waste Reduction
Action Plan (PARR). One of the programs aims to reduce consumption of graphic
paper and office supplies,and was conducted in the Aprica offices. The program
generated aweighted per-capita reduction of 41%, an overall reduction in paper
waste of more than 2.8 metric tons in one year,and areduction of 34 kg/year
per employee.

In 2013, Aprica conducted an awareness raising campaign in Brescia on collecting
used oil. The campaign was paired with information sharingin the schools participatingin
A2A’s environmental education program, “The environment | have in mind ”. All students
inthese schools were givena pamphlet and a card for collecting stamps to use with their
families. To getastamp on their card, participants needed to bringaliter of used oil to the

Tyt rang

Street-sweeping service - Brescia

EcoIsland or to Eco-car, a van specially equipped for this type of collection. Fifteen schools
took partinthe campaign and the one that earned the most stamps wonacomplete PC
workstation.

In addition to the normal service it offers, Amsa also has additional services for a
fee,suchas: container rental, collection, transport,and processing of urban and special
waste, graffiti removal, asbestos removal, oversize waste pickup on the customer’s floor,
secure document destruction, management of mobile hygienic services,and more. In
2013, approximately 8,300 customers, including private citizens and companies, used
these services. Aprica also offers some services for an additional fee, and 2,270
customers used these servicesin 2013.

A2A Ambiente works for local authorities and businesses guaranteeing advanced
efficiency in the management of urban waste and hazardous and non-hazardous industrial
waste, as well as environmental reclamation of water and soil on industrial sites, whether
or nottheyarestillin operation. In addition to managing the processes of recovering
energy and materials from waste, it also designs, executes, and manages integrated
waste-to-energy systems, including for third parties. In 2013, the job to design and build



aBiocubi plantin England was launched. A few reclamation worksites were
also openedin the Milan area.

Partenope Ambiente,an A2A Ambiente subsidiary, runs the Acerra
waste-to-energy plant, which in 2013 worked at 100% of production
capacity, processing 600,000 metric tons of waste. As a result, 592 million
kilowatt hours of electricity were generated and fed to the grid, equal to
the annual needs of around 200,000 households.

Channels for dialogue and customer support

Amsamaintains adirect relationship with residents and customers using
various channels: physical and online desks, call centers, toll-free numbers,
e-mail, Puliamo applications for mobile devices, etc. Despite the growing
use of the Internet to find information and reserve services (in 2013,31%

of reservations for oversize waste pickup were made online),in Amsa’s
interactions with its citizen-customers, contact through its toll-free number
remains important,andinfact grew by 6%in 2013 over the previous year.
Correspondence by e-mailalso increased (+16%),and App reportsare
growing quickly although the numbers are not yet significant.

167 Quality levels of the Amsa Call Center

2011 2012 2013

Percentage of successful calls 94% 95% 93%

Accessibility of the lines and the service
(freeline time comparedto the time when 100% 100% 100%
the operator is present)

Average waiting time on the telephone

(seconds) 59 e 84

Aprica’s customers can contact the company using a toll-free
number or an online desk service, through which it is possible to
request informationand submit reports and complaints.

Aspem has a desk open to the public from Monday to Friday from
8:30to 12:30 p.m. and dedicated numbers for the urban sanitation
service, depending on the type of information requested.

At A2A Ambiente, the leading contact channels for customers consist mostly
ofthe direct relationship between sales agents and customers.

Social responsibility
Quality of the environmental services
Amsaand Apricagovern their service to citizens with the Charter of
Services, which describes the methods, timelines,and quality of the
services the companies commit to guarantee.

The customers and
public served

InJuly 2013, the 2013 edition of the Amsa Services Quality Charter
was published, illustrating the services provided to the city, based on the
Service Contract signed with the city of Milan. The document, intended
for citizen-users, was shared and created in conjunction with 17 consumer
associations,and explains clearly and transparently the commitments
that bind the company to the city, detailing the quality standards for their
services, ways the company listens to citizens,and the tools available to
safeguard users.

The Amsa Charter of Services can be downloaded here:
@ www.amsa.it/gruppo/cms/amsa/varie/rss_app/180713_carta_
servizi.html
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Inthe last trimester of 2013 a process was launched to create the Aprica Services
Charter for the municipalities that the company servesin the province of Brescia.
The document will be adapted to
the characteristics of the services
provided in each municipality, while
the general foundation - meaning
the quality standards guaranteed,
therights available to all interested
parties,and how to exercise those
rights —was reached in consultation
and agreement with the leading
Consumer Associations.

ApricaService
Charteris being
prepared for

all of Brescia’s
municipalities

For Aspem, the urban sanitation service is governed by the city of Varese’s urban
sanitation service regulation.

Customer satisfaction

Amsa periodically conducts customer satisfaction surveys to monitor how
satisfied citizens of Milan and surrounding municipalities are with the company’s services,
as wellas to ensure ongoing improvement in the quality of the services delivered and to
offerits customers innovative services.

In 2013 the survey was conducted in March, through 2,000 telephone interviews:
1,000 families living in Milan, 8oo families in surrounding municipalities,and 200 people
who own businesses in Milan. Some of the mostimportant aspects analyzed included
waste collection, street cleaning service, relationships with citizens, special services,and
services provided on request. In terms of Milan, those interviewed offered a good overall
assessment of the services provided, with anaverage grade of 7.57 (onascale of 1to
10),an improvement over the 2012 grade of 7.29.

Looking more closely, waste collection was the most popular service provided, and
82.5% of people reported that it was clear or very clear to them how the waste is sorted
(rating of more than7onascale of 1to 10).

Regarding the channels for dialogue between the company and citizen-users, the average
grade was higher than 8,and users particularly appreciate the Call Center with its

7:57

Rating of the
services provided
by Amsain Milan



toll-free number (8.45), the option to make online reservations for oversize waste pick-
up (832), the PULIamo application for smartphones and tablets (8.08),and the website
www.amsa.it (7.90).

In 2013, Aprica conducted two customer satisfaction surveys: onein Vallesabbia
and onein the city of Como.

In Vallesabbia the survey covered the 26 municipalities served by Aprica,
forapproximately 69,000 residents, and was conducted using a sample of

600 domestic usersand 100 business owners. The general opinion of urban
waste collection was very high, with an average grade of 8.20 (onascale
of1to010).

Among the specificaspects of urban waste collection,

the most positive responses concerned the low noise
level of the service and/or the vehicles at work,and the
overall organization of waste collection and how often
dumpsters and containers are emptied. The aspect with
the most room forimprovement was the cleaning of areas
surrounding the dumpsters and containers. Overall
satisfaction with Aprica is good, with an average
grade of 7.81.

In Como the goal was to find out how satisfied

resident citizens are with the city cleaning and
waste collection service delivered by the previous
provider. The survey was conducted in June, contacting
800 home users and 230 business owners. It made it
possible to establish astarting pointin order to understand
the current level of user satisfaction, obtain abenchmark
toreference in the upcoming period with Apricaas the
provider,and to identify aspects of the service that may
requireimprovement. In fact, the citizens of Como were
not satisfied with the service they had been offered up to
that point: the average rating given was 5.87 (on a scale of
1t010). The waste collection service, cleaningin market
areas,and management of the ecological platformare

the most popular services, but in general the citizens
requested better management of the service offered to
the city. The most importantaspects in determining overall
satisfaction are waste collection and street cleaning,
especially in outlyingareas.
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5.2.5 Management of complaints and disputes

Management of customer complaints

In 2013 A2A extended its monitoring of written complaints in the various group
companies; overall, 5,923 written complaints were recorded in the A2A group companies
(excluding Selene).

For A2A Energia and Aspem Energia, complaint management is handled based on
the levels of service set by the AEEGSI (the Electricity, Gas and Water Authority), which
definesa complaint as “a communication froma customer in written form”.

The Integrated Consolidated Regulation on Sales Quality (TIQV) sets the time for
providing replies to written complaints at 40 days from receipt, obliging the supplier
of the service to pay an automatic penalty to customers if the standard is not met.

In 2013 the percentage of written complaints received was 0.18% of the number

of electricity and gas customers: this level is low, and below the market average.
Approximately two thirds of complaints were due to reasons such as: contesting
consumption and/or meter reading, contractual and rate issues, aspects related to
handling of payments and payment delays, and payment by direct debit or

standing order.

At A2A Calore & Servizi, reasons for complaints are analyzed and grouped by type,

so that the most frequent weaknesses reported can be identified and the necessary
corrective actions can be taken. The main classification categories for complaints are:
breakdowns, contractual aspects, performance of work, time to provide/execute the
service, invoicing, service deficiencies, and behavioral aspects of the companies. In 2013,
two complaints were received related to safety issues regarding restoration of the road
surface when adepression formed after district heating pipes had been laid.

Amsarecordedanincrease in written complaints (especially by e-mail), due to the

introduction of the new “door to door” domestic food waste collection service, which
had adriving effect on other separated collection services. While the results in terms of
the percentage of waste sent on for recovery are extremely positive, the new service did
requireanincrease in the overall number of pickups from users,and therefore an increase
in possible delays or minor collection problems.

Joint settlement

The joint settlement service has been available since February 1, 2009, to

settle disputes with consumers quickly and free of charge, thanksin partto the
protocol signed by A2A Energia and 17 consumer associations, and which was extended to
Aspem Energia on January 1,2012. Asimilar protocol was signed in 2011 with the Business
Federations to resolve disputes with smalland medium businesses.

A consumer who has not received aresponse to their complaint within the set deadline,
or who receives an unsatisfactory response, can access the joint settlement service,
which offers the option of out-of-court resolution of disputes concerning the supply of
electricity and gas, both on the protected market and the open market. The service makes
it easier to handle cases of complex complaints, handling them quickly and saving on fees
compared to using ordinary legal channels.

Customers can access the settlement procedure free of charge by contactingone
of the consumer associations or business federations that have signed the agreements.

In2013, A2A Energiareceived 54 new joint settlement requests from home customers;
there were 12 cases continuing from 2012, for atotal of 66 cases handled. Sixty-three
percent of cases handled during the year were successfully resolved, and 26% are still
ongoing. Eighty-two percent of the cases that were closed had to do with invoicing
problems, while 8% concerned contractual modifications,and the remaining 10%
concerned measurements.



