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The A2A Group is now one year old.

During this first year of life everybody within the Group has contributed to consolidating our roots and

foundations, providing a tireless commitment in order that we may build a flourishing and sound future that

we can share in common.

Each one of us has acted at a personal level in terms of mutual awareness, flexibility and understanding to

ensure that the objectives of the individual coincide with those of the Group.

The Code of Ethics and the Charter of Values have been identified as part of this context, key documents on

which to base our daily activities and define an ethical conduct which will be a distinctive feature of A2A people

in years to come; it is not a coincidence that Sustainability occupies a position of supreme importance in the

five fundamental values of the Group proposed by management.

Sustainability is not a fashion for us. It is not that way for the people of A2A and is even less so for somebody

like myself who has always experienced directly, on a daily basis, the relationship between the production of

energy and the surrounding environment, whether in hydroelectric power stations or in the repowering of

thermoelectric plants.

Sustainability is an approach in which we have always believed and invested, starting from the tradition of

striking our roots locally which means solidarity and a responsibility towards the local community. A2A has

always practiced Sustainability towards the whole of its customer community in this way, providing quality

services and producing energy using innovative technologies which are suitable for social and economic

needs as well as for those of an environmental nature. We have always endeavoured to guarantee realisable,

liveable and fair growth to everyone in a responsible manner.

We believe that investing in sustainable growth is a driver for combining positive energies and that it is therefore

fundamental for all stakeholders to contribute and listen in order to increase the value of the commitment

of us all. In particular, this first Sustainability Report, prepared in accordance with international reporting

standards, is an essential for sharing with all of our stakeholders the results we have achieved and our future

commitments, enabling us therefore to improve continuously.

We are working and will continue to work courageously and optimistically in order that future generations

may be proud of the respect for the environment and society which the people of our Group have dedicated

to their projects and followed in reaching their objectives.

The Chairman of the Management Board

Giuliano Zuccoli

CHAIRMAN’S LETTER
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The A2A Group hereby publishes its Sustainability Report which makes up the heart of its “Sustainability Project”, a vast design whose aim is

to consolidate the activities and results of all the companies taking part from a social and environmental standpoint. In addition to being an

important means of communication, this Report is also an indispensible management tool for monitoring the results that have been achieved

and the progress that is expected. What is more, it represents a further step towards obtaining a more active involvement of all our contacts

in society and our stakeholders, one that can acquaint them as much as possible with the projects and initiatives being carried out and has the

aim of improving and reinforcing the profile of the whole of the A2A Group as concerns social responsibility.

This Report has been prepared by referring to the international accounting standards proposed for companies in the Sustainability Reporting

Guidelines drawn up by the GRI (the Global Reporting Initiative), with specific reference to transparency, completeness, relevance, accuracy,

comparability and clarity. Reference has also been made to the standards defined by the Study Group for the Social Report (Gruppo di Studio

per il Bilancio Sociale - GBS), in particular concerning the determination and allocation of consolidated value added. The Report is also consistent

with the publications and recommendations of the Italian Ministry of Welfare in terms of social communications.

The Report’s reference period is financial year 2008 (“year zero”), which is extended to the first few months of 2009 for any significant

subsequent events. Following the merger, effective from 1 January 2008, the consolidation scope has significantly increased and from that

date includes the AEM, ASM, AMSA and Coriance groups; the figures for 2008 are accordingly not comparable with those for 2007. Unless

otherwise stated the figures refer to the A2A Group and consolidated companies for the year ended 31 December 2008.

The Report, in which specific space has been reserved for projects of local and environmental importance, is divided into the following sections:

_ a Profile of the Group, its history, values, organisational structure and strategic orientation;

_ Sustainability Tools in A2A, in which the principles and management tools adopted by the Group to deal with sustainability matters are

described;

_ Economic responsibility, in which key data from the Group’s income statement and balance sheet are presented together with a schedule

showing the determination and allocation of the value added generated by Group companies;

_ Environmental responsibility, highlighting the Group’s commitment to the environment, accounting for its activities in this sphere and the

results it has achieved;

_ Social responsibility, describing relations with stakeholders and social and cultural inititaives.

The Report closes with a statement of the level of conformity with the GRI guidelines.

The Report may also be consulted on the website www.a2a.eu.

INTRODUCTION
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A2A - A NEW MULTIUTILITY GROUP IS BORN

Between innovation and tradition

A2A, the new Company born out of the meeting between the formal

municipal companies of Milan and Brescia formally got under way on 1

January 2008. But historians will note the date of 24 December 2007

instead. It was in a frenetic rush, during the last minutes available on

Christmas Eve, that one of the most complex operations of recent

industrial history was signed in notaries’ offices in Brescia and Milan:

namely the deed for the merger of Brescia’s ASM into Milan’s AEM,

companies which at the same time, on that very morning, had also signed

the deed for merging the Milan Environmental Services Company

(Azienda Milanese dei Servizi Ambientali AMSA) into the company. The

mergers became effective following the registration of the two merger

deeds with the Companies’ Registrars in Mlan and Brescia on 28 December

2007 and on 1 January 2008 AEM’s shares took the name of A2A.

Between innovation and tradition, the brand name and logo stress in

their ratio the desire to combine their energies (“energy in common”

is the first tag-line) but also to go beyond (.. the number 2 can become

3 or 4..” is how the first statement puts it), without forgetting our ancient

roots: A2A, a-due-a in Italian or a-du-a, Adua, is the old name of the river

Adda, at the origins of both companies, a natural frontier, a historical

The Milan Municipal
Council begins a review
of the “electricity
question”, with the aim
of “staring up on our
own” the production
of the new energy
source, faced with the
requests of the
“Edison Committee”
which were considered
exaggerated.

The Giolitti government
passes a law on the
municipalisation of the
main local public
services.

19031898

The Technical Office of
the Municipality of
Milan begins building
the Electricity Power
Station in
Piazza Trento.

1905

Following a formal
referendum the
Municipal Electricity
Company, AEM,  is
formed, which in just a
few decades grows
rapidly, following and
encouraging the growth
of Milan.

1910

The Mlan Municipal
Council appoves the
construction of the  
Grosotto Power
Station in Valtellina.

1919

The history
of AEM

The Municipal Service
Company (ASM) is
born out of a
resolution adopted by
the Municipality of
Brescia, which is
entrusted with
managing the tram
service and the ice
factory

ASM is gradually assigned
the services for the
distribution of electricity,
the production and
distribution of gas, the
management of the
aqueduct and the 
town cleaning service for
the municipality of Brescia.

23 July

1908

ASM enters the most interesting part of the energy cycle,
taking part in the construction of thermoelectric power
stations and building, in consortium, a ring of
electroducts (known for years as the “minisystem”)
linking the plants to the municipalies of the joint owners.
In 1961 the Cassano d’Adda power station in the province
of Milan went on line. in which ASM  holds a  25% stake
and AEM 75%; in 1966 the Ponti sul Mincio went on line, in
which ASM holds 45%, AGSM Verona 45% and AIM
Vicenza and ASM Rovereto 5% each.

The history
of ASM

SPAI is born (Servizi Pubblici Anonima Italiana, which then
became Gestione Servizio Immondizia and in1954 SID -
Servizio Immondizie Domestiche) which is assigned the
collection services;another company, Duomo, is assigned
the selection of refuse.

There are radical
changes in the service:
the horse-drawn carts
are replaced by special
articulated lorries and
washable metal bins are
introduced which can
be transported by
suitable wagons.

1929-681929

The history
of AMSA

1960-701909-68
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border which man’s desire has finally transformed into a mixture of

economic and industrial opportunities. On 22 February 2008, with

the Shareholders’ Meeting which appointed the first Supervisory

Board, the Company’s new bylaws became effective, which (as

approved by the Extraordinary Shareholders’ Meeting of AEM S.p.A.

on 22 October 2007) require the dual system of administration and

control to be adopted in accordance with article 2409 and following

of the Italian civil code. Renzo Capra was appointed Chairman of the

Supervisory Board, and he arranged 4 April as the date on which the

Management Board of A2A would be appointed. At its first meeting,

the Management Board appointed Giuliano Zuccoli as Chairman. In

this way the dual system of corporate governance was completed,

which together with the Corporate and Market Department assigned

to Renato Ravanelli and the Technical and Operational Department

assigned to Paolo Rossetti is facing up to the Company’s first year of

activity, one which passesd by quickly but intensely.

A2A, the first listed Italian industrial company to have adopted the

dual corporate governance system, has had to deal with the natural

and inevitabile difficulties involved in identifying a balanced

organisational model. This has required the Supervisory Board,

together with the Management Board to dtermine its sphere of

competence, including through the approval of working rules to make

AEM grows and
consolidates, it
strengthens its
existing plants in
Valtellina and builds
new hydroelectric
plants. It realises
architectural lighting
projects (Castello
Sforzesco and Piazza
Duomo).

1920-40

The Company doubles
its production capacity
and provides the
energy necessary for
the economic boom.

1950-60

The power station at
Cassano d’Adda in the
province of Milan
enters service, of
which AEM holds 75%
in joint ownership with
ASM Brescia, which
holds 25%.

1961

The Municipality of
Milan assigns to AEM
the management of
the gas network
acquired from
Montedison. AEM thus
becomes Azienda
Energetica Municipale,
the Municipal Energy
Company.

1980-82

With the termination
of the production 
of manufactured gas
at the Bovisa plants
the ten-year plan
for the introduction
of methane is
concluded, a
programme which
modernises and
renews the Milan gas
network.

1994

AEM opens up the
period of privatisations
and, first among the
Municipal Companies,
it becomes a joint stock
company taking the
name of AEM S.p.A.

1996

Growth continues, including through the creation of
dedicated companies and partnerships with local
administrations.
This leads to the formation of the main companies of the
Group:
APRICA S.p.A., APRICA Studi, Valgas, Sinergia, Selene,
Azienda Servizi Valtrompia, Asmea, Retrasm, Gesi, Tidone
Energia, etc..

ASM starts up the first
district heating service in
Italy. In 1972 the provision
of heat/hot water is
guaranteed by the large
methane boilers of the
Lamarmora power
station.

1972

The new 1 and 2 Groups
of the Sud power station
enter service, which in
addition to providing the
heat required for the
district heating network
at the same time also
produce electricity.

1978

A polycombustible
boiler is added to
the Lamarmora
power station
which can also run
on coal.

1998

The incineration plant
in Via Zama becomes
operative.

Conclusion years

‘60

A.M.N.U. (Azienda
Municipale Nettezza
Urbana), the Municipal
Company for Urban
Cleaning, is born, and
manages almost 500
thousand tons of refuse
a year.

1970

The waste to energy
plant in Via Silla enters
service, replacing the
previous plant.

1975

A.M.N.U. becomes A.M.S.A. (Azienda Municipalizzata
Servizi Ambientali), the Municipal Company for
Environmental Services, and the types of services
provided continues to grow, with a considerable and
wide-ranging involvement in the differentiated
colection of glass, paper, expired medicines, used
batteries and plastic material.

1985

Since

1971

An waste to energy plant is
started which uses refuse as a
fuel, recovering energy which
is then used to produce
electricty and heat. In 2004
the third firing line of the
waste to energy plant enters
service, fuelled by biomass.

1998

AEM S.p.A. is
listed on the
Milan stock
exchange with
floating capital
of 49%.

1998
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the dual model fully effective. This has enabled corporate integration

to be implemented in a practical manner followiing the merger of the

three companies - AEM, ASM and AMSA - and allowed Ecodeco to be

fully acquired; all companies with a strong corporate personality which

have been able to find synergies and new common values in

accordance with a discussed and shared rationalisation plan. As the

months have passed industrial and corporate initiatives of important

strategic value have been successfully completed.

In the energy sector an agreement with E.ON was finalised and signed

under which approximately 1,500 MW of electric capacity (the

Monfalcone oil and coal power station and the hydroelectric kernel

of Calabria with Crotone, Catanzaro and Reggio Calabria) was

contributed to A2A (through the demerger of E.ON Italia); the first

parallel of the combined cycle thermoelectric power station was

completed and started up at Gissi in Abruzzo (800 MW); and an

agreement was signed with Gazprom to set up a joint venture to import

and sell around one billion cubic metres of natural gas in Italy a year.

In the environmental sector A2A took part in, and was awarded, the

tender for managing the Acerra waste to energy plant (600,000

tonnes of waste a year) and the waste treatment plant at Chiamano;

the tender for the construction of a waste treatment plant on the

island of Crete in Greece was also won.

Following the decree
liberalising the energy
markets, AEM S.p.A.
unbundles, structuring
itself into an industrial
group divided by sector
of business into
operating companies
and transformng itself
into a multiservice
entity.

1999

Takes part in the growth
of the
telecommunications
sector by laying a
capillary network in
optic fibre which places
Milan at the forefront of
the sector.

2000

AEM S.p.A. proposes
itself as the national
private energy hub
through a system of
strategic alliances with
Italian and foreign
industrial and financial
partners. The
companies Electrone,
Italpower and Plurigas
are formed.

2001

It becomes the sole
distributor of electricity
in the city of Milan
thanks to the
acquisition of the ENEL
network; it promotes
and enters the
Edipower S.p.A.
consortium which
becomes the owner of
the former Genco
Eurogen.

2002

The Municipality of Milan
decides to sell a second
tranche of share capital
(17.6%), thus falling below
51%.

2004

Together with the
French group EDF it
acquires joint control
of Edison S.p.A.; it also
purchases 30% of
Ecodeco.

2005

Together with Endesa
and Banco Santander
Central Hispano it is
awarded Elettrogen, the
first electricity
production company
sold off by the ENEL
group.

2001

ASM is listed on the
stock exchange in the
Blue Chips segment
and in September
2004 becomes part of
the MIDEX index.

Luglio

2002

ASM acquires gas
distribution networks
covering approximately
75,000 users and
electricity distribution
networks covering
approximately 100,000
users.

2003

A merger is carried out with
Bergamo Ambiente e Servizi,
which operates in the
integrated water cycle in the
area around the city of
Bergamo, in the distribution
and sale of gas, in public
lighting, in urban hygiene and
in the production of
electricity through the
incineration of waste.

2005

The Municipal Company
becomes a Società per Azioni,
a joint stock company,
changing its name and
becoming AMSA (Azienda
Milanese Servizi Ambientali),
the Milan Environmental
Services Company. In addition
Amsadue and Amsatre are
formed to manage services for
neighbouring municipalities.

2001

Thanks to a significant
communications campaign
and the aid of the public, in
2002 AMSA maanges to
exceed 32% of differentiated
waste.

2002

The construction of the
Silla 2 waste to energy plant
is completed and opened
on 21 October. A few
months later the waste to
energy plant is awarded the
“Gold Medal to Italian
Architecture for private
contractors” by the Milan
Triennale.

2003

AMSA decides to dispose of
the wet waste collected in
Milan by using an external
supplier, closing its plant in
Muggiano which had been
working for around eight
years and which had
received important
recognition at a national
level such as being awarded
the “Quality compost” prize.

2005

A new system of global
sweeping is introduced
which enables the street
surface and pavements to
be washed and cleaned in
a single shift and which
also allows dirt to be
removed from
underneath parked cars.

2006

ASM accepts the
challenge laid down by
the liberalisation
processes taking place
in the energy and local
public service markets
and from being a
municipal company
becomes a Società per
Azioni, a joint stock
company.

1998
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In the cogeneration and district heating sector a contract was signed

in May for the purchase of Coriance, which has over 500 MW of

installed thermal capacity and more than 20 production sites active

in large French urban centres (from the Paris hinterland to Dijon,

Toulouse, etc.), from the Gaz de France Group ; the Milano-Forlanini

heat pump cogeneration plant, known as the “Canavese” (60 thermal

MW) started up in September.

In June the purchase of 90% of the share capital of ASPEM was finalised;

ASPEM is a multiutility company which works in the gas, water and

waste sectors of the Municipality of Varese, which also holds the

residual shareholding. And in October the merger was completed

between ACSM Como and AGAM of Monza, which qualifies A2A as

an “industrial partner of reference” and makes the strategy of bulding

a “federal” network of Lombardy utilities plain to see.

These results, together with those of an economic nature, achieved

in the first year of activities led the Supervisory Committee on 27 April

2009 to approve the Company’s separate statutory and consolidated

financial statements for the year ended 31 December 2008 and to

express its appreciation of the Management Board publicly.

The Group’s registered office is in Via Lamarmora 230 - 25124 Brescia

and its headquarters and administrative offices are iin Corso di

Porta Vittoria 4 - 20122 Milan.

27 June
The Brescia City Council approves (with Resolution no.
123) the project for the merger with AEM, inclusive of
the Framework Agreement between AEM and ASM and
the Guidelines signed by the Mayor and the
Municipalities of Brescia and Milan.

23 July
The Milan Municipal Council adopts the resolution
on the project for the merger of AMSA into AEM,
which is to be carried out in conjunction with the
merger with ASM.

22 October
The extraordinary shareholders’ meeting of AEM S.p.A. - approves
the corporate governance system of the new company arising from
the merger, which will adopt the “dual model” based on a
Supervisory Board and a Management Board.

11 January
Atel Public Exchange Offer. Following this exchange A2A S.p.A. holds 6.43% of the
share capital of Atel Holding.

18 January
PROARIS is born: a partnership between A2A S.p.A. (60%) and the Municipality
of Sesto San Giovanni (40%) with the scope of removing pollution from the water
table, producing both clean heat and electricity.

31 January
A2A S.p.A. increases its holding in Edipower to 20%.

22 February
The Shareholders’ Meeting of A2A appoints the members of the Supervisory
Board.

10 March
The Supervisory Board appoints the members of the Management Board.

27 March
The Supervisory Board approves the Guidelines of the A2A Group’s 2008-2012
Business Plan prepared by the Management Board.

29 May
Coriance is acquired from the Gaz de France group, a company which operates
in France in the district heating and cogeneration sectors.

16 June
An agreement is signed with EON for the ownership of certain power stations.
Choosing the Monfalcone pant and the hydroelectric nucleus in Calabria, the A2A
Group diversifies the parties and strengthens itself in the renewable sector.

18 July
Standard & Poor’s increases its long-term rating from BBB to BBB+ with a
stable outlook.

25 July
The new “Denox” filter is inaugurated at the Silla 2 waste to energy plant (the
consequence of an investment of twelve million euros) which enables the emission
of nitrous oxides and acids to be reduced by over 60%.

26 September
A2A signs the Reconcilation Protocol with the Consumers’ Association, a simple,
quick and innovative tool for settling disputes with the public.

27 September
An agreement is signed in Bergamo with the Gazprom group for the setting up of
a joint venture for the sale of natural gas.

30 September
A2A and the Municipality of Varese sign an agreement for the entry of Aspem into
the A2A Group.

24 October
Withe the purchase of the final 6% of its capital, A2A holds 100% of Ecodeco.

11 November
Moody’s assigns a long-term rating of A3 with a stable outlook.

13 November
In the offices located in Palazzo Salerno in Naples and in the presence of Silvio
Berlusconi, Mr. Zuccoli signs the agreement with General Franco Giannini which
assigns the management of the Acerra waste to energy plant to A2A.

2007

2007 1 January

2008

2007
24 December
ASM and AMSA sign the deeds for the
merger into AEM.



STRATEGIC LINES

Going by the wish of AEM, ASM and AMSA the aim of the creation

of A2A is:

_ to enhance the promotion of energy saving and sustainable growth

initiatives by using innovative technologies and suitable management

and industrial policies, such as the production of renewable sources;

_ to create additional value in the sectors of gas, electricity,

environmental services (such as waste to energy and the disposal

or treatment of waste) and local energy services (such as district

heating and energy management);

_ to assume a role as a combining hub for small and medium businesses

in the energy and environmental sector working in neighbouring

geographical areas, since, in a context characterised by increasing

competition and the potential shrinking of operating margins,

combination is the solution capable of guaranteeing sustainable

growth in the area.

As a consequence, the A2A Group’s Business Plan for 2009-2013

envisages a series of measures in the various sectors:

Energy: the conversion of the present oil groups installed at the

Monfalcone power station (580 MW) into an 800 MW modern

combined cycle with the resulting increase in production efficiency.

Environment: the construction of new treatment plants and of two

new waste to energy plants which will enable the volumes treated to

increase by around 50%.

Cogeneration and district heating: the construction of new

cogeneration plant of approximately 600 MWt in the provinces of

Novara, Varese, Bergano, Brescia and Milan in order to increase the

sales of heat by around 50% and considerably reduce environmental

emissions, including by using energy systems for recovery from the

water table (heat pumps).

Networks: maintaining the high level of quality and safety of the service

currently provided by making significant investments.

In February 2009 the “Group Sustainablity Project” was started whose

aim is to support top management in defining Group Polcies on

questions of Sustainability and to make suitable tools available for

this, including the Sustainability Report.

THE GROUP’S IDENTITY: THE CHARTER OF VALUES

For any business, defining and communicating its values means

providing points of reference which enable people to direct their

behaviour in accordance with common criteria.

In order to construct a managerial model of reference and to enable

the pesonnel of A2A to develop a sense of identity, a project has

been set up to define business values as part of the integration

process currently taking place within the Group.

As part of the Agorà project, a training path for executives, a series of

meetings was held with the board whose aim was to promote, through

dialogue and an exchange of ideas, the definition of a Charter of Values.

General managers were involved in drafting the final version and the

document was also validated in the presence of the Chairman of the

Management Board.

The five values represent the principles with which organisational

behaviour should be identified and on which managerial skills should

be based:

Excellence We achieve our results and satisfy our 
in results customers with skill and 

determination, acknowledging 
excellent contributions.

Responsibility We are committed to giving the best of 
ourselves and to responding for our
actions.

Team spirit We reach our goals by collaborating,
sharing objectives and enhancing an
individual’s value.

Innovation We face up to change and evolution by
contributing ideas, being flexible and
open to the new.

Sustainability We care about the effect that our
decisions will have on the environment
and the community. 

The Chart of Values has been subject to a important communication

process, extended to the whole Group, having the aim of encouraging

the development of a sense of belonging and common identity.

PROFILE OF THE GROUP
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THE GROUP’S AREAS OF ACTIVITY

Main products and services
The A2A group is mainly involved in the following sectors:

_ the production, sale and distribution of electricity;

_ the sale and distribution of gas;

_ the production, distribution and sale of heat by means of district

heating networks;

_ waste management;

_ integrated water cycle management.

Actvities are orgainsed into four separate “sectors”, to which corporate

and other services are added.

Geographical areas of activity

Areas of activity

Companies in the consolidated A2A Group

ENERGY

Thermoelectric 
and hydroelectric 

plants

Energy
Management

Sale
of electricity 

and gas

HEAT &
SERVICES

Cogeneration 
plants

District 
heating and 

other networks

Sale 
of heat and 

othe services

ENVIRONMENT

Collection 
and cleaning

Treatment

Disposal
and energy 

recovery

NETWORKS

Electicity
networks

Gas 
networks

Integrated 
water 
cycle

_ Abruzzo Energia
_ Aem Energia
_ A2A Trading
_ Asm Energy
_ Asmea*
_ BAS

Omniservizi
_ COGAS
_ Energen
_ Ostros Energia
_ Plurigas

* Fully owned
Tidoenergia

_ Aem Calore 
& Servizi

_ ASM Calore 
& Servizi

_ ASM Servizi
_ Proaris

_ Gruppo Ecodeco
_ Gruppo Amsa
_ Aprica*
_ Montichiari

ambiente
_ Ecofert

* Fully owned Bas
Power

_ Aem Elettricità
_ Aem Gas
_ Asm Elettricità
_ Asm Reti
_ BAS SII
_ Camuna Energia
_ Retragas
_ Retrasm
_ Seasm

Markets served

Waste treatment plants
Cogeneration plants
Hydroelectric plants
Thermoelectric plants



The Energy Sector

This sector includes the following activities:

_ Production of electricity - management of power stations by

means of a generation park consisting of hydroelectric and

thermoelectric power stations with an installed power of 3.6 GW

(including the 20% from the Edipower plants).

_ Energy Management - the purchase and sale of electricity and

gaseous and non-gaseous fuels on the domestic and international

markets; procurement of the fuel required to satisfy the

requirements of the thermoelectric power stations and

customers; planning, scheduling and locationing of the electricity

production plants.

_ Sale of electricity and gas - the sale of electricity and gas to the

market of suitable customers. This also includes sales of electricity

to the market of “increased protection” customers.

The main owned plants for thermoelectric production, for which the

chain manages and optimises the available production capacity, are

those at Cassano D’Adda in the province of Milan, Ponti sul Mincio in

the province of Mantua and Gissi in the province of Chieti.

As a consequence of the investment of 20% held by the parent A2A

S.p.A. in Edipower S.p.A., the sector also has the right to withdraw

20% of the installed production capacity of the plants of Edipower

S.p.A., as governed by specific contracts which are set up as “tolling

agreements”.

The main plants for hydroelectric production, which are situated in

Valtellina, are the power stations at Premadio and Grosso which follow

each other downstream.

In addition to Italy the A2A Group is active as an operator in energy

management on the electricity markets in France, Austria, Slovenia,

Germany, Switzerland and Greece.

In the gas sector attention is drawn to the strategic importance of the

agreements for the supply of gas from Holland (via the subsidiary

Plurigas) and Russia (through an agreement with the Gazprom Group). 
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Geographic location of plants

Hydroelectric 
plants
_ Braulio
_ Stazzona
_ Lovero
_ Grosio
_ Grosotto
_ Premadio
_ 5 plants in

the province
of Brescia

_ Mese
_ Udine
_ Tusciano

Thermoelectric
plants
_ Cassano d’Adda
_ Ponti sul Mincio
_ Chivasso
_ Turbigo
_ Piacenza
_ Sermide
_ Brindisi
_ San Filippo 

del Mela
_ Gissi

Cogeneration plant
Hydroelectric plants 
Thermoelectric plants

Electricty generation
_ 14 hydro plants: GW 0.9
_ 14 therno plants: GW 2.7

TRADING: consolidated activities 
on the main electricity and
environmental markets

RETAIL: electricity sales of 
12 TWh and gas sales of 2 Bcm

Heat: installed capacity of 
850 MWt and 200 MWe

France
_ Electricity: Import/export
_ Balancing agreement with RTE

(2003)
_ Powernext Day-Ahead (2004)
_ Powernext future (2008)

Switzerland
_ Electricity: Import/export

Holland
_ Import of gas (~2.5 Bcm)

Germany
_ Balancing agreement with RWE,

EnBW (2006)
_ EEX Day-Ahead (2006)
_ EEX Continuous trading (2007)
_ EEX Futures (2008)

Russia
_ Import of gas (~1 Bcm)

Austria
_ Electricity: Import/export
_ Balancing agreement with APG

(2008)

Slovenia
_ Electricity: Import/export

Greece
_ Electricity: Import/Export 
_ Balancing agreement with HTSO

(2008) and market operator on
DESMIE (2008)

30 TWh 
Elec. portfolio

6 Bcm
Gas portfolio

30 TWht
Heat produced

Energy management markets
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Heat and Services Sector

The Heat and Services Sector consists of cogeneration, district heating

and the sale of heat, as well as activities relating to heat management

services and facility management. A brief description of these activities

follows:

_ Cogeneration and District heating - the production, distribution

and sale of heat in Milan, Brescia and Bergamo and in certain

municipalities of the Brescia and Milan hinterland, the production

and sale of electricity and operations and maintenance activities

regarding the cogeneration power plants and district heating

networks.

_ Heat and other services - heating management services for plants

owned by third parties and facility management activities.

Geographical location of plants

Canavese
(operating since 2008) 

Tecnocity

Novate Milanese

Famagosta

Novara
(under construction)

Linate - S. Giulia
(operational from 2009)

Lamarmora

Centrale Nord

Carnovali

Goltara

BG

NO

MI BS

The main production plants are those of Lamarmora and Centrale

Nord in Brescia, Tecnocity and Famagosta in Milan and Goltara in

Bergamo. 

The Heat & Services sector also benefits from the heat produced by

the three waste to energy plants at Brescia, Milan and Bergamo

(included in the environment sector). The district heating nettwork

extended to the cities of Brescia, Bergamo and Milan is approximately

755 km. long.

Since August the A2A Group also operates on the French market

following the purchase of the 1000% of Cofathec Coriance SAS, a

company operating in France in the district heating sector and in

the production of electricity by cogeneration power stations. Directly

and indirectly through its subsidiaries the company manages

residential district heating and telecooling plants on the basis of

specific multi-year concessions agreed with local municipalities.

Over 20 plants are managed in total, mainly located in the Paris

hinterland and in certain other important cities in France such as

Toulouse and Dijon.

Geographical location of the Coriance plants

PARIS

Lille

Dijon

Villeurbanne

Pierrelatte

Salon-de-provence

Martigues

Montpellier

Limoges

Laval

Andrezieux-Boutheon

Toulouse
Castres

Labruguiere
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Environment Sector

The Environment Sector comprises all those activities included in

the waste management cycle as a whole:

_ Collection and sweeping: street cleaning and the collection of rubbish

for transportation to its destination.

_ Treatment: activities performed in dedicated centres with the aim

of recovering or converting waste into a state suitable for the

recovery of materials, incineration and energy recovery, or disposal

in landfills.

_ Disposal: the final disposal of urban and special waste in combustion

plants or in landfills, with the possibile recovery of energy by

incineration or the use of biogas.

Urban waste value chain

Following the combination between ASM, AMSA (which operates in

the collection, treatment and disposal of waste in the city of Milan and

certain neighbouring municipalities) and Ecodeco, a former subsidiary

of AEM (now A2A S.p.A.), the A2AGroup has become an integrated

operator in all the stages of the waste chain.

Geographical location of plants

The A2A Group is able to boast plants which are amongst the most

modern in Europe and specialises in the use of highly innovative

technology. The sector currently consist of five waste to energy plants

situated in the provinces of Milan, Pavia, Brescia and Bergamo and

plants for the treatment and recovery of industrial and urban waste

in various European regions and countries.

Network Sector

The Network Sector consists of the activities relating to the management

of the electricty networks, the gas networks and the integrated water

cycle regulated by the respective sector authorities. It consists of:

– Electricity networks: distribution of electricity;

– Gas networks: distribution of natural gas; 

– Intgerated water cycle: water captation, management of aqueducts,

distribution of water, sewerage and purification; the sale of water to

customers served by the distribution networks of Group companies

in the provinces of Brescia and Bergamo.

Geographical areas covered

ITS® (Intelligent Transfer Stations)
MBT (Mechanical Biological Treatm,)

WTE (Waste of Energy)
Discariche e biogas

Other (waste, glass treatment)
Refuse collection basin

Maserati Light
Gerenzano

Muggiano
MI-Silla2
Barengo
Cavaglià

Vespia
Villafalletto
Corteolona

Giussago

Filago
Bas Power
Cavriana. Vigevano. 
Castelmonte
Brescia
Calcinato
Montichiari
Castelnedolo
Buffalora
Comacchio
Lacchiarella

BG

MI BS

Electricity networks Gas networks Integrated water cycle
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Other services

By “other services” is meant those activities which the Group performs

which are not included in the previous sectors:

_ Other services: activities relating to public lighting, traffic control

equipment, videosurveillance activities and the management of votive

lamps, as well as data transmission services, telephony and internet

access and plant design services. In addition to the activities performed

by functions within the holding company the following companies are

also included in this sphere: Selene, Itradeplace, Aprica Studi, Bas.com

Size of the organisation and production quantities

The A2A Group is the leading national operator in environmental

services and the disposal of waste, the second largest electricity operator

for installed capacity in Italy and the third largest operator in the country

in the gas sector. In addition the Group is the leading local utility in Italy

in terms of revenues, operating margin and market capitalisation: 

Key operating data of the A2AGroup by sector1

An agreement for the creation of a joint venture was reached with

the Gazprom Group in 2008, with a contract being signed at the same

time for the long-term import of approximately 1 billion cubic metres

of methane a year from Russia (operative since October 2008).

In addition, an agreement was signed under which E.ON

Produzione (formerly Endesa Italia) left the A2A Group through

a demerger into the A2A Group of a business of the company

consisting of the Monfalcone thermoelectric power station

(having oil and coal groups with a total of 980 MW) and the

Calabria hydroelectric nucleus (490 MW).

Following the purchase of the Coriance Group (in August), the sector’s

availability has increased from 850 MWt to 1,336 MWt, while installed

electrical power totals 275 MWe.

1 The figures presented below are not comparible with those of the prior year due
to the merger with effective date 1 January 2008 which significantly enlarged the
consolidation scope.
2 The figures relating to sales are stated gross of losses.
3 In 2008, following the line-by-line consolidation of Plurigas, volumes are stated in
standard cm stated at a UCV of 38100 MJ on delivery.
4 The figures refer exclusively to district heating activities. Sales relating to heat
management are not included.

Summarised economic data

Average capitalisation in 2008 (M€) 6,755
Capitalisation at 31.12.2008 (M€) 3,982
Revenues from sales and services (M€) 5,963
Gross Operating Profit (M€) 1,068
Average number of employees in 2008 8,645

Energy Chain
Total installed capacity (GW) 3.6
Electricity intermediation capacity
(TWh/year) 30
Gas contract portfolio (Bcm/year) 6
Net production 2008 11,961
- theromelectric production (GWh) 9,580
- hydroelectric production (GWh) 2,381

Electricity sold2 (GWh) 34,444
Gas sales for end use3 (Mmc) 1,911

Heat&Service chain
Teleheating network
(km total Brescia, Bergamo, Milan) 755
Teleheating final customers (Heat) 20,000
Installed thermal capacity (MWt) 850
Installed electric capacity (MWe) 200
Thermal energy sold4 in 2008 (Gwht) 1,905

Filiera Ambiente
Rifiuti raccolti nei Comuni MI BS BG (kton) 980
Rifiuti smaltiti (kton) 2,860
Energia elettrica prodotta e venduta dagli impianti 
di termovalorizzazione e dagli impianti di sfruttamento 
del biogas (GWh) 1,134

Filiera Reti
Estensione rete elettrica alta. media. bassa tensione (km) 15,000
Clienti serviti rete elettrica (mln) 1.1 
Energia elettrica distribuita (GWh) 12,160
Estensione Rete Gas in bassa e media pressione (km) 8,000 
Clienti serviti rete gas (mln) 1.2 
Gas distribuito (Mmc) 1,859
Estensione rete idrica (km) 5,000 
Clienti servizi idrici (mln) 0,3 
Acqua distribuita (Mmc) 85
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The Management Board has exclusive responsibility for the

management of the business, in accordance with the responsibilities

and allocation of duties determined by the Supervisory Board. To this

end it carries out all the operations necessary, useful or in any case

appropriate to achieving the corporate object, whether these relate

to ordinary or extraordinary administration. The Management Board

may additionally delegate duties to one or more of its members. In

more detail the Chairman of the Management Board:
1. is the legal representative of the Company and may sign on behalf

of the Company;

2. calls meetings of the Management Board, determines the agenda,

coordinates the proceedings and arranges for adequate information

to be provided to all the members of the Board on the matters on

the agenda;

3. presides over external relations and the general affairs office and

in agreement with and together with the Chairman of the

Supervisory Board looks after relations between the Company and

financial institutions, the media, Independent Authorities and public
institutions.

GROUP STRUCTURE AND PERSONNEL CHART

The A2A Group at 31 December 2008

A2A S.p.A.

(1) The figure of 61.28% refers to the ordinary shares held by Transalpina di Energia
(TdE). The investment in the company’s share capital amounts to 60.0%. Edison
holds 50% of the investment of Edipower.

(2) Of which 0.38% held through Asm Reti.
(3) Formerly Endesa Italia S.p.A..
(4) There are put and call options on a further part of the company’s share capital.

This chart sets outs the main investments held by the A2A Group.

Areas of activity

Energy

Heat and Services 

Networks

Environment

Other Companies

51.00%
Delmi (4)

50.00%
Transalpina di
Energia 

61.28%
Edison (1)

6.44%
Atel Holding AG

20.00%
Edipower

100.00%
A2A Produzione

20.00%
E,ON 
Produzione (3)

100.00%
A2A Trading 

100.00%
A2A Alfa

100.00%
A2A Beta

100.00%
ASM Energy 

70.00%
Plurigas

100.00%
COGAS 

80.00%
Ostros Energia

89.84%
Abruzzo Energia 
(4)

67.00%
Energen 

50.00%
Ergosud 

100.00%
Aem Energia

100.00%
Asmea

100.00%
Tidonenergie

33.33%
Lumenergia 

50.00%
Ergon Energia 

100.00%
Bas Omniservizi

50.00%
Metamer

100.00%
Aem Service

100.00%
A2A Calore &
Servizi

100.00%
Asm Calore & 
Servizi

98.08%
A2A Coriance

100.00%
Coriance

51.00%
Asm Servizi

50.00%
Asm Novara (4)

49.00%
Malpensa
Energia

60.00%
Proaris

100.00%
Amsa

100.00%
Amsa 2

100.00%
Amsa 3

100.00%
Ecodeco

100.00%
Fertilvita

100.00%
Sistema
Ecodeco UK

99.97%
Aprica

100.00%
Bas Power

79.98%
Montichiari
Ambiente

100.00%
Aem Elettricità 

100.00%
Aem Gas

99.98%
Bas SII 

100.00%
Retrasm

74.50%
Camuna
Energia

67.00%
Seasm

100.00%
Asm Elettricità 

100.00%
Asm Reti

48.86%
ASVT (2)

91.60%
Retragas

32.52%
Società Servizi
Valdisotto

20.00%
Acsm

24.99%
Agam Monza

14.48%
Trentino
Servizi

23.53%
Metroweb

100.00%
Selene 

100.00%
Itradeplace

100.00%
Bas,Com

49.00%
e-Utile

100.00%
Aprica Studi 

35.00%
Alagaz

27.00%
Zincar 
(in liquidation)
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The A2A Group is separated into two departments, assigned to two

General Managers: the Corporate and Market Department and the

Techical and Operational Department, both of which report directly

to the Chairman of the Management Board.

− The Corporate and Market Department is responsible for the

Organisational Units which carry out centrralised activities for the

departments and companies of the Group. More specifically, the

department has the direct responsibility for the following processes

and activities: planning, controlling and assessing investments;

regulatory policies and relations with the Authorities of the sector;

finance, treasury and risk management; investor relations;

administration, accounting, financial statements and tax matters;

procurement and logistics; personnel and organisation; general

services; legal services; investments, mergers and disposals; and

information and technological services. In addition, it has the

responsibility for optimising the Grooup’s energy portfolio and

managing the following processes and activities; procurement of

combustibles; planning, scheduling and despatch of plant; portfolio

optimisation and trading on domestic, foreign and environment

markets; marketing, commercial planning and the sale of all energy

vectors; customer relations and the management of selling channels,

billing and the sales back-office. The department is divided into the

following Business Units: Energy Management, Selling and Sales

Services.