168 Result of joint settlement procedures

25.8% 62.9%

Resolved successfully
Settlement not achieved
M Casesongoing

1.3%

Management of complaints regarding roadworks

The protection of city dwellers and minimizing the disturbances that may be caused
inthe case of digging and pipe-laying is one of the unwavering elements of the way
the A2A Group works. To this end, the methods adopted by the Group in dealing with
roadworks are the least intrusive possible and include the following:a commitment
not to perform work at night except for exceptional cases, the use of soundproofed
machinery, prompt and widespread information provided to the areas affected by the
work, and careful management of any complaints or reports from citizens and road
users.

For subcontracted jobs, outside entities other than the subcontractor are assigned
to audit the worksites in order to ensure an impartial judgment, and the task of
auditing is kept separate from the coordination of safety (as dictated by
Legislative Decree No 81/08.

Energy customer settlement service

The Energy Customer Settlement Service was
established by AEEGSI in April, 2013,and is an
additional tool available to consumers for simple
and swift resolution of any disputes with providers.
The service can be activated directly by the
consumer or through the consumer associations,
and involves the intervention of a mediator
specially trained by AEEGSI who helps the parties
reach anagreement without resorting to legal
channels.

The service is managed by the Sole Buyer on behalf
of AEEGSI. Itis voluntary, free, and conducted
entirely online, in accordance with European
regulations on energy and on Alternative Dispute
Resolution (ADR).

A2Aresponded to AEEGSI’s request that it take
partin the service,adoptingaselective approach,
through prompt support for individual requests.

In 2013, three cases were sent to A2A: two were
resolved with an agreement, and one was not
accepted because it was not relevant to the service
itself.

Social responsibility

The customers and
public served
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Reports of
roadway
anomaliesin 2013

In2013,1,040 reports were received regarding street problems, and 605 of these
were received through the CRM “Ambrogio” portal,an innovative technological
system through which local police, worksite staff,and area councils are provided with
PDAs and smartphones used to submit reports in real time direct to asingle, shared focal
point that sorts them, saving both time and paper. The matters raised most frequently
inthe reports are those classified as “components” (mainly lighting points which are not
working or damaged street cabinets) and “potholes/manholes”. The most frequent causes
of complaints about roadworks concern delays in restoration work or restoration work
that has not been performed properly or has deteriorated prematurely.

A2A Servizialla Distribuzione took over management of these reports in November 2012,
and hasimplemented a tracking system using a specific database in order to monitor
reports received and resolve them promptly.

Disputes with customers/residents

Atthe end of 2013, 18 cases were ongoing with customers of various services offered

by the Group, concerning contested invoice amounts or consumed amounts charged.
Inaddition, 57 cases were underway or concluded in which citizens requested
compensation, generally of amodest amount, for damage to property or possessions.
Finally, on the same date, three cases were pending regarding alleged violations of
citizens’ property rights, and 31 cases regarding compensation for slight injuries suffered
by individual residents while work was being performed, generally by subcontractors.
One case concerned a fatal road accident in which a service vehicle driven by a Group
employee was involved.



5.2.6 Tables: customer numbers

Marketing of electricity and gas

169 Number of supply points for the electricity service

171  Electricity supply contracts by type of market

2011 2012 2013
Protected market 907,047 876,486 831,198
Free market 116,552 131,492 158,000
Total 1,023,599 1,007,978 990,098
172 Gas supply contracts by type of market

2011 2012 2013
Protected market 77,980 1,105,203 1,063,484
Free market 65,017 66,519 76,628
Total 142,997 1,171,722 1,140,112

Type of supply 2011 2012 2013
Domestic 828,419 812,290 797,033
SMEs 142,108 135,406 120,488
Large customers 26,388 33,420 38,067
Condominiums 26,184 26,862 33,610
Total 1,023,599 1,007,978 990,098
170 Number of supply points for the gas service

Type of supply 2011 2012 2013
Domestic 1,116,741 1,097,240 1,090,481
SMEs 61,102 57,752 33,065
Large customers 6,983 6,188 6,108
Condominiums 10,742 10,542 10,458
Total 1,195,568 1,171,722 1,140,112

Social responsibility

The customers and
public served
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173 Customer satisfaction with the call center —- AEEGSI survey

1*t half 2011 1t half 2012 1 half 2013
AEEGSI survey A2A National A2A National A2A National
(% satisfied customers) Energia average Difference Energia average Difference Energia average Difference
Time taken to find the line free 973 92.8 +4.5 96.3 93.2 +3.1 96.3 941 +2.2
Simplicity of the automatic answering system
. . . . 0.2 89. 2. -3.6 . . 6
for beingable to speak with the operator 924 922 * o1 927 3 951 935 +1
Waiting time to speak with the operator 97.9 93 +4.9 97.4 925 +4.9 96.6 93.2 +3.4
Politeness of operators 987 96.2 +2.5 98.9 963 +2.6 98.2 955 +2.7
Clarity of answers 97 90.6 +6.4 97.2 90.6 +6.6 95.6 90.4 +5.2
Ability to resolve the problemin the shortest
. . . 83. 1.8 84. 10.1 0.1 84.8 .
time possible 955 37 + 95 4.9 + 9 4 +53
Customer Satisfaction Index (CSI) 95.1 88.1 +7 95.1 89.3 +5.8 92.5 89.6 +2.9
174 Trends in electricity and gas claims 175 Technical quality of the electricity production process
20m 2012 2013 Average availability factor (%)
Type of energy source
Number of complaints 2,588 2,833 3,608 2011 2012 2013
Sicmpli Complaints as % of average number 013% 014% 018% Traditional - coal 85% 98% 86%
orcustomers Traditional - heavy fuel oil* 48% 49% -
*The Electricity, Gas and Water Authority (AEEGSI) defines “simple complaints” as complaints which are Natural gas - combined cycle 76% 71% 71%
the exclusive responsibility of the seller and for which providing a reply does not entail obtaining data that ! ; o o N
is the responsibility of the distribution company. Hydroelectric - flowing 84% 89% 85%
Hydroelectric - dams 82% 86% 84%
Hydroelectric - reservoirs 69% 84% 58%

*The figure refers to the fuel-oil groups at the Monfalcone thermoelectric plant, which were taken offline in 2013.



Electricity and gas distribution

176 Extension of the electricity distribution service

178 Extension of the gas distribution service

2011 2012 2013
Km of electricity network 12,815 13,052 13,254

-of which underground cable 10,732 10,905 11,192
Users connected 1,129,194 1,115,157 1,118,073
Municipalities served 52 54 54

2011 2012 2013
Km of gas network 8,067 7,980 7,838
End users connected 1,367,405 1,344,373 1,259,457
Municipalities served 213 208 202

177 Users of the electricity distribution service by geographical

179 Users of the gas distribution service by geographical area

2011 2012 2013
Lombardy 1,323,765 1,288,106 1,203,780
Other northern Italian 14,044 27427 26,741
regions

Therest of Italy 29,596 28,840 28,0936

area
2011 2012 2013
Lombardy 1,120,194 1,115,241 1,119,348
- of which Milan 883,694 881,906 883,250
-of which Brescia 245,500 233,251 236,098
Other northern Italian
regions © ° ©
Therest of Italy o o o

Note: A2A owns around 400 km of high and medium pressure gas transportation
network through the company Retragas, covering atotal of 69 municipalities.
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180 Technical quality - electricity

Milan
High-concentration environment Medium-concentration environment Low-concentration environment
AEEGSI AEEGSI AEEGSI
target target target
Service continuity indicator 201 2012 2013 2013 2011 2012 2013 2013 2011 2012 2013 2013

Average minutes of interruption
peryear for LV users due to long 25.68 27.59 24.83 27 38.9 69.41 45.56 48 / / / /
interruptions without notice

Average number of interruptions
peryear for LV users due to long 1.62 1.27 13 152 1.99 2.84 1.65 2.05 / / / /
interruptions without notice

Brescia
High-concentration environment Medium-concentration environment Low-concentration environment
AEEGSI AEEGSI AEEGSI
target target target
Service continuity indicator 2011 2012 2013 2013 2011 2012 2013 2013 2011 2012 2013 2013

Average minutes of interruption

per year for LV users due tolong 6.72 6.87 7.97 25 7.79 16.27 15.42 40 27.3 28.97 25.6 60
interruptions without notice

Average number of interruptions
peryear for LV users dueto long 1.07 1.09 1.08 1 119 1.63 1.63 2 2.27 2.51 234 4
interruptions without notice

192



181 Emergency electricity service

MILAN BRESCIA
2012 2013 2012 2013
No. of MV customers with more than 6 interruptions ayear for high-concentration environments 12 26 o o
No.of MV customers with more than 8 interruptions ayear for medium-concentration environments o o o o
No. of MV customers with more than g interruptions ayear for low-concentration environments na na 5 4

Insituations where there isashortage of electricity, Terna - Rete Elettrica Nazionale SpA requests distribution companies to implement a scheduled rotational cut-off plan to avoid ageneral blackout.
Five “severity” levels are envisaged which depend on the extent of the shortage of electricity,and these vary according to the numbers of users involved and the frequency of the cut-offs. Cut-offs for
periods up to 9o minutes are communicated to Terna by giving 30 minutes notice and may occurat any time during the indicated bands and not necessarily at the beginning. The scheduled cut-off
plan prepared by A2A Reti Elettriche, structured by day and time band, can be easily consulted on the company’s website.

182 Commercial quality - electricity: specific indicators - Milan/Brescia area

Service provided within the Average time for service

timeframe specified (%) provision

AEEGSI level 2011 2012 2013 2011 2012 2013
Time for making estimates for work onthe LV network 20 working days 87.63% 9419%  9834% 1153 1032 7.88
Time for performing simple jobs ;Sov\tfori?fgd dagyssfgth\/I/V 90.62%  99.25% = 98.92% 7.48 6.83 5.28
Time for switching on supply 5working days 99.65%  98.47%  99.49% 155 1.72 1.45

) N ki forLVv

Time for switching off supply gaZ;k::z jziz fEE MV 99.52% 98.75%  98.86% 1.85 177 1.27
Time for switching on supply again after suspension for default 1weekday 08.97% 9834%  98.73% 0.21 0.25 0.26
Punctuality band observed for appointments 2hours 99.92% 99.30%  99.73% - - -
Time for reinstating supply following a fault in the measurement group on o o o
working days between 8.00a.m.and 6.00 p.m.on the LV network 3hours 9550%  92m%  9069% 178 182 79
Time for reinstating supply following afault in the measurement group on o o 5
working days between 6.00 p.m.and 8.00 a.m.on the LV network 4hours 9729%  9450%  9592% 174 4 149
Time for communicating the result of measurement group checks 15 working days 94.45%  96.32%  99.66% 9.82 8.43 735
Time for communicating the result of voltage checks 20 working days 95.83% 9500%  71.43% 1525 1816 17.50
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183 Commercial quality - electricity: general indicators - Milan/Brescia area

Service provided within the timeframe specified (%)

AEEGSI
Type of service level LV 2011 2012 2013
Percentage of requests to perform complex jobs completed within a maximum of 6o working days 85% 99.19% 99.24% 99.42%
Percentage of motivated replies to written complaints or information requests communicated within a maximum of 20 working days 90% 87.82% 98.18% 91.74%

Service provided within the timeframe specified (%)

AEEGSI
Type of service level MV 2011 2012 2013
Percentage of requests to perform complex jobs completed within a maximum of 6o working days 90% 97.79% 100.00% 100.00%
Percentage of motivated replies to written complaints or information requests communicated withinamaximum of 20 working days 95% 97.85% 100.00% 98.88%
184 Technical quality - gas
Actual level 2011 Actual level 2012 Actual level 2013
H 8 o @ s . ] b H 8 [ @
s § § & £ § §E ¢ £ 3§ § ¢
Base Target & g’ S @ ;:_,n s @ %o =

Type of service level level o o o
Annual percentage of the network under high and medium pressure inspected 30% 90% 100%  57%  99%  43% 100% 100%  99% 40% 100% 100% 100% = 44%
Annual percentage of the network under low pressure inspected 20% 70% 86%  32% 40% 1% 87% 58%  25% 69% 89% 66% 36%  72%
Average number of leaks localized per km. of network inspected 0.8 0.1 0.027 0083 001 025 0.07 012 001 028 0023 006 012 0.5
Average number of leaks localized per km. of network following third party reports 0.8 0.1 0.35 o1 007 0.31 032 013 005 024 0308 0.13 06 025
Conventional number of measurements of the degree of odorization of the gas o1 o 08 i 126 0c8 iy 6 : 06 108 128
per thousand end customers 19 E E ' 35 3 3 ' 363 35 ‘ ' 33 3
No. of end customers with notice greater than or equal to 3 days for interruption
without notice / / 22,498 53 795 o 17584 12 341 o 15806 186 201 o
No. of end customers with notice of less than 3 days for interruption with notice / / 2,279 49 98 0 2,281 187 138 O 4,283 298 o o




185 Emergency gas service

Actual level 2011

Actual level 2012

Actual level 2013

s ¢ & 3§ E § & % §F § & ¢
= ] ] o = ] I Y = a ® 4
[} [ [
Base Target = B g S = - ? s = - ? s
Type of service level level o o o
Annual number of callsto the
switchboard where the team 90% 95% 9550% 99.50% 100.00% 99.20% 97.70% 99.60% 100.00% 98.84% 9755%  99.41% 100.00%  99.75%

arrives at the locationin <=60min

186 Commercial quality - gas: specific indicators - Milan area, Brescia, Bergamo and other provinces

Service provided within the
timeframe specified (%)

Average time for service
provision (in days)

Type of service AEEGSI level 2011 2012 2013 2011 2012 2013

Time for making estimates (simple jobs) 15working days 95.20% 95.91% 97.36% 6.75 7.95 738
. ) . . 10 working days up to 25D o 5 o

Time for performing work (simple jobs) 15working days over 40D 96.28% 95.71% 96.68% 5.51 5.72 5.54

Time for making estimates (complicated jobs) 40 working days 98.44% 95.46% 93.35% 16.63 19.51 1837
. _ 10 working days up to 25D

Time for switching on supply 15workinggda;/s ovper4c:5D 99.94% 98.66% 99.74% 373 4.44 3.48
) _ working days up to 25D

Time for switching off supply ?workinz daz/s O\Fjeng 99.94% 98.96% 95.92% 315 339 3.49

Timef itchi | in aff i

f;:];eéﬁ:wtc ing on supply again after suspension 2 weekdays 99.68% 97.68% 97.35% 11 3 4

Punctuality band observed for appointments 2hours 99.93% 99.83% 99.75% na na na
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187 Commercial quality - gas: specific indicators - Varese

Service provided within the

Average time for service provision

timeframe specified (%) (in days)

Type of service AEEGSI level 2011 2012 2013 2011 2012 2013
Time for making estimates (simple jobs) 15working days 100.00% 100.00% 100.00% 3.9 73 8.2

' . . . oworkingd to2sD
Time for performing work (simple jobs) :5 :vvs:ki:ggd:)?/;s&erZ;D 100.00% 100.00% 100.00% 234 1.85 22
Time for making estimates (complicated jobs) 40 working days 100.00% 100.00% 100.00% 4.9 17.7 5.1

. - 10 workingd to2sD
Time for switching on supply 15vv\y§:kil:ggd;;ss§\?er205D 100.00% 99.95% 100.00% 15 1.6 115

. I kingd to2sD
Time for switching off supply gaz;k:gg dzz 25;42D 99.89% 100.00% 100.00% 13 2.1 1.9
Time for switching on supply again after suspension for default 2weekdays 100.00% 100.00% 100.00% 013 1 0.84
Punctuality band observed for appointments 2hours 99.78% 100.00% 100.00% na na na
188 Commercial quality - gas: general indicators

Milan, Brescia, Bergamo
AEEGSI and other provinces Varese

Service provided within the timeframe specified (%) level 2011 2012 2013 2011 2012 2013
Z:Zjﬁigni Z;;eoqvtj’zsrtl:(si;;gz;orm complicated jobs which were completed within 8% 98.93% 86.98% 96.82% 100.00% 100.00% 100.00%
Percentage of resylte of meaeurement group.tests atthe customer’s request 90% 6318% 8371% 87.23% 100.00% 100.00% 100.00%
communicated within a maximum of 10 working days
Percentage of motivated replies to written claims or information requests 90% 93.44% 92.27% 95.02% 100.00% 100.00% 100.00%

communicated within a maximum of 20 working days




District heating and heat management

189 Geographical distribution of the district heating service

201 2012 2013
USERS* VOLUME USERS* VOLUME USERS* VOLUME
(no.) SERVED (Mm?) (no.) SERVED (Mm?) (no.) SERVED (Mm?)
Bresciaand province 20,096 41.0 20,373 413 20,430 41.6
Bergamoand province 324 41 390 4.7 451 5.2
Milanand province 1,891 20.6 2,607 37.2 2,776 39.8
Varese and province 137 2.5 141 2.6 143 2.6
Total 22,448 77-2 23,511 85.8 23,800 89.2
*Users may be asingle residential unitin the case of independent heating or the whole buildingin the case of centralized heating.
Integrated water management
190 Extension of integrated water management
Aqueduct service Purification service Sewage service
2011 2012 2013 2011 2012 2013 2011 2012 2013
Municipalities served 108 108 108 66 66 66 69 69 69
Total users 277,014 278,336 285,530 160,601 184,848 191,277 178,626 187,137 193,585
Inhabitants 813,183 812,280 812,814 550,496 549,188 549,296 565,200 563,203 563,809

Note: BAS Sl (Integrated Water Service Bergamo) no longer forms part of the above since 2011. In addition, Aspem SpA does not provide a purification and sewage service.
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191 Geographical distribution of water service users

Environmental services

193 Urban sanitation service: collection and sweeping

2011 2012 2013
Municipalities served 86 89 88
Population served 2,309,310 2,326,391 2,437,207

194 Billed services: waste disposal and other services for private customers

Brescia Varese

Aqueduct service 220,328 64,702

Purification service 191,277 o

Sewage service 193,585 o
192 Online transactions of A2A Ciclo Idrico

20m 2012 2013

Electronic bill activations 2,862 1,352 758

Number of online payments 16,792 23,107 34,561

Number of self-readings 1,03 894 5,002

Users served 2013
Amsa 8,208
Aprica 2,270

195 Waste disposal service - A2A Ambiente

2011 2012 2013
Municipalities served 444 688 688
Companies served 1,466 1,320 1,203




196 Amsa customer satisfaction — Milan (scoresoutoften) Other services

Assessment of Amsa services 201 2012 2013 197 Public lighting
Urban waste collection 7.88 7.94 8.15
o . 20m 2012 2013
Overall organization of waste collection 7.57 7.84 8.03
; ; Lighting points (no.) 196,630 199,209 202,564
Frequency of removing the various 6 86 8.02
fractions of waste 77 7 ’ Lighting towers (no.) 475 479 466
Information about the waste collection Lamp posts (no.) 119,224 122,288 124,442
. 721 723 7.99 -
service Suspensions (no.) 10,583 10,634 10,646
Noisiness of the service 6.54 6.83 6.83 Architectural sights lit (no.) o8 o8 98
Obstruction and inconvenience caused 6 670 6
to traffic by collection vehicles 5 7 54
198 i - Mi
Streetand pavement cleaning 5.96 6.72 6.82 98 Traffic lights - Milan
Speed of the cleaning serviceand the 2011 2012 2013
fvehicl h 6.72 7.26 7.29
presence of vehicles on the street Traffic light regulators (no.) 717 719 724
gAregZ!?Zt;)éwhich the cleaning serviceis 639 202 218 Supports (no) 10,865 1,000 10,430
Trafficlight lanterns (no.) 21,483 21,620 21,997
Frequency of streetand pavement 618 6 6
cleaning ! %7 5 Lamps (no.) 63960 64311 65465
Streetwashing 6.55 7.21 7.21
Service for cleaning market areas 7.94 7.83 813 199 Safety equipment - Milan
Bulky waste collection service 8.46 8.50 8.58 2011 2012 2013
Binemptying 6.49 6.85 6.97 Television cameras (no.) 1,196 1,239 1,293
Traffic monitoring (no.) 174 160 160
Environmental monitoring (no.) 12 12 10
SOSbollards (no.) 148 148 152
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5.3 Suppliers %5 a2a
IDENTITY CARD ATDECEMBER31,2013

The A2A portal includes about 3,700 @ validated suppliers, mainly SMEs and most of them validated for more than one category of
goods. Fifty percent of suppliers received at least one order in 2013. During the year, Group companies issued over 8,800
orders amounting toatotal of almost 693 million euro.