− The Technical and Operational Department has the objective of

optimising the operational running of the generation plant of the

A2A Group by following increasingly higher standards of efficiency,

availability and respect of production programmes, in cordination

with the Market Department; of developing and managing electricity

and gas distribution, environmental services, cogeneration, district

heating, facility management and integrated water cycle businesses,

rationalising their activities and seeking improvements in both

effectiveness and efficiency; presiding over engineering activities,

project management and the construction of plant and infrastructure;

defining Group policies for quality, safety and the environment,

checking that these are implemented and being respected; ensuring

that the A2A Group develops and implements technological skills,

which can represent a critical success factor in the sector. The

department is divided into the following Business Units: Energy

Systems, Heat and Services, Environment, Electricity Networks, Gas

Networks, Intergrated Water Services.

The following staff organisational structures report directly to the

Chairman of the Management Board:

_ Company Secretariat

_ Internal Audit

_ Communications and External Relations Department

_ Institutional Relations Department

_ General Affairs Department

_ Staff to the Chairman

Chairman of the Management Board

GENERAL 
AFFAIRS DEPARTMENT

ASSISTANT
TO THE CHAIRMAN

COMMUNICATONS AND
EXTERNAL RELATIONS

DEPARTMENT

INSTITUTIONAL 
RELATIONS

DEPARTMENT

STAFF 
TO THE CHAIRMAN 

COMPANY 
SECRETARY

CORPORATE 
AND MARKET
DEPARTMENT

TECHICAL AND 
OPERATIONS 
DEPARTMENT

INTERNAL AUDIT
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The year 2008 may be considered “year zero” as far as sustainability

for the A2A Group is concerned.

A significant commitment to awareness and harmonisation has been

made during the year within an organisation that is newly-born and

characterised by a certain degree of complexity, as indeed emerges

from this report. This complexity and the new systemic vision of the

Group have led to the implementation of a management model,

extended to the whole of the business, within a framework of

sustainability, envisaging the start of the “Sustainability Project” at

the beginning of 2009 as the support for management in defining the

Group’s sustainability policy and preparing suitable applications tools,

including the Sustainability Report. 

Through the first edition of this document the Group affirms its values

and the codes of conduct that have been adopted, providing

information that enables the reader to understand how these have

been communicated and used from an operational standpoint.

A2A believes that it is increasingly important from the point of view

of transaparency to communicate details of the Group’s strategic

lines, its policies and the future commitments it has made towards

the individual categories of stakeholder.

For this reason the Group has equipped itself with integrated corporate

government systems which conform to current laws and regulations

and to the applicable voluntary regulations which incorporate the

best practice for governing a business (such as the Corporate

Governance Code, ISO standards, etc.).

CORPORATE GOVERNANCE

The A2A S.p.A. Group abides by the Corporate Governance Code

approved in March 2006 by the Corporate Governance Committee

supported by Borsa Italiana. As a consequence, in accordance with

regulatory requirements the Group has provided itself with the tools

and created the necessary corporate bodies that are described below.

The Group has adopted the dual model of corporate governance.

The Code of Ethics
The objective of the Code of Ethics of the A2A Group, introduced in

its present version by a resolution adopted by the Management Board

of A2A S.p.A. on 16 February 2009, i s to define the basic ethical

principles, the rules of conduct and the responsibilities which the

Group recognises, respect and assumes as values and as a binding

imperative, to which all recipients of the Code are required to conform.

Included among the recipients are in particular the members of the

management body, the members of the controlling body, executives,

employees, collaborators on a continuous basis (consultants, agents,

etc.), suppliers and trading partners. The Code requires binding and

applicable legislative and administrative provisions to be followed,

both those in Italy and those in the countries where the Group may

operate, possibly also in collaboration or association with other

businesses, as well as voluntary codes to which the Group adheres,

regulations and internal procedures. In particular the Group undertakes

to align its activities to the requirements of Legislative Decree no. 231

of 8 June 2001 and subsequent amendments and additions.

As a consequence, therefore, the Code of Ethics should be considered

an integral part of the organisational, management and control model

adopted by Group companies and comprises the preventative system

of control for such purposes. The government of the Code of Ethics

and control over whether it is being followed is assigned to the

Supervisory Body appointed under Decree no. 231/01, whose members

are the head of the Personnel and Services Department, the head of

the Company Secretariat and an external consultant.. During 2008

(when control over whether the Code was being respected was still

assigned to the Ethics Committee), the Ethics Committee of A2A

received two notifications that the Code was not being followed, on

8 and 31 October, from the same person and on the same subject (a

dispute over certain requests made by a supplier on the question of

connection to the electricity network). The Ethics Committee took

the decision not to procede with any specific action since the matter

in question was not of its competence and given that in the meantime

a reply of a technical and commercial nature had been provided by

AEM Elettricità.

The Group’s Code of Ethics may be consulted on the website

www.a2a.eu
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Shareholders’ Meeting

Supervisory Board

As part of its responsibilities for the system of internal control the Supervisory Board approves the strategic direction and policies regarding risk management and
assesses the degree of efficiency and adequacy of the internal control system, with particular regard to the control of risks, the working of the internal audit function
and the accounting system. In addition, the Chairman of the Supervisory Board, who also chairs the Internal Control Committee, supervises and initiates the
procedures and systems of control concerning the activities of the Company and the A2A Group, requesting and obtaining information from the officer in charge
of the corporate accounting records and from the persons in charge of the various functions involved.

Compensation Committee

The Committee has the duty of providing assistance to the SB,
through enquiry, consultation and proposition, in the
determination of the compensation of the MB and that of the
members of the MB having specific responsibilities and in
expressing an opinion on incentive and loyalty schemes for the
members of the MB, the Group’s executives and its employees
or groups of employees.

Appointments Committee

The Committee has the duty of assisting the SB, through enquiry,
consultation and proposition, in carrying out the activities
provided by the Company’s bylaws in connection with the
appoinments made to the management and control bodies. It
additionally exercises the powers conferred on it by the
Company’s bylaws and delegated by the SB.

Internal Control Committee

The Committee has the duties assigned to it by law, by the
Corporate Governance Code of listed companies and by the
Company’s bylaws and, additionally, as part of these, the duty of
providing assistance to the SB, through enquiry, consultation and
proposition, in assessing the internal control system, with
particular regard to the control of risks, the information and
accounting system and the working of the internal audit function.

Donations Committee

The Committee has the duty of assisting the SB, through enquiry,
consultation and proposition, in defining the guidelines for
cultural and charitable initiatives, in managing relations with the
AEM and ASM Foundations and in promoting the image of the
Company and that of the Group as defined in the bylaws.
The guidelines defined by the SB with the assistance of the
committee are presented annually to the Management Board
for those activities for which it is responsible.

Management Board

The Management Board has exclusive responsibility for the
management of the business to the extent of the responsibilities
and assignments allocated by the SB. To this purpose the
Management Board performs all the operations necessary, useful
or in any case opportune for achieving the corporate object,
both of an ordinary and extraordinary nature. The Management
Board reports in writing to the Supervisory Board on operations
in general and the transactions of the greatest importance, for
their size or features, carried out by the Company or its
subsidiaries.

Accounts Committee

The Committee has the duty of assisting the SB, through enquiry,
consultation and proposition, in reviewing and approving the
annual and consolidated financial statements, the half year financial
report and any interim management accounts sent to it by the
Management Board. 

Consistent with the decision to adopt the dual system of administration

and control, as required by the Company’s bylaws, the main bodies

currently responsible for the control, monitoring and supervisory

processes in the Company and in the Group headed by the Company

are as follows:



The Internal Control Officer

The activities performed by the Internal Control Officer, an external

professional, hierarchically independent of the Company and the

heads of operating areas, extend to all the companies of the A2A

Group. Availing himself of the Internal Audit organisational unit in

carrying out his duties, the Internal Control Officer places special

emphasis on those companies identified as being of strategic

importance, having access to all of their operations and the related

documentation and the task of checking that internal procedures

are appropriate for ensuring that risks are adequately limited and of

assisting the Group in identifying and assessing its highest exposures

to risk.

Internal Audit

The Internal Audit organisational unit assists the Internal Control

Officer and others fulfilling duties relating to the internal control

system and risk management, with specific reference to checking

internal procedures and to carrying out work preliminary to an

assessment of the internal control system and the Group’s business

risks. In addition, the Internal Audit unit assists the Supervisory

Body set up pursuant to Legislative Decree no. 231/01 by carrying

out specific detailed work and tests aimed at ensuring that the

organisational, management and control model introduced

pursuant to that legislation is working, is effective and is being

observed.

The Officer in charge of the preparation of accounting documents

In compliance with the provisions of article 154-bis of the Consolidated

Finance Law (Law no. 262/05) the Officer in charge of the preparation

of the corporate accounting documents is assigned the duty of

preparing suitable administrative and accounting procedures for

drawing up the accounting disclosures communicated to the market,

as well as of ensuring that such procedures are being observed. The

article referred to requires there to be in particular a structured set

of verification activities designed to assess the effectiveness of the

system of internal control in connection with the preparation of the

corporate accounting documents, with the aim of allowing those

parties who must guarantee the truthfulness of published documents

to assume the responsibility requested in an informed and considered

manner. Following the merger of ASM and AMSA into AEM and

changes in legislation subsequent to the introduction into Italian law

of European Directive no. 2004/109/EC regarding the harmonisation

of trasparency requirements in relation to information about issuers

(the “Transparency Directive”), the A2A Group has updated and made

additions to the model pursuant to Law no. 262/05 in order to adopt

a uniform approach. The work performed by the Officer and his

relations with his various contacts in the Company are governed by

a specific regulation.

Risk Management

The Risk Management organisational unit is responsible for the

identification of the Group’s priority risks (enterprise risk) and the

definition of the methods of assessing these (risk scoring).

Energy risk, namely the risk connected with changes in the prices of

energy raw materials, such as electricity, natural gas, coal, comustible

oil and derivates of these, is managed within the Risk Management

function. This risk is managed at a holding company level through a

process of evaluating the total net exposure of the Group’s portfolio,

which is monitored in comparison with a risk limit expressed in terms

of economic capital.

A2A’s Management Board defines the commodity risk limits of the

A2A Group on an annual basis while the Risk Committee supervises

that these limits are respected and defines the hedging policies required

to keep that risk within the defined limits, in accordance with the

Group’s Energy Risk Policy. The Risk management function follows

and manages hedging strategies.

Supervisory Board pursuant to Legislative Decree no. 231/2001

At its meeting of 16 April 2008, A2A’s Management Board confirmed

the collegial composition (three members) of the Supervisory Body,

which is chaired by the Internal Control Officer. The Body is assigned

the duty of supervising that the organisational, management and

control model pursuant to Legislative Decree no. 231/01 is working, is

effective and is being observed, looking after the updating of the

model and carrying out all the other activities and functions it requires,

including that of reporting on a periodic basis to corporate bodies in

connection with its implementation.

In addition to the Quallity Environment and Safety certified system

of procedures, which is described in another paragraph of this chapter,

the main governance tools are the following:

The Guidelines of the Group’s Internal Control System

The Company has a process in progress for redefining its Internal

Control System Guidelines, in accordance with the requirements of

criterion 8.C.1a) of the Corporate Governance Code approved in

March 2006 by the “Corporate governance committee” and

supported by Borsa Italiana. In this respect the Company will assess,

amongst other things, whether to appoint a director of the

Management Board who would have the responsibility for supervising

the working of the internal control system, in line with the provisions

of criterion 8.C.1b) of the Code, assigning him the duties as per criterion

8.C.5 if such be the case.

Provisions of an organisational nature, proxies and delegated powers

Provisions of an organisational nature are directional and coordinating

guidelines aimed at defining the Group’s organisational macro-
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structure and allocating the main responsibilities. Service orders

identify the departments and organisational units into which the areas

of the Group are divided, to which the responsibilities for the processes

and activities for which they are competent are assigned.

The system of proxies currently in force in the Group aims at having

a unitary system of relationships both inside and outside the Group,

meaning by this that persons representing Group companies must

have received an explicit mandate.The organisational units check the

system of proxies in force on a regular basis, recommending any

suitable changes in the event that management powers and/or the

position no longer correspond to the powers of representation of

the person in question. The Supervisory Bodies may carry out specific

sample checks.

The organisational, management and control model of Group

companies pursuant to Legislative Decree no. 231/01

The provisions to be found in the organisational, management and

control models of Group companies adopted by the respective

management bodies pursuant to Legislative Decree no. 231/01 are

consistent with the general principles for the A2A Group’s internal

control system.

The purpose of these models is to build a structured and organic

control system whose objective is to prevent the offences described

in the Decree, to the extent that this is possible. For this reason the

models identify the activities exposed to the risk of an offence being

committed and envisage the introduction of specific procedures

establishing competences, operational rules and responsibilities, a

constant monitoring to enable offences to be anticipated and

prevented, a coherent disciplinary system and an appropriate means

of selecting and obtaining information about personnel and partners.

The models additionally set up information flows to and from the

Supervisory Bodies.

As of 31 December 2008 nineteen Group companies had adopted

their models and at the same time appointed their respective

Supervisory Bodies.

The safeguarding of privacy
As desribed in the Code of Ethics the commitment is made to safeguard

the privacy of all those parties concerned with the processing of data

(employees, directors, customers, suppliers, any third parties involved)

in accordance with prevailing legislation, namely “The Personal Data

Protection Code” - Legislative Decree no. 196/03 and subsequent

amendments and additions.

In this connection:

_ personal data is collected, processed and protected in accordance

with the principles of lawfulness, pertinance, accuracy and the non-

excess of the data, in order to protect the confidentiality and personal

identity of the person concerned at all times;

_ specific attention is placed on drawing up the information that is

provided to those concerned (suppliers, customers, employees and

other natural and legal persons with whom the Group has a

relationship) with the aim of explaining the objectives of the

processing and providing the additional details required by article

13 of Legislative Decree no. 196/03;

_ A2A and other Group companies have specifically named in writing,

as persons in charge of data processing, those

employees/collaborators/stagists/ who in carriying out their duties

process personal data;

_ when necessary, persons have also been appointed, pursuant to

article 29 of the Code, as being in charge (internally and externally)

of processing;

_ data processing is carried out using automated and manual

instruments, in accordance with the electronic, physical and

organisational security measures prescribed and adopted following

an analysis of the risks to which the data is subject;

_ Security Programmes have been prepared pursuant to article 34

and Annex B, rule 19 of the Code;

_ where applicable, notice has been provided to the Data Processing

Guarantor pursuant to article 37 of the Code discipling privacy.

There are no grievances relating to privacy or the loss of data. The

customer data bank is supported by a disaster recovery system for

the recovery of the data stored, as may be the case.
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In May 2008 A2A approved the guideline document Policy for Quality,

Environment and Safety, used by all Group companies as a guideline.

This Policy, which enjoys a maximum circulation both internally and

externally, sets out the values which are at the basis of the business’s

operations and which the Quality, Environment and Safety Department

is committed to distribute and share as a means of providing all

collaborators with a daily guide.

The purpose of the Quality, Environment and Safety Department is also

to support top management in defining polcies on these matters,

ensuring that they are carried out properly and in compliance with

applicable regulations at all locations and in internal processes.

Suitable functions exist at a local and sectorial level which work as staff

in the respective departments/companies of the Group and have the

duty of implementing the Quality, Environment and Safety policies

together with the central unit.

There are also specific committees coordinating and guiding activities

as part of the Management Systems certified under ISO standard 9001,

ISO standard 14001 and OHSAH standard 18001, and under the EMAS

regulation. There is currently a highly detailed panorama of certifications

within the Group as the following table shows, as this derives from the

sum of the systems adopted by the pre-existing companies (AEM -

including ECODECO, AMSA; ASM).

QUALITY, ENVIRONMENT AND SAFETY

Policies, management and certification

THE QUALITY, ENVIRONMENT
AND SAFETY POLICY
OF THE A2A GROUP

A2A aims at a level of service that can obtain the complete satisfaction of its counterparties, including all initiatives from the point of view of sustainable
growth, with the objective of excelling in the sectors of energy, services for the environment, district heating and network services (the water cycle,
electricity, gas) and aligning itself to changes involving increasing competition and complexity at both a national and international level.

MISSION
• To consolidate and develop its key position on the market increasing its value in a stable manner and extending its service portfolio through

combinations with companies in the sector, consistent with the merger between ASM, AMSA and ASM when the Group began.
• To provide services guaranteeing quality, safety and respect for the environment for the parties with whom it comes into contact (customers,

shareholders, authorities, the public, financial parters, employees and suppliers).
• To produce and distribute services by adopting innovative technologies which are suitable for the needs of technical, economic and environmantal

efficiency, placing specific attanetion on its operating activities and climate change.

STRATEGIES
• A balanced ownership structure between a specialist public presence, institutional parties and a broad set of shareholders.
• Maintenance of an integrated Quality, Environment and Safety management to pursue a constant improvement in processes effectively.
• Orientation of all employees towards the satisfaction of internal and external customers, seeking the maximum efficiency and economicity of

services.
• Involving all employees in, and making then sensitive to, the objective of continuous improvement, promoting a culture of responsibility and

awareness in assessing risks and opportunities.
• Adoption of production processes consistent with an optimal and proper use of natural resources connected with the provision of energy

services, services for the environment, district heating and network services (water cycle, electricity, gas).
• Building of alliances to manage the liberalisation of the markets in a better manner and the pursuit of growth in size, which enables demanding

challenges to be managed successfully, including those beyond the national sphere.
• An interdisciplinary approach to the problems of climate change in order to control the reciprocal influences between the climate and productive

processes, recognising the effect of sustainability on the Company’s values.

OBJECTIVES
• To optimise the efficiency of processes by means of a system of indicators and the respective checks and of periodic reviews, ensuring at the

same time compliance with prevailing legislation and the commitments made.
• Continuous surveillance of the quality of services, transparent information to customers, involvement of suppliers in agreed initiatives for

improvement and implementation of preventitive measures to reduce risks threatening the health and safety of workers and the environment.
Dialogue with authorities, customers, shareholders, employees and the public in general to translate expectations into internal requirements.

• Management of human resources by means of actions aimed at increasing skills and performance and giving value to potential; full respect of
the physical integrity of employees with a maximum commitment in tyerms of prevention and systematic control that laws and regulations
regarding health and safety at work are being respected.

• Design and use of plant and networks by placing attention on lifecycle (reliability, reparability, safety) and on the deployment of best practice
for production efficiency and reduced environmental impact. Contribution to research and development of primary sources of diversified
energy, maximisation of the recovery of energy and raw materials from waste, promotion of energy saving.

• Diversification of primary energy sources with an increase in those of a non-fossil type, adoption of generation technologies with lower specific
emissions of CO2.

The Chairman of the Management Board
Giuliano Zuccoli

May 2008

••••••••
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CERTIFIED MANAGEMENT SYSTEM

Note 1 Subsidiaries of ECODECO having the ISO 9001 certificate: SED Srl, ECOLOMBARDIA 4 SpA, FERTILVITA Srl – Integrated centre of Giussago and integrated
centre of Corteolona, SICURA Srl.
Note 2 Subsidiaries of ECODECO having the ISO 14001 certificate: Bergamo Pulita Srl, SED Srl, ECOLOMBARDIA 4 SpA, FERTILVITA Srl – Integrated centre of Giussago
and integrated centre of Corteolona.
Note 3 Subsidiaries of ECODECO having the OHSAS 18001 certificate: FERTILVITAS srl – Integrated centre of Giussago.
Note 4 EMAS registered sites of subsidiaries of ECODECO: FERTILVITA Srl – Integrated centre of Giussago and integrated centre of Corteolona.

BS OHSAS 18001
Occupational Health
and Safety Management
Systems- Requirements

_ Organisation and plant
Milan area

_ Heat management and
facility management

_ Organisation and plant

_ Organisation and plant

_ Plant sector Bergamo

_ The certification of
occupational health and
safety management
systems refers to
subsidiaries of ECODECO
[Note 3]

ISO 14001
Enviromental Management
Systems

_ Organisation and plant Milan area
_ Thermoelectric power station Ponti

sul Mincio (MN)
_ Thermo-utiliser Brescia

_ Heat management and facility
management

_ Cogeneration power station
Lamarmora (BS)

_ District heating BS

_ Organisation and plant

_ Organisation and plant

_ Integrated management of the waste
cycle

_ Silla 2 waste to energy plant

_ Design and execution of urban
hygiene services

_ Movements and logistics at the sites
of Brescia, Castenedolo, Vobarno,
Ceresara

_ Montichiari landfill
_ Plant sector Bergamo
_ Waste disposal at the sites of Brescia,

Castenedolo, Vobarno, Ceresara

_ The environmental certificates refer
to subsidiaries of ECODECO
[Note 2]

ISO 9001 
Quality Management Systems
Requirements

_ Organisation and plant Milan area
_ Organisation and plant
_ Ponti sul Mincio thermoelectric power

station (MN)

_ Heat management and facility
management

_ The whole organisation

_ Organisation and plant

_ Organisation and plant

_ Integrated management of the refuse
cycle

_ Silla 2 waste to energy plant

_ Design and execution of urban hygiene
services

_ The whole organisation

_ Design, consultancy, works
management

_ Distribution of gas and design of
network

_ Sale of gas and related services

_ Management of the water cycle

_ Design and realisation of waste
treatment plants [Note 1]

_ Heat management and facility
management

_ SW&HW

Company

A2A

A2A Calore & Servizi

A2A Servizi al Cliente 

AEM Distribuzione
elettricità 

AEM Distribuzione
Gas

AMSA

AMSADUE 

APRICA

APRICA STUDI

ASM Reti

BAS-OMNISERVIZI

BAS-SII

ECODECO 

GE.S.I.

SELENE

EMAS

_ Thermoelectric power
station Cassano d’Adda (MI)

_ Thermo-utiliser Brescia
(under recognition) 

_ Thermoelectric power
station Ponti sul Mincio (MN)

_ Cogenerating power
station Lamarmora (BS)

_ Teleheating (BS)

_ Silla 2 waste to energy plant

_ Plant sector Bergamo
_ Montichiari landfill

_ The EMAS registrations of
the sites refer to
subsidiaries of ECODECO
[Note 4]
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With the birth of the Group a process of rationalisation began to lead

to a single model for all the companies of the Group.

The model chosen is consistent with the importance that

management attributes in equal measure to all three areas - quality,

environment and safety - for the positive repercussions that they

have on:

_ the effectiveness and efficiency of the Group (ISO 9001);

_ the respect for the environment and for the populations which as

the result of the production processes are in some way involved,

either because of their proximity to the plant or the extensive effect

of the plant, such as for example atmospheric emissions (ISO 14001);

_ the attention to the safety of Group employees and all parties

involved (BS OHSAS 18001).

The order of priority of the measures taken sees in first place those

companies having production plant and/or significant effects on the

environment and local communities.

An assessment is taking place in connection with the EMAS

registrations as to the extent to which they affect the companies of

the Group, superseding however any site logic. In this case too the

order of priority would be determined by the presence of production

plant and/or significant plant.

In the meantime all of the pre-existing registrations with EMAS remain

open.

As required by the laws and regulations concerned “first party audits”

and “third party audits” were carried out in 2008 (respectively by

personnel of the organisation and external and independent certifying

bodies).

In the first case the work was performed by the internal auditors.

These persons have been selected on the basis of the characteristics

recommended by internal regulations and procedures that define

the basic knowledge and general characteristics of the people called

to carry out this duty. The above-mentioned documents also indicate

the training path that has been followed and that needed to take on

the role. The coordination and scheduling of the internal audits was

performed by the functions in charge.

The objective of the wealth of activity involved in checking production

processes was to highlight aspects to be taken to perfection, which

then generate the Improvement Plans which contain the activities

to be modified and the related objectives, regularly checked.

In the second case the audits were conducted by top quality

certification bodies accredited by SINCERT, which guarantees their

independence and impartiality, or for the EMAS registartions by

testers accredited by ECOLABEL/ECOAUDIT.

The QAS certification, the EMAS registrations and the SINAL

accreditations were all confirmed by the third party audits.

Included among the processes subject to third party audits were also

the two Group laboratories accredited by SINAL under standard CEI

EN ISO/IEC 17025 , namely the LCM laboratory of AEM GAS (SINAL

accreditation no. 0285) and the BAS SII Testing Laboratory SINAL

accreditation no. 0222).

The AEM Gas LCM Laboratory performs analyses to check the

composition and degree of the odourisation of the gas and the

calculation of CO2 emissions, the emission factor and the oxydation

factor as per the Emissions Trading rules.

Other sources of monitoring services may be found in the “second

party audits” performed by control organisations on specific matters,

such as for example the Electricity and Gas Authority AEEG (Autorità

per l’Energia Elettrica e il Gas - AEEG), or in the feedback coming from

customer complaints. For the specific services connected with these

matters reference should be made to the dedicated sections of this

report.

THE STAKEHOLDER CHART AND THE
SUSTAINABILITY PLAN

The A2A Group is a complex structure, rich in its multiple services

provided over a vast territory and easy to identify with local, regional,

State and supernational communities, each with their different

histories and expectations. It is in the Group’s interest to keep in

extremely close contact with the institutions, people and groups

which live in these territories and which are therefore affected by

the actions it takes. Respect and attention for its role and the demands

and expectations of local communities enable A2A to qualify the

services it offers in the various markets in which it operates and define

a specific policy for managing its relations with these different parties,

consistent with its mission and the values it has identified.

For this reason sustainability is an increasingly present element in

the organisational, management and production model identified

by the Group, one which will involve its companies transversally and

commit them to a pact of trust with all interest bearers in a constant

and progressive manner.

Preparing this Sustainability Report has meant going into further

detail in the analysis of the “persons or groups of persons having an

interest in the services or success” of the Group (the so-called

stakeholders), whose consent and trust affect its performance.

Nonetheless the specific nature of A2A and its role as a multiutility

lead to a considerable degree of complexity in handling relations

between the various parties and their relationship with the Group.

As an example we can quote the municipalities in which plant is located

or at whom services and the multiple connections with the Group

are directed: at times they are shareholders, at others regulatory

bodies and at others again customers. The municipalities represent

the public who at the same time can be shareholders (through

investment on the stock exchange), funders as taxpayers and, in

certain cases, persons linked by an employment agreement. These
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same people also form part of the local community which is affected

by business activities in terms of the environment and the qualty of

life.

Sustainability analysed this year is with especial reference to the local

communities of Lombardy, as a set of institutions, players and

operators which occupy a large portion of the stakeholder chart

relates to the community. First and foremost it should be remembered

that the cities of Brescia and Milan are two of the Group’s largest

shareholders, and in their turn are important customers, together

with other local authorities. Although A2A serves a constantly

expanding catchment area, which also includes locations outside

Italy, it is the families and small and medium businesses of Lombardy

who represent the Group’s historical customers and form part of

what is by now an age-old tradition. In addition, a very large part of

the Group’s personnel and suppliers live in the region and it is also

through them that the Group is able to make a contribution to the

distribution of economic value to the local social and economic

structure. In substance, thanks also to an attentive watch over cultural

needs at a local level, A2A is renewing the tradition of a privileged

relationship with the various forms taken by the community to which

it relates.

The relationship between A2A and the local Lombardy communities

is therefore particularly strong.

Next year’s Sustainability Report will be subject to external audit.

The A2A stakeholder chart

Shareholders and lenders

Customers and the community

Suppliers

Institutions and communities
of reference

Environment

A2A is awarded for Italy the European “Discerno Plus”
prize for corporate social responsibility

A2A was awarded the CEEP CSR Label in June 2008, a recognition for companies which distinguish

themselves in applying European corporate social respnsibilty standards.

The Discerno Plus project is promoted by the EU Commission and the CEEP (the European Centre of Employers and Enterprises

providing Public services) to encourage social responsibilty within public service companies in the European Union.

A total of 269 companies coming from Germany, France, Italy, Poland and Roumania took part in this edition of the prize and only 36 of

these were awarded the CEEP Label, meaning the possibility of using a logo which testifies to the fact that European standards of ethics

and social responsibility have been observed.

Of these 36, five were considered best practices, A2A for Italy, which merit special mention as they reached the highest level of ethics

and social responsibility in four areas under review: Market, Environment, Business Work, Local Development. The prize is awarded

to companies which on a voluntary basis integrate social and environmental norms into their activities and is given at the end of a detaled

analysis involving a series of 55 criteria and a well consolidated valuation method in four main areas: Governance (corporate governance),

stakeholders and social dialogue (customers, personnel, local authorities, etc.), Environment (environmental impact and sustainability)

and Reporting (the use of international standards and EU indicators).

Personnel



SUSTAINABILITY TOOLS IN A2A

Sustainability report 2008 • 30

The principles adopted by A2A in its specific relations with the main

categories of stakeholder are set out below, together with the basic

results achieved in the management of the relationship during the year

and the commitments made for the short-term future.

Guiding principle Key results in 2008 Commitments 2009/2011

_ Strengthen, extend and maintain
governance systems and sustainability
tools.

_ The Group acknowledges the central role
played by human resources in achieving
the corporate mission and consequently
adopts procedures and methods of
selection, training and work based on
respect for human values, autonomy and
worker responsibility, as well as the
individual and organised particpation in
and adhesion to the objectives and values
of the business.

_ The Group ensures that environments and
workplaces will be created and managed
which are suitable from an occupational
health and safety standpoint.

_ The Group takes the loyalty and trust of its
customers as a distinguishing value and as
its own patrimony and sets up easily
accesible channels of dialogue to protect
and increase these qualities, ensuring that
information is complete and immediately
comprehensible and developing relations
with institutions representing consumers
and widespread needs.

_ The Group defines contractual rules
addressed to customers which are
transparent and consistent with
consumer protection regulations,
introducing resolutory tools readily
available to the customer which are aimed
at finding rapid solutions to any disputes,
including reconciliation procedures
administered by independent bodies or
associations of bodies.

_ The Group works to achieve a constant
increase in the investments made by its
shareholders, managing the company’s
equity in a professional, dilgent and
prudent manner.

_ The Group is committed to providing
shareholders on a timely and transparent
basis with accurate and complete
information, even if this is only of a
potential nature.

_ A new management organisation together with
control bodies set up , consistent with the birth of
the new Group

_ A new Chart of Values, created, promoted through
communications campaigns

_ The organisational, management and control model
per Legislative Decree no. 231/01 updated

_ The new Group Code of Ethics created
_ The QAS policy extended to all Group companies
_ The CEEP CSR Label obtained, a logo identifying

companies distinguishing themselves in applying
corporate social responsibilty standards.

_ The training project “Agorà” for personnel at a
managerial level developed

_ The “Voices” project for listening to middle
management developed

_ Training programme dedicated to the whole of the
Group’s population designed

_ The business job posting service activated
_ Training programme for newly hired personnel

activated
_ Mobility management initiatives such as car pooling,

reduced prices for public transport season tickets,
initiatives for conversion to methane/LPG fuel
developed

_ The internal publication“A2A Magazine” created for
developing communications and mutual awareness
of the new Group.

_ High indices of service quality reached, by single
sector and company (see chapter “Customers”)

_ A detailed system of surveys to assess customer
satisfaction, by sector and company (see chapter
“Customers”)

_ Membership of the reconciliation system to reduce
and resolve disputes

_ A new electronic bill developed to improve service
and protect the environment through the reduction
of paper requirements

_ The loyalty programme “DINAMO CLUB” activated
to extend the service and involve the customer to a
greater extent

_ Initiatives underatken to proivide information on
and promote district heating and the environmental
and socio-cultural activities of the Group

_ The Services Card prepared by Apica.

_Net earnings per share of € 0.102 assured and
shareholders remunerated with a dividend of
€0.097 per share. This result is considered
especially signiificant because achieved during a
particularly negative period for the world economy 

_ Consistent with the adverse economic situation, the
A2A share price moved essentially in line with the
index of reference, the S&P/Mib.

_ A2A may be found on eight different world financial
ethics indices (FTSE4 Good Global, FTSE4 Good
Europe, Ethibel Excellence Global, Ethibel
Excellence Europe, ECPI Ethical Index EMU, AXIA
CSR Italia, AXIA Ethical Italia, S-BOX Climate Change)

_ Benchmarking analyses performed to identify areas
of improvement in the website area dedicated to
shareholders.

_ Promote the new organisational, management and
control model as per Legislative Decree no. 231/01 

_ Promote the new Group Code of Ethics
_ Optimise and rationalise the certifications held by

Group companies
_ Increase activities involving listening to

stakeholders
_ Publish the single Sustainability Report for the

Group in line with the recommendations of the
Global Reporting Initiative (GRI).

_ Promote the Sustainability Report and the
sustainability culture.

_ Listen more to personnel by means of the intranet
area

_ Extend the implementation of the training
programme to the whole of the Group’s personnel

_ Introduce the suggestions comimg from the
“Voices” project

_ Develop knowledge management tools
_ Implement a system of key performance indicators 
_ Improve personnel well-being by means of

initiatives identified when listening to persons
_ Increase training and personnel sensitivy in safety

matters in order to reduce the frequency and
seriousness of accidents

_ Develop the involvement of personnel in socially
useful activities (such as civil protection in A2A)

_ Develop a system of talent management to identify
and manage persons with greater potential and
those critical for the business 

_ Develop systems to measure the professional and
managerial capital existing in the Group.

_ Define and develop quality policies common to all
Group companies by type of service (energy,
environment, …)

_ Define systems for carrying out regular surveys to
determine the degree of customer satisfaction

_ Maintain and develop information activities aimed
at energy saving, the protection of the environment
and safety

_ Reduce the number of disputes by also encouraging
reconciliation procedures

_ Develop the possibility for non-Italian people and
the disabled to have access to Group information

_ Add to the service of guided tours round the Group
as part of a transparency policy regarding the
Group’s activities

_ Create and promote products respecting the
environment and social needs

_ Promote products and services with a proper
quality price ratio

_ Limit the difficulties caused to the public by
worksite activities.

_ Improve the website area dedicated to
shareholders, giving attention also to private/small
shareholders

_ Increase the quality of relations with private
investors

_ Maintain the intensity of relations with professional
investors

_Maintain and consolidate relations with ethical
funds.

Governance
and
sustainability
tools

Personnel

Customers and
the community

Shareholders
and investors
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Guiding principle Key results in 2008 Commitments 2009/2011

_ Professional contributions must be based
on commitment and professional rigour
and must at all times be aligned with the
level of professionalism and responsibility
which distinguishes the Group

_ Suppliers and external collaborators are
selected according to procedures
respecting the law from time to time
applicable and are always based on criteria
of transparency, comparability and
efficiency.

_ As part of its activities the Group is
committed to contributing to the
development and well-being of the
community in which it works, pursuing the
objective of reducing environmental
impact by means of innovation and
progress.

_ The Group ensures that local needs are
respected, that there is a constant
definition of the sustainable increase of
infrastructure, that the most efficient and
developed infrastructure is deployed and
that investments are made in research and
development that enable methods of
providing services to be defined which are
increasingly consistent with customer
needs and the productivity of the business
and which are sustainable from a
environmental and energy standpoint.

_ Single Group database for suppliers designed
_ Checks introduced during the year to determine

whether suppliers are members of certification
systems

_ E-procurement system to manage procurement
developed 

_ Internal e-procurement system developed.

_ A net average actual yield from plant of 51%
achieved, in line with the best techniques available

_ An average saving of 19% in fossil fuels achieved
withcogeneration plant

_ Thirty per cent of electricity produced from
renewable sources

_ Eighty seven million kWh of green energy sold
_ A level of 96% for the recovery of materials or

energy from urban waste reached
_ An integrated procedure for the management of

environmental matters adopted
_ An integrated system of environmental accounting

realised
_ Integrated management for governing the

transport of dangerous goods and products
realised

_ Insurance and cover for any damage caused by
pollution introduced

_ The project cofinanced by A2A and the Municipality
of Brescia to promote and introduce photovoltaic
equipment in certain areas of the city completed

_ The Index for the Recovery of Materials (IRM) from
waste formulated

_ Intervention to lower atmospheric emissions at the
Silla 2 waste to energy plant carried out

_ A first well realised in the Sanpolino (province of
Brescia) area for the dual distribution ofr water that
has already enabled savings of over 20% to be
achieved

_ Testing started of the monitoring of the quality and
quantity of the sewerage effluent flowing in the
urban network of Verziano

_ The best techniques available for the primary
reduction of NOx at the Tecnocity Cogeneration
power station in Milan adopted, by installing the
latest technology dry combustors

_ New generation low NOx emission burners installed
on turbogas groupsat the Cassano d’Adda
thermoelectric power station and the Gissi
thermoelectric power station

_ Work on the environmental reclassification of the
right bank of the River Mincio preceding the power
station by 4 km. completed

_ Activities developed for protecting fish in the High
Valtellina water course with the sowing of 41,000
brown trout and 400 thousand quintals of adult
rainbow trout

_ Culture treatment performed at all the protecting
areas of the sources of the Bergamo aqueduct
system, being carried out on the areas of recent
reforesting

_ Acoustic land reclamation measures carried out at
the Tecnocity Cogeneration power station

_ Signatory to the Protocol between the Ministry for
the Environment and the Municipality of Milan for
the reduction of greenhouse gas emissions

_ The EE01 certificate “Climate and Energy” issued by
TÜV Ittalia obtained for the Grosio plant

_ Plant designed for the recovery of heavy ashes from
the incineration of waste.

_ See chapter on institutions and communities of
reference.

_ Create a single Group supplier data base
_ Check that all suppliers are members of a

certification system
_ Promote the Group’s Code of Ethics with suppliers
_ Develop questionnaires to obtain the opinion of

suppliers (suggestions, …)
_ Increase the criteria for awarding tenders under the

principle of the economically beneficial offer
_ Increase the purchase of products with eco-

sustainability features
_ Define and promote a system of assessing suppliers

and the corresponding measurement support.

_ Develop the Milan district heating programme
+720MWt, + 360,000 inhabitant equivalents, +27
million m3 by 2012

_ Improve the efficiency and environmental impact
of the heating plant in buildings owned by
municipalities and run by A2A

_ Increase differentiated urban waste collection
_ Adopt new Group guidelines and procedures

regarding environmental management
_ Develop cost accounting for environmental

management
_ Study a means of calculating actual CO2 avoided

emissions
_ Extend environmental certification as part of the

programme outlined for QAS systems in the
chapter “Sustainability tools”

_ Build a plant for the recovery of energy from biogas
at Villafalletto

_ Take steps for the routing of sewerage from a
further 29 municipalities of the province of Brescia
to the Verziano purification plant

_ Take part in the survey on the emission of ultrafine
dust and nanoparticles coming from waste to
energy plants

_ Support the protection and increase in fishlife in the
Upper Valtellina

_ Set up nature trails at the sources of the Bergamo
aqueduct system

_ Constantly monitor the acoustic impact of the
Group’s activities

_ Complete documentation of the areas adjacent to
those owned by the Group which are sensitive in
terms of biodiversity

_ Promote innovation aimed at the respect of the
environment and sustainability.

_ Develop the use of more efficient and evoluted
technologies in local activities

_ Increase communication channels with all
institutional parties at an international , community
and local level and make them continuous

_ Promote the activities of the Foundations of the
A2A Group

_ Increase collaboration with the agencies of the
Optimal Territorial Environment (ATO) of the
integrated watercycle

_ Collaborate with university research bodies in
connection with the development of secondary
energy basins.

Suppliers

Environment

Institutions and
communities
of reference
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KEY DATA FROM THE GROUP’S INCOME
STATEMENT AND BALANCE SHEET

The Group achieved total revenues of 6,094 million euros in 2008,

favoured by the increasing trend in electricity prices especially during

the first ten months of the year, the increase in hydraulicity compared

to the previous year and the gradual growth in activities on the main

foreign electricity markets. The results from the gas and heat sector

were favourably affected by trends in the weather, which led to an

increase in the volumes sold to end customers. A gross operating

profit of 1,068 million euros was reached thanks to the contribution

of all the areas in which the Group does business; more specifically

41% of this came from the energy sector, 6% from the heat sector,

30% from the environment sector and 26% from the distribution

networks. Corporate and other services had an effect of -3% on gross

operating profit.

Consolidated net invested capital amounts to 8,206 million euros

which is funded by equty of 4,722 million euros and net debt of 3,484

million euros.

THE FORMATION OF VALUE ADDED

Value Added is a means of measuring both the economic performance

of operations and the ability of the A2A Group to create the conditions

for wealth to be distributed to stakeholders. The territorial distribution

of wealth is a quantitive indicator of the interaction between the Group

and external beneficiaries. The calculation of this indicator takes on

additional significance because it represents a link of an accounting

nature between the audited annual consolidated financial statements

and the Sustainability Report.

The model used to calculate Value Added and its distribution is based

on that adopted by the Social Accounts Group (Gruppo per il Bilancio

Sociale - GBS) suitably adapted to the Group’s situation.

In 2008 the Group generated Gross Global Value Added of 1,645 million

euros, given as the difference between reveues and intermediate

costs and accessory and extraordinary items.

Figures relating to 2008

Gross Operating Profit by sector (mln €)

Energy 439
Heat & Services 67
Environment 320
Networks 276
Other services and corporate -34

Total 1,068

Balance Sheet (mln €)

Net fixed capital 7,033
Working capital 487
Assets held for sale and associated liabilities 686
Net invested capital 8,206
Net eqity 4,722
of which:
- Group share 3,874
- Minority share 848
Net financial position 3,484

Total sources 8,206
Total financial debt 3,649

Economic data
Revenues (mln €) 6,094
Gross Operating Profit (mln €) 1,068
Net Operating Profit (mln €) 699
Net income pertaining to the Group (mln €) 316
Net earnings per share (€) 0.102
Unit dividend * (€) 0.097

Key indices
ROE pertaining to the Group
(net income/average net equity) 10.3%
Leverage (net financial position/net equity
including minority portion) 0.74
Turnover per permanent employee (mln €) 0,70
GOP per permanent employee (mln €) 0,12
Net income per permanent employee (mln €) 0,04
Average number of permanent employees 8,645

* Dividend proposed by the Management Board

Reclassified income statement (mln €) 2008

+ A) Production value 6,094
Revenues from sales and services (- revenue adjustments) 5,964
Change in contract work in progress -1
Other revenues and income 131
Revenues from ordinary production 6,094

- B) Intermediate production costs 4,581
Raw materials and consumables 233
Energy and fuel 3,521
Servicesi 574
Other operating costs 169
Accrual to bad debt provision 22
Accruals to provisions 31
Other accruals and write-downs 8
Miscellaneous operating costs 59
Own work capitalised -36

GROSS ORDINARY VALUE ADDED 1,513

+/- C) Accessory and extraordinary items 132
+/- accessory items 119
+/- extraordinary items 13

GROSS GLOBAL VALUE ADDED 1,645

- Operating depreciation and amortisation 308

NET GLOBAL VALUE ADDED 1,337

1 The figures referred to in the paragraph relate to 2008. A comparison with 2007 has not been made as this would have little meaning given the significant increase in the consoldation scope.
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THE DISTRIBUTION OF VALUE ADDED

The Value Added generated has been allocated between the

economic value distributed to the main categories of stakeholder

and the economic value retained by the Group in the form of

depreciation and amortisation and reserves. By means of an

accounting process the allocation has been made in the following

way:

As the table show the Global Value Added generated in 2008 has

been allocated as follows:

_ 21% to employees in the form of wages and salaries, charges for

the employees’ severance indemnity (TFR) and other costs;

_ 18% to the remuneration of risk capital through the distribution

of dividends;

_ 14% as interest paid to lending capital used to support the intense

production and investment activities;

_ 20% in the form of transfers to the central Public Administration

for corporate income tax (IRES) and other taxes and duties and

for the employers’ portion of social security contributions;

_ 6% as transfers to the local communities in the form of local taxes

and duties and the sponsorship and support of social, cultural

and artistic activities, including by way of special purpose

foundations. This complex activity is discussed in the chapter on

relations with the local community, where it is described in greater

detail;

_ the remaining 21% represents the economic value generated and

retained by the Group in the form of depreciation and amortisation

and reserves.

INVESTMENTS

Out of a total of 486 million euros used in 2008 to make capital

investments,14% was invested in the energy sector, 32% in the heat

and services sector 29% in distribution networks, 13% in environmental

services and 12% in the corporate and other services sector.

ECONOMIC RESPONSIBILITY
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Distribution of Value Added (mln €) 2008

GROSS GLOBAL VALUE ADDED 1,645
allocated between:

Staff compensation 348
Wages and salaries 281
Severance indemnity (TFR) 22
Other costs 45
Remuneration of risk capital 299
Distributed profits 299
Remuneration of lending capital 223
Transfers to the Public Administration 324
Direct State taxes 210
Other State taxes and duties 9
Social charges 105
Transfers to the Local Community 95
Direct local authority taxes 51
Local taxes and duties 34
Sponsorship 5
Contributions to AEM and ASM Foundations 4
Assistance, donations, charity 1

ECONOMIC VALUE DISTRIBUTED
BY THE GROUP 1,289

Depreciation and amortisation 308
Reserves 48

ECONOMIC VALUE RETAINED 
BY THE GROUP 356

Investments by sector 2008
Energy 70
Heat & Services 157
Networks 139
Environment 61
Other services and corporate 59

Total 486

21% Staff compensation

18% Remuneration
of risk capital

14% Remuneration
of lending capital

20% Transfers to
the public administration

6% Transfers
to the local community

21% Economic
value retained by the group

Percentage allocation 
of gross global Value Added
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88_ ENVIRONMENTAL POLICY TOOLS TO DEAL WITH CLIMATE

CHANGE

91_ RESEARCH AND INNOVATION

Environmental responsibility

ATMOSPHERIC EMISSIONS*
_ NOX 2,079 (t) _ CO2 3,238,222 (t)

_ SOX 869 (t) _ POWDERS10 (t)

_ CO324 (t)

* relating to the electricity and thermal production plant

CONSUMPTION OF ENERGY*
_ natural gas 996 (mln m3)

_ combustible oil 32 (103 t) 

_ coal 106 (103 t)  

* consumption relating to the production of electricty and thermal energy

CONSUMPTION OF VEHICLE FUEL
_ petrol  3.65 (% of the total)

_ diesel  74.47 (% of the total)

_ methane  21.85 (% of the total)

_ electricity  0.03 (% of the total)

WATER USAGE
_ total 2,982 (mln m3)

_ fully returned 2,860 (mln m3)

WASTE PRODUCED
_ total 407 (103 t)

_ sent for recovery 57 (% of thetotal)

WASTE COLLECTED
_ total 1,750 (103 t)

_ differentiated collection* 37 (% of the total)

_ urban waste sent for the recovery of energy or

materials

96 (% of the total)
* average based on collection in the cities MI, BS and BG

AQUADUCT SYSTEM
_ analyses per mln m3 of water supplied 1,958

CLIMATE CHANGE
_ energy produced from renewable sources 30.9

(% of the total)

_ green energy sold 87 (GWh)

_ certified sites 56 (% of the total)

_ hydroelectric park power 787 (MW)

CONSUMPTION OF MATERIALS

121 (103 t) 
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Sustainable growth, the optimisation of natural resources, the

continuous improvement of environmental services, at the basis of

the Quality, Environment and Safety policy of the A2A Group, are the

principles inspiring the operations of the A2A Group.

This chapter consists of the data and and main information relating

to 2008 which testify to the commitment of the A2A Group in its

pursuit of environmental sustainability. In accordance with the GRI

Guidelines the companies considered are consolidated companies,

those in which an equity investment exceeding 50% is held and those

for which individual environmental aspects worthy of note have been

identified. An exception is made in the case of the Mincio Power Station

and ASVT, which despite the fact that the Group has an investment

of under 50% have a close connection with A2A in terms of operating

control. These entities have therefore been included on a

proportionate basis for the Mincio Power Station, based on the

percentage of equity held, and by taking the entire operations for

ASVT, as in this case it is not a question of production but of services

rendered locally.

After a summary of the relations between the activities of A2A and

the environmental sectors concerned the chapter contains sections

regarding the following: the system for managing the environment;

activities connected with the sustainable use of hydric and material

energy resources; environmental protection in the sphere of

atmospheric emissions, hydric waste, the management of

manufacturing waste, the countryside and biodiversity and noise and

electric fields; and the management of dangerous substances. The

chapter then continues by providing details of market regulatory tools

for dealing with climate change and research and innovation.

The activities and services provided by A2A and by Group companies

which have the greatest importance from an environmental standpoint

are set out in the following table.

ENVIRONMENTAL RESPONSIBILITY

Processes Aspects

Utilisation Utlisation Waste Destination Polluting Hydric Biodiversity Noise Management 
of energy of hydric production of managed and or climate- emissions and the of hazardous 
resources resources waste changing countryside substances

and emissions 
materialsi into the atmosphere

Energy electricity X X X NA X X X X X
production thermal energy

(hot and cold) X X X NA X X X X X

Direct electricity X X X NA X X T X X
management of thermal energy X X X NA X X T X X
networks for the methane gas X X X NA X X T X X
transportation 
and distribution
of energy vectors

Management Collection and transportation 
of the of urban waste and other 
integrated environmental
waste cycle hygiene services X X X X X X X X X

Transportation of special waste X X X X X X X X X
Management of plants for 
the recovery and disposal of 
hazardous and non-hazardous 
urban and special waste X X X X X X X X X

Management of Captation, potibalisation and 
the integrated distribution of water and 
water cycle management of aqueducts X X X NA X X X X T

Sewerage and purification 
services X X X NA X X X X T

Other Management of buildings X T X NA X T X T X
activities Car park management X T X NA X T X T X

Key
X This aspect is of interest with relation to the process indicated
T This aspect is of negligible interest with relation to the process indicated
NA This aspect does not apply to the process indicated

Activities and services of the greatest importance provided by the Group



MANAGING THE ENVIRONMENT

The merger and combination into a single industrial group has led to

the need for the integration and harmonisation of a large number of

business processes, including those regarding the management of

the environment. On the other hand the opportunity arrived with the

merger to adopt the best practices already being used in the individual

entities at a Group level.

The Quality, Environment and Safety Department (QAS), which

reports directly to the General Manager of the Technical and

Operational Department, is divided into three separate units dedicated

to Quality, Environment and Safety. More specifically the Environment

Unit has the duty of keeping up to date with the laws and regulations

of reference and of circulating this information, of coordinating

environmental analyses and the specialist documentation regarding

the Group’s environment management systems - including the EMAS

Environment Statements - and of supporting top management in

defining policies on environmental matters, facilitating the

implementation of the Group’s sustainable growth model.

The business environmental management approach implemented

by A2A consists in practice of preventing the environmental, financial

and economic risks connected with the possible failure to follow

environmental laws and regulations, the dissent of the local community,

claims for compensation and the loss in value of assets. In order to

cover the residual risk, A2A has taken out insurance against the damage

caused by pollution, whether accidental or gradual, in the latter case

with a specific policy.

Through its representatives the A2A Group takes part in work groups

set up by trade associations which monitor the national and European

laws and regulations which are about to be issued on matters regarding

the environment, energy and waste and which draw up position papers

as part of the public consultation process organised by the competent

bodies.

The following objectives were reached in 2008:

_ the adoption of a Group procedure for managing environmental

aspects;

_ the creation of a system of environmental accounting for collecting

the physical data of the activities of the plants and services and the

related effects, which contains the data of each individual plant

belonging to the parent company and its subsidiaries and allows the

heads of the plants/services to enter and validate data at a distance.

This system, which extends also to AMSA and ECODECO, has enabled

the summary indicators contained in this report to be calculated;

_ the harmonisation of the activities connected governing the

trasportation of dangerous goods and products (ADR).

The objectives planned for 2009-2011 are as follows:

_ the adoption of Group guidelines for managing the environmental

aspects of the design and construction of new plants;

_ the adoption of Group guidelines for managing the earth and rocks

dug out as part of subcontracted activities, with specific attention

being given to the work carried out on the distribution network;

_ the adoption of a Group procedure for managing legal requirements

on matters of the environment and safety;

_ the adoption of a Group procedure for managing environmental

emergencies in factories, warehouses and waste storage locations.

This procedure, currently being prepared, puts considerable

emphasis on prevention, with specific regard to aspects connected

with soil contamination and the accidental discovery of articles

containing asbestos;

_ the development of cost accounting for environmental management;

_ the study of a means of drawing up a set of CO2 accounts, extended

to the A2A Group, with the aim of calculating on an actual basis not

only the emissions of the gas released into the atmosphere but also

those avoided;

_ the estension of environmental certifications, as part of the

programme outlined for the QAS systems in the chapter

“Sustainability tools”.
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SUSTAINABLE USE OF RESOURCES

Production, transport and distribution
of energy

Analaysis of net electrical energy produced by type of plant and source - GWh
Thermoelectric plant high yield natural gas combined cycle 4,592

waste incineration (including biogas) 529
Cogeneration plant fossil fuels 347

waste incineration (including biogas) 569
Hydroelectric plant 1,902
Photovoltaic plant <1

total 7,939*

Net thermal energy produced analysed by type of plant and source - GWh
Thermal plant fossil fuels 276

heat pumps 3
waste incineration (biogas) 5

Cogeneration and thermal recovery plant fossil fuels 762
waste incineration (including biogas) 661

total 1,707*

The energy performance of A2A
Yield of thermoelectric power stations (natural gas combined cycle) 51.0%
Global cogeneration yield of fossil fuel plants 72.9%
Average energy saving of the cogeneration and fossil fuel plants 19.0%
Average electricity produced by 1t of waste 819 kWh/t
Average thermal energy produced by 1t of waste 463 kWh/t

Transportation and distribution of electricity, thermal energy and gas
Electricity distributed 12,160 GWh
Thermal and cooling energy put into the network 1,741 GWh
Natural gas put into the network 1,958 Mm3

Natural gas - transport 380 Mm3

Percentage of energy produced from non-fossil sources
Electricity from renewable sources (hydraulic, renewable portion of waste, biogas, solar) 30.9 %
Electricity from waste incineration (*) 13.8 %
Thermal energy from waste incineration (*) 39.0 %

* energy produced by waste to energy plants and biogas plant as a percentage of the total energy produced by the Group.

* production by the Gissi Power Station and Edipower is excluded.

* production by Coriance is excluded



The production of energy
The A2A Group produces electrical and thermal energy, both for

heating and cooling, in production plants covering a vast range in

terms of installation and the resources used, which passes from

thermoelectric power stations for the production of electrical and

thermal energy - including by cogeneration - fuelled by methane gas,

dense combustible oil, coal, waste and fuel deriving from waste, to

plant exploiting landfill biogas, hydroelectric power stations and

photovoltaic plant.

Theromoelectric production takes place using high yield combined

cycle plant fuelled solely by natural gas. The gross nominal yield of the

plant installed in A2A is approximately 55%, in line with the Best

Techniques Available (Migliori Tecniche Disponibili - MTDs): the recent

guidelines for the application of MTDs contained in the Ministerial

Decree of 1 October 2008 indicate, as reference yields for combined

cycle technology, values of 54-58% for new plant and 50-54% for

existing plant. The effective gross average for A2A plants in 2008 was

52.1% (net 51%). The difference between this and nominal yield is due

to fluctuations in workload, which result from the demand for

electricity. An important investment was made in 2008 which saw the

start-up of the Gissi Thermoelectric Power Station, this too consisting

of high yield natural gas combined cycles: the new plant will use

technology capable of keeping performance high even in situations

where there is a variable load.
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Resources used in the production of electricity and thermal energy and for the distribution of energ 
and gas
Fuels
Natural gas for energy production 996 Mm3

Coal 106 Kt
DCO (dense combustible oil) 32 kt
Waste and biomass 1,335 kt
WDF (waste derived fuel) from external suppliers 48 kt
CDR from Group plants 67 kt
Biogas (from Group landfills and purifiers) 39 Mm3

Water consumed (thousands of m3)
From aquaducts 501
From wells 4,385
Surface water derived and fully returned (thousands of m3)
Hydroelectric production 2,324,399
Thermoelecric production 437,754
Vehicle fuel (Gj)
Petrol 12,155
Diesel 19,611
Methane 9,806

total 41,572

Chemicals and materials - t
Lime and neutralisers 33919
Ammonia (solution) 7550
Urea (solution) 2080
Active carbons 1066
Technical gases (nitrogen, CO2, hydrogen) 902
Mineral acids 706
Cement for making slag inert 300
Additives/water conditioners 218
Sodium chloride 109
Oils and lubricants 67
Odourisers 49
Other (various) 28
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A2A additionally has cogeneration plant available which produce

electricity and heat at the same time. Exploiting the fuel in an optimal

manner this is an efficient process which leads to savings in energy.

A2A achieved an average energy saving of approximately 19% in 2008

with its fossil fuel cogeneration plant. This figure was calculated by

referring to the methodology described in resolution no. 42/02 of the

Electricity and Gas Authority: the formula, created for single plan (IRE),

was applied to all of A2A’s plant by taking into consideration the total

production and consumption in order to be able to arrive at a weighted

average figure that is representative of the Group.

Further savings of fossil fuels were achieved in the cogeneration plants

fuelled by waste and biomass. The portion of thermal energy and

electricity produced from waste and biomass is quantified in the tables

above.

The Gissi Thermoelectric Power Station

The Gissi Thermoelectric Power Station, belonging to Abruzzoenergia, a high yield combined cycle plant having a power of approximately

800 Mwe, is loacted inside the Valsinello industrial zone in the municipality of Gissi (Chieti). The station deploys one of the most innovative

technological solutions in the field of electricity production in order to be able to maintain high yields at all loads and to minimise

environmental impact.

Innovative technology

The gas turbines installed in the Gissi plant, unique on the market, use a system of sequential firing which leads to an improved yield,

especially with partial loads, as well as better control of the firing parameters and a minimisation of emissions at all loads. The gas turbines

are additionally equipped with a system which during the summer months enables the power and the yield of the turbines to be increased,

and therefore those of the whole production cycle, by means of the nebulisation of water inside the filter chamber. In this way the water

evaporates and mixes with the air taken in by the compressor and cools it, increasing its density and thus taking its temperature to the

optimal level for which the turbines were designed.

Reduced environmental impact

The production of carbon dioxide per unit of electricty produced is the minimum technically possible with fossil fuels, since the plant

is of a combined cycle turbogas type fuelled solely by natural gas.

The deployment of burners of a DLN (DryLowNOx) type, together with the turbine’s sequential firing system, ensures that the minimum

levels which the emissions of nitrous oxides and carbon monoxide (CO) can reach with the latest technology are achieved. Control

takes place by means of a pre-mixing of air and fuel, which enables the temperature of the flame to be reduced, thus restricting the

formation of nitrous oxides without the need to inject water or steam.

To ensure that emissions of CO are also controlled at low loads, a catalytic reduction system is installed inside the recovery heat steam

generators, in the section in which the temperatures of the smoke are at the most suitable levels for it.
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The significant size of A2A’s hydroelectric park (around 800 MW

installed, mainly in Valtellina) and the diversification of energy sources

for thermoelectric production have enabled a percentage of energy

production from reneable sources exceeding 30% to be achieved.

Contributing to this figure were also the plants for the recovery of

energy from biogas and, to a lesser extent, photovoltaic plants. It should

be noted that the renewable portion of urban waste taken amounted

to 51% (article 19 of the Ministerial Decree of 18 December 2008).

With the recent acquistion of the hydroelectric nucleus of Calabria

from E.ON, A2A will increase installed hydroelectric power by 600

MW in 2009.

A2A also puts an emphasis on identifying situations where hydroelectric

recovery is possible in small local steps, as testified by the construction

of the power stations at Conca Fallata sul Naviglio in Milan and S.

Agostino in Bergamo.

The Brescia waste to energy plant: efficiency and respect for the environment

The Brescia waste to energy plant is a high efficiency energy plant, designed to recover electricity and thermal energy from waste. Given

that it is a cogeneration power station and that it uses waste which can no longer be recycled as a fuel, the waste to energy plant enables

a saving on fossil fuels to be made compared to a traditional thermoelectric plant; the Brescia plant enables a saving of around 150,000

oil equivalent tonnes to be made each year.

As part of its aim of constantly making changes for the better, A2A is planning to make improvements to the lines 1 and 2 of the turbo-

alternator, with the objective of optimising the environmental performance and energy efficiency of the plant. These measures are

planned to take place in 2009.

In 2006 awarded the Brescia waste to energy plant the prize as the best plant in the world and, as part of the international symposium

on energy from waste held in Venice in 2008, the participants visited the Brescia thermo-utiliser as an example of technological excellence.

RECOVERY OF ENERGY FROM THE FALL OF WATER AT THE S. AGOSTINO POWER STATION

At the S.Agostino drinking water reservoir located at the foot of the Venetian walls of Bergamo the hydraulic energy entering is used

to lift the water to the upper part of the city (by means of 2 turbopumps) and to produce electricity (by means of 2 Peltron turbines

having a total power of 55kW - annual production approximately 450,000 kWh).
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A2A is testing photovoltaic plants in certain municipalities of Lombardy.

Amongst the largest of these is the programme for introducing

photovoltaic equipment in Brescia, which started in 1994 and which

has led to the construction of 24 plants (212kW) of which 14 (119 kW)

form part of its own production park. In 2008 the project which was

co-financed by A2A and the Municipality of Brescia for the promotion

and introduction of photovoltaic plants in certain areas of the city

was completed. This project, which forms part of the municipality’s

energy plan and whose objective is the installation locally of

approximately 1 MW from photovoltaic sources by 2010, has led to

the realisation of 333 photovoltaic plants located in individual residential

units and also at the service of the common parts of condominial

buildings, which have a total power of 723 kW. This new equipment

will enable 750,000 kWh of electricity to be produced each year with

an energy saving of 165 toe and a reduction of 500 t of C02 in

atmospheric emissions. The project is of great importance at a national

level and by implementing it Brescia stands out amongst the other

provincial capitals, having photovoltaic plants providing a total of

approximately 5.8W/inhabitant compared to an average of

2.58W/inhabitant at a regional level and 3.18W/inhabitant at a national

level (GSE data October 2008 + A2A data).

Other photovoltaic plants have been built or designed: on the

Albignano School (Municipality of Trucazzano - Milan), on the “Energy

House” in Milan, at the Aprica landfill, at the Verziano purifier and on

other buildings and business structures.



The recovery of energy from the biogas generated by the anaerobic

stabilisation of sludge takes place at the urban waste purifiers at

Verziano (BS) and via Goltara (BG).

A total of approximately 66,300 Nm3/month is generated from the

process of the anaerobic digestion of the sludge produced at the

Verziano purifier. This mixture of gases, containing a high percentage

of methane, cannot be released into the atmosphere: currently around

50% of the biogas is recovered from an energy standpoint by means

of the simple production of heat used in the sludge line, while the

remaining 50% is burnt as a flame. In order to gain the greatest advantage

from the production of biogas the construction of a cogeneration

plant is being planned which will enable electricity to be produced, and

subsequently heat to be recovered for use in the purification cycle.

With a similar intention the biogas produced in the digesters of the

plant in via Goltara (where the sludge anaerobic stabilisation process

takes place) was used during 2008 by the adjacent waste to energy

plant and, to a lesser extent, for heating the digesters themselves. In

2009 the internal use of the plant for heating the digesters is envisaged.

The recovery of energy from the biogas by means of the production

of electricity has also been carried out at all the Aprica landfills and is

still in course in the most recent of these. At the Calcinato, Montichiari

and Castenedolo landfills the power stations already constructed

have a total power of approximately 5 MWe.

As concerns Ecodeco, there are power stations recovering biogas at

the bioreactors of Corteolona, Comacchio (FE), Barengo (NO) having

a total power of 7 MWe. It is planned to construct a 1MWe plant at

Villafalletto (CN) in 2009.
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Gerenzano cogeneration plant

The energy recovery activities performed by AMSA at the Gerenzano site

began in 1999 with the use of the biogas captured from the basin of the two

former landfills as fuel for the thermoelectric power station servicing the

plant purifying water from the water table, previously fuelled by diesel.

The cogeneration plant has been in use since 2001 and comprises three

groups which enable all the biogas extracted to be recovered and used to

produce the electricity needed for the whole site, with any excess being sold

to the national grid. Only in the case of maintenance is a small portion of

electricity actually taken from the grid.

The thermal energy required for the water purifying plant is recovered from

the cooling of the engines and exhaust gas by means of a heat exchange process between liquids inside the exchangers.

The cogenration plant has an electrical power of 1,8500 kW while the recovered thermic power is approximately 1,500 Mcal/h.

The cogeneration plant has therefore enabled the site’s greenhouse gas emissions to be reduced. With self-production, in fact, on the

one hand the purchase of electricity from outside sources has ben practically reduced to nil, while on the other diesel is no longer used

(responsible for the emission of greenhouse gases) as this has been replaced by biogas which, being organic, is conventionally considered

to be a fuel which does not produce greenhouse gases.

As concerns atmospheric emissions, the three cogeneration groups are equipped with catalytic exhausts for reducing pollutants arising

from exhaust gases, within the terms permitted by law.

Integrated systems for district heating

The recovery of the thermal residues coming from other industrial

processes is the method that is privileged in the production of heat,

using high efficiency technology (high yield cogeneration) and

exploiting renewable sources through the use of heat pumps which

take water from the water table. The programmes for the

development of district heating relating to the areas of Brescia,

Milan, Bergamo, Cassano d’Adda, Novara and Sesto San Giovanni

are based on efficiency and environmental protection criteria and

take into account the specific features and opportunities offered

by the location where the service is introduced. The state of the

art for district heating in the A2A Group and future projects are set

out in the following.
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BRESCIA

The decision to use district heating in Brescia, which started up

in the 1970s, has made and continues to make an important

contribution to limiting atmospheric pollution in the city. As things

stand today over 70% of the population of the Municipality of

Brescia lives or works in environments in which there is district

heating. This project, initiated in 1972 with the first pilot test, has

been implemented over the years by means of a continuous

development of the network and the starting up of new production

plants, built as always with the best technology available on the

market and with specific attention being given to systems reducing

and controlling polluting emissions. In 1978 the first cogeneration

power station for the combined production of electricity and heat,

“Sud Lamarmora”, went into use. Compared to the separate

production of the two products cogeneration enables a saving of

around 20% to be achieved in primary energy. The plant may use

a variety of fuels, methane gas, combustible oil and coal, also in

mixed form. The thermo-utiliser which uses non-hazardous waste

as fuel enetred service in 1998. A further step was taken in 2004

with the completion of the plant with a line fuelled by biomass.

The heat produced by the thermo-utiliser covers over 40% of the

themal requirements of buildings in which there is district heating.

The Brescia district heating network leaves the municipality’s

borders to serve in addition a large portion of the territory of the

neighbouring municipalities of Bovezzo and Concesio. As of 31

December 2008 buildings having a volume of over 39 million cubic

metres were connected, but further developments are already

planned together with extensions to the network, with the aim of

arriving at the ambitious goal of 45 million cubic metres by 2020.

The integrated thermo-utiliser–district heating system has allowed

the city of Brescia to be in line with the targets for the reduction

of carbon dioxide emissions recommended by the international

community.

MILAN

The development of district heating in the Municipality of Milan

concerns the systems at Figino, Canavese and Famagosta, for which

the installation of systems was completed at the users’ premises in

2008 which allow for the management at a distance of the heat

exchange subplant and the reading at a distance of the meters. For

the Figino district, sourced by the AMSA thermo-utiliser known as

Silla 2, design and construction activities have commenced for the

extension of the network to the ALER users of Piazza Selinunte (in the

western part of Milan). Users are currently fed by a traditional 30,000

kWt thermal power station which in future will only be used on the

coldest days of the year, while on all other days the demand for heat

will be satisfied by the network fed by Silla 2, in this way maximising

the recovery of heat coming from the thermo-utiliser and saving fuel.

For the district heating fed by the Canavese power station this was

completed in 2008, when the cogeneration section consisting of

three endothermic motors fuelled by natural gas was started up, while

the well field for the suppply of water from the water table needed

for the heat exchange in the heat pump is being realised, in order to

reach a situation in which around 2/3 of the thermal energy produced

by the heat pump will derive from a renewable source, with obvious

energy and environmental benefits. In a similar way two other wells

to supply water from the water table have been authorised for the

Famagosta plant, which feeds a district heating network in the southern

part of Milan where the installation of an additional heat pump is

planned. Work continued in 2008 to construct the district heating

network fed by the cogeneration plant slave to Milan-Linate airport.

The heat exceeding the energy needs of the airport, up to a maximum

of 40 thermal MW, will be used to feed the network servicing the south

eastern part of Milan and will enable the A2A Città 2000 thermal plant,

serving the residential users of Rogoredo, to be closed down in 2009,

with the resulting saving in the fuel that it used. Finally, the new plant

consisting of three reversible heat pumps for the winter heating and

summer cooling of the new Bocconi University building has entered

service.

SESTO SAN GIOVANNI (province of MILAN)

The town planning measures scheduled for the town of Sesto San

Giovanni, in particular the recovery of the former industrial areas, lead

to the significant possibility that there will be an increase in the power

and energy supplied by the district heating network of A2A which is

already present in the municipality On the basis of an estimate that the

district heating service penetration rate in existing buildings will rise

from the present around 60% to a future 85%, and adding to this the

forecast of the planned new volumes, it has been estimated that there

will be a total thermal demand for heating and sanitary hot water from

the district heating system of approximately 300GWh/year when it is

fully operational in 2015 - 2016. To satisfy this demand the plan envisages

a considerable extension of the network and the construction of the

following heat recovery plants by the Vetrobalsamo glassworks: a plant

with a heat pump at the Sesto purifier, a Marelli cogeneration plant and

a water table plant with a hydronic pump type heat radiator  technology

(heat pump technology with a hydronic ring) for the Falck Area.

To these should be added the present plant for heat exchange with

the Edison combined cycle power plant. The district heating network

will therefore be fed by heat produced by a series of production plants

situated in various areas of the town of Sesto San Giovanni: working

priorities will follow criteria which give first place to heat recovery

and the production of renewable sources with heat pumps and

second place to cogeneration. Integration with traditional gas boilers,

together with the aid of heat accumulators, will cover peaks in demand

for heat.



CASSANO D’ADDA

A district heating system has been working in the Municipality of

Cassano d’Adda (province of Milan) since 2004; the network is fuelled

by a heat exchange plant installed inside the thermoelectric power

station which recovers heat from the thermoelectric cycle. Heat is

recovered principally by means of low enthalpy steam spills. In 2008

120 users were connected and thermal energy of 19.2 million kWh was

distributed. The project for enlarging the network sees this fully

operational by the end of 2009, with users served by a total of

approximately 50 MWt.

BERGAMO

The project to introduce a district heating system in Bergamo got

under way in 2005, with the entry into service of the system’s first

production plant in Piazza Cavour, assisted then by the entry into

service in 2006 of the first Carnovali cogeneration plant in the former

Magrini area, which supplies heat to the main public buildings, being

connected to the distribution network of the city centre. Following

this the “Monterosso” plant entered service as a simple heat

production plant, which was needed to heat the ALER building

complex situated in the area of the city bearing that name. Between

2005 and the end of 2008 approximately 20 km of network has been

laid to link the central area to the new cogenerating plant in via Goltara

and serve the western and south western areas of the city. The new

Bergamo Hospital which will become functional in 2010, will also be

connected to the city’s district heating network, which will supply

the energy needed to satisfy demands for heating and and for the

production of hygienic-sanitary water. It is planned to lay around 100

km of piping by 2018, distributed mostly throughout the city area in

order to be able to serve more than one third of the buildings with

district heating, covering a total volume of approximately 10 million

cubic metres and achieving a saving in primary energy of over 19

thousand oil equivalent tonnes. When it is fully operational, buildings

occupying over 15 million cubic metres will be served by district

heating. The heat will be produced by cogenerative plants fuelled by

methane gas, equipped with the best systems for reducing and

controlling polluting emissions.

NOVARA

In October 1998 the Ministry of Public Works started testing on a

national scale for the Programmes for Urban Requalification and

Sustainable Growth (Programmi di Riqualificazione Urbana e Sviluppo

Sostenibile del Territorio - PRUSST), tools whereby the use to which

land could be put could be altered, with important repercussions on

sustainability. In this context the Municipality of Novara arranged a

detailed series of events in its area designed to promote technological

innovation in production activities and to improve the system of

services provided to residents and equipment for clean energy. A2A

obtained a 41 year concession in collaboration with the Pessina Group

to construct and manage district heating, and formed a special purpose

company, ASM Novara, to satisfy the project’s objectives. In the first

phase the initiative envisages the construction of a cogeneration plant

to provide district heating to around 500 users having a total volume

of approximately 4.5 million cubic metres. The possibility is also

envisaged of extending the network to the whole town within two

years of the activation of the first phase.
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A2A Coriance

On 31 July 2008 the A2A Group completed the acquisition of Cofathec Coriance (now known as A2A Coriance), which operates in

France in the district heating sector and in the management of cooling networks and which has a series of plants concentrated mainly

in the Paris region, the Rhone basin and the Toulouse area.

A2A Coriance, a group consisting of 25 companies, has always put into practice its decision to carry out its business activities by focusing

on respect for the Environment, Quality and the Health and Safety of its employees and those who interact with them; for example in

terms the environment by using renewable energies as far as possible. The majority of its sites are certified in connection with respect

for the environment and apply specific and rigid rules, whose observance is checked and controlled by the regional departments for

industry, research and the environment (DRIREs). In addition, four sites have obtained ISO 14001 certification and one in particular also

has ISO 9001 (Quality) and OHSAS 18001 (Health and Safety) certifications.

The group’s heat production plants generally use gas (cogeneration), biomass (wood), geo-thermal sources and waste (waste to energy

plants).

The group’s activities are generally performed under concession (or under conventions with public bodies). The heat produced is

supplied to public or semi-public buildings (hospitals, schools, local authorities) and to large “social” residential complexes (logements

socials) managed by public or semi-public bodies; the electricty produced by the cogeneration plants is sold on the market.

Taken overall, the plants managed have an electrical power of 115MW and a thermal power of 680 MW, of which a large part arriving

from renewable sources (geo-thermal and biomass energy).
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District cooling

District cooling is an alternative solution to the traditional air

conditioning system to be found in residential service and commercial

buildings. The technolgy is similar to that used for district heating:

water is transported at a temperature of approximately 5°C and the

user is sold cooling energy instead of heating energy. The development

of this technology is still at its ealy stages in Italy, but it is not that way

in certain other European countries. A2A’s district heating plant use

innovative technologies which enable higher yields to be achieved

compared to traditional air conditioning systems.

The current state of the art is presented in the following sections

together with the A2A Group’s future district cooling projects, often

realised in existing cogeneration plant.

MILAN

In addition to producing electricity, the Tecnocity cogeneration plant

was also constructed to provide heating and cooling for all the new

buildings in the area occupied by the former Pirelli factory at Milano

Bicocca. The plant produces and distributes cooling by means of two

refrigeration machines absorbing a cooling capacity of 4.6 MW, each

of which fuelled by cogenerated steam, and three electric compression

refrigeration machines, each of 2.5 MWf. The district cooling network,

which has a length of approximately 13 kilometres, is able to distribute

hot water at a temperature of up to 95°C in the winter and cooling

water at 5° in the summer. In the spring and summer the cooling

distribution network uses the pipes used by the main district heating

network, which accordingly is converted on a cyclical basis from

heating to cooling, while a second network distributes hot sanitary

water. The district heating system is used mainly by the buildings of

the Bocconi University, the Teatro degli Arcimboldi and the Pirelli

corporate offices; in addition, the majority of the residential buildings

are also cooled. The installed power of the sub-plants for cooling is

approximately 17 MWf.

BRESCIA

A2A has total cooling power of approximately 33 MWf available in the

city of Brescia, which is produced at the following sites:

_ the Northern Plant of Brescia, which serves the Civil Hospital and

the State University, with a power of 24 MWf;

_ the Plant of Tre Torri di Via Flero a Brescia business park, with a power

of 2.5 MWf;

_ the ASL plant in Via Duca degli Abruzzi in Brescia, with fully operational

power of 1.5 MWf, distributed by means of a network of approximately

1.2 km, working also with water-table water;

_ the Arpa Lombardia plant in Via Cantore in Brescia, with fully

operational power of 1 MWf;

_ the Plant of the new Palace of Justice in Brescia, having a power of

3.6 MWf.

BERGAMO

An experimental trigeneration plant has been installed in A2A’s offices

in via Suardi in Bergamo, used for the combined production of

electricity and thermal energy for heating and cooling as a “blueprint”

plant to be able to propose to customers who cannot be reached with

district heating. The absorption group uses as its working liquid a

lithium bromide solution and is capable of supplying 36.2 kWf to the

cooling water circuit.