Duringtheyear, Over 60% of tenders The “tree” of goods was
2,367 supplier were managed by extended toall Group
validation e-procurement, replacing companies

processes were conventional hard copy

undertaken, 2,154

successfully

Breakdown of orders by type Breakdown of orders by geographical area
Type Number of orders Amount of order 3%
Supplies 3,880 199,253,118
Works 1,845 248,611,406 e
65%

Services 3,152 244,863,258 >
Total 8,877 692,727,781

Lombardy

Other Italian Regions

HEU

(1) Suppliers with at least one ongoing validation at December 31,2013. Not included are suppliers validated on the Edipower Portal, as yet not fully integrated with the Group Portal.
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Pose district He"ating

5.3.1 Tender procedures

Works, supply and service tenders

inthe ordinary and special sectors
(urban sanitation, electricity grids,

gas and district heating) are governed

by European Community regulations
aimed at ensuring the application of the
provisions of Italian Legislative Decree
No 163/06,“Code for public contracts
relating to works, services and supplies
implementing Directives 2004/17/EC and
2004/18/EC”. Within this framework, A2A
has adopted a system for ascertaining
the validity of companies for the
purposes of ensuring that they meet

the technical, economic and financial
requirements of the Code.

The publication of European Validation
Systems and Tenders is the main source
of information available to suppliersin
relation to the procurement activities of
the A2A Group. The information is given
on the A2A website and, where public
tenders are concerned,isset outinthe
Official Journal of the Republic of Italy, the
Official Journal of the European Unionand
at least two national newspapers.

Wherethe tendersare not public,
invitations to bid are sent out together
with technical specifications. In these
cases, suppliers are often identified using
thelists of Group suppliers, based on
validated suppliers for the particular
goods required. At the same time,
scoutingis carried out to identify potential
alternative suppliers, thereby enhancing
competition. The companies identified
inthis mannerare invited to undertake
the validation process to join the List of
Suppliers.In 2013, the Group continued

its commitment to dematerializing
procurement processes viathe use of
e-procurement systems. Over 60% of
tenders were handled viathe online tender
platform, wherever possible replacing the
conventional hard copy system, improving
transparency and traceability in all tender
stages.

The use of the e-procurement platform
by suppliersinorderto take partin
electronically handled tendersand
foraccessto the validation processis
supported by adedicated call center.
During 2013, about 620 requests for
telephone support were managed,
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95% of which successfully within the time established by company procedures. Compared
to 2012, the number of requests was down 24%, evidence of the fact that the portal is
increasingly effective, simple and easy to use.

Tofurther help to dematerialize the procurement process, the system of electronic
filing of procurement details (agreement, technical documents, quotations/bids, etc.)
was extended to Amsa,and the process for the authorization of procurement requestsin
the Ecodeco area (now called A2A Environment) was dematerialized.

Finally, the use of the MicroPurchases catalog was further extended: aservice at the
disposal of all Group companies to facilitate the purchasing process for indirect materials
(office supplies, hardware, tools, plumbing equipment, etc.), withan increase in the
number of suppliersinvolved and of internal users authorized to use the service. In 2013,
7,800 electronic orders were managed online, with suppliers providingasingle
end-of-month invoice. This means that the process for generating orders and optimizing
the management of the passive cycle by the reduction of the number of invoices has been
completely dematerialized.

5.3.2 Supplier validation

A2A relations with suppliers are based on the principles of economy, effectiveness, quality,
honesty, fair treatment, transparency and impartiality. The guidelines on procurement and
on supplier validation set out in the company Code of Ethics apply to all Group companies
andare embodied in the internal procedures governing operations in compliance with the
organizational model as per Italian Legislative Decree No 231/2001.

The process of selectingand validating suppliers by A2A applies to all companies
interested in taking part in Group tenders and leads to a List of Validated Suppliers for each

category of goods which the buyers can use to draw up a vendor list for the tender. Within
this process, a prior evaluation of the supplier is carried out based on objective and
measureable features.

Supplies who want to be listed as validated suppliers by A2A must register on the website
https://www.pleiade.it/vendor_a2a/andfillin the electronic questionnaire requesting
details of the company’s name and other general details, its financial position
and organization, to be integrated with data and certification for quality,

The vendor rating

To create solid and mutually satisfactory relations with suppliers, the evaluation
of companies takes place both before (during the validation phase) and after
performance on the basis of the results achieved for the supply orders of the Group.

The vendor rating is the tool used by A2A to provide an overall evaluation of

suppliers,summarizinginasingle score:

o the prior evaluation, carried out for the validation of the supplier and updated
regularly on the basis of information regarding the financial solidity and equity
status of the company;

o the evaluation of results, based on the performance of suppliers after taking
receipt of the goods ordered or the assessment of the services provided and/or the
jobs commissioned by the Group.

The results of the vendor rating are managed by Group Procurement Management
viaadashboard that s able to highlight inadequate performance which might lead, on
occasion, to steps being taken against the supplier; including: suspending validation,
watch listing, black listing, etc.



environment and safety. Of fundamentalimportance for evaluation purposes are the

references the company can provide for similar activities carried out recently,and the data

relating to the financial stability of the enterprise, given by a specialist external provider,
and other publicly available data.

Given theimportance of the above, nearly 10% of candidates in individual goods
categories fail at this stage.

202 Supplier validation processes carried outin 2013

Number of processes*
Validation processes terminating positively 2,154
Validation processes terminating negatively 213
Total validation processes 2,367

*Excluding validation processes managed via the Edipower portal.

The validation process to join the List of Suppliers takes place without cost to the supplier,
encouraging the participation of many companies in Group tendersand enabling the
validated companies to gain visibility in the broad overall context in which the Group
works.

During 2013 the Group database for suppliers was consolidated, thereby improving
thelevel of integration and convergence between company processes and systems.

The supplier portal currently includes alittle under 3,700 registered and validated
suppliersinatleast one product category,and of these 50% received at least one
order in 2013. Geographically speaking, 63.1% of registered suppliers are based in
Lombardy, 35.5% in other Italian Regions, 1% in other EU countries,and 0.4%in countries
outside the EU.

A2A with the Italian global compact
network

Within the framework of the Italian Global Compact
Network, A2A has joined aworking Group on the
responsible management of the supply chain.
A questionnaire has been drawn up to assess the
sustainability performance of suppliers, which is

to be usedin the pre-validation phase.

The questionnaire covers the 10 Global Compact
principles,and the result is expressed by an overall
scoreand partial scoresin eacharea (human rights,
employment, the environment, the fight against
corruption), identifying areas of weakness. An

ad hoc portal was also created, and access will be
possible from supplier validation portals (suppliers
taking partin the program).

The mainaims of the project are: to share and
implement a monitoring tool for the sustainability
performance of companies in the supply chain
belonging to the Network; to create support
mechanisms for sustainability performance; to
contribute, viaactionsin relation to the supply
chain, to spreading sustainability principles

and practices among Italian companies,
particularly SMEs.
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203 Breakdown of suppliers by number of employees

Number of % variation

suppliers * on 2012
Micro company (1-10 employees) 1,118 +25%
Small enterprise (10-50 employees) 1,399 +5%
Medium-sized enterprise (50-250 employees) 606 0%
Large enterprise (over 250 employees) 220 -1%
Data not available** 329 -32%

*Excluding Edipower suppliers.

**Data not provided by the supplier at the registration phase and not included in the other data bases used.

During 2013 the Group’s “product tree” was extended to include Edipower, thereby

completing the extension programto all A2A Group companies. Bringingall product

categories into line across the broad throughout the Group has enabled:

o the use of a single code forall interlocutors involved in the validation and procurement
process (those making requests, buyers, Validation Departments);

« the simplification of supplier relations during the validation and tender processes;

o further additions to the List of Suppliers to be made simply (proactive scouting).

The Groups product tree was
extended to include Edipower

5.3.3 Sustainable supply chain management and certification requirements

Asocially responsible enterprise cannot confine itself to safeguarding the environment
and guaranteeing the health and safety of its staff, but must also continuously monitor the
environmental and safety policies of its suppliers to make sure that they, too, act
with social responsibility.

A2A has adopted a specific procedure which transposes European Community
regulations in relation to Public Tenders and the dictates of the Group Code of Ethics. The
specifications and related agreement schedules include not only compliance with the
general regulations, but also deal specifically with matters such as insurance, pay and social
security, in order to combat off-the-book employment and guarantee safety in the
workplace.

Specifically, the procedure governing “Means for managing safety aspects in subcontracted
activities” sets out a series of controls to be carried out during management of the
agreement. For tender agreements, the winning bidder commits to continuously training
and informingits employees on the risks involved in carrying out their activities. There is
alsoaprocedurein place for “Inspections at worksites for quality, environment and safety
aspects”, which aims to identify and correct non-compliance.

In 2013, 20 injuries were recorded with a prognosis of more than 3 days to recover, involving
employees of winning bidders during activities on A2A plant, with a total of 668 working
days lost. Although this number is up on 2012, the rate of injuries from accidents is down
duetothe higher number of hours worked. In fact, there was a sharp improvement in safety.

204 Accident data for contracting companies

Hours worked No. of Days Accident Seriousness
by contractors  accidents lost rate Index
2013 1,878,955 20 668 10.42 0.83




Example of safety management at
the worksite

Avirtuous example of safety management ona
very dangerous work site is the demolition of
the 220 meter high 4-stack chimney of the
Sermide (Mantua) thermoelectric power
station. The demolition involved anumber of
specialist workmen and safety expertsin Italian
and foreign companies. The teams worked well
together on their respective activities under the
supervision of the Control Entity (the SPSAL
Local Health Authority of Ostiglia - Mantua)
which carried out 23 on-site inspections during
the job. After 161,000 working hours (many
carried out ata considerable height), there was
only one mild injury with a prognosis of over
three days. A conference was organized after the
demolition, which took place on December 5,
2013, 0n the premises of the Mantua Industrialists
Association: “The demolition of Units SE1and SE2
of the Sermide Thermoelectric Power Station. A
Model of cooperation between a Company and

Control Entity”.

All Group companies systematically gather information relating to supplier
certification, i.e. SO 9001 (Quality), ISO 14001 (the Environment), OHSAS 18001 (Safety),
inorderto help increase the number of validated suppliers with certification.

Asat December 31,2013, about 60% of validated suppliers had at least one form of
certification (ISO 9001,1SO 14001 0r OHSAS 18001). At the Group level, 60% of the value of
the ordersissuedin 2013 went to suppliers with at least one form of certification.

205 Validated suppliers with certification

ISO 9001 2,115
1SO 14001 618
OHSAS 18001 327
At least one certification 2,130

* Excluding suppliers managed on the Edipower Portal.

Disputes with suppliers

During 2013, 91 suits were ongoing or were concluded with suppliers of Group companies or
their employees. Many are related to economic matters of various sorts, above all disputes
relating to tenders or supply agreements and requests for damages from Group suppliers. In

9 cases the disputes involved companies taking part in Group tenders who were unsuccessful.