Integrated waste cycle

The combination of AMSA Milan, Aprica, ASM Brescia and Ecodeco

into a single industrial entity has led to the creation of the largest Italian

group in the sector involved in the management of waste and the

conversion of waste to energy. A2A combines waste management

services, which it provides for millions of inhabitants and customers,

with a new integrated structure for developing, designing and realising

systems and innovative technologies, both for the Group and for other

sector operators located in other parts of Italy and abroad.

The A2A Group provides services covering the whole urban waste

management cycle - meaning the result of domestic activities - and

special waste management cycle - meaning the result of industrial,

commercial and handicraft activities. More specifically, the services

provided comprise the collection, transportation and intermediation

of hazardous and non-hazardous waste, street cleaning and the

Volume of waste collected - t
Urban waste collected 1,312,661
Special waste collected and transported 437,542
Intermediate special waste 323,519

Fuel for articulated lorries 
Urban waste collection and cleaning - GJ 
Petrol 393
Diesel 283,852
Methane 75,668
Electricity 120

total 360,033

Waste treated by Group plants
by type of plant* - t 
Waste to energy plant 1,449,480
Landfills 876,755
Bio-desiccation plant and RDF production 405,835
Other material recovery plants 581,191
Dust inertising plants 13,492

total 3,326,754

* only waste in entry for the A2A Group is considered



management of plant for the recovery or disposal of waste located

mainly in the Lombardy provinces of Milan, Brescia, Bergamo, Mantua

and Pavia.

By holding investments held in other entities in the sector Ecodeco

manages to expand A2A’s sphere of influence beyond the Lombardy

region and in certain cases also abroad.

Referring to the above tables the sum of the quantities of waste treated

in the A2A Group’s plants does not correspond to the total of the

waste collected and transported because not all the waste collected

is taken to Group plants, as its end destination depends on the various

agreements signed with public or private bodies, which allow the

possibility of selecting sites outside the Group. On the other hand not

all of the refuse disposed of in the Group’s plants arises from directly

managed collection. The Group also carries out waste collection only

activities or waste disposal only activities on behalf of third parties.

The Group’s business also includes designing, building and managing
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Strategy for waste enhancement

A2A’s strategy for managing waste is based on the following criteria:

1. maximising differentiated waste with the aim of achieving an effective recovery and/or recycling of materials;

2. enhancing the energy obtainable from the entire residual portion of differentiated waste;

3. disposing of waste in landfills as a final solution only if the waste cannot be recovered by other means;

4. achieving self-sufficiency, in terms of disposal, in the territory.

plants and controlled landfills for waste, management operations in

the post-closure stage of landfills and all the other activities relating

to the management of waste of any type.

The yields obtained from differentiated waste collection also depend

on the increasing sensitivity of the public to environmental matters

(only the figures for the provincial capital municipalities are reported

as these are the most significant in terms of quantities and because

in these places the A2A Group is involved in the complete management

of the waste cycle and in urban hygiene services).

Almost all of urban waste collected in the municipalities of Bergamo,

Brescia and Milan (areas where the A2A Group fully manages the waste

cycle) is sent for the recovery of materials (44%) or energy (52%),

while only a very small percentage is sent to landfills (4%).

In the section below certain specific features of the Group’s activities

in the municipalities of Milan, Brescia and Bergamo are described.

This is followed by a description of the waste management system

used by Ecodeco and the involvement of A2A in the management of

the Acerra waste to energy plants.

MILAN

AMSA has chosen the path of maximising differentiated waste

collection and using waste to energy plants to complete its waste

disposal strategy.

Considering that differentiated waste collection cannot be unlimited

and that using a landfill can only be a residual way out, the solution

remains that of incineration, in line with the orientation of Europe

and that of the Kyoto Protocol.

With the entry into service of the Maserati Light dry-wet selection

plant, a further goal along the way to self-sufficiency in the

management of collected waste has been reached.

Differentiated Collection
Quantity collected Differentiated 

(t) collection index

Bergamo 33,246 50,2 %
Brescia 56,056 40,3 %
Milan 264,043 35,2 %
total/average 353,345 37,0 %

4% Landfill

44%
Differentiated collection, 
biostabilisation recovery

52% Incineration

Destination of collected urban refuse - %
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The recovery and disposal system for AMSA waste

AMSA units

Third party
companies

Recovery
_ Glass preselection plant
_ Plant for selecting bulky/voluminous refuse
_ Recycling plants

Recovery
– Platform associated with sector consortia members of CONAI
– Fluorescent light treatment plant
– Plant for treating electric and electronic equipement waste

(RAEE) belonging to the RAEE Coordination Centre

Disposal - Incineration
– Silla2 waste to energy plant with recovery of electricity and heat

for district heating
– Dry/wet selection plant (Maserati Light)
– Olgettina purifier
– Post-deployment management of the Gerenzano landfill with

the production of electricity from biogas

Disposal - Incineration
– Third party disposal plants for those types of waste which

AMSA is unable to treat in its own plants (organic materials
from differentiated collection, organic materials from sifting,
residues from street cleaning)
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Transportation logistics in AMSA for the collection of urban refuse

The company is divided into four opearating departments:

_ Olgettina, north east area of Milan;

_ Zama, south east area of Milan;

_ Primaticcio, south west area of Milan;

_ Silla, zona north west area of Milan.

With operators located close to the collection points long journeys are avoided for AMSA vehicles over an area such as Milan which is

already highly congested, both in terms of traffic and emissions.

The logistics is structured on three different levels:

_ Level 1 - management of the transportation of refuse collected in the city or in the municipalities to the Transfer Stations (Olgettina

and Silla) or to the disposal or recovery plants (in the case of non-differentiated refuse, the Silla 2 waste to energy plant and Maserati

Light).

_ Level 2 - management of the transportation from the Transfer Stations to AMSA or third party plants (internal/external transfers)

using vehicles whose capacity exceeds those used at level 1.

_ Level 3 - Management of the plant sub-products (for example processing residues) which in turn must be recovered or disposed of.

By structuring logistics on various levels the number of journeys made directly by the colllection vehicles is considerably reduced, with

the resulting reduction in the atmospheric emissions and acoustic pollution connected with the loading and unloading of waste.
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The “door to door” differentiated collection of waste in Milan

Milan is the first large Italian city and

one of the few at a European level

to have introduced a “door to door”

system of differentiated collection

throughout the whole of its area: all

the non-differentiated waste and

almost all of the differentiated

waste is stored in private locations

and taken to street level on the days

and at the times communicated by

AMSA to each building.

This system has made it possible for

the bins of non-differentiated waste

and almost all the bell-shaped bins

for the collection of paper and glass

to be eliminated from the streets,

with positive effects in terms of

hygiene and the protection of the

urban landscape.

The waste collection service, significantly reformed in its way of doing things, has been arranged to avoid congesting the city

streets. Collection takes place between 6.00 and 11.50 in the morning: to be more precise before 8.00 in the central areas of the

city and between 6.00 and 11.50 in the outer areas.

The collection of waste in Milan takes place on two days of the week from every building. Non-differentiated waste is collected on

both days, while workers collect the yellow bags for plastic and metals and empty the bins of apartment blocks set aside for the

differentiated collection of paper and glass on only one of the two days.

The service for the collection of bulky refuse is provided free of charge to Milan inhabitants if objects are placed on the side of the

road, if previous booking has been arranged by telephone and if certain limits are respected (concerning weight, volume and size). 

This domestic service is limited to the following types of bulky refuse:

_ furniture (wardrobes, tables, armchairs, sofas, bed frames, chairs, etc.);

_ miscellaneous objects (mattresses, decorative plants);

_ electrical appliances (refrigerators, freezers, televisions, computers, washing machines, dishwashers, air conditioners, etc.).

The same kinds of differentiated refuse can also be taken to the ground floor at a fee or to recycling plants free of charge.

Used toner cartridges, tapes and inkjet cartridges for printers may also be taken to recycling plants or stationers and bookshops

with whom there is an agreement with the Group, under the same conditions.

In addition there is a constant monitoring of apartment blocks not having the bins for the differentiated collection of paper and

glass, with targeted reviews taking place to analyse the extent to which new users and those with specific architectural problems

are equipped with bins. The aim of these monitoring activities is to encourage, wherever possible, the use of apartment block bins

in order to reduce the number of bell-shaped bins in the streets which, as is well-known, are often used for abusive disposal.
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Testing the collection of the organic portion of household waste in Milan

AMSA is planning to carry out testing in 2009 on the collection of the organic portion of household refuse in a small but nonetheless

significant part of the Milan area.

Following a suitable communications campaign, the users involved will be invited to collect, separately, the organic portion of household

waste with the aim of intecepting 15% of the amount currently collected in a non-differentiated form.

An analysis conducted by the Municipality of Milan and AMSA on the nature of waste has shown that around 20% of the non-differentiated

portion is made up of organic material and it is believed that approximately 80% by weight of this can be recovered.

The testing willl be carried out by the Silla Operating Unit and the areas involved have been selected in order:

_ to cover different types of situations in the city;

_ to ensure that the sample chosen covers a significantly wide area of the whole of the city;

_ not to alter people’s habits in terms of the days and times when collections are made;

_ not to act as an obstruction to traffic during collection.

The testing phase will involve around 45,000 inhabitants (1,847 street numbers) in the outside part of the city alone. In addition, with

the aim of containing costs and optmising the productivity of the teams involved, the organisation of the Silla Operating Unit with

respect to the collection of organic material from large-scale users will be reviewed (the daily collection of the organic portion of waste

from large-scale producers and public offices).

The Silla2 waste to energy plant

The waste to energy plant has a capacity of 450,000 t/y of refuse, with gross installed power (outgoing) of 59 electric MW in simple

production (45 MWe and 68MWt in cogeneration).

By producing electrical and thermal energy from the burning of refuse, the plant (EMAS registered) has enabled 70,000 toe (tonnes

of oil equivalent) to be saved every year.

The following are highlighted amongst the steps taken to improve the management and environmental insertion of the site:

_ the completion and putting into operation of the system for reducing pollutants (catalytic DeNOx and neutralisation with sodium

bicarbonate) in the plant’s atmospheric emissions;

_ the optimisation of the functionality of the new systems for reducing pollutants in chimney emissions, with a further reduction of

concentration levels, in particular that of hydrochloric acid (2008 value: 1.9 mg/Nm3) nitrous oxides (2008 value: 41.4 mg/ Nm3) and

ammonium (2008 value: 0.9 mg/Nm3);

_ the reduction of the production of dust by the sleeve filters of the smoke neutralising system, as the result of the use of sodium

bicarbonate as a substitute for lime for reducing acid composites; the specific production of dust fell by 38% between 2006 and 2008;

_ the strengthening of the system for monitoring chimney emissions by installing reserve measuring instruments in the line (which

intervene in the event of a malfunctioning of those in use) and installing systems for the continuous sampling of organochlorates

(dioxins and furans);

_ an increase in the quantity of heat supplied to the city district heating system, which has been extended to the Gallaratese quarter of

Milan and to the new Rho-Pero exhibition centre hub; the thermal energy sold by the plant to the district heating network rose from

48,000 MWh in 2006 to 76,000 MWh in 2008;

_ the identification of measures to be taken that are aimed at reducing energy consumption for lighting inside the plant, which will

enable savings of around 400 MWh/year in electricty to be made;

_ the start-up of a project to optimise the performance of the cooling towers which in addition will enable the global energy yield of the

plant to be enhanced.

The following have also been scheduled:

_ a feasibility study to identify a process to recover the dust and sodium residues produced by the sleeve filters of the smoke treatment

system;

_ the comencement in 2009 of the reforesting of two areas adjoining the waste to energy plant, in accordance with the project developed
with the Province of Milan.
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Steps taken by AMSA to enhance the integrated waste cycle 

Included among the steps taken at the plant to reduce and recover waste, the following are highlighted:

_ the construction of a new plant, currently in progress, for recovery from waste and street cleaning dirt which will enable value to be

obtained from the inert material contained therein;

_ the construction of a new platform aimed at treating and obtaining recoveries from bulky waste and waste coming from abusive

disposal;

_ the completion of the covering of the body of the former landfill at Gerenzano, which amongst other things has enabled atmospheric

emissions to be reduced and the quality of the biogas to be used as fuel to be improved, thereby increasing the production of electricity

from renewable sources.

Brescia

In the summer of 1991 the Brescia Municipality assigned to ASM a

project for an “Integrated system for the management of solid urban

waste” in the city of Brescia (the service is now run by Apica); this

project, approved by the City Council in July 1992, gave rise to a single

strategy based on:

_ promoting the concept of differentiated collection and recycling

amongst the public and businesses with the aim of reducing the

production of refuse;

_ providing effective technological responses to the question of the

recovery of energy from waste which cannot be usefully recycled.

The integrated system for urban waste management in the city of Brescia

The management of waste in Brescia, “carried out by means of an integerated approach which enables the potential, advantages and

benefits of each of the systems to be exploited in such a way as to respond in an efficient manner to the objectives of sustainable growth,

energy saving and resource recovery”, is based on the the application of the following systems:

_ differential collection and recycling, which consists of the separation and recovery of the material taken to differentiated waste bins

which may then be re-used and usefully re-introduced into the productive cycle, such as glass, paper, aluminium and organic material;

_ the selection of waste, which consists of selecting industrial and commercial waste with the aim of separating the components which

may be usefully recycled;

_ the transformation of waste into energy through incineration, a process deploying waste which cannot be usefully recycled as fuel

to produce energy;

_ the controlled landfill, which requires waste from which value cannot be gained by any other means to be “segregated” into protected,

impermeable and controlled quarries.

This situation leads to the following:

_ the homogeneous portions of selected materials, mostly paper and cardboard, metals and plastics are sent for recovery;

_ the organic portion resulting from the differentiated collection of urban waste is recovered by transforming it into compost in suitable

composting plants;

_ the “energy portion” of waste which cannot be usefully recycled is converted by incineration to fuel the district heating and electricty

networks, thereby making savings in traditional fuel;

_ the biogas is recovered from the controlled landfills to produce electricity;

_ fuel residues (around 10% of the initial volume for waste) are recovered and serve various purposes, including the use of the metals

contained in the residues and use as inert material in the building sector for the production of concrete, for laying roads and for the

daily covering of landfills.



Since the traditional differentiated collection index does not take into

account all the materials sent for recovery, in agreement originally

with the Municipality of Brescia and then subsequently with the

Municipality of Bergamo, Apica has created a new index, the material

recovery index (IRM), for the purpose of including the materials

obtained at the end of the energy recovery process and those deriving

from street cleaning.
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The “preventive selection” project in Brescia

Aprica carries out customised collections at a series of commercial businesses in Brescia, inside the premises and mainly consisting of

a preventive selection, which are aimed at reducing the production of waste, and this process enables more than an insignificant amount

of recyclable or recoverable materials to be obtained.

This service is offered to businesses at no additional charge to the normal urban hygiene tariffs and is carried out in collaboration with

a charitable cooperative which recovers unexpired foodstuffs for its beneficiaries (convents, orphanages, etc.) and collects recyclable

materials separately.

At the present moment 22 supermarkets are involved out of the 43 contacted. The waste collected consists of paper, wood, plastic,

glass, organic material, batteries, bulky products and cupboards.

A project is currently in progress to extend this service to certain handicraft businesses with the aim of selecting cardboard, wood and

plastic film at source.

The material recovery index (IRM)

The IRM is calculated as the ratio between the quantity of urban waste sent for effective recovery and the total quantity of waste

collected. The calculation is made by taking:

_ as the numerator the total quantity of waste for which the actual amount despatched to forms of material recovery is “certifiable”;

_ as the denominator the total quantity of waste collected.

As this is a recovery index the quantities actually sent for recovery are taken, and accordingly the following are included in the index in

addition to the differentiated collection material net of the average impurities it contains:

_ materials recoverered from the pre-treatment of waste in the CDR production plants;

_ metals recovered from the residues of the waste burning process at the Brescia and Bergamo waste to energy plants;

_ residues from the burning process for use in making cement mixtures for the building sector;

_ sand and gravel recovered from the materials arising from street cleaning.

IRM in the municipality of Brescia 52.7%

IRM in the municipality of Bergamo 55.0%
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The controlled landfills of Aprica

Aprica directly manages five controlled landfills for urban and special non-hazardous waste in the province of Brescia.

OPERATIONAL

_ “Cava Verde” landfill in the municipality of Montichiari.

UNDER POST-CLOSING MANAGEMENT

_ “Buffalora” landfill in the municipality of Brescia;

_ “Antica Idrovora” in the municipality of Calcinato;

_ Macina district landfill in the municipality of Castenedolo;

_ “Bosco Sella” landfill located in the municipalities of Castegnato, Ospitaletto, Paderno Franciacorta and Passirano.

Due to their location in the territory and also

considering the specific environmental aspects,

only areas already used previously for the

quarrying of sand and gravel were specifically

involved at the design stage. In addition, all the

plants are at an advanced technological stage,

the object of this being to achieve a constant

increase in the safety of the activities. In all of these

landfills energy has been recovered through the

production of electricity from biogas, a process

which is still in progress in the more recent of

them.

The “Cava Verde” plant, which entered service in

1998, is of particular importance; this plant is

authorised to dispose of urban and special non-hazardous waste arising in the province of Brescia, including the heavy ash coming from

the waste to energy plant. The plant forms part of the integrated waste disposal cycle of the province of Brescia. The landfill, which has

achieved important recognition by obtaining UN I EN ISO 14001 certification and EMAS registration, has adopted innovative technological

solutions: the underlying impermeable base, having a thickness of 2.5 m, is made up of four impermeable barriers each having different

features, combined with a double drainage system. Highly impermeable linings are planned for the top of the landfill with the deployment

of a geo-membrane in pead. In this way the landfill is resistant in two ways: rainfall cannot enter the body of the waste and biogas cannot

escape.

A further important aspect relates to the construction of an effective system

for extracting percolate which ensures a null leaf at the bottom of the landfill

and the possibility of inspecting the site during drainage periods. This system

also enables the biogas to breath from below, a possibility that has existed right

from the first fills.

The remaining landfills, currently under post-closing management, are being

used as parks and are dedicated to didactic and naturalist activities.



BERGAMO

Aprica makes a contribution to the completion of the cycle for the

urban waste of the city of Bergamo and the provincial basin consisting

of 22 municipalities comprising the first outer ring of the city. Work is

carried out within an industrial area situated at the southwestern end

of the territory covered by the Municipality of Bergamo, in a zone

based mainly on industry and craftwork.
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The Aprica plants in the industrial zone of via Goltara in Bergamo

Waste storage plant - The waste, differentiated at source, whether arriving from domestic collection in the area or taken to multimaterial

centres (ecological platforms), is stored in suitably equipped and authorised areas in order to:

_ provide a suitable support base to complete the collection of waste throughout the territory in an optimal and efficient manner;

_ optimise transport to the final destination for the recovery/disposal of the differentiated waste, reducing the potential impact on the

environment.

Waste treatment plant - The residual portion of the urban waste arising from differentiated collection which is not otherwise recoverable

or reusable is put through a working cycle aimed at producing Fuel Derived from Refuse (CDR) which consists of:

_ a first chopping process to make the material homogeneous and to prepare it for the biological treatment phase;

_ a biological drying process using the forced circulation of air to activate the cycle for reducing the putrescible portion through a

process of aerobic degradation;

_ a refining of the material to eliminate the parts which cannot be burnt (inert materials, pieces of glass, etc.), to recover ferrous and

non-ferrous metals and to reduce the size of the pieces of final material before sending it for energy recovery.

A significant improvement was made to the treatment plant in 2008 by reconstructing the section purifying the gaseous effluent coming

from the drying baths, aimed at further improving the efficiency of the reduction system.

Waste to energy plant - The fuel derived from the refuse (CDR) produced at the end of the above-described treatment is an especially

valuable alternative source of energy, enhanced further by a process which enables:

_ the wet and putrscible component, having low energy content, to be removed;

_ the inert parts which provide no caloric contribution during the burning process to be eliminated;

_ the ferrous and non-ferrous metal residues still present in the refuse to be recovered.

The incineration process takes place in a dedicated plant equipped with boiling fluidized bed system  system which enables the significant

energy content in the CDR to be exploited, leading to important benefits in terms of safeguarding fossil-type primary energy resources

and reducing the atmospheric emissions of climate changing gases. The Bergamo waste to energy plant has thermal power available

for the city’s district heating system of 2 MW.
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ECODECO SYSTEM

The Ecodeco System for obtaining value from the residual fraction

of urban waste following differentiated collection develops an

innovative approach: the high energy level of consumer goods,

eliminated as waste after their use, constitutes a precious usable

energy resource for which Ecodeco has created the plant system

described below for the integrated centres of Giussago¬Lacchiarella

and Corteolona, for example.

The ECODECO System for obtaining value from urban waste

_ Intelligent Transfer Stations (ITS): Intelligent Transfer Stations (ITS) are plants used to recover the residual fraction of urban waste

after differentiated collection in which the waste is chopped and accumulated. By means of a simple and innovative process patented

by Ecodeco System, the Biocubi process, the residual portion, which still contains around 20% of the organic putrescible component

which has slipped through selection, is attacked by a population of micro-organisms which feed on the biodegradable components,

producing heat which in turn is used to make the water contained in the waste evaporate. A bio-dried bio-desiccated material is

obtained from the Biocubi process which, although defined as waste by present legislation, has the features of a product which may

be stored and handled without any specific precautions. Its dry components are easily separable depending on the demand for energy

materials and transportable without risk to specific recovery centres.

_ Activatable Bioreactors: these are plants similar to landfills, in which starting from homogeneous material biogas is produced which

is used to produce electricty by means of gas engines coupled to generators.

_ Integrated Plants: these are plants where bio-desiccated material is used as a secondary fuel in existing waste to energy plants or

industrial plants. The energy from the bio-desiccated material can also be obtained from plants integrated with existing thermoelectric

power stations.

The ITSs represent the passage from individual isolated systems to integrated systems. They consist of one or more standard lines

distributed throughout the territory whose size depends on the service of the collection basins. Their function as transfer stations

enables a quantity of fuel to be obtained from a series of ITSs able to be used in large-scale high yield waste to energy plants which may

be placed in the most suitable locations. The recovery of energy from waste is normally restricted by the reduced size of the collection

basins. By the present method this is maximised because the teritorial basins are no longer considered as isolated systems, but rather

as a broader system whose benefits may be summarised in the expression “more energy, fewer emissions”.
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ECODECO bioreactor

The production of biogas in a landfill managed in the traditional way

is uncontrolled and begins before the fill is finally sealed off.

Considering that 50% of biogas consists of methane and that the

contribution of the gas for the purposes of the greenhouse effect

is 21 times greater than that of carbon dioxide, it follows that landfills

managed in the traditional way have more than a neglible effect on

the environment. The mass of waste is not homogeneous because

it is made up of pieces of different sizes and is compressed in a

heterogeneous and random manner, and accordingly it is impossible

to estimate the time needed for the biodegrading process to arrive

at the complete stabilisation of all the organic material originally

present; it is equally impossible to estimate the timescale over which

the production of biogas takes place or the quantity produced.

CHARACTERISTIC FEATURES OF THE ECODECO ACTIVATABLE BIOREACTOR

_ arranging of waste since bio-desiccation limits the emission of biogas into the atmosphere during the filling stage;

_ immediate sealing of the cells into which the waste has been placed;

_ start-up of degrading process in the time desired, control and improvement of the degrading conditions;

_ increase in the production of biogas by means of ad hoc designed thick capturing networks; electricity is produced by the burning of

biogas which is then put into the national grid as energy from renewable sources;

_ reduction in the time required for the complete stabilisation of the waste (of the order of 6 years);

_ reduction in the final volume occupied by the waste for the same surface area.
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The use of RDF (refused derived fuel) in cement works

To enable energy to be derived from the burnable portion of waste

while at the same time respecting the environment, Ecodeco has

created a plant for receiving, storing and supplying alternative fuel

in cement works. The plant is of fundamental importance for those

cement works which intend to use the burnable portion of waste

and is consistent with the principles expressed in recent

environmental laws and regulations.

The co-incineration of the burnable portion of refuse in cement

furnaces ensures that important benefits may be obtained, such

as:

_ the absence of significant polluting emissions in addition to those

of the cement works;

_ the absence of ash or fuel residues which require disposal;

_ a saving of non-renewable resources with benefits for the global

total of greenhouse gas emissions.

Burning 1 t of the burnable portion of waste allows a saving of 380

kg of oil to be made and a corresponding emission of approximately

1 t of CO2 to be avoided.

The first RDF-fed plant was started up at the Holcim facility at Ternate

in 2007. The plant was designed to avoid the fuel having any contact

with the external environment and man and is capable of providing

50,000 t/year of RDF completely automatically. There is a storage

capacity of approximately 2,700 cm available for the RDF. Each of

the two feeding lines can provide 4 t/h of RDF.

The plant is currently authorised to work at half of its full power.

This usage has nevertheless still brought the cement works the

following benefits:

_ the substitution of 18% of thermal energy, which is equivalent to

a saving of approximately 12,000 t/y of coal;

_ a global reduction in CO2 emissions of approximately 26,000 t/y;

_ the absence of ash or fuel residues requiring disposal, as the solid

inorganic residues produced from the burning of RDF have a

chemical composition similar to that of clinkers (calcium and

magnesium silicates, iron and aluminium oxides) and are therefore

perfectly assimilated without altering the characteristics of the

cement;

_ a reduction of dust from 14 mg/Nm3 to 6 mg/ Nm3;

_ a reduction of NOx from 1290 mg/ Nm3 to 695 mg/ Nm3;

_ a reduction of SO2s from 27 mg/ N m3 to 6 mg/ N m3.



Reference should be made to the section dealing with research and

innovation for further details about other forms of technology which

excel, such as for example the plant which recovers inert material from

washing street cleaning dirt and the studies taking place into the

recovery of heavy ash from waste incineration.
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ECODECO - Since 2008 also in Crete for urban waste treatment

In September 2008 ESDAK (the sole body involved with waste management in Crete) put out a tender for the design, construction and

management, for a four year period, of a mechanical biological treatment plant having a potential of 75,000 t/year to be used for treating

solid urban waste in the city of Heraklion. Mesogeos, a leading engineering and construction company which operates in the environmental

field and is based in Athens, was awarded the tender with the assistance of Ecodeco as its technological partner.

The proposal made took advantage of the solutions offered by the Ecodeco System and envisages the construction of an ITS (Intelligent

Transfer Station) in which the Ecodeco Biocubi process is used to bio-dessicate waste before converting it to energy. The agreement

between Ecodeco and Mesogeos also provides for collaboration between the two companies in other initiatives in Greece, where

significant developments are currently taking place in the conversion of waste to energy.

The management of industrial waste in ECODECO plants

Ecodeco’s operations, which consist of the recovery and disposal

of industrial waste, are managed by means of specialised centres

or ‘modules’, which in many cases consist of a specific company

of the Ecodeco Group.

_ ‘Module Zero’ looks after the classification of waste, the

organisation of contracts and logistics, the keeping of compulsory

books and records and the certification of destinations.

_ Energy recovery from industrial waste is carried out by the

subsidiary Ecolombardia4, one of the largest consortium companies in Europe for the destruction of industrial waste by heat. The

plant, which is located at Filago (Bergamo), has a power of 8.9 MW.

_ The recovery of waste reusable for agricultural purposes is carried out by Fertilvita at Corteolona (Pavia), which for over thirty years

has been dedicated to the recovery of biological sludge; if carried out properly, this represents a service for agriculture and the

environment and at the same time provides a solution for disposal and the recovery of resources.

_ The recovery of RDF and bio-dessicated material is carried out by Fertilvita at Corteolona in a 9 MW plant.

_ The Ecolombardia18 at Giussago (Pavia), having a power of 120,000 t/y, recovers heavy ash and renders flying ash inert.
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ACERRA

The way in which the Acerra waste to energy plant is run is of particular

importance; this plant makes a fundamental contribution to finding

a solution to the problem of waste in the Naples area.

The Acerra waste to energy plant

The Acerra plant is one of the most important in Europe and is capable of disposing of 600 thousand tonnes of pretreated urban waste

a year, converting it into electricity in quantities sufficient to supply 200 thousand domestic users.

The plant is divided into three independent lines, each handling 27 t/h of waste and consisting of the following two sections:

_ thermal (incineration line with the production of steam)

_ smoke purification.

The waste to energy plant was built using advanced technology capable of reaching emission levels which are considerably lower than

the limits established by European Directives. Waste is collected throughout the area and is taken to the waste to energy plant after

being selected and treated at the Caivano plant, which like the waste to energy plant is run by Partenope Ambiente.

In order to ensure the maximum transparency and to provide the necessary and adequate assurances to the public, in addition to the

checks constantly performed by Partenope Ambiente there will also be independent monitoring carried out by a public authority, the

Osservatorio Ambientale set up by a decree of the Undersecretary of State, whose duty is to take all the initiatives it believes necessary

to provide accurate and complete information regarding the plant’s operations, its working data and the checks performed to the

residents involved.

PARTENOPE AMBIENTE

Partenope Ambiente is the newly-formed company of the A2A Group which manages the Acerra waste to energy plant and related

activities. A2A was awarded the tender to manage the plant in October 2008 after beating off competition from the leading players on

the European energy and waste treatment market: a result made possible by its market leadership at a domestic level and obtained

thanks to the integration of specific skills which exalt the Group’s efficiency and the attention it gives to the protection of the environment.

The decision to set up a special purpose company was taken by the Group’s top management to ensure that consideration would be

given to the local area and that the demands and requests of the local population, the community and the local authorities would be

given due respect. Even the name of the company recalls the Campania region. According to legend, the birth of the city of Naples can

be traced to the siren Partenope, the most beautiful woman in the whole of the gulf. Being considered first and foremost a “local

company” is part of the concept of “sustainable growth”, one of the founding values of A2A.



Integrated water service

The A2A Group provides integrated water services in the provinces

of Brescia and Bergamo through its Water Cycle Operating Unit and

the companies BAS SII and ASVT, and is involved in the captation,

treatment, transportation and distribution of water for human

consumption, sewage catchment and the purification process, with

the main objectives being to achieve savings and re-use water as a

resource.

The municipalities involved are members of the “Optimal Territorial

Ambits” (ATO) of the provinces of Brescia and Bergamo.

Procurement and distribution service
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Technical data
Wells 191 n°
Springs 308 n°
Drinking water purification plants 81 n°
Total network length 5,183 km

Water supplied* 98 Mm3

Water withdrawn 140 Mm3

Network losses** 33 Mm3

Drinkability analysis - samples 14,226 n°
Drinkability analysis - total parameters 191,861 n°

Environmental indicators
Analysis per Mm3 of water supplied 1,958 n/Mm3

Network losses 23.5%

* water supplied including that not billed and used for other processes and purposes

** the remaining water not supplied is returned to the environment before being put into the

network

The aqueduct system for the municipalities of Bergamo and province

More than 220,000 inhabitants (80% of the basin) are served by an aqueduct covering a series of municipalities which supplies the city

of Bergamo and 20 neighbouring municipalities. The remaining municipalities, situated in the Seriana and Brembana valleys and in the

lower part of the plain, are served by smaller, local aqueducts supplied by springs and wells.

Ninety per cent of the sources for the main system consist of springs situated at an altitude of 500 m in the valleys of the Bergamo

prealpine foothills, while the remaining 10% consists of wells situated south of Bergamo which get their water from the freatic table. In

conditions of normal use only the springs are used; in the event of an emergency the spring water is supplemented by the well water.

The spring water comes mainly from three groups of springs to be found in the Seriana and Brembana valleys: at Algua (the Serrina

valley), at Ponte del Costone (in the community of Casnigo - the Seriana valley) and in the Nossana valley. The water from these three

springs is transported to the city of Bergamo by gravity through the use of the Algua, Costone and Nossana aqueducts.

The more significant plants for the production and distribution of water depend on a centralised telecontrol system which provides

data that is collected in the company; managing the aqueduct with this system enables the cycle for the sourcing and distribution of

drinking water and the identification of significant losses from the piping, the levels of tanks and the working of the pumping plants to

be controlled in real time.

There is constant control of the main operating parameters for the purposes of safety, reliability and the optimisation of resources.

In order to repair/replace/strengthen the oldest of the main ducts a project was set up in 1995 entitled “Enhancing the compensation

capacity and vectorisation through the recovery of energy”, referring to the multi-municipality aqueduct, having as its aim to increase

the compensation volumes and to create a water exchange between the Seriana and Brembana valleys. Certain smaller sections of this

project have already been completed.
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The aqueduct system in the municipalities of Brescia and the province

The aqueduct network in the municipality of Brescia

The city’s aqueduct guarantees the supply of water fit for human

consumption to civil, artesan, industrial and service sector users in the

territory covered by the municipality. The city’s aqueduct system obtains

water either partially or wholly from the aqueducts of the municipalities

of Cellatica, Collebeato, Gussago, Concesio, Bovezzo and Botticino.

The aqueduct is fed by:

_ wells, which capture underground water at varying depths up to

approximately 200 m;

_ springs, such as the Mompiano spring, which has an average daily

production under “normal” meteorological conditions of approximately

8,600 m3/g, although this figure is considerably influenced by rainfall,

and two springs located outside the municipality in the Cogozzo di Villa

Carcina district, less affected by rainfall levels, with a daily production

of between 3,000 and 3,500 m3/g. 

The Brescia network has compensating reservoirs which enable the

daily peaks in demand to be satisfied. The city’s morphology, with its

considerable changes in altitude, has led to the need to organise the

supply into seven subnetworks using different pressures in order to

ensure that the service reaches an adequate level. These networks are

interconnected by valves decreasing or increasing the pressure to

enable transfers to take place depending on the water available in the

wells.

The aqueduct network in the province

Local networks extend the aqueduct service to a large part of

the province of Brescia and in particular the areas of the Sabbia

valley, the south of the province and other municipalities

situated either east or west of the city.

A preliminary project is in progress for a first step which

envisages a series of measures to connect the aqueducts of

the municipalities of Brione - Gussago - Ome - Polaveno -

Rodengo Saiano, with the aim of guaranteeing the supply of

water and mutual assistance between the networks with a

rational and optimal utilisation of the water available. The aim

of these measures is to increase the supply capacity of the

whole system by opening up new wells, which together with

the measures aimed at creating connections between the individual municipal networks will enable the maximum deployment of this

resource to be achieved; at the same time the flexibility of the whole aqueduct system will be increased due to the capability of the

networks to provide mutual assistance.



Loss recovery and other activities aimed at saving water

In accordance with current laws and regulations loss evaluation should

be carried out by measuring and comparing the volumes of the water

entering and leaving the various segments into which the aqueduct

system is divided, over a specific period of time.

In order to quantify losses and intevene to carry out any necessary

repairs, A2A makes a distinction between “real” and “apparent”

losses.

Real losses consist of the water put into the network which does not

reach the delivery point, and hence the end customer, as it gets lost

along the aqueduct system. There may be various reasons for these

losses: holes in the pipework, flows into regulatory and diverting

equipment, flows into special sections, etc.. Apparent losses on the

other hand derive from quantities of water which are not billed (water

used by street hydrants or water used for street cleaning or sewers)

and may also be due to a lack of precision in meters or to abusive

withdrawals.

The search for water losses in the A2A Group takes place in a systematic

and preventative manner by using advanced technologies capable of

identifying hidden losses and the precise place where the leak is

occurring. More specifically, the computerised search method uses

the assistance of the latest cross-correlation and coherence

technologies (spectre analysis). Underground ducts may be tested

using these search methods, which also comply with the

recommendation of the Italian National Research Council, the CNR,

entitled “The identification of losses in waterducts using the cross-

correlation acoustic method”. A2A has special equipment with all the

instruments needed to carry out this testing.
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Significant environmental intervention in Brescia: the building of multi-column wells

The system for completing wells by means of several drainage columns, called a multi-column well or cluster well, has two specific aims:

_ to extract the water from two water beds having different chemical characteristics and different levels by using the same drilling hole;

_ to extract water, again through the use of a single drilling hole, which may have similar qualitative features but which will be used for

different purposes (such as for drinking and irrigation).

It is therefore a question of designing an extraction system, which generally starts with a large diameter hole (≥ 900 mm) made using

percussion or inverse circulation drilling into which are then put two (or more) columns which are equipped with filters and positioned

so as to meet the corresponding acquifers separately; the hydraulic separation of the acquifer is assured by laying suitable pads with

highly impermeable material (generally active blown clay pellets). Each column is therefore equipped independently (pump, mounting

column, well-head, piping, …) and feeds distinct networks. Checks should be carried out during the testing to ensure that the piezometric

levels of each column (which are generally different because they are subject to different piezometric pressure) do not affect each

other, thereby lowering the levels during pumping.

Up until now A2A has had two drainage plants built using the cluster technique: the Centenaro well (the Lonato aqueduct) and the

Violino well (the Brescia aqueduct).

In order to meet the needs of the aqueduct on the one hand and irrigation requirements on the other, three new wells are being built

in Brescia using the above-mentioned multi-column system; more specifically, these wells will be dug in three municipal parks: Castelli,

Centro Sud and Ducos 2.

The Sanpolino (Brescia) plan and the distribution networks for drinking and non-drinking water

Article 146 of Legislative Decree no. 152/06 notes the need for adopting measures aimed at rationalising consumption and eliminating

waste, such as for example:

_ constructing dual networks in new residential areas for carrying less valuable water;

_ improving network maintenance in order to reduce losses.

A2A has signed an agreement with the Municipality of Brescia which in the A/21 San Polino Area Plan provides for the dual distribution

of drinking water and non-drinking water for watering purposes for approximately 540 dwellings having a private green area. The total

equivalent surface of the area to be watered (public and private green areas) amounts to approximately 206,000 m2. As things stand

today the first section of the work has been completed; this consisted in building an 80m deep well which captures water from water

strata which are not particularly deep (from 23m to 74m), which is potentially capable of supplying just under 50l/s, and constructing a

distribution network of non-drinking water. The saving in drinking water as the result of having a dual network is around 20-25%.



ENVIRONMENTAL RESPONSIBILITY

Sustainability report 2008 • 65

Quality control of drinking and waste water

A2A is equipped through its subsidiary BAS SII with an internal

laboratory that is used to test drinking water from capture to use and

to analyse waste water arising from purifier outflows and the industrial

discharges of companies connected to the sewage network. BAS SII

also provides this testing service for the Brescia Water Service.

In addition, samples are taken and analyses are performed for the A2A

Group, for external bodies and for customers by arrangement.

The district aqueduct of the Upper and Middle Trompia valley

The Mountain Community has engaged the Valtrompia Valley Services Company (A.S.V.T.), which currently runs the Integrated Water

Service in the municipalities of theTrompia valley, to identify the steps needed to deal with the numerous problems of the supply of

water, allowing it ample time for carrying this out.

In this connection the project for a district aqueduct, previously noted by Aprica Studi in the 1980s but then never realised, has been

proposed again. The project envisages the following:

_ the capture of pure water by taking approximately 830 l/s of water for mixed drinking and hydroelectric use to supply the District

Aqueduct of the Upper and Middle Trompia valley;

_ the construction of a main trunk road;

_ supply, with delivery, at a single point for each municipal aqueduct.

This project, taken together with the existing wells and springs, continues to represent the solution today for guaranteeing a supply of

drinking water for the municipal aqueducts of the upper and middle valley. Realising the project will be a step towards quality and a

technically valid one as it will enable the best techniques available to be used and an optimal solution to be obtained in terms of engineering,

thereby providing the best result in terms of the overall costs and benefits.

Catchment and purification service The A2A Group provides a service for the catchment and purification

of sewage waste in the provinces of Brescia and Bergamo. In addition

to domestic waste, the sewers also receive discharges of an industrial

nature provided that these are compatible with the final purifier.

Brescia has the longest sewage network, although projects for the

future, in part already begun, envisage catchment taking place at the

city’s purification plant (the Verziano plant) for a further 29 of the

province’s municipalities.

Sewerage
Network length 2,588 km

Purification
Waste water treated 71 Mm3

Purifiers (number) 69 n°
Loads treated - COD 25,844 t
Loads treated - BOD 11,766 t
Loads treated - total nitrogen 2,473 t
Loads treated - total phosphorous 309 t
Environmental indicators 
Removal yield - COD 94%
Removal yield - BOD 97%
Removal yield - nitrogen 58%
Removal yield - phosphorous 57%



A2A manages a total of 69 urban waste purifying plants of which the
main ones, in terms of power and technology, are as follows:
_ the Brescia purifier, situated in the district of Verziano, having a power

of 250,000 AE (inhabitant equivalents) and possessing innovative
treatment technology (reference should be made in this respect to
the ultrafiltration box in the paragraph dedicated to research and
innovation);

_ the Bergamo purifier, having a power of 220,000 AE, situated at the
A2A Group’s Goltara technolgical hub in the southwestern area of
the municipality of Bergamo, which receives waste water from the
municipalities of Bergamo, Torre Boldone, Gorle and, in part,
Ponteranica and Mozzo.

The other purification plants which are located throughout the
province, with few exceptions, are mostly on a small scale with power
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Catchment at Verzano from the municipalities of the province of Brescia

The inter-municipal catchment system has been studied with

the aim of channeling the waste water from each of the individual

municipalites in the province of Brescia into the Verzano plant.

The concept considered envisages catchment from a total of

29 municipalities. There are 612,807 inhabitant equivalents under

the Regional Water Restoration Plan (PRRA), which covers a

period up to 2016. Certain work is already in progress. It has been

assumed that almost all of the 14 existing purifiers will be used as

accumulation reservoirs to control the volume, including during

periods of rainfall, to which will be added the construction of

two specific lamination reservoirs for the waste water arriving

from the Trompia valley and the five municipalities to the east of

the the city. A catchment system having a length of approximately

57 km will be realised overall, together with an accumulation

system having a volume of approximately 58,000 m3.

The construction of the Trompia Valley inter-municipal sewer

collector undoubtedly has a role of fundamental importance

within the Verziano system for catchment from the

municipalities in the province of Brescia and the framework

for the restoration measures envisaged for the River Mella, the

city of Brescia’s most important surface water course.

The doubling of the Sabbio Chiese purifier

Following the progress made with the captation system in the Upper and Middle Sabbia Valley it then became necessary to pass to the

doubling of the Sabbio Chiese purification plant, which is situated in Cascina Paline in the province of Brescia and entered service with

its first line in August 2003. The plant currently has a power of 10,000 AE and once the intervention is completed this will rise to 20,000

AE, divided into two twin lines each of 10,000 AE which will serve 13 municipalities of the valley and have the possibility of extending the

service to the municipality of Bagolino.

The format to be used for the purification process will be the same as that currently in use at the existing line, namely “traditional

biological treatment using active sludge with aerobic digestion of the sludge”.

Purification services will be increased by means of a first rain reservoir and an end filtration system. Fabric filter disc technology has

been chosen for this latter system, to be introduced after biological purification and sedimentation, which is capable of combining the

effects of the surface filtration and the deep filtration. The aim of this additional fabric filtering treatment is to obtain a considerable

reduction in the values of BOD5 and COD in the end discharge, in addition naturally to a reduction of the suspended solids.
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varying between approximately 1,000 and 10,000 inhabitant

equivalents.

The well-known difficulties of managing small plants, which due to

their size are subject to significant variations in purification yields,

have led to two different ways of overcoming this problem:

_ channeling the slurries to centralised plant with the possible

conversion of small plants into flywheel reservoirs, a solution chosen

for the Verziano and Sabbio Chiese plants as well as for other more

limited situations;

_ identifying the measures required to enlarge and/or adjust the existing

plants if there is no possibility of centralising the service (for example

the Montichiari plant).

BAS SII and A2A are parties to the protocol signed by the relative

provinces, the competent Optimal Terrirorial Ambits, the Lombardy

The search for parasite waters

As is the case for almost all sewage networks that serving the Verziano purification plant regularly suffers flows of diluted waste water

with the resulting increase in management costs both in terms of the sewage service and the purification service. Another frequent

inconvenience affecting the sewage networks is the presence of unusual inflows which constitute a potential problem for the proper

running of the final purification plant.

As a result, test monitoring was carried out in 2008 on the quality and quantity of the sewage waste travelling in the city network for

the purpose of assessing whether to install a mobile or fixed device on the main sections of the network.

This system, together with the data management software, allows the quality of the discharges into the sewage system to be checked

and the waste situation to be known at a distance in real time, thereby enabling staff to intevene on a timely basis.

Resources deployed in the water cycle
Fuels Methane 572 kSm3

Electricity 79,444 MWh
Vehicle fuels Petrol 2,451 Gj

Methanee 4,221 Gj
Diesel 2,233 Gj
total 8,905 Gj

Chemicals Active carbons 231 t
Products in solution for water treatment 1,902 t

ARPA and the purification plant managers, which relates to the self-

controlling of discharges from urban waste water treatment plants.

The subject of this protocol was the implementation of the procedures

envisaged by the regional directive for the full application of the

provisions of Legislative Decree no. 152/06 regarding the control and

self-controlling of discharges. In addition, in 2009 BAS SII will take part

in testing promoted by the Region of Lombardy in connection with

the re-utilisation of urban waste water discharges into irrigation

channels.



PROTECTION OF THE ENVIRONMENT

Atmospheric emissions1
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Total emissions from electricity and thermal energy production plants2 - t/anno
CO2 NOx Dust SO2 CO

Thermoelectric plants high yield combined cycle 1,809,623 579 0 0 93
incineration of refuse* 479,212 377 2.3 2 89

Cogeneration plants** fossil fuels 431,831 754 5.8 858 68
incineration of refuse* 457,731 322 1.9 9 70

Simple thermal power stations fossil fuels 59,825 46 0 0 2.5
incineration of refuse*** 0 1 0 0 1

total 3,238,222 2,079 10 869 323.5

Emission factors for electricity and thermal energy production plants, net - g/kWh
CO2 NOx Dust SO2

From thermoelectric plants high yield combined cycle 392 0.13 <0.01 <0.01
incineration of refuse* 777 0.61 <0.01 <0.01

From cogeneration plants** fossil fuels 396 0.70 <0.01 0.79
incineration of refuse* 400 0.28 <0.01 <0.01

From simple thermal power fossil fuels 217 0.14 <0.01 <0.01
stations incineration of refusei*** 0 0.20 <0.01 <0.01

Total dioxines and furans emitted by waste to energy plants (gram equivalents) 0.03

* includes only the CO2 emitted from the burning of the non-renewable fraction

** includes ony those plants which declare that they reach the legal requirements to be defined as such, and not all the plants which produce a quantity of heat actually used or put into the

district heating network

*** biogas boilers

Emissions of CO2 by motor vehicles - t
Production and distribution of energy 2,820
Integrated water service 580
General and commercial services 599
Waste collection and urban hygiene 25,440

Total 29,439

Global impact indicators* 
Global warmng potential GWP (tCO2 eq) 3,922,941
Ozone destruction potential ODP (kgR11eq) 9
Acidification potential AP (tSO2 eq) 2,320

Other emissions: greenhouse and ozone 
harming substances
Substance kg
Sulphur hexaflouride (SF6) 5
R134a 568
R22 ( HCFC22) 268
R407C 106
R410A 33
Methane (CH4) - estimated losses from distribution networks 24,766,704
Methane (CH4) - contained in dispersed biogas 1,378,828

* indicators including all the emissions indictated in the previous tables

A2A designs and manages its plants with the priority environmental

objective of containing atmospheric emissions.

Producing energy in high yield thermoelectric and cogeneration plants

enables a greater saving of electricity and heat to be achieved, with

the resulting benefits also in terms of the reduction of polluting

emissions into the atmosphere. In addition, by adopting primary

measures (devices which reduce the formation of pollutants during

the burning process) and/or secondary measures (smoke treatment

plants at the end of the burning process) emissions can be reduced

even further. The emission factors (the ratio between atmospheric

1 The figures stated are not relevant in connection with the requirements of the 2003/87 Emissions Trading Directive
2 CO: carbon monoxide

CO2: carbon dioxide

NOx: nitrous oxides

SO2: sulphur dioxide
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emissions and energy production) obtained in 2008 for nitrous oxides

(NOx), sulphur dioxide (SO2) and dust are in fact well contained as

the table shows.

The efficiency of thermoelectric production based on high yield

combined cycles and using only natural gas enables the C02 emission

factor to be kept down. There is a benchmark of 358 g/kWh for

obtaining issue allowances as part of the Emissions Trading Scheme

(referring to gross electicity production) which corresponds to the

best technology available today for the production of electricty from

fossil fuels. This level is achieved by the thermoelectric groups installed

in A2A plants at normal load, when the best yield is obtained. The

highest emission factor reached in practice in 2008 compared to the

benchmark (386 g/kWh referring to gross electicity production) was

due to the fact, referred to previously, that the plants often work at

loads which differ from nominal levels to satisfy the demand for

electricity.

It should be remarked that for the purposes of transparency in

providing the information for the environmental performance of the

plants managed by A2A, the emission factors stated in the table all

refer solely to thermoelectric production and do not include

hydroelectric production. If the ratio were calculated by using total

production, including hydroelectric production, the levels would be

lower still.

The A2A Group’s waste to energy plants emit a total of 30 milligrams

of dioxines and furans a year (less than the weight of a grain of rice).

The concentrations to be found in the fumes of the individual plants

are between 5 and 100 times lower than the legal limits.

The working condition of the plants and the effect on the environment

are kept under control by means of continuous and regular analyses,

those required by sector regulations and authorisations and those

agreed with the local and controlling authorities; A2A places the quality

of the emissions linked to its operations at the centre its of attention

and research and reaches emission levels below the limits imposed

by the strictest regulations on air quality.

The Global Warming Potential (GWP), Ozone Destruction Potential

(ODP) and Acidification Potential (AP) indicators have also been

calculated for atmospheric emissions. These indicators take into

account the emissions of all the plants and processes of the A2A Group.

To be more specific, the Global Warming Potential indicator for 2008

includes CO2 emissions from combustion plants and motor vehicles,

the losses of methane from the natural gas distribution networks and

escapes from electrical and air conditioning equipment.

The following paragraphs describe certain measures taken by the

various sectors of the A2A Group to reduce the impact of emissions

(other steps similar to these, relevant not only to the control of

emissions but also to the deployment of resources and technological

innovation,are described in the respective sections of this Sustainability

Report).

Control of emissions in the district heating and civil heating systems 
of the Municipality of Milan

During 2008 A2A carried out a series of significant measures in connection with the district heating systems of the Municipality of Milan,

aimed in particular at reducing emissions of nitrous oxides (NOx) which are the main pollutant arising from the burning of fixed source

natural gas.

At the Famagosta plant the installation of an SCR (Selective Catalytic Reduction) treatment system has begun on the cogeneration

section, consisting of six endothermic engines fuelled by natural gas, to reduce the concentration of the nitrous oxides to be found in

the combustion fumes. Under the SCR system a 40% urea solution is injected into the combustion fumes, which then pass to a catalytic

reactor where the nitrous oxides are converted into water and nitrogen (an inert gas). This measure will enable a reduction of 60% to

be achieved in emissions.

Two natural gas fuelled cogeneration systems are installed at the Tecnocity power station, one consisting of three internal combustion

engines equiped with the SCR system and one consisting of two turbines which have been in operation since the plant was opened.

General maintenance based on the life cycle of the plants was carried out on the turbine section at the end of 2007. Doing this meant

introducing the best techniques available for obtaining a primary reduction in NOx, thereby ensuring that the hourly limit for the levels

of turbine emissions in the critical zone (the metroploitan area of Milan), 30 mg/Nm3 of NOx, will be complied with. The turbine sections

recommenced service in 2008.
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The installation of Dry Low NOx burners at the Cassano D’Adda power station

Leading edge plant may be found at the Cassano d’Adda thermoelectric power station which is in continuous evolution; the first step taken

to increase power took place in 1984 (320 MW steam Group 2). Since 1992 a series of measures has improved the overall set up of emissions,

initially with regard to steam generators (gas reburning and electrostatic precipitators) then followed by the introduction of combined

cycle technology.

The complete conversion of the power station to combined cycle

technology fuelled entirely by natural gas and the programme for

installing the new generation low nitrous oxide emission turbogas

groups of burners have led, from 1998 to today, to the end of SO2

and dust emissions and a considerable reduction in NOx emissions.

The installation of the new turbogas system has brought a further

environmental improvement; thanks to an agreement with the

manufacturer, new burners using “Dry Low NOx 2.6+” technology

and having an extremely low level of NOx emissions have been installed

for the first time on a class 9FA gas turbine.

Following testing, conducted at the Cassano d’Adda plant, this new

combustion system has become an industrial reality and was also

installed on Group 5 in 2007. A similar step was taken on Group 4 in

2008.

Having completed the adjustment cycle on the turbogas system the

power station is now setting itself the additional objective of achieving a further reduction of 10% in the average annual level of NOx for the

entire plant.
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The Brescia waste to energy plant: measures taken for a further reduction in atmospheric emissions

The European research project for testing a new catalytic system for reducing NOx

The three lines of burners installed at the Brescia waste to energy plant are equipped with an SNCR (Selective Non Catalytic Reduction)

treatment system for reducing nitrous oxides, with ammonia being injected into the combustion chamber in the section having a temperature

of between 850°C and 950°C: this system enables emission levels of NOx at the chimney of the order of 70-80 mg/Nm3 to be achieved. As

part of a European research project for testing a new catalytic system for reducing NOx, a new catalysor was installed on line 2 in 2006 in

order to obtain a further reduction in the residual nitrous oxides and ammonia. Unlike the normal catalysers installed for purifying waste

fumes, this system does not require the fumes to be heated further through the use of methane, thus also avoiding the additional emissions

which would arise with this further combustion. Given its considerable innovative content this testing forms part of a four year project

promoted by the European Union as part of its sixth framework programme for technological research and development entitled

“NextGenBioWaste” (Innovative Demonstration for the Next Generation of Biomass and Waste Combustion Plants for Energy Recovery

and Renewable Electricity Production). In addition to A2A, taking part in this project, whose objective is to set up innovative technolgies to

improve the efficiency of biomass and waste energy production, are 14 partners - universities, research institutes and businesses - from

various other European countries.

Replacement of sleeve filters

Each line of the waste to energy plant is equipped with a filter made up of around 2000 sleeves, each 7 m long and having a diameter of 13

cm. The fumes sucked into the boiler pass slowly through these sleeves from the outside to the inside (at less than 1 metre a minute). The

special synthetic fibres of the sleeves manage to trap dust with an extremely high level of efficiency. It is planned to replace the sleeve filters

on lines 1 and 2 in 2009; the aim of this measure is to increase the filtering surface, thereby making the reduction of dust even more efficient.
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The Milan “Silla2” waste to energy plant

Enhancement of the combustion fumes purification system

In February 2008 the new fume purification treatment system became fully operational on all the incineration lines of the Silla 2 plant,

allowing the following to be achieved:

_ the reduction of dust by replacing the existing sleeve filters with more efficient types;

_ the treatment of acid composts through the use of a sodium bicarbonate system;

_ the further reduction of nitrous oxides through the installation of a catalytic denitrification system.

In summary the plant’s new lay-out consists of a first anti-dust treatment by means of an electrostatic precipitator, at the end of which

a dry treatment system has been installed to

de-acidify the fumes and reduce micro-

pollutants (heavy metals, dioxines and

furans).

At the next stage nitrous oxides are reduced

inside the new catalytic denitrator (SCR) by

using ammonia gas produced by a urea

hydrolyser.

These measures have enabled the Silla 2

waste to energy plant to guarantee extremely

low emission levels, well below the strictest

legal limits, thereby placing the plant at a level

of absolute excellence in the field of

environmental performance, as confirmed

by a recent benchmark study carried out by

Milan Polytechnic.

New protocol

On 6 February 2009, AMSA, the Region of Lombardy, the Province of Milan, the Municipality of Milan and the neighbouring Municipalities

signed a new protocol relating to the Silla 2 waste to energy plant.

As a result of this protocol the plant will be able to work at its nominal thermic power, as is already the case for the other waste to energy

plants in Lombardy, without any further operating restrictions. 

This protocol is confirmation that the plant has been given an excellent reception by the public living in the area and that an atmosphere

exists for a constant exchange of information and collaboration with the local authorities.
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Studies on the emission of ultrafine dust and nanoparticles by waste to energy plants

A study commissioned by Federambiente on the emission of ultrafine dust and nanoparticles by combustion plants will be published

before the end of 2009; this work is being performed by the LEAP Consortium (Energy and Environment Laboratory Piacenza) in

collaboration with Milan Polytechnic, the University of Studies of Parma and the University of Brescia.

Steps were taken on the following plants:

_ Medium-size boilers for civil heating (wood, diesel and methane).

_ Large-scale urban waste waste to energy plants (three plants were analysed, two of which were the Silla 2 and the Brescia waste to

energy plants).

For all the waste to energy plants the concentrations that were measured were systematically lower by at least two orders of magnitude

than those measured for the burning of wood and diesel in civil boilers, and only slightly higher than those produced by methane boilers.

The control of odours through biofilters

Biofiltration is the removal and decomposition of gaseous contaminates by using microorganisms: biofilters are capable of eliminating

a vast range of chemical pollutants which can lead to unpleasant smells. The biofilters acclimatise themselves in a short period to the

current of gas to be purified and are normally fully operational after one month. The best results are obtained by using vegetal mixtures

when building the filter beds which are made up of slow-to-degrade microbial materials, in optimal relation with high relative hydric

capacity wetting materials. 

Ecodeco has developed its own innovative constructive module system, which is simple to mount on the roofs of buildings, enabling

the plant to be easily expandible and adaptable. The biofilter has a sprinkler damping system.

Starting from 1995 more than 100 biofiltration plants have been designed, built and in some cases also managed by Ecodeco, for a total

of more than 25,000 m3 of filtering volume, corresponding to a purification capacity of approximately 2,500,000 m3 of air treated per

hour.

The majority of these plants have been installed in Italy, the United Kingdom and Spain.

The biological filtration processes have been used in the purification of many types of waste arising from the chemical industry and the

food and agricultural industry, as well as in plants for the purification of civil and industrial waste water and those for the treatment of

solid urban waste, obtaining better results than those given by traditional systems and having lower costs in terms of construction and

management.

In 2007 and 2008 Ecodeco constructed ten new plants for a total of 1,500 m3 of installed filters and reached 150,000 m3/h of treated and

purified air.
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Vehicle traffic is by now widely recognised as the main cause of urban

pollution and also as the cause of a high level of energy consumption.

The A2A Group is promoting the use of methane as a less polluting

fuel for the conversion of its existing fleet.

Methane for vehicle transport for use in the urban hygiene service in Aprica

Aprica is currently replacing 80 heavy vehicles used in the collection of refuse (autocompactors and vehicles for transporting containers)

with latest generation vehicles running on methane gas, capable of meeting the strictest EEV (Enhanced Environmental-friendly

Vehicles) limits.

This step foms part of a more general process for the use on a more widespread basis of ecological vehicles in the Region of Lombardy.

It is estimated that once the substitution of the vehicles is complete the following reductions in emissions will have been achieved:

_ Carbon monoxide (CO): - 19 t/a

_ Hydrocarbons (HC): - 1 t/a

_ Nitrous oxides (NOx): - 53 t/a

_ Fine particles (PM 10): - 2 t/a

The reduction of the level of sound emissions compared to traditional vehicles running on diesel is also significant.

Il AMSA vehicle fleet

AMSA currently uses 279 vehicles which run on methane (61 autocompactors, 103 cars and 115 lorries), equal to approximately 21% of

the total: it therefore has the third largest fleet in Europe of vehicles running on methane, exceeded only by that of the Madrid environmental

hygiene companies which have 370 and Paris which has 284. In addition AMSA has patented a motorised sweeper running on methane

together with another company in the sector.

The vehicles in AMSA’s fleet have special equipment either to compress refuse or to clean and wash the streets. Since the fleet inevitably

has an effect on both the circulation of traffic and atmospheric and acoustic emissions, over time AMSA has taken a series of strategic

and operational decisions aimed at mitigating the effects of this on the environment and on the city traffic, which are linked to its logistics:

_ tender specifications have been introduced which anticipate compliance with environmental regulations;

_ restrictive valuation parameters have been applied regarding the emission of exhaust fumes into the air, noise when the vehicles are

in use, the level of dust ,with tests performed by third party bodies, and sludge holding systems;

_ low environmental impact fuels are used, in particular:

- a mixture of 25% biodiesel with diesel, with sulphur at levels of below 10 ppm for the whole of the fleet running on diesel; one

litre of biogas used as an alternative fuel to diesel enables a reduction to be achieved of 2.1 kg of CO2 issued into the atmosphere;

- methane for traction vehicles - the project envisages an increase in the fleet for this type of vehicle. A methane filling station is

currently being built at Silla which will add to that already existing at Zama;

_ a reduction in the consumption of fuel by using vehicles with lower specific consumption and hydraulic systems which optimise the

use of power required for the functioning of the equipment;

_ the use of tyres under contracts which guarantee a high quality of the product and the service, with a reduction also in the number of

stops for damage and costs; in addition, over 50% of the lorry tyres are rebuilt, meaning that only the tread has to be replaced, with a

consequent considerable increase in the useful life of a tyre and a reduction therefore in the number of tyres used;

_ the introduction of full service maintenance agreements in which the timing of the scheduled interventions is guaranteed, with a

resulting reduction in the number of stops;

_ the utilisation of biodegradable oils, particularly in hydraulic plant, which combined with a system for detecting any possible losses

of lubricants limit dispersion into the soil in the event of breakages or accidents;

_ a continuous turnover of the fleet introducing vehicles equipped not only with the latest emission control techniques but also with

devices reducing the emission into the atmosphere of dust coming from the wearing of brakes and clutches.
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Industrial waste water - thousands of m3

Discharges into sewers Production and distribution of energy 60
Waste management 130
Incineration 233

total 423
Discharges into surface Production and distribution
water courses of energy 467

Waste management 1,922
Incineration 0

total 2,389

Emissions into surface water courses* 
Production and distribution of energy BOD 1,1

COD 12,8
Waste management BOD 0

COD 44,2
Incineration BOD 0

COD 0

* Plants required to make a declaration for the European pollutant release and transfer
register (PRTR)

Energy production plants and waste to energy plants produce waste

water as part of the process. Certain plants dispose of their waste in

sewers, others in surface water courses at the end of a purification

treatment. Contiunuous analyses of certain parameters are carried

out by some plants, such as those relating to torbidity, pH levels,

electricity conduction, oils and dissolved oxygen. All discharges are

analysed on a regular basis to ensure that the limits set by prevailing

regulations are being complied with.

In thermoelectric power stations the water taken in for cooling the

thermodynamic cycle is discharged at a higher temperature, although

remains unchanged from a chemical and biological standpoint. 

Dams placed across water courses to create reservoirs lead to a change

occurring to the natural way in which solids are transported. The water

flowing to the reservoirs created by the dams is decanted and this

causes sand-lime solids to be deposited on the bed of the basin which

end up in suspension in the water or are dragged along by the strength

of the current. In the absence of the dam this debris would flow down

to the end of the course, in a concentration which depends on the

flow of the natural water course: when there is little water it appears

limpid, while during floods, whether caused by thaws or heavy rain,

the water drags along with it a large quantity of lime and solids and

looks cloudy. At the bottom of the artificial reservoirs, therefore, solids

held back by the dams accumulate, gradually reducing the available

volume of the basin over variable time periods which can range from

decades to centuries. Despite the fact that this is natural material, the

uncontrolled discharge of large quantities of solids and lime can

damage water life. For this reason present regulations on this subject

require that any operations performed for clearance or for removing

gravel or sludge must be carried out in accordance with a project

aimed at both maintaining the available capacity of the basin over time

and protecting the water course. A2A has drawn up projects for

managing the reservoirs of the dams it holds in concession in Valtellina

(SO).

The management of hydroelectric basins in Valtellina

At the time of the first experimental widening in Lombardy following the introduction of the reservoir management projects, carried

out on the Valgrosina dam in August 2006 with a positive outcome, a further two widenings followed in August 2007 and August 2008.

As in the preceding cases in order to reduce the impact of the escape of lime from the basin the concentration of solids in suspension

was controlled by introducing clean water upstream and the discharge took place with alternating flows of clean water alone. These

operations lasted around two weeks. The turbidity levels were monitored at various points of the rivers Roasco and Adda and a series

of biological and functionality indicators were measured, while fishlife and retention analyses were also performed. Measurements

were taken before, during and after the event, in order to assess the impact and measure the capacity of the aquatic environment to

recover following the “stress” to which it had been subjected, and the speed at which it did so.

These operations took place in the presence of the Regional Agency for the Protection of the Environment, the Anglers’ Union and

officials of the Province of Sondrio and the Region of Lombardy.

The floating activities were conducted by A2A and continuously monitored with the support of the GRAIA (Management of Environmental

Research into Fishing Waters) and the University of Insubria. The results of the controlled flow were always positive. Measurements

taken in the field have shown that three months after the event the aquatic environment had completely recovered its pre-widening

functionality.
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Landscape and biodiversity

The impact of A2A plants on landscape and biodiversity depends upon

the specific situation and relates to the nature and features of the

plant in question. Nonetheless it is possible to identify the following

main situations:

_ the visible impact due to the existence of the plant and to a lesser

extent buildings;

_ the presence of plants in parks, in protected areas or areas being

used for other than industrial purposes;

_ changes in the ecosystem due to the presence of the plants.

In areas having importance of a naturalistic or landscape nature it is

A2A’s objective to reduce the environmental effect caused by taking

into consideration the features of the place in question and discussing

matters with the bodies and asociations involved in managing the

local territory.

Visual impact of A2A plants

The visual impact of A2A plants is an aspect that has been carefully

looked into, especially over the past decade, on the basis of studies

prepared by experts and agreed with the bodies in charge. The means

by which a plant is blended into the landscape varies and depends on

the environment in which it is to be located and its structural

characteristics. The visual impact can be approached in two ways: by

masking the structure or by bringing out its architectural features.

The steps taken at the San Giacomo di Fraele power station follow

the former of these two criteria.

Environmental arrangements regarding new hydroelectric investments in Valtellina

The protection of biodiversity and the landscape has always been a characteristic of environmental management at the hydroelectric

system in Valtellina given the extent to which the plants are spread throughout the territory and the fact that the area in question, the

National Park of Stelvio, has an extremely high naturalistic value.

An example of the work performed by A2A to reduce the environmental effect is the way in which the San Giacomo di Fraele power

station, situated in the municipality of Vadidentro in the province of Sondrio, in the National Park of Stelvio, has been blended into the

environment. Entering service at the end of 2006 the plant has a power of 10 MW which is obtained without deviating additional water

but rather by exploiting the difference in level between the S. Giacomo dam and the Cancano dam, situated immediately downstream.

Almost all of the plant has been built underground and therefore has no visible impact; the parts below ground (the electric control

room) are mostly closed in, thus hiding the plant and providing the opportunity for carrying out environmental restoration and for

planting native species typical of the surrounding area.

A mention in the CSR “Golden Book” - Sodalitas Social Award

A2A took part in the sixth edition of the Sodalitas Social Award with its project for the San Giacomo di Fraele Hydroelectric Power

Station. The award, which was created by the Sodalitas Foundation, is a sign of recognition to all those companies, associations, public

bodies, etc. which are socially committed through their ethical conduct and application of declared values.

The project for the San Giacomo di Fraele Hydroelectric Power Station was entered in Category 2 (Sustainability Initiatives) of the

Sodalitas Sical Award Social Reponsibility Golden Book - sixth edition.
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Architectural studies for the A2A plants

The Mincio power station

The new combined cycle plant was blended into the landscape by

choosing the most suitable colours for combining with the previously

existing structures and by using a specific colour scheme for the

chimney. The planting of trees around the perimeter of the plant

completes the visual integration of the plant.

Cassano d’Adda power station

The decision was taken to bring out the value of the chimney, which has a height of 200 metres,

by painting it light blue and using colour shading; the geometry employed recalls the spires of

Milan cathedral. At the same time this softens the contrast between the structure and the

surrounding environment.

Gissi power station

The use of iridescent clours reduces the visual impact of the main

body of the plant, putting it more in the shade and making it less

imposing. The colours chosen for the tower act as camouflage on

one side but on the other they make it a signal, one which may be

identified by its specific features.

Brescia waste to energy plant

By using colour shadings and a variety of materials the forms typical of industrial

objects are rendered more rounded and inclined so as to make the perception

of the whole more changeable and elusive. The tower is coloured with a

shading of colours that creates a twisting effect, thereby obtaining a

camouflaged appearance.

On the other hand architectural criteria were used for the thermo-

electric power stations and waste to energy plants with the intelligent

use of colours and materials as a means of enhancing the environment

naturally.
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Landscaping of the Silla 2 waste to energy plant

The location of this plant is characterised by the presence of green areas and residential and industrial zones. In particular there is an

area of 45 hectares to the north of the plant where inert material (sand and gravel) is being extracted, an operation which is only partially

completed, and this has left three lakes filled by the water table.

To the south and west of the plant lies agricultural land, while to the east is the Pero industrial zone. At this point the Milan ringroad

separates out two distinct areas:

_ on the one side cultivated fields, farmhouses and everything which goes to make up an agricultural landscape;

_ on the other side the factory buildings of the Pero industrial area.

The area on which the waste to energy plant is built is a small piece of farmland that became isolated from the environment to which it

belonged when the western ringroad was built.

All the previously existing elements, such as the traces of fields, trees and irrigation ditches, were taken as reference points for the

project, with the idea that their presence as part of the architectural design of the plant could represent a reminder, integrating the new

use with the former.

The materials used to build the plant represent the traditions of this area, with the lining bricks recalling the techniques used in building

the farmsteads.

The large water bath situated at the entrance, to the side of the path taken by visitors, brings to mind the irrigation ditches and the

springs which distinguish the area.

The planted zones in the large sections intended to become green areas in the construction project represent the other important

piece of this project for softening the visual impact created by the plant.

The western section of the Milan metropolitan public parks system begins a little to the south of the plant and consists of “Boscoincittà”,

“Parco del le cave”, “Parco di Tren no”, “Parco dei fontanili” ....

In 2003 the project for the plant was awarded the “Italian architecture at work” gold medal by the MilanTriennale.

The change in use of the Cavernago landill, which borders the Serio

Regional Park of the Serio, was arranged in order to allow the area to

return to a naturalistic-countryside style starting from a careful

assessment of the site’s morphology and its vegetation.



ENVIRONMENTAL RESPONSIBILITY

Sustainability report 2008 • 78

The case of clean Bergamo at Cavernago:
from certified landfill to a historical archive of plants from the Po plain

The inspiration for the diversification in the

vegetation arises from the historical features of the

local agricultural landscape and the potential

phytocenoses, with a study being made of natural

micro-environments similar to those of the area,

analysed in its vast variety of situations. 

The results of this study represent the basis

underlying the project for maintaining or recovering

the natural environment: a scientific method

therefore of simulating nature that may be trasferred

to the local territory, blending floral decisions in the

project with the structural and functional needs of

the context into which the change of use enters. One

objective, not of secondary importance, was also to

safeguard the visual perception of Cavernago Castle, this being an element of prime importance and representative to the utmost.

Environmental recovery in this sense also aims at enhancing the value of the site as a “viewing point” for the castle, in particular that of

the relief formed by the landfill; the area may therefore be thought of as a cultural element having a didactic relation with the key locations

of the territory and as a possible point of departure for an itinerary which takes in the fortifications, castles and patrician villas spread

throughout the area to the south east of Bergamo. A historical-style agricultural landscape is being rebuilt on the area that was dug out

and is now restored for agricultural use, by means of enhancing the value of the hedges and lines of plants separating off the different

plots of land; the aim with the landfill is to arrive at natural features by means of revegetating the site in accordance with ecological

recovery principles.

By means of plantations the project endeavours to create an area of ecological-environmental balance, in order to give rise to an

ecosytem which is in equilibrium to the greatest extent possible.

Since once the site is returned to its natural state it may be used by the public, presumably for recreational and didactic purposes, the

thought occurs as a consequence of the possibility of creating access exclusively from the south by means of a rearrangement of the

agricultural landscape, taking advantage of the two existing bridges to pass over the Borgogna irrigation canal and gain direct access

to the renaturalised site.

In order to reinforce the steps taken to change the use of the area and the strip of land connecting it with the residential zone, as well

as to make direct use of the natural areas of interest inside Serio Park, ecological corridors could be created which link up to these with

ample ecological protective barriers between the man-made environment and the renaturalised areas.

This connection could be created by paths beginning in Serio Park, which is of botanical and morphological-countryside interest, taking

in a cycle and pedestrian path ring which can be easily linked with Cavenago and the historical places of interest to be found there.

The creation of sturdy hedges which could accompany these paths will represent a fundamental reservoir of biodiversity, rendering

the ecosystems in which they will be placed much more stable and balanced compared to those barely differentiated, those to be found

that is in highly intensive man-made territory.

Measures taken at plants which interact with protected areas

Certain of the main plants of A2A have a very close relationship with

protected areas:

_ around 60% of the land occupied by the hydroelectric plants in

Valtellina forms part of the Stelvio National Park;

_ the Cassano d’Adda power station has a boundary with the Nord
Adda Park;

_ part of the Mincio power station forms part of the Park of the Mincio,

another area undergoing environmental recovery;

_ the area covered by the integrated centre of Lacchiarella (Milan) -

Giussago (Pavia) is in a zone closed off by the Agricolo Sud Milano

Park and the Environmental and Countryside Heritage.
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Protected areas in Valtellina affected by the presence of A2A plants

A2A has identified the National Park of the Stelvio and the area of high biodiversity in the municipality of Lovero as protected areas

which are significantly affected by the presence of Group plants or operations.

A total area of 8,647,096 m2 is covered in the Upper Valtellina of which 1,764,232 m2 falls in the National Park of the Stelvio, and this may

be subdivided as follows:

_ 1,568,541 m2 in the municipality of Valdidentro (total owned surface area 7,536,748 m2)

_ 73,890 m2 in the municipality of Bormio (total owned surface area 103,151 m2)

_ 121,801 m2 in the municipality of Valfurva (total owned surface area 24,876 m2)

An area of approximately 36,000 m2 is covered in the municipality of Lovero; this area was given in free loan to Legambiente which has

provided it with nature trails for observing the specific flora and fauna of the area.

Further A2A owns land at Grosio having an area of 250 m2 which forms part of the archeological zone of the Park of the Rock Shapes.

The Mincio thermoelectric power station - Requalification of the landscape and the environment
Specific attention has always been given as to how to blend the the Mincio power station into the landscape given its position inside the

Regional Park of the Mincio.

A visual blending plan for the new buildings was prepared on the installation of the new combined cycle (which took place between

2002 and 2004) and agreed with the competent territorial authorities; in addition to studying the most suitable colours to be used in

the approach to the already existing structures, this plan also included the requalification of the areas left free by the demolition of the

old buildings and the planting of herbs along the perimeter of the area as a visual shield. The architectural project was assigned to experts

in the sector in order for the whole complex to be blended visually in a careful and composed manner.

The Regional Park of the Mincio is a goal for tourists and for people wishing to enjoy themselves in the open air. Very careful attention

was given to the way in which the plant was placed in this territory so that it would blend into the landscape and not be seen as an eyesore

by people using the park. The environmental reclassification work carried out on the right bank of the River Mincio, opposite the power

station and going from the provincial border to the Salionze dam for a distance of around 4km, was completed in 2008. Naturalistic

requalification (the planting of cypress poplars and cypresses) was carried out and the parking areas close to the plant fence were

rearranged. To complete the environmental recovery the bank of the River Mincio at the place where water is extracted was reordered

and a variety of herbs were planted (wild rose, white thorn, privet, euonymus, frangula and bloodwort). In addition, benches and fountains

have been set up for the benefit of the users of the park and the cycle track which runs along the bank. In the spirit of achieving the

highest level of environmental sustainability the urban furniture is made from recycled plastic and the lighting where the water is

extracted   is fuelled by solar energy.
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The project for the environmental blending of the Cassano d’Adda thermoelectric power station

The project for blending the power station into the environment has been approved by

the Cassano Municipal Administration, the Adda North Park Authority and the

Superintendent for Architectural Property and the Countryside. The project regards an

area of approximately 50,000 m2, located on the southern part of the site, and envisages

planting around 3,000 specimens of the native species of the Lombardy poplar; in addition

to recovering the green areas of what was a former industrial zone, this measure provides

a contribution to protecting the heritage of the native poplar woods in the Adda Valley.

It is planned to create mitigating hills along the S.P. 104 provincial road and in the area

where the tanks were previously located (respectively to the west and south of the

production sites of the plant) and, subsequently, to plant various species of trees.