There were 45 disputes with employees of winning bidders: inabout half of these cases,
Group companies were involved not directly but as joint defendants with the winning bidder;
12 concerned alleged failures of a non-serious nature in health and safety; 5 workers brought
suits to obtain permanent jobs froma Group company; finally 8 cases involved injuries to the
employees of contractors,in one case fatal, an event that occurred in 2004.
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5.4 Institutionsand local communities G ad2a
IDENTITY CARD ATDECEMBER31,2013

In 2013, A2A contributed over 5.1 million euro in sponsorships, donations and funding to
the territory and communities in which we operate.

Duringthe year, over A2A joined leading During 2103, A2A took partin
24,000 visitors, social networks such as 70 meetings with consumerand
including many schools, Facebook and Twitter environmental associations
registeredonthe3g and 327 meetings with journalists

different Group websites

Funding to the territory in the last three years (Amountineuro) Breakdown of sponsorships in 2013 by area of activity
20m 2012 2013
20% 23%
Sponsorships 1,865,232 1,471,107 1,759,114
Donations 1,785,856 1,669,349 284,650
Contributions to theaters 6000 6000 166000
and Foundations 5540, 3,340, S
Total funding in the year 9,191,088 6,480,456 5,143,764 15%
Socialand institutional
Cultural
M Sporting

Environmental

42%
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5.4.1 Dialogue with Institutions

The relationship between A2Aand
institutions at the local, national and
internationallevelis inspired by the wish

to createand maintainan open and
constructive dialogue. Itis based ontrust
towards institutions, which are, for A2A,an
important means of gathering information
about the needs of the various different
interlocutors of the Group.

The tool used to govern these relations

is the Code of Ethics which setsout
regulations and criteria for the behavior of
A2A personnel.

Central instructions

A2Atakes partin,and cooperates with,
leading trade associations and with
numerous institutions through meetings
dedicated to energy and environmental
matters.

Via Group Institutional Relations
Management, the Group has a dialogue
with the Government and Parliament
and unstintingly monitors legislative
activities, new regulationsand licensing
requirements at the national and
international level.

In 2013, this activity focused on aseries of

topics, including:

o criteriaand mode of issuing tenders for
hydroelectric licenses;

e commencement of credit recoveryin
relationto sums owedto A2A by the
Public Administration for the provision
of services;

e use of secondary solid fuels (SSF),
following transformation of waste into
combustible products to be usedin
cement plants and thermoelectric power
stations.

Duringtheyear, the company continued to
talk to the Government and the Region of
Campaniain relation toalaw dated August
2013 0nthe refuse emergency in Campania
where A2A - viaits subsidiary A2A Ambiente
-manages the Acerraincinerator.

The aim of these meetings was to

monitor draft legislation and maintaina
constructive dialogue with institutions.

Local Authorities

A2A carries onadaily dialogue with local
authorities based on decades of relations
and activities. Each Group company works
toimplement initiatives able to produce
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Observatory on the Brescia incinerator

The Observatory was set up followingan
initiative by the City of Bresciaaimed at verifying
and reporting on the environmental impact

of the plant: type, quantity and geographical
origin of the waste handled, emissions in the
Bresciaterritory, etc. The datawas published
inthe updated “Observatory Report on the
Functioning of the Brescia Incinerator”
available on the website www.a2a.eu. Special
attention is given to evaluating the problems
reported by the public with recommended
actions put forward by A2A. The Observatory
includes city officials, the Manager for the
Environment and Ecology, heads of District
Councils,members of the Environmental
Consultative Body and consultants and
members of trade unions in Brescia

(CGIL, CISL, UIL).

apositive impact on the territory and the people who live in the area where we conduct our activities. This is also the case for services carried out by A2A and the impact of these services on
local communities.
Viathis approach and policy aimed at constructive dialogue,a number of joint initiatives emerge in the social, cultural, environmental and economic fields.

In 2013, Amsa organized a series of meetings with Area Councils of the City of Milan, for the purpose of disseminating the
main activities of the company in the local territory, with special reference to the collection of organic waste.

In relation to water, in 2013 a series of local meetings were held in Bresciaand Val Trompia with the collaboration and
participation of associations and committees active in the territory

Sector Authorities and Trade Associations

The sectors in which the A2A Group operates (energy, heat and services, the environment, and networks) are heavily

regulated. The authorities in these sectors, with which A2A has continuous relations, are: the Electricity, Gas and Water

Authority (AEEGSI) and the Antitrust Authority (AGCM).

In direct meetings and roundtables, during 2013, A2A also maintained relations with institutions, trade associations,

regulators and other watchdogauthorities, including: the Energy Services Manager (GSE); the National Agency for New

Technologies, Energy and Sustainable Economic Development (ENEA), Research on the Energy System (RSE) and others.

A2Aisamember of Confindustria (the Confederation of Italian Industry) within which it isa member of Assoelettrica

(the National Association of Electrical Enterprises) in which A2A’s Chairman of the Supervisory Board and its Head of

Institutional Relations sit on the Board. After December 5,2013, the Chairman of the Supervisory Board was replaced by the

General Manager of the Corporate and Market Area.

A2Aisalsoamember of numerous associations inside and outside the industry (over 9o) and is particularly active, with

positions of responsibility, in:

o Federutility - the Federation of Energy and Water Enterprises;

e Federambiente - the Italian Federation of Sanitation and Environmental Public Services, whose vice-president is the General
Manager of the Technical-Operations Area;

e AIRU - the Italian Association of Urban Heating which represents operators in the sector of urban heating systems from
combined heat and power plants, using conventional fuels and renewable energy sources;



e Assocarboni-anassociation that represents over 9o companiesin
the sector of coal handlingand usage, including electricity producers,
importers, representatives of foreign companies, traders, end users and
plant manufacturers, etc.
The General Manager of the Technical-Operations Area of A2A S.p.A.is also
the President of CIG - the Italian Gas Committee, the UNI federated entity
which deals with technical regulations for combustible gases in Italy.
The companies in the A2A Group that work in the environmental sector
arealso members of other national and international associationsin
that sector.

Consumer protection and environmental associations
A2A has always been proactive in its dialog with leading consumer
protectionand environmental associations.

Nationally, regionally and territorially, A2A has established continuous
relations with the world of consumer protection (18 associations

in Italy, including the CNCU - the National Council of Consumers and
End-users, headed by the Minister for Economic Development) based on
transparency and the proactive safeguarding of the consumer.

Dialogand
interaction with
consumer-protection
associations

These relations are expressed in a series of initiatives, from meetings
with individual associations, to promoting and taking part in working
groups dedicated to projects and activities within the current regulatory
framework; from visits to plant to the presentation of activities on behalf
of customers/consumers;and taking part in seminars, conferences and
workshops on consumer-related issues organized by the “Consumers’
Forum”and by individual associations such as the AEEGSI, GSE or other
entities involved in consumer protection.

Similar “listening” and joint activities are carried out with leading
environmental associations at the national level and with numerous Social responsibility
territorial committees active in safeguarding the environment, whether or

not they are officially recognized.

In2013,anumber of projects were designed and implemented to further Institutions and local

strengthen the relations between A2A and these associations. communities

The busy schedule of activities included:

e activation of working groups to draft Amsa, Apricaand A2A Calore &
Servizi Charters of Services (see page 176,183,184);

e permanent working groups with A2A Energiaand consumer protection
associations to fight against unfair commercial practices
(see page166);

e helpingto set up the new Consumer Forum of Friuli Venezia Giulia,
createdin July 2013;

e taking partas arepresentative of Federutility,in the Working Group set
up by AEEGSI for the creation of a new Energy Client Conciliation Service,
available since April 2013, managed directly by the Sole Buyer (see page

187).
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During the year, cooperation with environmental associations included the following

initiatives and meetings:

e the educational project “Collect-Transform-Create” promoted in Acerra, Naples
and Caivano, consistingin lessons on the environment carried out in schools and visits
tolocalincinerator plant, with the direct participation of three associations active in the
territory (Friends of the Earth, ACSSA and the Consumer Protection League);

e taking part in specific projects promoted by Legambiente, Friends of the Earth and the
Italian Environmental Fund (FAI);

e meetings dedicated to topics of specific interest in the territories in which the Group
works,suchasin Acerra (Naples) in relation to the incinerator, in Monfalcone (Gorizia)
tothe thermoelectric power station, in Corteolona (Pavia) to the incinerator,andin
Calabriato the topic of discharge from hydroelectric basins.

Targeted projects
and partnerships
with universities
and research
centers

Universities and Research Institutes
The Group takes an active partin
numerous research projectsinthe
energy and environmental fields,
cooperatingand partnering with
universities and research institutes,
including:

e the participation of Amsa, in
partnership with Politecnico di Milano, in anindustrial research and experimental
development project to reduce energy consumption and carbon dioxide emissions,
benefiting sustainable economic growth and high quality of life;

e the support of A2A Electricity Networks for numerous projects including: an
agreement with Politecnico di Milano to jointly finance a research doctorate in the field
of Network Planning; the Schools Project, jointly funded with the Region of Lombardy
- European Funds, with partners that include Politecnico di Milano and

Brescia University; the TrasExpo Project, in cooperation with the Senior Health
Institute and Milan Health Authority, to carry out an international epidemiologic
study into the possible effects of magnetic fields generated by electrical substations.

Brescia Smart Living

The “Brescia Smart Living” project was conceived and developed with Brescia
University, ENEA and other partners, including both large corporations (STM,
Cavagna Group, Beretta) and SMEs. The project was awarded top place by the
Ministry of Education and Research (MIUR).

The projectideais to integrate the data derived from the management of various
energy networks (heat, electricity, gas, water, public lighting, waste) with social
networks, so that individuals can understand how they consume utilities (heat,
electricity, water and waste) in their homes and neighborhoods, reducing costs
and the environmental impact. The integrated platform will be extended to include
the safety of vulnerable segments of the population through the identification of
available social services and personnel.

5.4.2 Actions on behalf of local communities

A2Aistraditionally very involved with the local territories in which we operate, a closeness
that can be seenin the relations and interactions established with communities. In 2013,
asin previous years, many initiatives, projects and activities in the social, environmental,
sportsand cultural areas received the support of the Group.



For some of these activities, A2A and Group companies cooperated closely with the local
institutions and associations involved in implementation. In 2013, this commitment led to
providing funding of over 5.1 million euro.