At the present time:

_ the hills have been completed and the planting is near conclusion; this latter activity is

being carried out in accordance with the highest levels of environmental recovery,

with the introduction of native vegetal herbs which have been selected together with

the North Adda Park; the work will be completed during the first few months of 2009;

_ on the bank of the Muzza canal (eastwards with respect to the plant’s production

sites) the planned environmental restoration work is taking place, amongst other

things to increase the degree of visual blending of the plant’s buildings, and this will

be completed at the beginning of 2009;

_ as far as concerns regarding the environmental inclusion of the area on the northern border, between the plant and Via Edison, the

initial project is being reworked to take account of the changed conditions due to the positioning of an industrial building between

the northern boundary of the plant itself and the residential area of Via Edison and the upcoming construction of a new parking lot

close to the existing railway station of Cassano d’Adda; the northern side of the environmental inclusion project will therefore have

to regard the whole of the strip between the S.P. 104 road and the Muzza canal.

The case of the integrated centre at Giussago (Pavia) –
Lacchiarella (Milan)
The area covered by the integrated centre of Giussago (Pavia) – Lacchiarella

(Milan) is located in a zone limited by the South Milan Agricultural Park and the

Environmental and Countryside Trust, although it has been capable over the years

of coming up with new design and compensating projects which have been

approved by the local authorities, in some cases by obtaining specific authorisations

and opinions assessing the environmental impact. At the present stage it is easy

to check the high level of biodiversity which has been created following the

renaturalisation measures connected with the construction of the plant.
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Mitigation of the impact on the ecosystem and conservation of habitats

AEM (now A2A) was already committed in the 1980s to ensuring

continuity of the minimum flows which are vital in the water couses

affected by extraction for hydoelectric purposes in Valtellina

(Sondrio), despite the absence of a regulatory framework of a

general nature. In this respect the volumes of water released

amounted to approximately 150 million m³a year. Recently A2A has

prepared a series of projects to make adjustments to the extraction

process which are currently under approval by the competent

authorities.

In addition to the reconstitution of water flows in the section of the

River Adda between Sernio and the Le Prese district, A2A has signed

various agreements with the Angling Union (UPS). In this respect A2A

satisfies its fishlife obligations in the water courses of the Upper Alta

Valtellina and in the Cancano reservoir (41,000 brown trout and 400

kg of adult rainbow trout were added to stock in 2008) and provides

economic support for  protecting and increasing the fishlife heritage

of the Upper Valtellina. The Faedo Fish Centre project should be

highlighted among the many initiatives the Group has supported; this

aims at enhancing the value of the native fish fauna and in particular

the Mediterranean brown trout. In addition, the Centre promotes the

conservation of the marble trout which is a local species of the

Mediterranean trout of the granite rock areas and confluences of the

Po to be found at the bottom of the Adda Valley.

In addition A2A has signed a furher agreement with Consorzio di

Miglioramento Fondiario Sponda Soliva, under which it undertakes

to make available 970 l/sec of water from the Stazzona plant between

15 March and 15 May each year for agricultural use to protect against

frost. When there is ice the water is sprayed on the cultivated flowers,

covering them with a layer of ice which protects them from the freezing

cold of the surrounding air if this continues.

Vitali minimum flows (DMVs) in the Valtellina and measures to maintain the river environment

Currently in Valtellina the release of water is assured by means of the partial opening of one of the sluice gates at each of the individual

water run-offs, which are regularly controlled during inspection periods. In the event of something unusual occurring the operator is

able to intervene on a timely basis by removing  any obstacles and taking the size of the flow back to planned levels. In addition, downstream

from the main run-off points, in bed capacity measurement sessions are carried out to check the actual quantity of water released and

that the protocols are being complied with.

At the end of October 2007 a proposal for testing the DMWs, tending to highlight the problems involved by a simple application of the

regulation, was presented to the Region of Lombardy and the Province of Sondrio, recommending a scientifically methodological

approach based on enquiries and the monitoring of the proposed gradual release plan. Following the approval of the Guidelines for

starting up the testing of the DMV, by the Region of Lombardy in August 2008, the detailed testing project, provisionally approved by

a decree of the Region of Lombardy, was presented in November.

Another of the effects on the environment caused by water works is represented by an interruption to the fluvial environment due to

the presence of dams, built to serve water run off, which prevent fishlife from moving around freely along the whole of the river. By

constructing a suitable fish stairway in the Le Prese district and opening the sluice gate at the crossing of the Adda at Grosotto, the

continuity of the river has been re-created in the section of the Adda between Sernio and Le Prese. In addition, A2A has also presented

two proposals to the Region of Lombardy to build a fish stairway as a means of getting around the Sernio dam; at the request of the

Region, A2A has engaged a specialist company to carry out a supplementary analysis of the overall fishlife situation in the area, with a

new proposal for a stairway. An upwards stairway for fish has also been built at the Viola run off as part of the new Viola Canal project.

Additionally the Adda dam and the Roasco ledger have been dismantled, to the benefit of the landscape and the renaturalisation of the

river bed. These measures are expected to be completed during 2009.

BAS SII manages a woodland-pastoral complex covering a total area

of over 165 hectares close to the main springs of the Bergano aqueduct

system (Algua, Nossana, Costone and Albino). Aware that water

constitutes an asset having one of the highest values in nature, the

company has always acknowledged the significant defensive worth

of the forest areas relating to this heritage, including as regards the

sustainable development of the territory. It has therefore set itself

the objective of seeking the best forms of natural environment for

the forests, whose levels of functionality and balance ensure the

highest degree of hydro-geological efficiency. In 2000 the ERSAF (the

Regional Body for Services to Agriculture and Forestry) was instructed

to draw up a plan for arranging the agricultural and forestry area in

order to defend catchment by the springs. The plan provides for

selective thinning out measures, reforestation, cultivation treatment,



pruning and the consolidation of areas in difficulty; it will be

implemented by means of specific measures scheduled annually in

collaboration with the ERSAF. More specifically, cultivation treatment

was carried out in all the protected areas during 2008, together with

vegetative pruning in the recently reforested areas; selective thinning

of the rewooded areas has also been carried out in the areas close to

the Algua springs. In 2009 it is planned to create nature trails, in

particular in the Nossana spring area, which are already the subject

of school trips. In conclusion specific attention is given to the vital

minumum levels of water downflow of the water courses situated

downstream from the spring catchment, as defined in the original

concessions.

Noise and electric and magnetic fields

Regulatory restrictions require practices and methodologies designed

to reduce environmental impact in terms of acoustic pollution. A

study carried out during the preliminary design stage of the plant to

estimate the environmental impact enabled systems and machines

to be selected which have minimum sound power levels (by

interveneing at source rather than by soundproofing existing plant).

The presence of staff in the Group who are qualified as skilled sound

technicians in accordance with article 5 of the Regional Regulations

of 21 January 2001 enables the following to be carried out:

_ the preparation of a study and the definition of specific techniques

aimed at restricting the emission of sound into the extrenal

environment;

_ the monitoring of the acoustic impact with a predetermined

frequency.
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Examples of the management of noise and electric and magnetic fields in A2A entities

Noise and energy production plant

The plants which supply the district heating network are often situated in urban locations. The environmental aspects connected with

the emission of noise are consequently of particular significance. In this respect A2A carries out regular monitoring campaigns to assess

the effect in size terms of changes made to the acoustic environment; any mitigating measures needed to reduce the sound levels

caused by the water sources are then carried out on the basis of the results of these campaigns.

The acoustic reclamation measures at the Tecnocity power station, located in the Bicocca quarter of Milan, continued during 2008 in

this respect. This measure regards installing new soundproofing and also strengthening and optimisating the existing buildings. In

particular the ventilation system and the soundproofing system of the room in which the cogeneration machines are located have

been reinforced and enhanced, an acoustic cabin has been erected on the external tower water circulation pumps and extraordinary

maintenance has been carried out on the sound absorbers of the evaporating towers. In addition tests have been carried out on one

of the evaporating towers to assess the effectiveness of mounting soundproofing linings to reduce the noise generated by the roaring
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of the water. Following this an acoustic monitoring campaign was then carried out to evaluate the efficiency of the measures; the results

of this campaign highlighted the need to plan further intervention to limit acoustic emissions from the Tecnocity power station. As a

result, therefore, intervention is planned to take place on the evaporating towers by completing the installation of the soundproofing

lining in all of the towers, building new soundabsorbent barriers and installing a silencer on one of the towers where this is currently

absent. In addition adjustments will be made to the acoustic glasses and grills of the plant buildings. It is planned to complete all these

measures, which are currently in progress, by the end of the summer of 2009.

An assessment of the acoustic and magnetic effect of the distribution of electricity

When new plant or machinery is built, such as for example primary

cabins, it is by now customary for A2A Electricty Networks to carry

out an assessment of the magnetic and acoustic impact of the

installation at the design stage, with the aim not only of ensuring

that current laws and regulations are being complied with but also

of identifying the best technology to deploy. As far as the existing

situation is concerned a report has been received regarding the

Chiusure substation and the problem there is now being resolved.

Noise emissions at the plant arrive mainly from the primary cabins

(transformers and cooling plant) and from the cooling equipment

installed in the secondary cabins. The noise produced by the

transformers depends upon the characteristics of the individual

machine, and in the most critical cases sound absorption

panels/barriers have been installed such as at the Ricevitrice Nord

T8 transformer (Milan), while for the older and noisier machines a

replacement plan has been drawn up. 

On the other hand in the case of the secondary cabins the need to

cool the room affects specific periods of the year and as a result the

measures taken have been as follows:

_emissions have been contained through the installation of

attenuators/silencers;

_ working time is reduced to the period of the day when the

temperature is at its highest.

A data base has been prepared which collects all the information from the secondary cabins regarding neighbouring rooms. This

information will be used to identify the more “sensitive” cabins, meaning those which create significant electric and magnetic fields in

the neighbouring external areas (for example in proximity to inhabited buildings etc.). A design of the layout of this equipment will be

drawn up with the aim of assessing, with the aid of a simulator, whether there is the need for preventative modifications to be made for

prudential purposes or for ensuring that legal limits are complied with.

Noise in the gas reduction groups

AEM Gas (today A2A Reti Gas) has worked for many years on preparing a plan to measure acoustic emissions from the gas pressure

reduction groups situated throughout the territory. To select the plants on which the checks should be carried out the following

parameters have been taken into consideration:

_ plant category (first and second stage cabins, regulation cabins);

_ the location of the plant.

The sample was selected in order to be representative for the purposes of impact on the population and by taking into consideration

the above-mentioned parameters. The assessment takes into account the acoustic zones determined by the municipalities (“zonisation”)

in which the reduction groups are located. In 2008, as in previous years, 20 checks were performed on various types of plant with the



The management of waste produced by the
Group

As all industrial activities, those performed by the A2A Group produce

various types of waste which are managed in accordance with the

following criteria: reduction of quantities, reduction of the extent to

which the waste is hazardous and despatch for the recovery of

materials and energy, with this being given priority over disposal.

The processes for urban waste purification lead mainly to waste

consisting of the filtered residue of the waste entering the plant, which

has characteristics similar to non-differentiated urban waste, and

sludge extracted from the treatment line.
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aim of obtaining a significant sample that was as varied as possible. The staff involved performed the checks on the plants in the following

manner:

_ the checks were carried out between January and April and between September and December in order to cover the periods of

greatest consumption during the thermal year;

_ acoustic emissions were measured during morning peak hours, from approximately 6.30 to 7.30 (the highest peak), and during the

night, from approximately 2.00 to 5.00 (when there is the lowest level of background noise).

The results of this survey, which are documented in the testing results and the final reports, are currently being reviewed by A2A Reti

Gas. Should anything unusual be found suitable corrective action will be arranged and a new programme repeating the acoustic emission

checks will be drawn up in order to find a solution.

The management of noise at AMSA sites

AMSA performs sound measuring analyses in all of its departments and at its plants on a quarterly basis, using accredited external

laboratories; in addition to this the acoustic impact is measured each time that changes are made to plant or activities are carried out

which may contribute to external noise.

Acoustic measurement procedures are performed on the basis of an approved annual timetable.

The results of these procedures are assessed when defining improvement objectives.

Verziano purification plant

Line “B” of the Verziano purification plant is equipped with low noise machinery (such as for example permeate extraction pumps and

compressors) provided with suitable soundproofing screens and installed in closed buildings which are similarly constructed with

paritcular attention being paid to noise emission. The machinery and factories for the shortly to be built line “D” have been designed

to include the same equipment.

Special waste produced by type 
of process/activity 
Non-hazardous special waste - t
Production and distribution of energy 16,937
Waste management 62,861
General services 103
Integrated water service 26,581
Incineration 232,082

total non-hazardous waste produced 338 564

Hazardous special waste - t
Production and distribution of energy 1,130
Waste management 58
General services 2
Integrated water service 3
Incineration 67,632

total hazardous waste produced 68,825

Special refuse (hazardous and non-hazardous) 
sent for recovery
Production and distribution of energy 71%
Waste management 3%
General services 71%
Integrated water service 86%
District heating 66%

Average for the A2A Group 57%
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Waste management processes lead to the production of other

waste, deriving mainly from maintenance activities and from the

treatment (transformation) of the waste itself. For example the waste

landfills mostly produce percolate which is then sent to waste liquid

treatment plants. Combustion residues and ash are produced by

incenerators while selection and treatment plants produce residues

of material which are not otherwise recoverable or homogeneous

fractions sent for recovery.

Treatment of sludge and the reduction of the production of sludge at the Verziano purifier

In addition to the construction of a new water treatment line the enlargement of the Verziano purification plant includes the enhancement

of the existing sludge line. This envisages the introduction into the chain of an advanced pre-treatment of the surplus sludge known as

“thermic hydrolysis” (T.H.P.: Thermal Hydrolisys Pre-treatment). The process is valuable because it makes the aerobic sludge extracted

from the biological lines compatible with the anaerobic stabilisation treatment already existing in Verziano, without requiring additional

digestion volumes, thereby optimising the production of biogas and energy recovery. In addition the T.H.P. treatment has as a positive

factor the fact that it also improves the dehydratability of the sludge and reduces the quantity sent for disposal. The final objective of

the new sludge line will not only be to reduce the production of this material but also to be able to dispose of it in the nearby waste to

energy plant, thereby obtaining a recovery of energy or, subject to compatibility tests, use it for agricultural purposes.

The Brescia waste to energy plant: the project to recover combustion residues

A portion of inert, non-burnable material of around 20% to 25% of the total weight of the residual waste remains following the burning

process (the so-called heavy combustion ash). Having undergone a heat treatment at a temperature exceeding 1000°C, this material

essentially has none of the hazardous substances which may have been contained in the original waste and has physical features which

make it suitable for use in the construction sector.

In the absence of any specific experience at a national level in the recovery of these residues during the first few years in which the

Brescia waste to energy plant was in service, the combustion ash was used in the landfill for the daily covering of the waste, after separating

out the ferrous metals and then sent for recovery in the foundry. Since 2004, in addition to what has by now become the consolidated

separation and recovery of ferrous materials, certain experimental initiatives have begun which are aimed at a further recovery of non-

ferrous metals (such as aluminium and copper) as well as the recovery of the inert portion used in the preparation of concrete or

cement. The recovery of ash from the burning of waste was gradually extended during the following years to reach 60% of the annual

total residue (80,000 t), thereby avoiding the digging of new quarries. The ash is subjected to a specific treatment in dedicated plants

which enables firstly all the various types of metal to be seperated out (which overall represent 8% to 10% of the total) followed by the

various granulometric portions of the inert materials. Depending on their granulometry and chemical and physical features these are

then sent to cement works where they are used as the raw material for the production of cement or to concrete-making plants. The

products resulting from these recovery activities are strictly controlled to ensure that environmental laws and regulations are complied

with.

The Ecolombardia 18 plant, which has a power of 120,000 t/y, entered

service during the first part of 2009; the plant obtains value from the

combustion residues by putting them into a state for use in cement

works or for engineering purposes. 

In terms of the waste produced by the Group’s offices, projects have

begun at certain locations to make people more aware of differentiated

collection and to optimise management, as well as to reduce the

environmental impact caused by office work which despite being

relatively insignificant compared to production activities cannot be

totally ignored given the number of the Group’s employees and

locations throughout the area.
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The “OK project”
The OK project which was introduced into the offices of the Headquarters of APRICA in 2008 begins with and obtains its motivation
from the Agenda 21 process started up by the Municipality of Brescia in 2005, and consists of recommendations and measures, addressed
to office workers, which are designed to avoid a waste of materials and energy; more generally it consists of the invitation to behave in
a more “virtuous” way, an approach which for a variety of reasons tends to be forgotten in the workplace.

Energy saving
A capillary awareness campaign has been developed to achieve energy savings with the invitation to switch off lights when they are not
needed. Multiple socket outlets with switches have also been given to individual employees to reduce the consumption of energy which
occurs when computers and the peripherals connected to them are kept in standby. In order to reduce the consumption of electricity
in the most frequently attended communal areas automatic switches based on physical presence and timers will be installed. In the
meantime as part of ordinary maintenance high efficiency lights have been installed.

Differentiated collection of internal waste and reducing the consumption of paper 
As the result of an analysis of the state of the art and in certain cases following the need to start things up again it may be stated that
differentiated collection is a consolidated practice in all of the Group’s offices, where every desk has a basket for the separate collection
of waste paper, and that no enormous difficulties have been encountered. A specific commitment was required to introduce the use
of recycled paper and certain methods of reducing paper consumption, including certain best practice relating to information systems.

Zero RUP (Rifiuti Urbani Pericolosi - Hazardous Urban Waste)
A reduction of hazardous waste and the resulting saving in disposal costs has been achieved thanks to specific clauses included in the
cleaning tender which require the use of ecolabel or similarly branded products; products labelled as hazardous or inflammable have
gradually been eliminated, including from stationery stores.

The management of hazardous substances

ASBESTOS
Over the course of the years the companies which gave life to A2A
have had the removal of objects containing asbestos as one of their
objectives and have constantly reviewed the state of these articles to
ensure that it corresponds to legal requirements. The Group is
currently preparing self-notifications and is arranging for the
coordination and harmonisation of eternit asbestos management in
all Group companies as a response to the recent PRAL (Piano Regionale
Amianto Lombardia - Lombardy Region Asbestos Plan) which sets

itself the ambitious objective of removing and disposing of all the
asbestos existing in Lombardy by the end of 2015. As a consequence
of this the PRAL requires all industrial and civil subjects to carry out a
new cataloguing process (self-notification) and requires the ARPA
(Regional Environmental Agency) to draw up general documentation
regarding the sites.
The management, maintenance and conversion of thermal plants
may lead to the production of waste consisting of plant components
or other articles containing asbestos, depending on the age of the
plants concerned. These materials are dealt with in accordance with
current laws and regulations and are disposed of by authorised parties.
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POLYCHLOROBIPHENYLS
One of the most significant features of the distribution of electricty
is the need to deal with the older transformers which potentially
contain polychlorobipheyls (PCB).
A2A no longer has any equipment having a concentration of PCB
exceeding 500 ppm. Following the merger 54 transformers remain
and these have a PCB concentration ranging from 50 to 500 ppm.
This equipment will gradually be decontaminated or disposed of
during overhauls or repairs.
In the meantime the following procedures are carried out as normal
procedure:
_ an annual check is performed on the state of preservation of the

equipment;
_ a two-yearly communication is sent to the ARPA regarding the

situation of the equipment held;
_ a communication is sent to the ARPA when there are changes in the

number of pieces of equipment;
_ a communication is sent to the ARPA and the ASL, the health

authorities, when there are site changes;
_ any transportation is carried out as hazardous goods (under the

“ADR” regime);
_ samples are taken and the PCB content is checked.
Transformers having concentrations lower than 50 ppm are still used;
this equipment is similarly monitored and replaced if it breaks down.

OTHER HAZARDOUS SUBSTANCES
Environmental matters connected with the management of
hazardous substances may arise from the work carried out on the
distribution networks, and in fact hazardous waste may also be
found during road digging work. Episodes of this nature may recur,
such as for example during the construction of the district heatring
network in the municipality of Sesto San Giovanni. As a result A2A
has set up operational rules in collaboration with the municipality
for dealing with contaminated excavations, ranging from the
analysis of samples to the disposal of waste.

The only single-use landfill in Lombardy: from an asbestos deposit to an almond tree park
At the end of the nineteen nineties Ecodeco declared its availability to reclaim a site in the municipality of Cavriana, previously used as
a quarry in the post war period and subsequently as a landfill, and to make the site safe under its own responsibility and at its own expense
on the condition that that it could manage the area as a controlled landfill until the space was fully utilised, depositing materials containing
asbestos-cement. This project, drawn up by the technical department of Ecodeco, plans for the complete removal of the waste lying
in the landfill, the construction of an impermeabilised sector to collect such refuse and the preparation of a sector dedicated to the
disposal of cement-asbestos waste: the restoration was accordingly carried out under the responsibility of Ecodata and at its own
expense, and under the supervision of the Mantua ARPA and the Municipality of Cavriana, in this way making the change of use of a site
possible without the use of public funds. The sectors of the landfill dedicated to asbestos were constructed in accordance with the
regulations issued on this subject by the European Union, as incorporated into Italian law and reformulated by the Region of Lombardy,
in order to adapt them to the need to dispose of a specific type of waste whose feature is that of being inert by definition and insoluble,
and therefore fully suitable for being buried underground and remaining there, from whence it came, for future years, with the certainty
that it will have no adverse effect on the surrounding environment, on the water table or on human health. Once the available space is
filled the landfill will be reclaimed as a public park to be used for planting the almond trees which are typical of this area.



ENVIRONMENTAL POLICY TOOLS
FOR DEALING WITH CLIMATE
CHANGE

Policy and Governance
Since the nineteen nineties, as one of the many environmental policy

tools together with the usual Command and Control approach (by

which limits and standards are established and subsequently

controlled, and fines are levied if these limits are not respected) the

Cap and Trade method has become widespread in connection with

questions such as climate change, the development of renewable

sources and an increase in energy efficiency, which have a weight

and require an effort that are not only national but also global. Under

the Cap and Trade mechanism the legislator puts forward a series of

environmental objectives for certain parties (for example involving

the production of a certain quantity of energy from renewable

sources) which those parties may achieve on their own (for example

by building plants fuelled by renewable sources directly) or by

purchasing environmental obligations which “certify” that production

has been carried out from renewable sources produced by other

qualified operators. This approach has the scope of achieving

environmental objectives on the basis of a principle of economic

efficiency: the obligated party will buy environmental obligations if

he is able to pay less for them than his cost of production, and

accordingly the environmental step taken - which will go to the benefit

of the community at large - is that organised by the most efficient

operator, independent of where he is situated.

The first large-scale case of the application of the Cap and Trade

approach is the Emissions Trading Scheme (ETS) which is linked

to the Kyoto Protocol which, signed in 1997, has the objective of

obliging its 160 signatory states to reduce the emission of greehouse

gases at a global level compared to their 1990 levels. The European

Union and Italy ratified the Protocol in 2002 and Directive

2003/87/EC set up the ETS regulatory framework for European

companies from 1 January 2005 for the period from 2005 to 2007

(the so-called pre-Kyoto period) and from 2008 to 2012 (the Kyoto

period).

Italy introduced the Cap and Trade approach, also as guidance, for

the development of electricity from renewable sources by means of

the Green Certificate scheme, introduced by Legislative Decree no.

79 of 16 March 1999, and for obtaining an increase in efficiency in the

end consumption of energy by means of the White Certificate (or

Energy Efficiency Obligation) scheme, introduced by the Ministerial

Decrees dated 20 July 2004.
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Environmental markets for the A2A Group
The environment and enviromental regulations have increasingly become subjects linked closely to the Group’s competitiveness

Emission Trading Green Certificates White Certificates Green Pricing
Production of energy from conventional sources • •
Trading power/foreign markets/import/export of energy • •
Production of energy from renewable sources • •
Electricity distribution •
Gas distribution •
ESCO/services/sale of heat •
Waste to energy plants • •
District heating/cogeneration • • •
Sales to end customers • •

• Environmental markets regarding the whole of the A2A Group • Turnover exceeding 40 million euros in 2007

On 11 June 2008 A2A signed the “Protocol for the reduction of greenhouse gases as part of the Kyoto Protocol and European Union

objectives up to 2010” together with the Ministry of the Environment and the Municipality of Milan. AMSA, ATM, Milano Restorazione, MM

SEA and SOGEMI also signed the Protocol.

This agreement forms part of an overal urban sustainability strategy whose aim is to enable the objectives of the Kyoto Protocol to be

reached by 2020, in line with the document “Energy for a changing world” adopted by the European Union on 9 March 2007 in which it

unilaterally commits itself to reducing its emissions of CO2 by 20% by 2020, at the same time increasing its level of energy efficiency by 20%

and increasing the portion of renewable energy sources used as part of the total energy mix by 20%. A2A is contributing to the attainment

of these targets through its district heating activities and investments, through district cooling and facility management and by means of

biogas energy recovery and communications initiatives.
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As may be seen in the synoptic table below the A2A Group is involved

almost fully in all the more significant environmental topics, given the

broad spectrum of the activities it performs in the energy and

environmental sectors, and uses a wide range of environmental policy

tools as the table also shows:

A2A has adopted a highly interdisciplinary and intercompany approach

for tackling the major environmental issues, involving and coordinating

staff working in production, the distribution of energy vectors, design,

the environment, investor relations, communications and trading.

The function “Environmental Markets” has been set up as part of the

Trading and Portfolio Management Organisational Unit of A2A Trading,

which is dedicated to the operational and commercial management

of the Group’s total portfolio of environmental obligations.

Emission Trading
In 2008, the first of the five years of the Kyoto Period, the Group had

11 thermoelectric and cogeneration plants connected with its district

heating network which formed part of the ETS (Emission Trading

System), of which the main ones were those located at Cassano d’Adda

(Milan), Ponti sul Mincio (Mantua) and Gissi (Chieti), to which should

be added:

_ 5 cogeneration plants situated in Milan and Brescia;

_ 2 waste to energy plants (Silla 2 only for the reserve boiler for the

district heating network);

_ 5 cogeneration plants situated in France and belonging to A2A

Coriance;

_ 6 plants owned by Edipower but managed by A2A Trading in

accordance with the tolling agreement signed with the other

Edipower industrial companies in September 2003.

The A2A Group uses a combined model for managing the ETS, defining

operating processes, internal communications, roles and responsibilities.

The model has on the one hand the objective of guiding the companies

involved to work in a coordinated manner and on the other to minimise

the costs (or maximise the benefits) resulting from the Group’s overall

position, understood as the balance of the rights allocated and the

actual emissions of CO2. In addition, establishing precise rules

determined by Group management for intercompany pricing enables

the performance of each company involved to be measured. At an

operating and commercial level the portfolio of CO2 rights is managed

by the subsidiary A2A Trading, which operates on national and

international spot and forward CO2 markets such as Bluenext and ECX

(organised exchanges based in Paris and London respectively).

From 2008 for the purpose of satisfying ETS requirements it is possible

to use not only EUAs (European Unit Allowances) allocated free of

charge by the competent authority but also credits arising from the

Clean Development Mechanism (CER) and Joint Implementation (ERU)

projects, the so-called “flexible mechanisms” of the Kyoto Protocol*.

Thermoelectric plants have the right to substitute EUAs with CERs/ERUs

for up to 19.3% of the total allocated, which falls to 7.5% for plants used

for district heating. A2A has been on the CER market since 2007.

Green Certificates
Pursuant to article 11 of Legislative Decree no. 79 of 16 March 1999

(which introduced the liberalisation of the electricity sector) the A2A

Group is required to put a portion of electricity into the grid which

derives from plants fuelled by renewable sources which entered

service (or were repowered, and in that case for the additional

production) subsequent to 1 April 1999 which is proportional to the

energy from conventional sources produced or imported the previous

year. The “Green Certificate” issued by Gestore dei Servizi Elettrici

SpA (GSE), which certifies the production from renewable sources

having such prerequistes, is negotiable between operators either

through bilateral trading or on the exchange organised by Gestore

del Mercato Elettrico SpA (GME). 

In 2008 there was an obligation of 4.55%. The subsidiary A2A Trading,

which manages the distribution from production plants which sell to

the free market and which as part of its trading activities works on

interconnection for import and export purposes, performs the

valuation of the obligations for the whole A2A group, its self-production

and the need to acquire Green Certificates externally. A2A holds the

trading relations with third parties and arranges for settlement from

an operational standpoint by trading on the market organised by GME

and working with the electronic registers prepared by GSE.

During 2008 the Group introduced certain measures to enhance the

value of cogeneration relating to district heating which are entitled

to receive Green Certificates for that portion of the heat which is

cogenerated and used in the district heating network.

Green Pricing
Green Pricing is a voluntary tool for promoting the electricty produced

from renewable energy sources by means of which consumers may

choose to use energy generated by a “certified” renewable source,

committing themselves to paying an additional fee. This scheme is

based on the concept of certifying the energy produced (an example

of this is the RECS scheme - www.recs.org) and on the related

environmental benefit.

By means of Green Pricing A2A enhances the value of the Group’s

renewable production, which in Valtellina alone has an installed

hydroelectric power of more than 800 MW.

A2A joined the RECS scheme in 2008, renewing the membership of

of the hydroelecric plants at Grosio (for a part of the production),

* For further information on the Kyoto Protocol and the Clean Development Mechanism and Joint Implementation projects see httpi/unfccc.int



Lovero, Roè Volciano, Pompegnino, Prevalle Chiese, Prevalle Naviglio

and Stazzona.

Membership of the RECS scheme enables the sales companies of the

Group (A2A Energia and ASMEA) to provide their ‘eco-senstive’

customers with the opportunity of buying ‘green energy’, meaning

that coming from renewable sources.

With the aim of enhancing further the value of its sustainable

production and the “renewability” of its production park in 2008

A2A also obtained the EE01 “Climate and Energy” certification issued

by TÜV Italia for the Grosio plant (for a part of the production); this

certification had already been obtained for the Premadio plant in

2006.

Energy Efficiency Bonds
The policy of promoting energy saving by the end user in Italy was

considerably reformed by the decrees dated 20 July 2004 issued by

the Minister for Industry together with the Minister for the

Environment. These decrees introduced the so-called White

Certificates system which, based on the cap and trade scheme, set

itself up as being highly innovative and at the forefront of the

international scene: distributers of electricity and gas having more

than 50,000 customers have the objective of making savings in the

final use of energy through projects they have developed themselves

or through ESCOs (Energy Service Companies) which are recognised

by the Electricity and Gas Authority. 

A2A was the third largest operator in Italy in 2008 in terms of the

energy savings to be made, namely 112.235 toe (tonnes of oil equivalent),

a figure which corresponds to 5% of the target of Italy as a whole and

one which will continue rising until 2012. The A2A Group also promotes

energy saving initiatives through three Group companies which act

as ESCOs.

Since A2A’s energy savings targets are a significant percentage of the

savings to be achieved at a national level, and given the considerable

attention placed by the Group on sustainability matters, an “Energy

Efficiency Bonds” Committee has been set up which has the aim of

developing new “in house” initiatives, exploiting the skills and technical

experience of the Group in matters of efficiency. On the other hand

as far as dealing with outside relations is concerned the Committee

works with A2A’s Environment Markets function, which operates on

the market organised by GME as well as carrying out bilateral trading

for the sale and purchase of bonds to and from ESCOs outside the

Group.
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RESEARCH AND INNOVATION

The Quality, Environment and Safety Policy of the A2A Group and the

Charter of Values put emphasis on the research for, and development

and adoption of, innovative technologies as part of the production

and provision of the business’s services and innovation as the objectives

which must guide investment decisions and the daily activities of all

of the Group’s employees.

“... Produce and distribute services using innovative technologies that are

appropriate for the requirements of technical, economical and

environmental efficiency ...”

(from the A2A Group’s QAS Policy)

“..INNOVATION: facing change and evolution through the contribution

of ideas, flexibility and an opening towards the new...”

(from the A2A Group’s Charter of Values)

Some of the more significant results from the research activities

carried out by the A2A Group in collaboration with universities and

other public and private institutes are described in the following.

ECODECO and 14 university institutes work together for the development of secondary energy basins

On 30 September 2005, in response to a tender put out by the Ministry whose objective was to relaunch the National Research

Programme, ECODECO, together with certain universities and research institutes, presented a preliminary project on the subject of

“Energy saving and distributed microgeneration” which was entitled “Energy saving through the enhancement in value of Secondary

Energy Basins as a source of distributed energy”. By Secondary Energy Basin was meant the energy contained in the residual fraction

of urban waste produced in a certain territory: this basin is continually re-fed by the residual fraction of waste in exactly the same way

as a hydroelectric basin is re-fed by rain. On the specific subject, Ecodeco obtained the highest marks, 90 points (together with another

8 projects), and received this summarised opinion: “The idea of the project appears to be at an excellent level, especially to the extent

that the planned research is of an innovative nature”. At the request of the Ministry, therefore, Ecodeco drew up the executive industrial

research project while the base research project was presented by the Bicocca University of Milan. Both the base research and the

industrial research parts of the Ecodeco project are eligible for subsidies.

The base research project, which lasts from July 2007 to July 2010 and which regards defining the base components and the maximum

objectives which the system for enhancing the value of Secondary Basins can theoretically reach, involves 14 university institutes.

The industrial research project, which lasts from July 2006 to June 2010, is separated into two main sections regarding:

_ Waste & Power (the burning of waste and non-traditional fuels): the project proposes an innovative approach which consists of

considering the furnace-boiler as an integral part of the fume treatment line, with issues consequently reduced at source. Very

encouraging results are being obtained in all of the sectors mentioned, for example in the possibility of neutralising the acidity of the

fumes already in the combustion chamber or lowering the level of fine dust, which confirm the validity of the approach and the various

ideas included in the project;

_ Natural Energy from Waste (NEW): the basic idea in this case is to separate the Amabilis (namely the bio-desiccated material produced

starting from the residual fraction of urban waste in Ecodeco’s intelligent transfer stations) into a high energy power non-degradable

portion (usable in cement works) and a slowly degradable portion to be used in activated bioreactors to produce biogas in a controlled

way and with high yields. Attention is being placed particularly on improving the activation, catchment and treatment processes of

the biogas, on conceiving systems for the treatment and re-heating of the percolate aimed at re-circulation, on increasing the production

of energy from the burning of biogas and on improving the treatment of the fumes leaving the engines.

Particularly interesting results are being obtained from the separation systems which enable separation efficiencies and very high

recoveries to be achieved, from the fine tuning of innovative software to regulate its suction capacity, from the realisation of a continuous

system of analysing the polluting components contained in the biogas and from the study of innovative catalytic systems for the removal

of VOCs from the engine fumes.

The validity of the original approach has also been confirmed in this section.

In addition, ECODECO is continuing its research activities into the Biocubi process in order to make it even more efficient and competitive.

Work is currently taking place on the software managing the process and on the waste chopping and handling systems.

In summary, during 2008 the Ecodeco Group worked on 34 research projects of which:

_ 12 regarded the ITS section

_ 12 regarded the NEW section
_ 10 regarded the W&P section.
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Working groups for the prevention and reduction of urban waste and similar material

Over the past few years European Union policy regarding the protection of the environment and natural resources has concentrated

on the problem of waste and in particular on the increasing quantities of waste being produced. The reduction of waste has been

identified as the priority, followed by the re-use and recovery of materials and energy. The landfill is identified as a last resort, to be used

in the case that it is not possible to find any other solution.

As part of this overall framework an Aprica working group completed a study in July 2007 which had been developed in the following

three stages:

_ An overview and analysis of good practice in relation to intervention taken in Europe and North America. The work performed identified

the paper and food sectors as being necessary and deserving of particular attention (performed by IEFE Bocconi).

_ A study of the best prevention initiatives which relate to the city of Brescia and an assessment of the sociological and cultural impact

of the measures and interventions identified within the paper and food sectors; special attention was given to the IPPC regulations,

with the identification of BATs, and to the Green Public Procurement (performed by IEFE Bocconi).

_ An analysis of the current situation in the production of waste and of a future situation which envisages the reduction of this waste;

for both these scenarios the study concentrated on the decisions and the behaviour of the various players (service producers,

economic operators, users, etc.) and on the measures required for change, with the aim of identifying a series of practical steps that

should be taken to stabilise the production of waste, thereby counter-balancing the present increasing trend (performed by INDACO,

the Department of Industrial Design, the Arts, Communication and Fashion – Milan Polytechnic).

_ A qualitative and merceological analysis of the flows of waste produced in the urban environment in Brescia, for the two sectors

previously highlighted (performed by the CRASL - the Catholoic University of the Sacred Heart of Brescia).

_ An analysis of the best practice to adopt at various institutional levels (performed by Ambiente Italia).

The above-mentioned studies enabled practical proposals to be drawn up aimed at obtaining a reversal of the trend in the production

of waste, namely at stabilising the production of waste throughout the territory of the city of Brescia by means of carrying out 11 steps

which, using a wide variety of tools (communication, incentives, voluntary agreements, etc.), will firstly slow down the increase and

then stabilise the production of waste. To this end, in addition to steps being taken in the two sectors under consideration (paper and

food) additional measures are also planned which regard composting, dealing with bulky waste and re-usable nappies for babies. Various

areas of interventions and flows are envisaged.

The Region of Lombardy has recognised the validity of this project and with a resolution of the regional council, DGR VIII 5645 of 23

October 2007, took the decision to co-finance the continuation of the study with the aim of putting forward the above-mentioned

steps as good practice recommended by the Lombardy Municipalities for combating and stabilising the increasing trend in the production

of urban waste. In agreement with the region’s technicians in 2008 the working group reworked the scope of application of the measures,

extending them to outside Brescia’s municipal borders.

AMSA’s initiatives for innovation

An experimental study is currently in progress for the use of a protype of a catalysor, with the aim of reducing the atmospheric emissions

deriving from the combustion of biogas in the engines which produce electricity at the Gerrenzano plant.

In addition, again at the former Gerenzano landill, an experimental study has begun into an increase in the production of biogas for

energy production.

Waste from street cleaning amounts to around 5% to 10% of the total

of non-differentiated urban waste. This level therefore justifies

identifying technologies which can enable recovery to take place.

Aprica has carried out a technical and economic feasibility study with

positive results, highlighting in addition the considerable

environmental value of such an approach given the high percentage

of inert materials (sand and gravel) that could be recovered through

a process of this nature. This plant, which has been operative since

2007, also puts into practice the principles contained in European

Union, regional and provincial directives, as it provides for the

reduction of the quantity of waste to be sent to the landfill and makes

the principle of environmental sustainability become real by
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implementing processes leading to the recovery of over 60% of the

waste arriving.

The waste incineration process cannot ignore the identification of

systems to recover the heavy ash which is produced. In this respect

Aprica has been performing dedicated research over the past five

years in which universities and professionsals with specific skills have

been involved. This research has identified the washing process as

the most advisable solution for recovering materials from the ash and

the street dirt which have the characteristics required by laws and

regulations.

Plant for washing street cleaning dirt

This plant built in Brescia can deal with approximately 30,000 tonnes of waste on entry a year and is the second largest plant built in

Italy with such characteristics.

The innovative and highly qualifying features of the plant, which was designed following a whole series of experimental tests, are as

follows:

_ a counter-current waste washing unit;

_ a cyclonatural unit with spiral separators;

_ a chemical, physical and biological treatment plant for the recovery of water in the washing process.

The washing process enables substances present in a dissolved form, in emulsion or in suspension to be transferred from the waste

particles into the water. Following this the solid contaminating substance particles are separated by means of further selection processes.

Finally the water used in the process is purified in a specific chemical, physical and biological treatment plant. 

This innovative plant enables street cleaning waste to be treated and materials of certified quality to be obtained which previously were

sent to landfills for disposal. As a consequence, on the one hand the plant limits the use of landfills while on the other it restricts the

need to obtain sand and gravel from new quarries.

The products leaving the plant conform to the UNI EN standards for the specific

sector: UNI EN 12620 - Aggregates for concrete; UNI EN 13043 - Aggregates for

bituminous mixtures; UNI EN 13139 - Aggregates for mortar; UNI EN 13242 -

Aggregates for civil engineering work.

The materials recoverable from the treatment of arriving waste are therefore

materials which may be sold throughout the European Union as they bear the EC

marking. The aim of the EC marking is to provide a guarantee to the consumer,

namely the purchaser, that the marked products meet basic safety requirements

and have passed the tests envisaged by the regulations.
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The project for a plant to recover heavy ash from waste incineration

As part of the “NextGenBioWaste” European project a feasibility study has been performed in collaboration with specialised companies

and Trieste University whose objective is to draft the outlines of a heavy ash recovery plant. This study also took into consideration the

experience in recovery gained at the Brescia waste to energy plant.

This recovery plant, for which authorisation was applied for at the end of 2007, will consist of the following sections:

Ash storage and ageing - During the ageing process, which from the tests carried out has an optimal duration of 30 days, the heavy ash

is transferred from one storage bath to another and wetted by means of carbon dioxide saturated rainwater to encourage chemical

and physical carbonisation processes which promote the precipitation of certain heavy metals. At the end of the 30 days the aged ash

is is transferred to the treatment sections. 

First washing stage - The first stage envisages comminution, washing, granulometric selection and the separation of metals, by means

of chopping, crushing and wet classification processes; in addition, the first washing stage also includes a section involving the

clarification and treatment of the water, which is fully recycled back to the top of the plant. The first washing stage enables washed

ferrous and non-ferrous materials to be recovered together with inert materials (around 20% compared to the ash on arrival) and

dehydrated sludge.

Second washing stage - The second washing stage consists of the clarification and treatment of the recycling water and a chemical

and physical treatment section for the final filtration of the excess water to make it suitable for discharging into the public sewage

system. This stage enables high quality inert materials (around 20% compared to the ash on arrival) to be recovered, in accordance

with the release test as per the Ministerial Decree of 5 February 1998, together with dehydrated sludge.

The plant will be divided into two equal parallel lines, each being independent and having a maximum treatment power of 35 t/h, and will

have a total power of 215,000 t/y.

The plant will enable over 95% of the waste arriving (which currently ends up being disposed of in landfills) to be recovered; in particular

merceological analyses and experimental tests show that it will be possible to recover the following secondary raw materials:

_ washed ferrous metals (approximately 18%, equal to around 46,000 t/y);

_ washed non-ferrous metals - aluminium, copper, etc. (approximately 2%, equal to around 5,000 t/y);

_ first stage inert materials [ > 4 mm] (approximately 21%, equal to around 52,375 t/y) conforming to standards UNI EN 12620 (aggregates

for concrete) and UNI EN 13043 (aggregates for bitiminous mixtures);

_ second stage inert materials [ ≤ 4 mm] (approximately 40%, equal to around 100,700 t/y) conforming to the release test as per the

Ministerial Decree of 5 February 1998 and to the standards UNI EN 12620 (aggregates for concrete), UNI EN 13043 (aggregates for

bitiminous mixtures), UNI EN 13139 (aggregates for mortar) and UNI EN 13242 (aggregates for civil engineering work);

_ first stage (approximately 11%, equal to around 26,750 t/y) and second stage (approximately 7%, equal to around 18,500 t/y) dehydrated

sludge, inert materials consisting of oxides, hydroxides, silicates, and carbonates, which represent the more “cement-like” part of the

heavy ash by reason of their physical features and chemical composition: these can be re-used as a secondary raw material in the

conglomerate, brick and cement industries.

Continuous samplers of organic micropollutants have been installed

at the Brescia waste to energy plant. Continuous sampling through

the use of automatic equipment represents an innovation compared

to manual sampling as it reduces errors during the extraction stage

to a minumum and additionally enables greater quantities of material

to be collected by carrying out a continuous washing process for the

whole sampling period (a month) and not only for the eight hours

envisaged by manual sampling. The system that has been installed is

certified by the TÜV (the German certification body of international

renown). The figure obtained represents the average concentration

of the pollutants in the fumes over the sampling period and permits

a continuous and more accurate sampling of emissions to be

performed.

Membrane bioreactor technology was born out of the combination

of the conventional active sludge biological process, introduced by

Arden and Lockett in 1914, and membrane filtering. The following box

describes an innovative example of the use of the ultrafiltration

technique as part of urban waste purification at the Verziano plant.
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Membrane ultrafiltration at the Verziano purifier

The membranes (ZeeWeed 500c) installed in the new line “B” of the Verziano purifier are of

the fluctuating hollow fibre type and represent a completely innovative technology in the sphere

of civil waste water treatment: the hollow fibre is well known to be the most favourable geometrical

form for limiting the investment and management costs of a membrane process given its

contained production expenses, high filter area density per unit of volume and low energy

consumption.

It has never been possible, though, to use hollow fibre membranes for liquids having a high content

of suspended solids due to the fact that the fibres get clogged up in a very short time. This problem

has been resolved for applications with the new hollow fibre modules because the solids remain

outside the membrane and only the permeate runs inside the fibre, thereby reducing the risk of

clogging. The membrane cosists of a macroporous support polymer, externally lined with another polymer which acts as a filtering

element. Porosity is in the ultrafiltration range (0.035μm nominal - 0.10μm absolute). To control fouling, the filtration modules are equipped

with an air insufflation system which ensures, by means of increased turbulence close to the fibres, that the deposits of biomass on the

fibres are kept to a minimum. An ultrfiltration module consists of thousands of fibres; should these break, the internal diameter is so small

that it ensures that the broken fibre is clogged in a matter of seconds. In the event of breakages this feature ensures that the quality of the

effluent is not compromised by the presence of suspended solids. The water filtered in this way contains a negligible quantity of suspended

solids (less than 1 mg/l) and is even practically sterile.

Permanent geoelectric monitoring system for
controlled landfills

The aim of the system is to check in real time that the geomembrane

is still in one piece, both during the filling and management stage

and the post-closure stage.

The plastic geomembranes commonly used to make landfills

hydraulically impermeable are also excellent electrical insulators. If

an electric current is able to pass between the underlying ground

and the material on top of the geomembrane then the membrane

must be torn. The permanent geoelectric monitoring system

patented by Ecodeco consists of energising the ground underneath the land fill

by means of a low ampage continuous current generator and measuring any

current flows by using a series of surface electrodes placed above the plastic

membrane. Through the use of specific software it is possible to visualise

immediately, both in table form and by means of a three dimensional graph, the

distribution of the measured current and locate the existence of any tears in the

geo-membrane precisely. The permanent geoelectric monitoring system is

currently installed and used in the majority of the landfills of companies of the

Ecodeco Group (such as for example at the Fertilvita di Corteolona (Pavia) and

Sicura di Comacchio (Ferrara) landfills) and is currently being recommended or

intalled by Ecodeco for plants outside the Group (such as for example the special
urban waste landfill at Cava dei Modicani - Ragusa).

The bottom of controlled landfills is made impermeable through the
use of high density polyethylene membranes and a percolate collecting
system, designed to protect the underlying ground and water table
against pollution. The enormous weight borne by the bottom when

the landfill is full of waste can cause the impermeable membrane to
be damaged. As access to the membrane is prevented by the deposited
waste, ECODECO has patented a geoelectric monitoring system to
control whether it is still in one piece.
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SHAREHOLDERS AND INVESTORS

A2A, which is quoted on the Milan electronic stock exchange, is listed

on the S&P/Mib index which consists of companies with the highest

capitalisation. The Company’s fully paid share capital consists of 3,133

million ordinary shares each of nominal value 0.52 euros.

On the basis of article 9 of the Company’s bylaws no single shareholder

other than the Municipality of Milan and the Municipality of Brescia

may hold more than 5% of its share capital. Any shares held in excess

of the 5% limit have no voting rights.

Composition of share capital
As shown in the pie-chart below the Company’s main shareholders

are the Municipalities of the cities of Brescia and Milan, which each

hold 27.5% of share capital. The two local authorities are mutually

bound by a shareholders’ pact which requires them to keep an equal

number of shares which together must always exceed 50% of the

total. The third largest shareholder is the Swiss company Atel Holding

AG with 5%. Stakes exceeding 2% are held by Carlo Tassara S.p.A. with

2.5% and the international fund Fidelity International Ltd. with 2.4%.

The remaining 35.1% of capital is floating.

Shareholder remuneration
The Group earned net income of 316 million euros in the year ended

31 December 2008 which corresponds to earnings per share of 0.102

euros. The dividend of 0.097 euros per share has been calculated on

the basis of the proposal of the Management Board, as stated in the

economic data, and is in line with that of the previous year.

Stock exchange indices and sustainability 
rating of A2A

Analysis of share capital amongst the leading
shareholders at 31.12.2008

Share data
2008 

Earnings per share (EPS) (€) 0.102
Cash-flow(1) per share (CFPS) (€) 0.175
Dividend per share (DPS) (€) 0.097(2)

Price/earnings per share (P/EPS) 21.14X
Price/cash-flow per share (P/CFPS) 12.32X
Dividend Yield (3) (DPS/P) 4.5%
Number of shares (million) 3,133

(1) Cash flow represents the monetary and non-monetary changes over a predetermined
period in the liquidity of a business resulting from operations, and is a measure of the
business’s ability to finance itself.
(2) Calculated using the dividend proposed by the Management Board.
(3) The dividend yield for 2008 is given by the ratio between the dividend distributed in 2008
and the average annual share price for the year and is used as an indicator of the return
obtained from a share.

A2A on the stock exchange
Average capitalisation in 2008 € 6,755 m
Capitalisation at  31.12.2008 € 3,982 m
Average volume in 2008 10,897,311
euros per share
Average price in 2008 2.156
Maximum price in 2008 3.096
Minimum price in 2008 1.204

35.1% Floating

27.5% Municipality of Milan

27.5% Municipality of Brescia

5% Atel Holding AG

2.5% Carlo Tassara

2.4% Fidelity International Ltd.



The performance of the Company’s share on the stock market in 2008

was affected by the adverse situation which was a feature of stock

prices on all of the world’s main markets.
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The main indices on which the A2A share is to be found are as follows

Economic indices

_ S&P/MIB

_ DJ STOXX

_ DJ EUROSTOXX

_ WisdomTree

_ FTSEurofirst

Ethical indices

_ FTSE4GOOD

_ Ethibel Sustainability

_ Axia Ethical

_ ECPI Ethical Index EMU

_ S-BOX Climate Change

The A2A share has positive and stable ratings.
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Investor relations
Information about the Group which is of importance to its shareholders

may be found in the Investor Relations section of the website

www.a2a.eu; providing this information enables shareholders to make

informed decisions when exercising their rights. The objective of the

Investor Relations function, which works in close contact with top

management, is to provide replies to the specific requests of financial

stakeholders in the swiftest and most complete manner possible.

The financial communication tools which the Group uses are as follows:

institutional documents (financial statements, interim reports and

corporate presentations), press releases and face to face meetings

with analysts and investors. Meetings with analysts and investors may

be carried out in a variety of ways, depending on the complexity of the

information which the Group has to communicate and the resulting

disclosures requested by the financial community: roadshows, one-

to-one meetings, conference calls and presentations when particularly

important events occur (business plans, extraordinary transactions,

etc.).

Presenting the 2008-2012 Business Plan in 2008, the first after the

merger between AEM, ASM and AMSA and the birth of A2A, the Group

organised a roadshow which stopped off at some of the world’s leading

financial centres (London, Paris, Boston and New York).

In addition to the above A2A also arranges specific initiatives whose

aim is to inform stakeholders of the Group’s operations in a practical

manner. These initiatives include visits to the Group’s largest sites by

single business area.

Internet communication is of particular importance (through the

website and by email) as this enables the Group to provide complete

and timely financial information in compliance with its legal

requirements and Consob guidelines. For this purpose a historical

archive of corporate documents and price sensitive press releases

relating to the previous three years is also made available on the website,

not only that of A2A but also those of AEM and ASM.

PERSONNEL
A2A people are important as bearers of value, they are the real source

of competitive advantage for the whole of the Group’s economic

system and its business development. The expression “human

resources” highlights the innate value of our people, their

professionalism and their skills.

To achieve its established goals the A2A Group needs people with

potential, people possessing skills and capable of using the information

and tools available to perform their work to the utmost.

Human resource management policies are therefore a fundamental

and strategic tool for A2A. For this reason an Integrated System has

been set up which is dedicated to motivating human resources and

getting them to grow and develop. This path accompanies the working

lives of our people from the moment they enter A2A right up to the

highest levels of professionalism and management.

The following are the fundamental objectives of A2A’s Integrated

Development System:

_ to accompany people in forming a shared and integrated business

culture;

_ to guide performance management towards the Group’s goals;

_ to develop and create the knowledge and skills required by A2A;

_ to enhance people’s potential and their best abilities;

_ to link selection, training and development processes in a consistent

manner;

_ to ensure that the Group has the right people for pursuing its goals.

Numerous tools forming part of the Integrated Development System

were designed in 2008, many of which have already been introduced,

while others will take shape in 2009.

One of these tools is the performance assessment system which,

based on the Group’s values, has the aim of highlighting the strong

points that each single collaborator uses in reaching his established

targets and determining the most suitable approach in this respect.

An additional project, one which began in February 2009, is the job

posting system under which the positions for which employees may

apply directly are published in the appropriate section of the Group’s

intranet.

Debt rating

Agency Current
Standard & Poor’s M/L term rating BBB+

Short-term rating A-2
Outlook Stable

Moody’s M/L term rating A3
Outlook Stable

Sustainability rating

Index Ratings agency Rating
FTSE4 Good Global EIRIS
FTSE4 Good Europe EIRIS
Ethibel Excellence Europe Ethibel C
Ethibel Excellence Global Ethibel C
ECPI Ethical Index EMU E, Capital Partners Indices E+
Axia CSR Italia Axia A+++
Axia Ethical Italia Axia A+++

AEI Standard Ethics EE- 
(stable outlook)



Composition of workforce
At 31 December 2008 the Group’s workforce consisted of 8,558 people,

of whom 8,409 (98%) had permanent work contracts and 149 (2%)

had short-term contracts. This latter type of contract regards above

all younger people (those having just obtained their high school

certificate or university degree), persons who are beginning their

professional career path with apprenticeship or work-entry contracts

and who make up a priority recruitment reservoir for subsequent

permanent hiring. This confirms the Group’s vocation, one inherited

from its former businesses, of providing the opportunity of a stable

job in a labour market such as today’s where permanent jobs are at a

premium.
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Workforce at the end of 2008

Men Women Total
Managers 107 13 120
Middle management 294 82 376
White collar workers 2,613 986 3,975
Blue collar workers 4,124 190 4,314
Permanent workers 7,138 1,271 8,409
Short-term contract workers 75 43 118
Training contracts, work-entry 
contracts and other types of contract 24 7 31
Total contract workers 99 50 149

Total 7,237 1,321 8,558

Of whom with part-time contracts 19 212 231

Contract workers by category

Workers by Group company

Company Men Women Total %
A2A 1,240 485 1,725 20.16
AMSA 3,235 332 3,567 41.68
AEM ELETTRICITA’ 629 25 654 7.64
APRICA 513 25 538 6.29
AEM GAS 414 22 436 5.09
AEM SERVICE 132 118 250 2.92
ECODECO 153 94 247 2.89
ASM DISTRIBUZIONE ELETTRICITA’ 228 3 231 2.70
A2A CALORE & SERVIZI 186 25 211 2.47
ASM RETI 143 11 154 1.80
BAS SII 91 20 111 1.30
ASMEA 39 41 80 0.93
SELENE 42 31 73 0.85
A2A CORIANCE 53 18 71 0.83
AEM ENERGIA 44 16 60 0.70
ABRUZZOENERGIA 33 3 36 0.42
A2A TRADING 21 11 32 0.37
BAS OMNISERVIZI 4 12 16 0.19
APRICA STUDI 12 3 15 0.18
PLURIGAS 8 7 15 0.18
BAS.COM 9 2 11 0.13
TIDONENERGIE 3 8 11 0.13
ITRADEPLACE 2 5 7 0.08
RETRASM 3 1 4 0.05
CAMUNA ENERGIA -  2 2 0.02
RETRAGAS 1 1 0.01%

Total 7,237 1,321 8,558 100.00%

50% Blue collar

46% White collar

4% Middle
management

1% Managers
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Some 68% of employees are aged between 31 and 50 while 62% have

a seniority ranging from 11 to 30 years.

A total of 52% of employees have either university degrees or high

school certificates; 79% of women have these qualifications.

Educational qualifications

Qualification Men Women Percentage of the total
Graduates 453 222 7.89
High school 2,987 817 44.45
Middle school certificate 3,527 268 44.34
Elementary school certificate 270 14 3.32

Total 7,237 1,321 100.00

Seniority

Age

The following table sets out the distribution of personnel by

province of work; 98% of staff work in the Lombardy region, of

whom 68% in the province of Milan and 19% in the province of

Brescia, the two historical bases of the “major” companies forming

the Group.

Personnel by province of work

Region Province Men Women %
Lombardy Milan 4,991 789 67.54

Brescia 1,355 295 19.28
Bergamo 400 74 5.54

Sondrio 181 46 2.65
Pavia 91 64 1.81

Mantua 35 2 0.43
Varese 16 -  0.19

Cremona 5 1 0.07
Lodi 5 -  0.06

Abruzzo Chieti 50 5 0.64
Piedmont Biella 15 9 0.28

Turin 11 6 0.20
Cuneo 3 1 0.05

Alessandria 3 -  0.04
Novara 3 -  0.04

Emilia Romagna Piacenza 11 7 0.21
Ferrara 1 2 0.04

Lazio Rome 2 1 0.04
Campania Salerno 4 1 0.06
Sicily Enna 1 -  0.01
Other (abroad) Abroad 54 18 0.84

Total 7,237 1,321 100.00

34% Less than 10 years

34% From 11 to 20 years

27% From 21 to 30
years

5% More than 30
years

43% Under 30 

25% From 31 to 40

27% From 41 to 50

5% Over 50
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Hiring policies and staff turnover

The hiring policies of the A2A Group have the dual objective of on the

one hand ensuring that the best is brought out of employees by means

of mobility and job rotation and on the other of attracting the best

talent and professionals by making changes to the positioning of the

brand on the employment market.

As a consequence in 2008 priority in the search for personnel was

given to a careful assessment of the extent to which this demand

could be met internally, consistent with the objective of optimising

the workforce resulting from the merger and keeping it at the right

size.

As concerns hiring from outside the Group direct searches for

expert personnel were carried out mainly for specialist positions

and for those activities of a particularly strategic (mergers and

acquisitions, trading, risk management) and employer branding

(promoting the Group as a place to work) nature; this was mostly

performed in universities and business schools with the aim of

attracting young talent which represents tomorrow’s managerial

class. 

The selection process is based on transparency, propriety and

timeliness, consist with the Group’s orientation in its approach to

environment and safety, together with the recommendations of the

organisational, management and control model and those of the Code

of Ethics as far as conduct is concerned. The detailed selection process

envisages a first stage during which the search for a candidate is carried

out using the tools which are considered the most suitable in the

circumstances (a review of the Group’s data base, advertisments in

the main recruitment channels, the use of specialised outside firms,

etc.), and subsequently a series of interviews with line heads and the

manager/head of the organisational unit making the request. There

are no “specific” procedures for the hiring of personnel residing in

the area where the future employee’s activities will mainly be carried

out.

In particular residence in a specific area is not considered to be a

binding criterion for hiring senior managers (classified as quadri).

Hirings in the year by category 

Men Women Total
Managers 7 7
Middle management 9 4 13
White collar workers 30 24 54
Blue collar workers 219 18 237
Permanent workers 265 46 311
Contract workers 68 26 94
Training and work-entry contracts 9 9
Other types of contract (supply, collaboration, by project, seasonal, etc.)

Total 342 72 414

There were 150 members of staff having the pre-requisites for

receiving a pension who left the Group by mutual consent during the

year, while a further 274 opted for voluntary termination; included

in this latter number are staff who requested early retirement who

continue to pay social security contributions on a voluntary basis

following the implementation of early retirement programmes.

Turnover of permanent employees

Men Women Total
Turnover rate (1) 10.66% 10.44% 10.63%

(1) Calcolated as: [new-hires + leavers] /[average workforce 2008]

Permanent employee leavers during the year

Men Women Total
Retired 141 9 150
Voluntary termination 231 43 274
Deceased 22 22
Dismissals 48 12 60
Other

Total 442 64 506
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Development and training
The radical change brought about by the birth of the new Group has

strengthened the conviction that the objectives of integration,

development and growth can only be achieved with the contribution

and professionalism of all the people involved. 

As a result of this training assumes an even more important role in

developing staff skills, together with on-the-job experience.

A2A organises its training along two basic lines:

_ technical/operational training (preparation);

_ training in managerial and business skills.

For the first type of training courses are continuously organised on

safety and technical and specialist preparation, including activities

that are useful for developing the technical know-how required by a

person for carrying out his work (such as for example courses on how

to use specific types of software, complex technical machinery and

equipment, etc.). In addition, A2A encourages personnel to take part

in courses organised outside the Group: updating courses for a person

to acquire specific knowledge and skills for his job (such as for example

courses on legislation and regulations, on technical and specialist

subjects, etc.) and conferences arranged by the sector involved.

Training which may be considered of a more institutional nature is

aimed at developing a business culture, meaning the consolidation

of managerial and business abilities, making it easier for people to fit

in to the Group and accompanying the needs for growth and change

of the individual business units. Training is also concerned with

encouraging the sharing of the Group’s orientation and strategic lines

and increasing individual and transverse skills to roles and jobs (personal

development).

In connection with managerial and business skills A2A follows

structured training paths for the whole of the Group which have the

aim of developing a background of common skills, spreading and

promoting conduct which is in line and consistent with defined values.

Courses are organised in order to involve people coming from different

parts of the Group in terms of geographical location and type of

business, with a view to encouraging cultural integration.

The whole of the multi-year training programme was redesigned in

2008 and the subjects which are considered fundamental for A2A

were selected.

Specific paths by cluster, meaning homogeneous groups within the

population, have been singled out on the basis of analyses carried

out on the whole of the Group’s staff; these are focused on distinctive

skills and take into account the degree of responsibility managed,

the experience acquired in professional terms and technical

competence.

As of today the structured and transverse training paths take the

following clusters into consideration:

_ New-hires (graduates hired on a permanent basis and under 32 years

of age).

_ Professionals (members of professional families which are consider

critical at this point in the Group’s history).

_ Middle management and persons in charge.

Training has been designed on the basis of the following five specific

fundamental themes:

_ The development of personnel efficiency. Steps aimed at improving

a person’s effectiveness but also his efficiency.

_ The development of organisational cohesion. Steps aimed at

developing relational skills.

_ The creation of value. Steps aimed at providing the awareness of

factors which enable costs and processes to be governed.

_ Acting in the midst of complexity. Steps aimed at developing skills

suitable for dealing with organisational complexity.

_ The coordination of human resources. Steps aimed at developing

skills relating to leadership and human resource management,

including assessment and feedback.

At the present approximately 8% of employees have received Law no.

231 training and additional courses will be held in 2009 to extend this.

At the same time ad hoc courses for specific professional families

(such as for example key accounts, buyers, controllers, etc.) have been

designed and will be held in 2009 to facilitate the development of

those key skills which are considered to be of a distinctive nature,

based on the role performed by the staff involved in the Group.

Courses are experience-based: people are involved in practical activities

which enable them to obtain more detailed knowledge of “how to be

and relate” within the organisation. Training groups are recommended

to live an experience as if they were in a “laboratory” where they can

carry out research, watch and deepen and share relations,

communications, emotions and experiences, all as part of an ad hoc

training structure.

The table below provides details of the work that has been carried

out during training courses.

The figures refer to all the companies included in the consolidated

financial statements, with the exception of A2A Coriance and Camuna

Energia, but also include Gesi, ASVT, Ergon Energia and Fondazione

ASM , since although these entities are not consolidated they send

their staff to the training and development courses organised by the

A2A Group.

In the first table the information is analysed on the basis of the contents

of the courses, including visits to Group sites run by internal staff since

because of the sector in which we operate these can be occasions for

gaining further knowledge of the Group and the technologies it uses.

Given the commitment called for, data for training which relates to

the Group’s information system (SAP) has also been provided; courses

on this were set up as the result of the integration of the various

business systems.



The figures in the second table are presented on the basis of the

category of the participant. This analysis shows that specific attention

is given to the non-compulsory training reserved for the population

of managers (100% were involved in at least one training course) and

middle managers. As the result of the integration process it was

considered appropriate to start up a managerial development path

aimed at managers having strategic positions and decisional

responsibilities in order for them to identify, share and promote values

and models of behaviour that are consistent with the Group’s

objectives.

One of the initiatives, called “Project Agorà”, was addressed specifically

to managers, as in this present complex phase these people are key

in aligning the strategies, organisation, objectives and motivation of

the persons working in the A2A Group.

The Group’s commitment to the compulsory and non-compulsory

training of blue and white collar workers remains unchanged.
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Number of participants* Number of hours
Training 3,691 33,551
QAS training 1,097 5,282
Safety and accident prevention 6,308 22,173
Managerial training 1,718 9,818
Information system training (SAP) 1,455 10,197
Site visits 53 372
Foreign language training 190 2,970

Total 14,512 84,363

*A person is counted once every time that he or she attends a training course.

*A person is counted once every time that he or she attends a training course.

Training by category*

Number of Training hours Training hours
attendances total excluding compulsory

training
Managers 813 6,456 6,183
Middle management 1,563 8,938 6,947
White collar workers 6,647 46,175 35,355
Blue collar workers 5,489 22,794 11,533

Total 14,512 84,363 60,018

A questionnaire is handed out at the end of each course to measure

the degree to which participants enjoyed the course.

In addition, as a means of evaluating the effectiveness of the training,

assessments are made of the extent to which participants have learned

from the course, either as it proceeds or at the end. If the objectives

of a course are to transmit knowledge or abilities, the instructor hands

the participants a questionnaire on the contents of the course and

gives them practical tests, whenever this is possible and appropriate.

The results of these tests, together with those on the adequacy of the

organisation of the courses, make up the basis for the steps to be taken

to define and improve training.
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Project Agorà - Energy and harmony for the future

Following the merger it became necessary for the A2A Group to design measures which could make the development of a shared and

harmonious culture amongst people from different backgrounds and a different professional past possible.

Addressed to all of the Group’s managers this detailed integration measure contemplated training steps to be taken over a period of a

year to ensure that employees were suitably accompanied through the complex process.

This project was given the name “Project Agorà. Energy and harmony for the future” and was realised in partnership with a consulting

firm specialising in managerial training.

The path, which began in May 2008 and ended in February 2009, was divided into various stages.

Participants started off with a two-day residential meeting on the subject of “integration and team spirit”, as part of which they also

experienced the technique of orienteering, a sport which consists of finding your way around in unknown territory with the aid of a

map and a compass and deciding on the best route to take to reach certain target locations.

After this they were invited to take part in an on-line platform entitled “Open work”, a development navigator which enables people to

be accompanied though a process of customised learning.

The tests were used as a point of departure for coaching meetings, a means of accompanying the individual personally towards

development and enhancement and one which enables a person to increase the awareness of his resources and skills, at the same time

strengthening his ability to deploy them in the best way possible in respect of the goals he must reach and the position he holds.

At the end of the path the managers then dedicated time to sharing the results they had achieved and coming to decisions together

about their future objectives.

Listening activities - Engagement survey and Focus Groups

Specific listening activities were geared to middle managers of the A2A Group and a sample of young employees.

A motivation survey entitled “Project Voices” was conducted for middle managers which was designed to measure the level of their

involvement and satisfaction and to single out those factors which have a positive or negative effect on their motivation. This survey,

which was carried out by requiring participants to fill out an on-line questionnaire having around 80 questions, was addressed to all

middle managers, while 85% of them actually took part.

Motivation was defined on the basis of six key questions measuring three distinct types of behaviour in people: creating a positive climate

by speaking positively of the Group, having a bond with the Group and feeling part of it, and committing oneself to giving more in terms

of reaching objectives.

The survey analysed a variety of factors which affect motivation: working, training and development activities, realisation, nature of

direct supervisor, colleagues, recognition, guidance, performance management, managers/ corporate board, the reputation of the

Group, career opportunities and resources.

An overall analysis of the replies made it possible to measure the level of employee satisfaction for each of these factors and the potential

impact on motivation (positive or negative) of any125 changes in the level of satisfaction for each one of them.

The results of the survey were shared with the Group’s general managers in considerable detail and were then also shared with the

entire management group in A2A, with strengths and areas where improvement is needed being highlighted transparently, testifying

to the significant commitment given in this respect by top management.

The results of the survey were subsequently released to all the Group’s middle managers in March 2009 by means of dedicated meetings,

in which ample time was given for questions and requests for futher detail.

The information arising enabled management to get to know the employees’ opinions and to identify strengths and areas where there

is room for improvement for increasing the staff’s commitment, consistent with the Group’s objectives.

Activities and tools for managing and developing personnel capable of responding to the demands that emerged were selected for the

areas for improvement highlighted by the survey; some of these have already started, while others are still at the design stage. In addition

to this A2A will attend to those areas of satisfaction highlighted as strengths by keeping them under observation to consolidate motivation.



The A2A Group offers numerous stagist opportunities to enable

people to complete their schooling with a period of on-the-job training

aimed at providing them with direct knowledge of the working world.

In some cases it is possible to obtain employment with the Group on

completion of the stage.

Stagist activities are analysed into three macro areas.

Those aimed at secondary school students: these last on average

around four weeks and the training project consists of activities relating

to the type of studies being carried out; there were ninety of these in

2008.

Stagist activities aimed at students about to take their degree, in order

for them to work on their theses; these last on average around 3 to 6

months and the contents of their jobs are closely linked to the degree

course; there were twelve of these in 2008.

Stagist activities aimed at students who have just obtained their high

school certificates or degrees or who are attending masters courses

or post-high school certificate/post-degree specialist courses: these

last initially for around three months with the possibility of extending

this period in order to complete the training project. An extremely

wide variety of arguments is treated: quality environment and safety,

engineering, administration, finance and control and human resources;

there were twenty two of these in 2008: five of the stagists taking part

were offered jobs in various forms.

In addition, at the request of the person involved, there are also sandwich

courses aimed at obtaining a “permit” to manage steam generators

at the Group’s thermal plants. There were ten of these in 2008.

In AMSA there were eleven sandwich courses in 2008, with nobody

hired on completion; these were addressed to students as both an

integral part of their training path and as the possibility for them to

consolidate their theoretical learning by means of direct experience

in the field. The students were involved with the following functions:

Soil Collection and Hygiene, Logistics and Disposal, the Silla 2 waste

to energy plant, Industrial Relations and Labour Services, Motor Vehicle

Maintenance Engineering, Organisational Devopment, Auditing,

Communications and External Relations.

To these numbers should be added those of ECODECO which during

the year arranged two stages dedicated to protected categories, one

for a person with a high school certificate and the other for a person

with a degree, three for university students, one for an upper school

student and one for a graduate student.

Labour costs
All companies in the A2A Group fully apply the requirements of collective

bargaining agreements and national laws and regulations on labour

matters, including those concerning local level bargaining and the

membership of pension funds. Certain collective agreements

additionally provide for insurance against extra-professional accidents

and the payment of contributions to recreational groups, which manage

the amounts paid over annually by Group companies for this purpose.

For part-time employees the amounts included in the agreements

are determined on a basis proportional to the time worked. Labour

costs for the year ended 31 December 2008, excluding those

capitalised, amounted to 453 million euros.

Labour costs in 2008 reflect the costs resulting from the application

of the renewal of national labour contracts.

The provision for severance indemnities includes the impact of the

welfare reform, whose full effect has been felt from 1 July 2007. Other

costs mainly consist of the effect of updating the actuarial calculations

made in connection with employee benefits.
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In addition to this approach a start has also been made to encouraging the participation of certain samples of young employees by

using focus groups whose aim is to reflect upon staff well-being, meaning by this their level of satisfaction, motivation and involvement

in the business and the activities they perform.

These meetings enable the views of the people working in A2A to be collected together and allow a significant level of dialogue for

finalising the design of the Development System, a tool which will permit staff in charge of human resources to understand the needs

of personnel and at the same time enhance their strengths.

Labour costs* Millions of Euros 
Wages and salaries 281
Social security charges 105
Severance indemnities 22
Other costs 45

Total 453

Gross per head productivity bonuses in Euros
Middle managers 1,528
White collar workers 1,072
Blue collar workers 807

*Labour costs wre calculated on the basis of an average workforce of 8,645 people in 2008.
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Equal opportunity policies
There are 1,321 women working for the Group, equal to 15% of the

workforce. Almost all of these employees are white collar workers,

of whom they represent 27%, while they make up 11% of managerial

staff and 22% of middle management.

In personnel management and in the organisation of work the A2A

Group is committed to guaranteeing equal dignity to all persons in

the workplace. Measures taken to maintain and encourage equal

opportunities relate mainly to the flexibility of working hours on return

from maternity leave and the recognition of part-time work. In the

Group as a whole there are 231 part-time workers, of whom 212 are

women.

Part-time work is recognised as a tool that can assist in making a job

flexible and well constructed and be capable of responding to the

individual needs of male and female employees, to the extent

compatible with the technical and organisational demands of the

Group. In addition to maternity, priority is given to applications

motivated by the needs of families to provide assistance to

handicapped persons and those with serious illnesses.

The companies of the A2A Group fully apply the provisions of prevailing

legislation for the protected categories of worker, including those

relating to the number of employees. The Group currently employs

412 workers belonging to protected categories. Training periods as

stagists were arranged for persons belonging to protected categories

with the objective of entry into the Group, and when these ended the

persons involved were directly hired.

Particular emphasis is given to allowing these people to enter the

world of work.

Other initiatives for the benefit of
employees
When compatible with technical and operational requirements the

A2A Group permits the use of flexible working hours, which makes it

easier for an employee to reconcile his professional and private life;

in this case agreements with the trades unions are triggered which in

addition to flexibility also provide for the payment for work performed

outsidenormal hours.

The figure of the mobility manager, obligatory for businesses with

more than 800 employees, exists in the Group. In 2008 initiatives

aimed at encouraging sustainable mobility were carried out with the

intention of making a contribution to the reduction of traffic

congestion and the emission of pollutants; in this context the following

should be mentioned: 

_ the extension to Bergamo of the car pooling project already

implemented in Brescia; this project consists in having groups of

employees share company cars in order to reduce the number of

vehicles used for making the journey from home to work. In AMSA

the car pooling project involved eight methane-fuelled Fiat Multiplas,

leased by the Group and allocated to teams of employees (at least

five) on a monthly basis for free of charge use for the journey from

home to work;

_ the sale of season tickets for public transport at reduced prices,

together with the possibility of paying for these on an instalment

basis through the former AEM recreational circle; AMSA takes part

in the Municipality of Milan project for co-financing the purchase

of annual season tickets for employees;

_ the continuation of the “GASati” initiative for the former AEM

employees working at Province of Milan locations (incentives to

convert private cars to the use of LPG/methane), promoted by the

Province; eleven employees obtained contributions equivalent to

25% of their expenses. AMSA too joined the inter-municipal

sustainable mobility initiative which enables employees to have

access to these free of charge forms of funding which include for

example the contribution available to employees to convert their

cars to LPG/methane;

_ again in AMSA, on the question of public transport, contacts have

taken place between the users and managers of public transport

services aimed at optimising and improving what the service provides

on the basis of complaints, reports and requests;

– managing the existing contract with ATM to obtain an extension of

certain bus routes from the Molino Dorino underground station to

the Group’s offices in Via Cornelio Silla.

There are recreational circles in companies of the A2A Group whose

aim is to plan, coordinate and manage social, cultural, recreational,

tourist, sporting and supplementary assistance activities designed to

enhance the use of free time from a qualitative standpoint and defend

the purchasing power of members’ wages and salaries. All employees

subject to the national gas and electricity collective bargaining

agreements are automatically members of the recreational circles;

pensioners and family members may also take part in the activities

organised by the circles.
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33 years of voluntary service with the same enthusiasm as that of the first day

The AEM/A2A Civil Protection Group started up in 1976 on the occasion of the Friuli Venezia Giulia earthquake. A “small group of friends”,

AEM employees, voluntarily chose to accept the invitation of the company’s management to go to the places struck by the catastrophe

to bring their professionalism and skills to the restoration of electricity lines and pipelines.

Since the year of its founding the Group has subsequently taken part in innumerable operations to provide aid and carry out similar

exercises, in Italy and abroad; we should mention the situation in Irpinia, the snow emergency in Milan, the flood in Valtellina in 1987, the

Rainbow Mission to Albania and many others, which go right through to the Far East and Sri Lanka, where in 2005 assistance was provided

to the people hit by the tidal wave there.

As of today the Group consists of around eighty highly qualified and specialised people whose work consists in restoring or installing

electricity lines, gas networks and aqueducts; thanks to the significant infrastructure collected over the years they are also capable of

providing aid in short periods of time by setting up tent villages where civilians may group together and find housing.

With the creation of A2A, the Group, which has modelled its professionalism on the basis of the evolution of the business, is hoping to

achieve an extension of this professionalism based on the new skills it has acquired, and therefore become the A2A Civil Protection

Voluntary Group.