“Less packaging, more environment”

In February 2013, a new project kicked off under the umbrella of the Action

Plan for the Reduction of Refuse (PARR) by the Region of Lombardy and
implemented experimentally in the area of Brescia in conjunction with the City of
Bresciaand Aprica,a company of the A2A Group active in environmental services
inthe provinces of Brescia, Bergamo, Como and Mantua. The project includes

the promotion of products where the packaging has been modified to allow the
consumer, without reducing purchases, to “produce” more sustainable waste for
the environment: lighter, more compact and easier to recycle. The initiative is being
carried out in cooperation with Coop, Simply and Auchan, which have placed their
supermarkets in Bresciaand the surrounding area at the disposal of the project.
The products with lightened packaging are highlighted in the supermarkets with
specific signs and specially marked price tags on the products on the shelves.

The social projects supported by A2A during 2013 included:

e the purchase and equipping of an emergency ambulance for the Croce Azzurra
(“Blue Cross”) of Belgioioso (PV) via the subsidiary A2A Ambiente;

e equippingadesign and drawing classroom in the middle school of the San Filippo
Comprehensive Institute in Mela, in the province of Messina, via the subsidiary
Edipower;

e Christmas cards by A2A supported the Francesca Rava
Foundation and the N.P.H. Pediatric Hospital of
Saint Damien in Haiti, a facility that helps 80,000
children every year. The Christmas card shows an original
Haitian drawing of the “Tree of Life”.

Actions supporting culture

The commitment of A2Ain this area refers to initiatives
of localinterest and support for cultural institutions

and projectsin the territory but with a national or
international reach.

Particularly relevantare actions benefiting La Scala in
Milan, Teatro Grande in Brescia, and the Brescia
Theater Center (CTB). Also important is the work with
the City of Milan and the Ministry of Cultural Heritage on

over 501

Millions of euro
earmarked to support
the communities in which
the Group operates
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the restoration of Sala delle Asse in the Sforzesco Castle in Milan, which includes
protecting the monochromatic artwork of Leonardo da Vinci.

Inaddition, in the culturalareain 2013, A2A supported numerous initiatives in the various
territories in which we operate, such as: the tenth “Magna Grecia Film Festival” which
took place in Catanzaro, the seventh “Milan Art Music” event, the International
Festival of Ancient Music, the Milan Film Festival, and the competition for young
videographers “Movi&CO”. For the 51 concert season run by the Association of
Friends of Music of Sondalo, A2A contributed to the evening dedicated to Giuseppe
Verdiin December 2013. In Monfalcone, cooperation continued between A2A and the
municipal council for the summer event “Cinema Under the Stars”.

Action supporting the environment

In2013, A2A strengthened the organization’s support for the Italian Environmental Fund
(FAI), enabling students who took partin the A2A School Project to join the association
free of charge; the association carries out actions to safeguard the countryside and the
historicand artistic heritage of the country.

As has become atradition, A2A contributed to the organization of the 27*" Sondrio Film
Festival (2013). The event, which is eagerly awaited by residents and everyone involved
in environmental and nature issues, is an international film festival dedicated to nature
documentaries of the highest scientific level, which are produced in nature reserves and
protected areas throughout the world.

A2Aalso supported “The water way: from the source in Mompiano to the Water
Park”,aninitiative promoted annually by the Study and Research Center of Serafino Zani
and the Brescia Astrophile Union on behalf of schools, teachers and the citizens of Brescia
and its provincial territory.

In May, A2A was “Gigawatt sponsor” at the Festival of Energy in Rome:an event with
nationwide reach dedicated to energy issues,an important opportunity for dialogue
between industry, politicians and the general public.

Viathe subsidiary Amsa, which works in the environmental services sector, A2A
supported numerous initiatives aimed at safeguarding the environment and promoted
by institutions, local communities, volunteer associations and area councils of the City of
Milan and some neighboringareas. They included:

o “Festival of Recycling and Environmental Sustainability”,a program with four
events between May and September aimed at involving the publicin environmental
issues, including recyclingand reuse;

¢ “gR for 5 districts”,a week of events and initiatives on behalf of the environment in
sdistricts of Milan, relating to 5 key issues: collections, recycling, reduction, reuse and
respect. The districts involves were: Gratosoglio, Molise-Calvairate, Mazzini, Ponte
Lambroand San Siro.



e “Cleaning the World”,an event organized by Legambiente for the general public - households and the young and elderly alike - to clean and otherwise
improve the environment of the city center and outlying areas.

In collaboration with CONAI - the National Packaging Consortium —and with the contribution of the City of Milan, in December 2013, Amsalaunched a
promotional campaign called “Milan is my future” to foster awareness among foreign residents in the city of the need to make separate waste collections
andto recycle. For the campaign, 180,000 leaflets were produced and distributed in ten different languages: Italian, Arabic, Mandarin, Sinhala, French, English,
Romanian, Spanish, Tagalog and Ukrainian.

Actions for sport

The sports activities and events supported by A2A in 2013 included a large number
of different disciplines, includinga partnership with the “Leonessa’’ basketball
club of Brescia and assistance to the “Atlantide’ volleyball club, also in
Brescia.

A2A and Legambiente in the Mid-Valtellina
Valley, together protecting nature

The Oasis of Piane di Lovero, in the province of Sondrio,

isanimportant area for ecosystemsand, in particular, .
In April, A2A sponsored the second “Rugby in the Park” event organized by the

City of Milan and by Rugby Grande Milano to promote sport throughout the city.
Over 400 youngsters,aged 6 to 13, took part in four different parks in Milan: Parco
di Trenno, Parco Nord, Parco Forlanini and, for the final event, the Gianni Brera Civic
Arenain the Parco Sempione.

for water, as wells, ponds and beds of reeds provide the
habitats and breeding grounds for a large number of
organisms. These areas are now threatened by changes
infarming techniques, urbanization, the pollution of
the waters and artificial water courses. In light of this,
theimportance of water courses and the effects of the
presence of hydroelectric plants, A2A and Legambiente

have implemented a project called “Le Piane” for the local S po rtsan d nature
environment, aimed at creatinga harmonious balance .
between natural and man-made features. fo rc h | |d ren
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Alsoin April,in Aprica, the sixth edition of the now traditional A2A Ski Trophy took place,
with about 400 students from middle schools in the province of Sondrio and the nearby
Val Poschiavo. While the champion skiers raced, their “brainier” companions answered
test questions. The trophy is awarded each year in a different location in Valtellina.

This was not the only support given to mountain activities by A2A, which supported the
Himalayan expedition of Marco Confortola, who,in May 2013, reached the peak of the
Lhotse in Nepal (8,516 meters), the fourth highest in the world and the local mountaineer’s
eighth 8,000-meter climb.

A2A Ski Trophy - Aprica (SO), Italy

Sport fishing: 1°* A2A trophy

In May 2013, on the river Ancinale, in Cardinale (Catanzaro), the 1** edition of the
A2A Fishing Trophy took place, an initiative supported by the City and Provincial
Authorities of Catanzaro, at the end of the extraordinary maintenance work carried
out by A2A for hydroelectric uptake on the river. The work provided better water
management and upgraded an area which had fallen into disuse, as well as improving
the safety of the dwellings below. The competition included children of between 6

and 14 years of age, who received free membership of FIPAS (the Italian Federation
for Fishingand Underwater Activities). For competition purposes, in the early
morning, the river was stocked with native prize fish.




Foundation Activities

The two foundations under the umbrella of A2A play an important role within local
communities, thanks to their strong roots. Their names - AEM and ASM - are those of the
companies that gave rise to the Group. Their activities range over a number of fields: from

A2A and WAME & Expo 2015 to bring
energy to everyone on the planet

traditional work in the social and cultural fields to education and the environment, as well

. . . . World Access Modern Energy (WAME) isan
asresearch studies on innovation in the energy and environmental sectors.

association that brings together eight Italian and

European energy companies (A2A, Enel, E.On

Italia, Edison, Eni, Gas Natural Italia, GDF

SUEZ Energia Italia, Tenaris) that have decided

to cooperate with Expo 2015 to give voice to the Social responsibility

The AEM Foundation is involved in the protectionand Fondazione
valorization of the historic, architectural and cultural A A ENA

heritage of AEM (now A2A).

In 2013, the AEM Foundation worked on the World Access to Modern Energy (WAME)
project with the EnergyLab and helped to fund specialization programs and university
scholarships.

segment of humanity —almost 1.3 billion people -
that has no access to electricity.
Of all of the world’s inhabitants, 38% have no clean

) ) ) ) ) energy sources for cookingand so use biomass,
With the A2A Schools Project, the AEM Foundation continued and extended its ; ) Institutions and local
) ) ) ) ) which has serious health consequences. communities

educational programs in museums relating to energy and the environment via lessons and )
. - ) o The lack of access to modern energyis an
guided visits for students in schools in Milan and Lombardy at the Home of Energy and the . o
i ) important component of poverty and deprivation
Environment, the foundation’s headquarters. : .
and of fundamental human rights. Often, it means

no clean water or food, poor hygiene and health,
and reduced opportunities for progress.

This delicate issue is beingaddressed by the WAME
Association & Expo 2015 so as to inform the public

In 2013, A2A allocated about 20% of
its resources to supporting social and

cultural devello.pment|ntheterr|tor|es A prOJeCt ]CU ” and promote initiatives aimed at eliminating
and communities where we work, and barriers to bringing energy to everyone onthe
we directly organized or contributed to Of ene rg_y ]CO r e

stagingimportant exhibitions,such as T h e p | anet
Lightin the City, Brain,and Diamonds

are Stars, collaborating with officials
inthe Culture Department of the City
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of Milan, the Lombardy Institute and Academy of Science and Letters, and Politecnico di
Milano.

Inaddition, the technical consultancy service continues at the Home of Energy and the
Environment, with over 1,800 calls received in 2013 from individuals asking for advice and
information on topics such as energy efficiency and gas and electricity safety in the home.

and their respective provinces.

Among other projects, in 2013, the ASM Foundation contributed to the reopening of the
archaeological area of the Capitolino Temple in Brescia, further developing the site
with the installation of a multimedia system, enabling the display of on-site activities, and
promotinga better understanding of the meaning of the Capitolium.

Inthe area of environmental protection, the ASM Foundation took partin the
reclamation of the “Brescia - Caffaro™ area, supportingactions to clean up the
parklands and rid them of pollution (in the form of polychlorobiphenyls,i.e. PCBs) with a
campaign targeting the local public.

Inthe cultural sector, the foundation promoted a competition for young artists and
theater companiesin Brescia, to produce two plays on social and structural change
incities.

The ASM Foundation works mainly in the area of social
problems, the promotion of artistic and cultural expression,
andtrainingand programs to protect the environment,
especially as concerns the territories of Brescia, Bergamo

For more information on the two Foundations, their
@ activities and projects:

www.fondazioneaem.it

www.fondasm.it

Visits to plants and activities for schools

A2Awillinglyand frequently opens the doors of its plant to visitors - the young and not-
so-youngalike -to show the technology we uses on our various sites and to give first hand
evidence of our commitment to reducing the environmental impact of our activities within the
framework of sustainability. This approach embodies the explicit wishes of the Company to
involve and maintain relations with all of our interlocutors, starting with the young,

For over thirty years,companiesin the A2A Group have

beeninvolvedin developing didactic programs for

schools, promoting an environmentally responsible Stu d ents Wh O
cultureamongyoung people, and giving them the visited A2A
opportunity to see and become more familiar with the faC | | |t | es

many A2A production facilities.

Most of the initiatives for the youngare under the umbrella of
the “A2A Schools Project”, which is designed for schoolsin
the territories where the Group has a presence.
Theinitiatives begin in September, with school calendars

sentto over 1,900 schools,and continue throughout the 1 9 ,O O o
school year with specific topics chosen each year.

The topic for 2013 is district heating in order to help young



Students at the Loveroplant 5

208 Visitors to A2A plants and to the Home of Energy and the Environment
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people familiarize themselves with this efficient system of
centralized heat production, dispensing with the need for
officesand houses to have heaters, chimneys and fuel tanks,
thereby benefiting the quality of the airin our cities.

With Edipower’s electric power stations joining the Group,

as of 2013 the total number of sites that can be visited
has risen to 35, i.e. 6 incinerators, 8 waste disposal/treatment
plants, 2 cogeneration power stations, 8 thermoelectric
power stations, 5 hydroelectric power plants, 4 water cycle
plantsand1gas network plant, plus the Home of Energyin
Milan with its museum and educational program.

Under the A2A Schools Project, over 19,000 students
were able to visit Group facilities in 2013 as wellas the Home
of Energy.

The Home of Energy in Piazza Po 3in Milanisaplace
where the subject of energy isillustrated simplyand
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understandably, highlightingthe need for energy
efficiency along with a range of topics linked to sustainable
development and household safety. In 2013, over 5,000
peoplevisited the Home.

5.4.3 Environmental education

In particular, A2A is committed to designing and
implementing initiatives in the area of environmental
education, aimed at fostering a proper relationship

with the surrounding ecosystem and minimizing the
effects of human behavior on the balance of the natural
environment. These initiatives specifically involve the
local communities where the Group works, with projects
forthe youngand less young,and special attention on
schools.

The topics dealt with include the environment and
sustainability, methods for producing energy and
renewable and non-renewable energy sources, the
safeguarding of the territory and nature, and good
daily habits to pick up and follow in relation to the
environment.

The leading environmental projects implemented or
assisted by A2A during 2013 are set out below.

ENVIRONMENTAL EDUCATION FOR THE YOUNG: LEADING PROJECTS IN 2013

ECOSCHOOLS ON THE WEB

Who: A2A Ambiente
Where: Pavia
Designed for: “Alessandro Volta”
Secondary Schoolin Pavia

THE ENVIRONMENT | HAVE IN MIND

A2A Ambiente supported the “Alessandro Volta” Secondary
Schoolin Paviainimplementing a project promoted with

the assistance of the Province of Pavia- Department for
Environmental Protection aimed at fostering understanding by
the new generation in relation to environmental issues and the
concept of environmental development.

Who: A2A Calore & Servizi
Where: Bresciaand Bergamo
Designed for: Primaryand secondary schools

THE SUSTAINABLE GENERATION

During the 2012-2013 school year, in conjunction with Aprica,
A2A Calore & Servizi promoted an initiative called “The
Environment | have in mind”, which is designed for primary and
secondary schoolsin the cities of Bresciaand Bergamo. Classes
were given lessons on the Integrated Energy System, followed
up by a prize competition. About 700 students took partin
Bergamo (28 classes) and 8oo in Brescia (39 classes).

Who: Edipower
Where: Chivasso (Turin), Mese (Sondrio),

Piacenza, San Filippo del Mela
(Messina), Sermide (Mantua),
Turbigo (Milan), Tusciano
(Salerno)

Designed for: Grades 4and 5 of primary
and secondary schools

On the web site “The Sustainable Generation”, youngsters were
asked how - through everyday actions - they could improve the
environment in which they live (school, home, the city, etc.).
Chosen activities helped them to come up with alist of daily
actions to follow, with the ideas then being published on the
web site. They also invented agame using recycled materials.




GREEN DAY

Who: A2A
Where: Lovero (Sondrio)
Designed for: Primaryand secondary schools

OUR ENERGY FOR THE ENVIRONMENT

The project was carried out in the park near the Lovero hydroelectric power plant and involved 300 children
fromthe L. Credaro schoolin Tirano.

”Green Day” is part of the ordinary activities of A2A, informing and teaching about environmental and
natural resources in the territory as well as industrial resources. In this case, the nature Oasis of ”Le Piane”
was the subject, with a project dedicated to safeguarding and optimizing the environment, the result of
work by A2A and Legambiente in conjunction with the Lovero hydroelectric power station.

Who: A2A
Where: AreaBrescia
Designed for: Primaryand secondary schools

Youngsters were involved in a challenge on how to save energy, on the use of water, the disposal of refuse
and district heating, with special attention given to environmental topics.

Information sheets were provided beforehand, with whole classes or selected members of classes
taking part.

“ENERGY AND THE ENVIRONMENT>’ NEW GUIDE TO TEACHERS

Who: A2A
Where: Territories served by A2A
Designed for: School executivesand teachers

The Guide, a collaboration with De Agostini, is one of the traditional activities of A2A in its schools program,
consistingin lessons, learning laboratories, and visits to Group facilities.

The Guide includes materials for school executives and teachers and 2,000 copies were distributed in 2013,
along with study materials and in-depth reports on energy, water, waste and sustainability.

THE “LEARNING THE COUNTRYSIDE”” CONFERENCE BY FAI AND A2A

Who: A2A
Where: Milan Home of Energy
Designed for: School executivesand
teachers of allgrades and levels

Thetraining session “Learning the Countryside”, organized by A2A and the FAI (the Italian Environmental
Fund), in collaboration with ANP (the National Association of Education Executives and Professionals for
School) and the AEM Foundation, took place in March in Milan at the Home of Energy. About a hundred
teachers and school executives attended, mostly from the cities and provinces of Milan, Bresciaand
Bergamo.
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5.4.4 Media Relations

In 2013, the media relations activities of the Group Press Office intensified, thereby
helping to ensure a constant flow of accurate and transparent communications to the
benefit of all stakeholders.

During the year, 211 press releases were issued, around 50% of them including
information for customers/users, 36% for the general public,and the remaining 14% for
shareholders.

Also duringthe year, 113 letters were sent to the media, 48% with content for
customers/users and 52% for the general public.

Of allthe information provided to the media (letters and press releases), 50% dealt with
specific topics of interest to customers/users, 41% with topics of general interest to the
public,and the remaining 9% with topics of interest to shareholders.

There were 327 meetings with journalists, in the form of interviews, one-on-one
conversations, press conferences, and other initiatives aimed at improving relations.

The Group Press Office monitors media coverage and reporting, which resultsina
daily press review containing a selection of the news stories that make reference to the
Group and its activities. This is a useful “listening device” at the disposal of company
management, to understand the
“mood” of public opinion and
what people want, as well as to
help understand the financial
community and other specific
communities of interest to Group
companies.

Transparency
In communication

209 Breakdown of A2A media communications by intended recipient

9%

241%

Shareholders
General Public
M Customers/Public

5.4.5 A2A on the web

In 2013, the digital communications of the A2A Group were re-launched with the
main aim of developing tools able to generate value for customers and the general
public, giving due attention to the expectations of all those who use Group services.

In relation to the A2A website, traffic data for 2013 confirmed previous results with over
2.5 million page visits.

In light of this, A2A listened to the public via leading social networks such as
Facebook and Twitter.

Theincreasing presence of the Group on the web and in social networks has well-
defined aims, which include: divulging publicly useful information; properly informing
the public ontopics such as the separate collection of waste and energy saving; social
media customer care efforts in order to anticipate critical issues,address complaints,



and handle other reports promptly and effectively; monitoring the web by following the leading discussions on social networks with the participation of
energy users;and addressing potentially critical areas relating to the “digital reputation® of A2A.

2013: the new AMSA website During the year, the “PULIamo” app was extended to
all authorities served by Amsa, withimproved graphics
In 2013, Amsa renewed its website in line with the standards for mobile devices and performance and suitable for latest generation mobile
(tablets and smartphones). The home page directly targets these users,and the devices and use without internet connection. On March 31,
interactive “Area Services” tool, based on Google maps, immediately identifies the 2014, the app had been downloaded some 35,000 times.

. . . . . . Social responsibility
Amsaservices available in the territory, such as: street recycling banks, containers

for expired pharmaceuticals, recyclers, mobile environmental centers,and so on. In

addition, by inputtingan address, users are given the calendar of collections from

theirarea.

The web site is available in 10 languages: Institutions and local

Italian, English, Spanish, French, Chinese, Arabic, communities

Ukrainian, Romanian, Tagalog and Sinhala. A2A d . t |

Visitors can use avariety of tools to interact 2 Igl a

with the company, learn what services are commun | cat | on S)
.avallablei Lfse the varlou's s?rwces,and re‘port an eﬂ:O rt tO su p po rt
irregularities. The website is complete with a

back office system linked to the Amsa Customer sta ke h O | d ers

Center, which handles incoming messages and
integrates them directly with the company
operating system.
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® complete  @partial O None

Cod. Description Correspondence Page

1 Strategy and Analysis

11 Chairmen’s statement 6-7

1.2 Keyimpacts, risks and opportunities L 11-13;26-32;38-39
2 Organizational Profile

21 Name of the organization [ ) 8,16
2.2 Primary brands, products and/or services ([ ) 18-19
23 Operational structure [ 17

2.4 Location of headquarters o 16, colophon
25 Countries where the organization operates ([ 19
26 Nature of ownership and legal form o 16
2.7 Markets served [ ) 18-19
2.8 Scale of the organization ([ 19

2.9 Significant changes o 20
210 Awards/prizes received (] 3334
EUr Installed capacity | J 16,19
EU2 Net energy output [ ] 19
EU3 Number of customers analyzed by type ([ 156
EU4 Length of transmission and distribution lines [ ) 156,191
EUs Allocations of emissions allowances and observance of the Kyoto protocol o 81-82
3 Report Parameters

31 Reporting period [ 8

3.2 Date of most recent financial report ([ 8

33 Reporting cycle ([ 8

3.4 Contact point for questions regarding the report ([ colophon
35 Process for defining report content ([ 113




Cod. Description Correspondence Page

36 Boundary of the report ([ 9-10

37 Limitations on the scope or boundary of the report 10

3.8 Information regarding affiliates o 10,20-23

3.9 Data measurement techniques and bases of calculation o 8-9

310 Restatements of information provided in earlier reports () 10

3M Significant changes from previous reporting periods ([ 10,20

312 Referencetable o 224-231

313 External certification [ 222-223

4 Governance, Commitments and Engagement

44 Governance structure e 35

4.2 Indicate whether the chairman is also an executive officer [ 37

43 Independent and non-executive directors o 36-37

4.4 Mechanisms for shareholders to provide recommendations [ RGS 54-55,58-60 Statement of the

4.5 Linkage between compensation for directors and top management and performance ([ 37 ::;;:I g;f;::zz::::

4.6 Conflicts of interest o 38,CE10

4.7 Directors’ qualifications L 36-37

4.8 Mission, values, codes of conduct and principles o 26, 40-42

4.9 Procedures for identification and management of economic, environmental and social performance o 26-32,34-47,62-65

410 Process for evaluating the highest governance body’s performance [ RGS 23-29,33-35

41 Means by which the precautionary approach or principle is addressed [ 38-41,62-65

412 Externally developed economic, environmental and social charters, principles or other initiatives subscribed PY 8,33,38,40,52, 63,128, 131
orendorsed

413 Membership inindustry associations (] 208-210

414 List of stakeholders engaged [ 42-43

45 Basis for identification and selection of stakeholders with whom to engage o 11,42-43
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Cod. Description Correspondence Page
416 Stakeholder engagement activities o 44-47
437 Key topicsand concerns raised through stakeholder engagement and response o 12-13,44-47
ECONOMIC PERFORMANCE
DMAEC Disclosure on management approach ([ 50-59
EC1 Direct economic value generated and distributed o 51-53
EC2 Risksand opportunities due to climate change L 38-39
EC3 Coverage of pension plan obligations ([ 134
EC4 Financial assistance received from government [ ) 52
ECs Ratio of standard entry level wage to local minimum wage ([ 130
EC6 Policy, practices and proportion of spending on locally-based suppliers [ 200
ECy Procedures for local hiring at locations of significant operation No policies exist in this regard
EC8 Development of investment for public benefit ([ 206,210-219
ECo Describingindirect economicimpacts o 50,52,53,130,139-140, 200, 206
EU6 Management approach to ensure medium-long term electricity availability () 190,193
EU7 Demand-side management programs o 157-173
EU8 Research and development activity aimed at promoting sustainable development o 66-68
EUg Decommissioning of nuclear power sites na
The requested information
EU1lo Planned capacity cannot be published for strategic
opportunity reasons
EUnN Average generation efficiency of thermal plants ([ 76,107
EU12 Transmission and distribution losses as a percentage of total energy o 107
ENVIRONMENTAL PERFORMANCE
DMAEN Disclosure on management approach ([ QAS, 62-105
EN1 Materials used o 110-113




Cod. Description Correspondence Page

EN2 Percentage of recycled materials ([ 88-90,101,110
EN3 Direct energy consumption by source 110-113

ENg Indirect energy consumption by source o 110-113

ENsg Energy saved o 65-68,75-82,96-100
EN6 Energy-efficient or renewable energy-based products and services () 75-82

EN7 Initiatives to reduce indirect energy consumptionand reductions achieved ([ 82,100

ENS Water usage by source o 110-113

ENg Water sources for withdrawal [ 84-85,103-104
EN10 Water recycled and reused [ ) 84-85,101,110
EN11 Land adjacentto orin protected areas o 68-71

EN12 Description of significant impacts on biodiversity [ 68-71,120
EN13 Habitats protected or restored o 68-71

EN14 Strategies for managingimpact on biodiversity ([ 68-71

EN15 Protected species with habitats in areas affected by operations ([ 68-71

EN16 Greenhouse gas emissions [ 72-73,84,118-120
EN17 Indirect greenhouse gas emissions ([ 72,120

EN18 Initiatives to reduce greenhouse gas emissions and reductions achieved [ ) 66-68,72,84,86-87,99-101
EN19 Emissions of ozone-depleting substances o 82-83,118-119
EN20 Other air emissions ([ 82-83,114-118
EN21 Water discharge ([ 88,121

EN22 Production of waste and disposal method [ ) 88-91,122-123
EN23 Total number and volume of significant spills o 65

EN24 Waste deemed hazardous [ 73,123

EN25 Impact on biodiversity affected by discharges of water ([ 70,120

EN26 Initiatives to mitigate environmental impact of products and services (] 63-65,66-73,74-91,92,96-101,104

Statement of the
level of compliance
with GRI guidelines
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Cod. Description Correspondence Page
EN27 Products sold and their packaging materials that are reclaimed na
EN28 Fines for non-compliance with environmental laws and regulations o 65
EN29 Environmental impacts of transporting products and members of the workforce o 72,100
EN30 Environmental protection expenditures and investments by type [ 65-66
EU3 Biodiversity of offset habitats compared to the biodiversity of the affected areas ([ ) 68-70

SOCIAL PERFORMANCE
DMALA Disclosure on management approach ([ 127-140
LA1 Total workforce by employment type, employment contract and region ([ 126,141-142,144
LA2 Turnover by age group, gender and region () 129-130,145-146
LA3 Employee benefits o 130,139-140
LAg4 Percentage of employees covered by collective bargaining agreements ([ 134,154
LA5 Minimum notice period regarding operational changes ([ 135
LA7 Occupationalinjuries and diseases ® 131-134,149-150
LA8 Employee prevention and risk-control training programs regarding serious disorders and diseases () 132,150
LA10 Employee training o 135-137,147-149
LA™ Programs for skills management L 135-137
LA12 Employees receiving performance and career development reviews ([ 137
LA13 Composition of employees by gender and other indicators of diversity (e.g. disability) ([ 128,141-142

Composition of governance bodies by gender and other indicators of diversity () 36-37
LA14 Ratio of basic salary of women to that of men in the same category [ 128
LA15 Returnto workand retention rates after parental leave by gender o 128,153
EU14 Programs and processes to ensure the availability of a skilled workforce [ 135-137,147-148
EU15 Percentage of employees eligible to retire in the next 5to 10 years ([ 143
EU16 Policies regarding health and safety of employees and third-party employees ([ 204-205




Cod. Description Correspondence Page
EU17 Days worked by third-party employees involved in construction, operation & maintenance activities ([ 204
EU18 Percentage of third-party employees that have undergone relevant health and safety training [ 204-205
EU19 Stakeholder participation in the decision making process o 11-13,42-47
HUMAN RIGHTS
DMAHR Disclosure on management approach ([ 33
HR1 Operations that have undergone human rights screening o 33
HR2 Suppliers and contractors that have undergone human rights screening ([ 3
HR3 Employee training on human rights na
HR4 Incidents of discrimination and actions taken na
HRsg Freedom of association and bargaining [ 134
HR6 Operations having significant risk for incidents of child labor [ ) 33
HR7 Operations having significant risk for incidents of forced labor o 33
HR8 Security personnel trained in human rights na
HR9 Violations of the rights of indigenous people | 3
HR10 Operations that have been subject to human rights reviews and/or impact assessments na
HR11 Number of grievances related to human rights filed, addressed and resolved through formal grievance mechanisms ([ 3
SOCIETY
DMASO Disclosure on management approach ([ 63-65,206-221
SO1 Management of impacts on the local community ([ 63-65,206-221
SO2 Business units analyzed for risks related to corruption [ 40
SO3 Employees trainedinthe prevention of corruption offences o 40
SO4 Actions taken in response to incidents of corruption [ 40
SOg Public policy positions and lobbying ([ 207-210

Statement of the
level of compliance
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Cod. Description Correspondence Page
SO6 Contributions to political parties, politicians and related institutions by country Oin compli;i:;:teh\?éizh the code
SO7 Legal actions for anti-competitive behavior, anti-trust and monopolistic practices ([ 42
SO8 Fines and non-monetary sanctions for non-compliance with laws and regulations ([ 42
SO9 Operations with significant potential or actual negative impact on local communities o 63-65
so10 !Drevention and mitigationA measures implemented in operations with significant potential or actual negative °® 63-65
impacts on local communities
EU20 Approach to managing the impacts of displacement na
EU21 Contingency and disaster management o 63-65,193
EU22 Number of people physically or economically displaced and compensation na
PRODUCT RESPONSIBILITY
DMAPR Disclosure on management approach o 156-199
PR1 Life cycle stages of services whose impacts on health and safety are assessed o 172,176-177,180
PR2 Cases of non-compliance with codes concerning health and safety impact [ 186
PR3 :E::EZEE: :z;]ﬂii:z:wl;ﬁfsrocedures and percentage of significant products and services subject to such PY 158,160, 163, 166-168, 179,187
PR4 Non-compliance concerning product and service informationand labeling na
PRg Customer satisfaction o 169-172,179-180,184-185,190,199
PR6 Programs for adherence to laws and voluntary codes related to marketing activities 2;225(;2 é?&i::g;:gg:gjite
PR7 Non-compliance concerning marketing activities o 42
PR8 Complaints regarding breaches of customer privacy and losses of customer data o 42,158
PR9 Fines for non-compliance with laws and regulations ([ 42
EU23 Programs toimprove or maintain access to electricity (] 193
EU24 Information provided to customers on the safe use of energy and support services httpsfjwww.a2a.eu/gruppojcms/aza/

it/clienti/gas/sicurezza_gas.html




Cod. Description Correspondence Page
EU25 Number of injuries and fatalities to the public, including legal proceedings ([ 188
EU26 Population unserved in distribution areas na
As part of its credit control
procedures A2A Energia keeps
. . constant control over this indicator.
EU27 Number of disconnections for non-payment )
The company nevertheless believes
itisinappropriate to provide the
figure as it represents sensitive data
EU28 Power outage frequency () 192
EU29 Average power outage duration ([ 192
EU30 Average plant availability factor [ 190

RCG: Report on Corporate Governance & Ownership Structure
QES: The Group’s Quality, Environment & Safety Report
CE: Code of Ethics

Statement of the
level of compliance
with GRI guidelines
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