In conjunction with the Lombardy Region’s crisis centre the AEM/A2A Civil Protection Voluntary Group recently sent a group of expert

voluntary engineers to restore electricity, gas and water lines following the earthquake in Abruzzo,. With four vehicles technologically

equipped for an emergency, the Group has set up water and electricity connections for approximately 60 camps to date.

Internal communications
To encourage integration within the Group’s new population and to

enhance the value of this new identity the Organisation and

Development Department, which immediately began work on these

objectives by means of prompt and intense training activities, utilised

the Communications and External Relations Function which, in its

turn, introduced a series of tools and initiated a series of events which

involved a certain number of employees and made them protagonists;

these events were subdivided by the area to which they belong and

therefore by location, but also by type of activity.

This internal communications plan took the traditions, the

professionalism and the reliability which were the heritage and identity

of the companies forming the A2A Group to new heights.

As a contribution to internal communications and to encourage

awareness of the new company globally, number zero of the “A2A

Magazine” was produced; this is a tool which will make communication

with the whole of the A2A Community both constant and effective.

Employee health and safety
The history and tradition of the companies making up the A2A Group

are such that we are able to state that they have always been

distinguished by their special emphasis to employee health and

safety; this is something which has developed over time and has

adjusted itself to best practice. The consequence of is that levels of

excellence may now be found in all the various sectors of the Group’s

activities. The question of health and safety in the workplace is

considered a fundamental basis for ensuring the respect and integrity

of all workers, be they employees or third parties involved in the
Group’s activities.

Prevention and protection measures have “zero risk” as their objective;

they do not, therefore, simply limit themselves to complying with

legislative requirements but rather encourage the continuous

improvement and culture of safety at all levels. The involvement of

the whole organisation and the participation of all staff in reaching

the objective of health and safety has always been sought.. Fundamental

to reaching this obective are prevention, information and continuous

training.

The evidence that this commitment is being maintained following the

creation of the A2A Group in 2008 may be found in the Group’s Quality,

Environment and Safety Policy (the management system policy

supplemented by standards ISO 9001, ISO 14001 and OHSAS 18001).

By showing that they had introduced and maintained a “security

management system”, the third element of the QAS integrated

management system, the larger Group companies were able to obtain

reduced Inail accident insurance premiums again in 2008.

Description of measures, systems and existing
protection
Intense and complex activities which are still in progress took

place during 2008 with the objective of harmonising the

activities of the Prevention and Protection Services within the

Group, mainly in the areas of Milan (the former AEM), Brescia

and Bergamo (the former ASM).

This first stage of the integration between the companies of the Group

envisages the setting up of a central structure of the Service assigned

to the Head of Security as part of the Quality Environment and Safety

Department of A2A, who also has the position of Head of Prevention
and Protection Services (RSPP) for the majority of Group companies.
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The groups in charge located within the individual companies are

accordingly coordinated by A2A’s security organisation unit, which

supported by a team of competent doctors also provides a health

supervisory service to the majority of Group companies.

Steps have also been taken in AMSA to reorganise the prevention and

protection system to ensure that there are increased synergies and

coordination between the various business activities - from those

relating to the plants to those related to operating activities - and that

these are more organic, thereby complying precisely with the

requirements of Legislative Decree no. 81/08.

In addition a Security Coordintaion centre has been set up in AMSA for

which the Head of Prevention and Protection Coordination has responsibity

as part of the Personnel and Organisation department; this person also

holds the position of RSPP for AMSA SpA in addition to managing and

coordinating the RSPPs of subsidiaries and the staff of the Prevetion and

Protection Service working at operating sites and at the plants.

Number and duration of accidents
There was a total of 764 accidents in 2008.

This is the result of the contribution arriving from certain sectors

which are affected to an increased extent by the occurrence of

“typically professional” accidents.

The typical risks to be found in the Group’s main business processes

are as follows:

_ given the fact at there is a constant watch by professionally skilled

people and given the level of control over operations and the work

environment, there is a prevalence in the electricty and gas services,

where “electrocution” and “burns” may be assumed to be the major

risks, of events which relate to activities complementary to the

principal work activity, those which are distinguished by risk factors

typical of day to day life, namely those to be found in both a working

and a household environment; this situation exists despite the fact

that the Group subcontracts work;

_ for environmental services “mechanical” risk may be considered to

be the main risk, namely that relating to the significant presence of

machinery and equipment as part of activities and to “manual handling”,

with consequences relating to injuries arising from accidental contact

with the contents of the bags or materials handled; training, and paying

careful attention in performing what appear to be only simple

operations, also play a very important role in this specific area.

It is the Group’s intention to obtain greater details of accidents to

contractors and road accidents; specific data on this will be

presented in the next edition of the Sustainability Report.

Number and duratation Ex AEM and ex ASM (**) AMSA Group (***) Ecodeco Group
of accidents
Number of accidents 167 (*) 596° 1
Of which number of accidents while travelling 38 Not available 1
Number of absences for injuries 167 Not available 1
Duration in days of absences for injuries 5,206 15,212° 23
Frequency (number of accidents/hours worked x 1,000,000) 21.8 108.3 2.87
Of which while travelling 4.9 - 2.87
Seriousness index (days of absence/ hours worked x 1,000) 0.68 2.77 0.07
Occurrence index (number of accidents/number of workers x 100) 3.53 19.7 0.46

(*) Only accidents which have been reported and recognised are considered and those where there is at least one day of absence excluding the day on which the event occurred, meaning
those recorded in the Accident Register.
(**) The data refer to A2A, ex Aem Gas, ex Aem Elettricità, ex Asm Distribuzione Elettricità, ex Asm Reti, Aprica, Asmea, Bas SII, ex Aem Service, Selene, Retragas, ASVT and Centrale del Mincio.
(***)The data relating to the subsidiaries AMSAdue and AMSAtre are included for 2008. These figures were not included in the Sustainability Report up to 2007. The figures exclude accidents
while travelling.
(°) The data refer to accidents for which compensation has been received from Inail.

There were 596 accidents in AMSA in 2008. The majority of these

occurred in operational services (collection and sweeping), while

accidents regarding plant and machinery and those in the technical

services (workshops, maintenance, logistics and waste disposal)

remained at the very low levels of the previous years: the main types

of accident involved the following: climbing into or out of vehicles,

pains, strains and bumps, falling objects.

The occurrence index for occupational road accidents fell by 51% over

2007. The occurrence index for accidents taking place while travelling

fell by 33%.

The turnover of staff within the operational part of services and the

addition of ad hoc personnel for extraordinary purposes (expo-graffiti,
snow, local events) undoubtedly made a contribution to the change

in the Group’s overall accident scenario. Similarly diversified and

specific new activities, acquired by the subsidiaries AMSAdue and

AMSAtre, led to a rise in accidents during the year.

Training for prevention and security
The following table sets out the hours dedicated to information/training

in 2008, for ex AEM and ex ASM:

Fire prevention 3,045
First aid 692
Other 9,715
Total 13,452
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The “Fire Prevention” and “First Aid” course modules contain update

courses and courses for staff newly appointed to emergency teams.

There is a variety of subjects included in the “Workplace risk” category,

including, to name the most significant:

_ Risk assessment and updates following the introduction of Legislative

Decree no. 81/08.

_ Standard OHSAS 18001.

_ The use of individual protection devices.

_ Moving lifts in emergencies.

_ Managing contracted work and the related formalities.

_ The civil responsibility of a company.

specific risks such as for example:

_ Electricity risk and the means of carrying out work on this type of

plant.

_ Places at which there is the risk of explosion.

_ Working at heights.

_ Various working equipment and machinery.

There was widespread attendance by Group staff on the subjects

presented - three hours/person was achieved, being the total number

of hours of information-training received divided by the workforce

as a whole, a significant figure.

This information-training was carried out through the use of internal

courses, departmental safety meetings and external courses for the

more specialist subjects. The internal courses were held by both

internal and external instructors, in the latter case by specifically

engaged qualified people.

In Ecodeco a progamme of compulsory training with a pre-determined

frequency has been introduced by management, the head of systems

and the head of security. Among the more significant initiatives were

those dedicated to persons having jobs with chemical risk, those for

“anti-muscini” staff with details of the risks connected with the use of

hazardous substances, and those aimed at suppliers and firms working

at the Group’s sites which concentrate on providing information on

the risks existing at the site and carrying out maintenance activities

rather than on the use of specific individual protection devices.

AMSA has developed and innovated certain approaches begun in the

past relating to workplace safety; these are increasingly linked to the

“virtuous” behaviour of the individual and the development of cross

themes such as giving attention to the environment and legislative

requirements.

The main training modules commenced in 2008 were as follows:

_ safety for staff working on electric plant, in accordance with standards

CEI EN 50110 and CEI 11-27;

_ in-depth reviews aimed at enhancing and aligning knowledge on

safety matters for supervisors, with reference to Legislative Decrees

no. 626 and no. 494;

_ safe driving courses, enriched in 2008 by theoretical and occasionally

simulated practical exercises in order for staff to review their driving

habits and knowledge of the vehicle and test their driving skills in

dangerous situations;

_ an update on the changes introduced by Legislative Decree no.

81/2008 for around 120 managers and middle managers having

responsability for dealing with safety in the workplace. This training

will continue into 2009 with courses for supervisors;

_ completion of courses for all factory workers involved in the

maintenance of vehicles, which were aimed at transferring theoretical

and practical know-how for specific vehicles to workshop staff.

Health Supervision Ex AEM and ex ASM AMSA Group Ecodeco Group TOTALS
Health visits required by law 322 1,207 99 1,628
Optional visits 2,356 560 26 2,942

Total visits 2,678 1,767 125 4,750

Health supervision
In 2008 health supervision involved around 56% of the Group’s

workforce in one form or another.

No reports of professional illness were filed in 2008.

As part of primary prevention against infectious diseases which can

affect the workplace an anti-influenza vaccination campaign was

carried out by ex AEM and ex ASM, which involved the Group’s health

centres in administering 728 doses of non-adjuvant vaccine.

It is impossible to make an objective comparison between the costs

incurred for the medicines, the organisation and the working time

lost for the administration of the medicines and the positive effects

of this initiative on the actual reduction in the number of absences

for illness, both in terms of the “direct” absences of the people

vaccinated and the “indirect” absences of the people who were not

infected as the consequence of their colleagues being vaccinated;

there can be no doubt though that this initiative is increasingly

appreciated by employees.

Health promotion activities
Supervisory activities have long been associated with encouraging

people to adopt and maintain a proper lifestyle, and supervisory activities

typical of medicine in the workplace have been supplemented by criteria

to safeguard health which are based on the need to follow a proper

lifestyle, to the extent that this is possible at least; these criteria are aimed
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Prevention is better than cure

The project “prevention is better than cure” saw more than 1,100 AMSA ecological operators and drivers in the training room for two

hours listening to topics on the subject of safety in the workplace, nutrition and addiction, in which the involvement of trainees was

achieved by using an interactive approach. The objective of the course was for attendees to discuss subjects such as safety at work

from the standpoint of personal well-being, both in one’s professional and private life, extending this then to discussing questions of

eating habits and addiction which have a considerable affect on health and as a consequence on working activities and the organisation.

in particular at preventing cardio-vascular risks, as a response to the

presence in the A2A Group (a representative sample of the national

population) of a significant proportion of people exposed to this risk.

As part of health supervision therefore, be this compulsory or

optional, data continues to be collected on eating and smoking

habits, the consumption of alcohol, the improper taking of medicines,

the frequency of physical exercise and so on. The booklet “Nutrition

and health education”, prepared by the doctors in charge and

previously distributed to the ex AEM population, is handed out during

medical visits.

Workers’ Safety Representatives (RLSs)
The Group complies with Legislative Decree no. 81/08 and applies the

provisions of that legislation as concerns Workers’ Safety

Representatives; where representatives have been appointed,

consultation is held as the law requires.

Following the agreement entitled “Local Level Bargaining” reached

with the trades unions on 19 December 2008, an “Environment and

Safety Observatory” has been set up in ex AEM whose aim is to create

a common culture on the legislation in force and how it is applied, and

to review the Group’s policies on the matter.

The observatory consists of one RLS for each ex AEM company which

signed the agreement, the Head of the Prevention and Protection

Service in charge of Health, the Head of the Environment organisational

unit and the Head of Personnel and General Services.

With extremely few exceptions all the workers of the Group’s

companies are represented in the periodic meetings which are held

to comply with article 35 of Legislative Decree no. 81/08. From a formal

point of view representation has reached 97%.

Informal contacts exist with the representatives of the Group for those

companies currently waiting to appoint RLSs, otherwise these are

maintained directly with the workers. The consolidation of the Group

will be the occasion for redetermining the way in which the workers’

representatives are elected and their role, with the aim at arriving at 100%.

Industrial relations

The national collective bargaining contracts are very precise about the

procedures which must be followed in trades unions relations. Periodic

meetings were held during the year to check the state of completion of

the merger process as per the agreement signed with the national, regional

and local trades unions on 21 December 2007, in compliance with the

requirements of the procedure per article 47 of Law no. 428 of 29 December

1990, as amended by Legislative Decree no. 18 of 2 February 2001.

In addition to the normal meetings with the RSUs (individual union

representatives) and local and sector bodies, a key feature of industrial

relations was a measure taken with the trades union organisations to

draw up an industrial relations protocol common to the whole of the

A2A Group.

The conflict rate was low in 2008, with local company strikes

representing 0.06% of total theoretical working hours and national

strikes 0.09%.

These national strikes were mainly held in connecteion with the

meeting to discuss the renewal of the Federambiente national

collective bargaining agreement.Type of employment contract

Total %
URBAN HYGIENE CONTRACT 3,412 40
ELECTRICITY CONTRACT 2,615 31
COMBINED GAS AND WATER CONTRACT 1,146 13
FISE CONTRACT 695 8
Other contracts 690

Total 8,558 100.00

Percentage of trades union members

Total %
members

Members of federal organisations 3,723 43.5
Members of other organisations 1,237 14.45
Non union members 3,598 42.05

Workforce at 31 December 2008 8,558 100.00

Total strike hours

Total Per head*
21,949 2.56

(*) The figure excludes A2A Coriance. The per head hours are calculated on the basis of the
average workforce in 2008.



The main cause of absence from work was illness, which represented

4.7% of total workable days in the year. There was an average of 19.5

days absence per head, excluding holidays.
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Causes of absence from work

no. of days % occurrence Working days per employee
Illness 103,677 4.74% 11.99
Maternity leave (compulsory, optional, feeding) 10,669 0.49% 1.23
Trades union leave 16,644 0.76% 1.93
Paid leave (medical visits, etc.) 7,702 0.35% 0.89
Unpaid leave/other leave 4,109 0.19% 0.48
Other absences (wedding leave, study leave, etc.) 22,211 1.01% 2.57
Local company strikes 1,358 0.06% 0.16
National strikes 1,938 0.09% 0.22

Total 168,308 7.69% 19.47

Average workforce 2008 8,645
Total working days in 2008 2,189,342
Per head days of absence on workable days 7.68%
Annual days of absence per head 19.47

Disputes with employees during the year 
and those outstanding at the end of the year
Taking into consideration all the companies of the A2A Group, at the

end of 2008 there were 41 disputes which had been closed or were

still outstanding for which a specific provision had been made in the

financial statements.

Fifteen of these disputes related to a reduction in job content or

requests for the recognition of a higher category, while the remainder

regarded requests for a change in working hours, indemnities,

accidents and professional illness.

CUSTOMERS AND THE COMMUNITY

The A2A Group is an entity with strong local roots, which provides mainly,

but not solely, public utility services through its various companies,

selling a vast range of services and products in the various sectors in

which it does business, either separately or in combined form.

The Group’s activities are addressed to all kinds of customers, from families

to municipalities, public and private enterprise, consortia and mountain

communities, with specific attention paid to the needs of the community,

the social environment of which it forms part and with which it constantly

reacts, supplying products and services in accordance with the very best

quality standards and monitoring regularly the level of service provided.

The progressive change in the landscape of public services in Italy has been

incorporated in the Group’s commercial policies by commitments of a

strategic, business, relational and operative nature. The Group is additionally

consistently committed to the study, research and development of new

products and services which may be able to meet and anticipate the

demands of customers who are increasingly attentive to costs, technical

safety and the purchase of sustainable goods and services.

The Group’s aim is to reconcile high quality standards for services and

products with respect for the territory and resources. A2A places

particular attention on protecting the user, acting by means of

transparency, correctness, integrity and contractual fairness in

safeguarding confidential information.

This chapter describes the customer relationship and the initiatives

taken in 2008, in addition to providing data relating to technical and

commercial quality and to the following services and products provided

by the numerous companies making up the Group:

_ sale of energy

_ distribution of gas, electricity and heat

_integrated water service

_ environmental services

_ engineering services

_ public lighting, traffic lights and video-surveillance.

Energy trading

Number of active gas and electricity supply
points at the end of 2008*

Category of Gas Electricity 
customer service service
Domestic customers 1,131,309 876,080
Business customers 67,788 203,307

*The number of supply points is taken from the total recorded by the four Group companies
A2A Energia, Asmea, BAS and Tidone.
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The sales companies of the Group provide energy to their customers

which is 100% produced from renewable sources certified by the RECS

(Renewable Energy Certificate System), one of the leading international

certification bodies, or by “100% Green Energy”, the Italian brand

guaranteeing renewable electricity which provides assurance that the

certified electricity arrives exclusively from renewable sources most

suited to the territory and its ecosystems and guarantees the transparency

of the chain and that those taking part in this initiative comply with

environmental and social sustainability ethical criteria. The Guarantee

Commission, a collegial control body made up of representatives from

the Ecoaudit-Ecolabel Committee, the Electric Services Manager (GSE),

environmental associations (WWF, Legambiente) and consumers’

associations (Adiconsum, Cittadinanzattiva), assesses whether an

applicant may use the “100% Green Energy” label.

Accepting this offer, therefore, the customer can accordingly be sure

that he is using energy produced in the power stations from renewable

sources such as water and the sun, without the emission of pollutants

and greenhouse gases.

This label, which guarantees that renewable energy has been used is

a means by which the customer can communicate his commitment

to sustainability. In this way the commitment of A2A, a leader in the

production of energy from clean sources which has put the

environment and sustainability at the heart of its business plan, may

be extended along the whole of its customers’ value chain.

As things stand today many public and private bodies and commercial

and industrial operators use the label sharing A2A’s commitment to

sustainability in their offices and on their products and materials. In

2008 the Group’s commercial companies sold end customers a total

District Heating Service

Active contracts in 2008 Milan Brescia Bergamo 
1,074 18,924 174

of 87 million KWh of certified energy produced from renewable sources.

A2A Calore e Servizi is the Group company responsible for district

heating management and contracts since 1 January 2009.

In terms of Heat Management and Facility Management, A2A Calore

e Servizi had a total of 178 active contracts at 31 December 2008. The

agreement signed with the Municipality of Milan has particular

importance; under this the company runs a total of 941 plants.

There were 974 outstanding heat sales contracts at 31 December

2008.

In Bergamo, A2A Calore e Servizi has a portfolio of 111 outstanding

heat management contracts together with the supply of fuel. Mention

should be made in particular of the contract signed with the

Municipality of Bergamo for the management of 197 plants.

In Brescia, A2A Calore e Servizi has a portfolio of 42 heat management

contracts; that with the Municipality of Brescia is of particular importance

having a total of 469 managed plants. In addition, contracts with 20

local authoritries are in force as part of the Cosip Agreement, including

that with the Province of Brescia, for a total of 326 managed plants.

Communications with customers
The A2A Group communicates with its customers through a wide

variety of channels, each with its own features for making contact

easier and for being able to reply to each request efficiently.

The Group manages communications in the gas and electricity sector

for the services it provides in order to comply with the resolutions of

the Electricity and Gas Authority.

The main and easiest communications channel is the bill, a tool capable

of reaching the customer for all of the services provided.

The Electricity and Gas Authority has noted the effectiveness of this

means of communication, and by means a directive regarding

transparency in the documents for the billing of the use of electricity

requires sufficient space to be set aside in the bill for information of a

purely regulatory nature. As a result the electricity bill has been changed

to make it more legible, comprehensible, clear and complete, so that

the customer may check his consumption and what he has spent more

easily. Certain other information is also included in the bill to make

relations between the customer and the sales company easier and,

pursuant to the requirements of regulations, today’s bill contains

information about the type of consumption, the mixture of sources

used for the production of electricity and the type of plant. used.

Bills may be paid by direct debit, at post offices or at banks with whom

a specific agreement exists, or through the banking service adjacent

to the Group’s offices.

Information systems and electronic tools
The tendency for customers to use computerised tools and electronic

channels continued in 2008.

In addition, a mailroom system enables paper documents relating to

the customer to be stored and managed electronically, allowing them

to be immediately accessed by contact center operators.

Certain contact channels, for example web systems (www.miservi.it)

and IVR (Interactive Voice Response), provide customers with a 24

hour service without the intervention of an operator, such as: automatic

bill reading, payment information, requests for duplicates of bills and

general and specific information about the services on offer.

In addition, a mail room system enables the hard copy documents



relating to customers to be stored and managed electronically, allowing contact center operators immediate access.
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2003 2004 2005 2006 2007 2008

No. of hits on the A2A Energia portal
No. of hits on the ASMEA portal

1,163,732
1,744,617

3,156,091 3,530,105

4,451,357

5,764,346
hits on the portal

Access to and transactions via the A2A Energia and ASMEA portals

234,189

2003 2004 2005 2006 2007 2008

A2A Energia transactions and emails
A2A Energia emails
ASMEA operations

60,400
94,415

138,049

238,914

337,691

432,997transactions on the portal

58,017

137,981

18,395
16,503 22,319

Front-Office, Call-Centers, Back-Office
In order to ensure an efficient service the Group uses the following

for each of the services whose technical features and possible

indicators are described below:

_ Call Centers;

_ 24 hour toll free numbers, in certain cases

organised by type of customer or service;

_ local desks;

_ Contact Center operators;

_ advanced technology (CRM, IVR, Web,optic fiber,

geo-references,...).

The tools listed may have operational modes which

vary depending on the company which activates

them or which respond to specific situations or

situations envisaged by the Service Charters, where

introduced, or to the requirements of the

authorities for those sectors, such the regulations

of the Electricity and Gas Authority.

These tools enable the customer to make requests for additional

supplies/contracts, changes to contracts or work to be carried out

on equipment, or report information, service malfunctioning, etc..

_ Bills paid by direct debit or standing order: A2A Energia 48% of the total bills paid

ASMEA 60% of the total bills paid

_ A2A Energia bills paid by credit card or post office banking via internet: 92,066

_ ASMEA bills paid by credit card or via internet: 18,615

_ www.miservi.it: Sessions + 18%(*) 

Operations + 28%(*)

_ Billls paid via SISAL collectors: 63,000 (+ 61%(*))

_ Customer readings via text messages: 94,951 (+ 5%)(**)

74% correct text messages (70% in 2007)

(*) estimated growth rate on an annual basis over 2007
(**) period Jan-Dec 2008
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Certain data and information are provided below specifying the

company to which the services refer.

In 2008, 1,454,982 contacts were recorded by the Milan area A2A

Customer Service Contact Center representing an increase of 20%

over the number recorded in 2006 and 15% over those of 2007. Asmea

received a total of 339,572 calls regarding requests for information,

promotional campaigns and Asmea business customer contacts; VAT

codes; domestic customers and motor vehicles; and waste charges.

Contacts by channel in 2008 may be analysed as follows:

There has been a shift over the years towards contacts made by

telephone, which shows the effectiveness of the call center as a contact

channel. There was an increase of 244,715 contacts for the Milan and

province services.

Call centers are equipped with the most advanced technology to

enable a constant monitoring of the servce being provided to the

customer to be carried out. The use of optic fibre, the adoption of a

latest generation multi-channel automatic answering service (IVR)

and an increase in the number of dedicated lines (toll free) lead to a

tool which is suitable for supporting high numbers of contacts.

The operators dedicated to this service follow a suitable training

course and have to offer competence, quality and politeness.

In addition to staff who have direct contact with the customer, back

office personnel also perform customer care activities; it is their job

to ensure that requests are handled efficiently, contacting other

companies of the Group as may be necessary.

There has been a continuous improvement in settlement periods

over the past two years for situations relating to customers

resident in Milan and province: in 2008 92% of situations were

settled within five working days with an average settlement period

of 1.6 days.

There were numerous commercial communications addressed to

customers in 2008 aimed at highlighting the continuous improvement

in the services provided, of which the following were the most

important:

_ A campaign for replacing old electricity meters with an electronic

meter.

_ A campaign for replacing gas meters.

_ The “Mail@Bolletta” campaign regarding the electronic billing

service.

Sending bills by internet has begun in Milan and province.

“Mail@Bolletta” is a service available to gas and electricity customers

which may only be used if a customer pays by direct debit or standing

order. The use of this service automatically excludes the despatch of

paper bills to the customer (via post); on opting for the service the

customer may select one of the following two methods:

_ via portal: if this method is selected the customer is notified by email

that the bill has been issued; clicking on the link contained in the

email message the customer can see his bill displayed on the portal

www.miservi.it or can save a copy on his PC;

_ as an email attachment: the electronic bill is sent to the customer as

an email attachment. This second option is only available to customers

who have fewer than 10 supply points included in the same contract.

In order to get the customer to exploit the advantages of liberalisation

in full and to trigger off protection mechanisms in his favour, the

Electricity and Gas Authority has adopted a resolution whereby specific

communications are required to be made by market operators.

The main information campaigns were as follows:

_ an information campaign following the official publication of the

‘integrated selling text’ (Resolution no. 156/07 and subsequent

amendments and additions);

_ an information campaign following Resolution no. 157/07 of the

Electricity and Gas Authority regarding access to data bases for the

drafting of commercial proposals for the supply of electricity and/or

natural gas.

A further feature of 2008 was the final stage of the collection of the

forms to certify cadastral data as an implication of the 2005 Finance

Law (Law no. 311 of 30 December 2004). The overall work involved in

collecting these forms and the related data processing required the

intense participation of all communications channels, with the

customer service center being particularly busy.

Contacts by channel

A2A Customer Service* Asmea**
Call center 67% 65%
Desks 24% 30%
Fax and email 9% 5%

*The figures refer to the sale of energy vectors (gas, electricity) alone
**The figures refer to the sale of energy vectors (gas, electricity, district heating), the
integrated water service and the environmental services of the city/province of Brescia.
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The “electric bonus”

The project relating to the so-called “electric bonus” (meaning the regime under which expenses incurred by domestic customers for

the supply of electricity are reduced), which began in 2008 and which will be brought to a conclusion in 2009, is of particular significance.

Introduced by the government through the Interministerial Decree of 28 December 2007 and governed by Resolution ARG/elt/117/08

of the Electricity and Gas Authority and subsequent amendments and additions, the objective of this scheme is to support families in

economic difficulty, allowing them to make savings on the amount they spend each year on electricity. The bonus is also applicable in

cases of physical disability, meaning serious illnesses which require the use of essential electro-medical life-saving equipment.

For paying the bonus an automatic system is used for accepting and validating applications coming from the central system for managing

subsidies, the SGATE, which was set up by the National Association of Italian Municipalities. Thanks to this centralised system all

municipalities in Italy may enter applications for a subsidy that have been made by their residents, and the authorised distributors in

the area may then accept and pay out the bonus to the customer.

Data regarding the quality of call centers
The Authority has established the quality standards which call centers

are obliged to meet and A2A scrupulously abides by these standards

to enhance the level of its service; these regard: the simplicity of the

automatic answering service; times of availability; the fact that calls

are free of charge for the customer (at least from landlines); and the

information provided to the customer, with the telephone number

of the call center, its opening hours and the types of call which qualify

being published on the website and on bills.

The Authority has also established standards for the average waiting

time for telephone calls made by the end user (AWT), service level

(SL - number of successful calls) and service accessibility (SA - in terms

of free time on the line compared to the time when operators are

present), having the aim of limiting waiting times which are too long

and reducing the number of busy lines.

The data for the A2A Customer Service and Asmea call centers which

are presented below indicate a performance which is far in excess of

the standards established by the Authority.

All the indicators for A2A Customer Services performed well

throughout the year in comparison with the thresholds established

by the Electricity and Gas Authority; for Asmea the figures are only

available for the second half of the year and are at a good level.

General quality standards of the call centers as
defined by the Authority

Indicator General standard
Service accessibility AS ≥90 % 
Average waiting time TMA ≤ 240 secondi 
Service level LS ≥80 %

Indicators of A2A and Asmea call center quality

Communication 
requirements: A2A Customer Service ASMEA*

AS (%), 15’ AWT LS AS (%), 15’ AWT LS
time units seconds time units (seconds)

Jan-08 100.00% 99 97.00%
Feb-08 99.60% 88 97.70%
Mar-08 99.30% 76 94.60%
Apr-08 100.00% 79 99.00%
May-08 100.00% 77 98.90%
Jun-08 99.90% 82 98.70%
Jul-08 100.00% 81 98.70% 100.00%
Aug-08 99.70% 85 98.30% 83.5%
Sep-08 100.00% 100 94.90% 100.00% 108.3 58.8%
Oct-08 99.90% 113 96.70% 100.00% 112.8 76.4%
Nov-08 100.00% 108 96.50% 100.00% 123.5 70.4%
Dec-08 100.00% 98 97.20% 100.00% 112 59.4%

* In the case of Asmea the survey of Call Center quality was only perfomed in the second half of the year for technical reasons.
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Dinamo Club
The Dinamo Club loyalty programme, aimed at the half a million domestic customers of Asmea, Bas Omniservizi and Tidone Energia,

was launched in March 2008. This scheme was conceived on the basis of an original format which envisages the widespread involvement

of local economic and cultural entities, in a framework of creating synergies and partnerships between A2A and the territory. Four

hundred and fifty thousand operators forming part of the Dinamo circuit have agreed to take part in the programme, offering customers

who belong to the Dinamo Club discounts and promotions on shopping bills, free time, services, and eating out through a series of

dedicated and highly interactive communications tools (websites, electronic newsletters, text messages, guides). Membership of the

Dimano Club is totally free for the customers of the three companies concerned and represents a practical opportunity for containing

household spending for its thirty thousand members. There have been numerous initiatives as part of the programme to support

awareness in consumer spending by promoting eco-sustainable products and services (the supply of green energy, low consumption

lamps, high efficiency household appliances, hybrid cars, solar panels for domestic use, bio food products, etc.).

Data on waiting time at the counter
There has been an increase in the number of customers assisted at

the Milan customer service centre as part of local facilities, with average

waiting times reaching excellent levels. The following table sets out

the waiting times for gas and electricity supplies.

The Brescia customer service centre achieved the following results:

The level of the quality of the bill delivery service for Milan and province

was confirmed in 2008. This “certified” delivery service enables

deliveries to be tracked over a large part of the country by means of

a system of geo-referencing linked via satellite, which is capable of

identifying the date, time and place of delivery of every single bill

printed.

This service, transmitted in electronic form via internet, is at the

disposal of all Contact Center operators, allowing them to provide

information to customers in real time, including that regarding whether

a bill has been delivered.

This service has virtually eliminated those complaints received from

customers in the past stating that a bill had not been delivered.

The sales companies Asmea, Bas Omniservizi and Tidone Energia

have promoted the following:

Year Total no. of Of which Average 
customers Rapid service waiting time 

served counter (minutes)
2006 292,773 27,487 11.53
2007 327,650 76,402 06.12
2008 336,905 82,962 08.37

Year Total no. of Average 
customers waiting time

served (minutes)
2006 39,798 3.25
2007 39,000 4.08
2008 43,108 4.5

Call centers and customer satisfaction
The quality of the service provided and its quality as perceived by the

customer are monitored to achieve constant improvement; these

factors are measured by customer satisfaction surveys carried out with

people who have had contact with call centers. The call-back method

using telephone interviews is used. The data recorded as part of these

surveys show a high level of satisfaction (calculated on a scale of 1 to

10) for Milan and province and this has been consistent over time.

Year Simplicity in Swiftness Need Clarity and Politeness Total perceived 
making contact of resolution resolved completeness and availability satisfaction

2006 8.7 8.6 9.0 9.1 9.2 9.1
2007 8.9 8.9 9.1 9.0 9.2 9.0
2008 8.9 8.9 9.2 9.2 9.3 9.2



The customer satisfaction index obtained for A2A Servizi al Cliente

was 12.3 percentage points higher than the national average and for

ASMEA was 7.90 points higher. This demonstrates the considerable

emphasis placed on the customer through the high level of quality of

the service provided.

Service quality is also monitored by structuring the way in which

complaints are dealt with and by performing a timely analysis of the

complaints which arrive; this enables any critical points in the managing

processes or in the services provided to be identified, and acts as an

aid in setting up the appropriate steps which need to be taken to settle
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A2A receives the “BICSI energia 2008” award

A2A was awarded the “BICSI energia 2008” plate during the presentation of the results of the 2008 Energy Obervatory by Customer

Asset Improvement – CAI (the former Databank market research department) on 26 February 2009. 

This testifies to the fact that A2A’s customer satisfaction performance in the various segments of the energy market, in particular in

the sale of electricity, has reached a particularly positive level.

The CAI Energy Observatory, set up originally to provide more details of the level of customer satisfaction and a comparison for each

operator between their performance and market standards and between their performance and that of their main competitors, makes

use of a detailed system of indices for the “quality of customer relations” which are based on two pillars: the Customer Satisfaction

Index CSI and the Net Promoter Score-NPS (namely satisfaction and active word passing).

The Electricity and Gas Authority has set up a process to monitor the

provided and perceived quality of the commercial call centers of

companies selling electricity and gas.

The results from the 2008 survey, in which A2A Servizi al Cliente and

ASMEA were involved, are set out in the following table.

Customer satisfaction survey on the perceived quality of call center services 

Subject Contribution A2A Customer ASMEA National
of the survey (‘weight’) Services average

given to the index % satisfied % satisfied % satisfied
customers, net customers, net customers, net

Time taken for the
line to become free 7.50% 95.10% 89.20% 85.40%
Simplicity of the automatic
answering service in order to be
able to speak to an operator 4.50% 91.5% 90.40% 83.60%
Waiting time to 
speak to an operator 9.40% 95.5% 89.40% 84.50%
Politeness of the operator 10.8% 98.0% 96.60% 93.00%
Clarity of answers 23.70% 95.6% 92.70% 85.50%
Ability to resolve the problem
in the shortest time possible 44.10% 95.6% 90.70% 78.50%
Customer Satisfaction Index 100.00% 94.50% 90.10% 82.20%

the matter and resolve any critical problems encountered (see the

last paragraph of this section).

In addition, A2A engaged Ipsos, one of the largest research institutes

in Italy, to carry out a survey based on a sample of eighty people

representing the same number of municipal administrations (in 93%

of the cases the mayor was interviewed) distributed equally amongst

municipalities with fewer than one thousand inhabitants, those with

between one and three thousand inhabitants and those with more

than three thousand inhabitants. The municipalities were spread

across the provinces of Bergamo, Brescia, Milan, the Po area and the

Abruzzo area. The aim was to measure the perception of A2A’s image

and the quality of its services and communications and to gather a

series of opinions on the way it handles its services and its

environmental policies. This survey, the first of its kind commissioned
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by A2A, was the starting point for the introduction of a systematic

approach to measuring the satisfaction of representatives of local

institutions. A positive assessment emerged overall, in a range between

7.3 and 7.5 (on a scale of 1 to 10), of all the main services provided locally

(the water cycle, the electricity and gas network, environmental

hygiene), in terms of both technical quality and relational ability. In

addition, 81% of municipalities said that they were “highly committed”

to environmental initiatives such as providing low consumption lamp

kits, installing solar panels on public buildings or carrying out waste

differentiation campaigns.

The customers of A2A Trading

A2A Trading, 100% owned by A2A and operational since 1 October 2001, is the company in charge of managing the Group’s energy

portfolio, including the purchase and sale of electricity, gaseous and non-gaseous fuels and environment bonds on the international

and national wholesale markets.

A2A Trading assures that the energy requirments of the A2A Group’s customers are met by means of the following:

_ having an owned generation park, for which it manages and optimises the available production capacity;

_ dealing with the contractual aspects of third party generation plants;

_ carrying out purchases on the national wholesale markets, being an active trader on the IPEX (the Italian electricity exchange for spot

dealing) and acting as counterparty in bilateral contracts arranged outside the organised bid system.

Trading activities on the other hand are prevalently carried out on the more mature electricity markets: those of France, Germany,

Switzerland, Greece, Austria and Slovenia. The company is also a member of spot and futures regulated exchanges, both as a broker

and an over the counter trader, signing bilateral contracts with accredited counterparties with whom framework agreements exist

such as the EFET Master Agreement.

A2A Trading has taken part as bidder in capacity auctions (virtual power plants) arranged by Eléctricité de France (EdF) since 2003.

The electricity purchased is either imported into Italy, exported to Germany or sold to POWERN EXT S.A., the French electricity exchange

(of which the company is a member since 2004), or to other European traders through bilateral contracts. In addition, following the

signing of the balancing and trading agreement with the French national grid operator (Réseau de Transport d’Eléctricité - RTE), A2A

Trading has become one of the “Responsables d’équilibre” on the French wholesale market.

The company has been a member of the German energy exchange EEX (European Energy Exchange) since July 2006; this is one of the

most developed and consolidated of the organised markets for the spot and future wholesale trading of electricity and CO2 quotas.

In order to increase its activities on foreign markets A2A Trading also became a participant on the Greek spot electricity exchange,

Desmie, in 2008 and a market operator in Austria, signing the balancing agreement with the grid manager APCS Power Clearing and

Settlement AG.

In terms of volumes, total trading in 2008 amounted to 6,042 GWh, of which:

_ 2,018 GWh as importer/exporter from/to France, Switzerland, Austria, Slovenia and Greece;

_ 4,024 GWh of “foreign on foreign” activities, carried out mostly in France.

Expansion on foreign markets will continue into 2009 and indeed the company has already taken part in the procedure for the allocation

of import/export interconnection capacity on all the Italian borders (capacity supplied at auctions jointly by Terna S.p.A. and all the

other interconnected grid managers). In terms of volumes traded A2A Trading already has a series of contracts in its portfolio for 2009

amounting to over 3.5 TWh.

In terms of medium- and long-term activities in Italy in November A2A Trading registered with the electricity futures market organised

by Borsa Italiana in the IDEM segment, known as IDEX, on which product is traded at standard terms, initially of the “baseload” type and

without physical delivery (cash settled) with settlement with respect to the PUN index generated on the IPEX and representative of

the single national purchase price.

In January 2009 the company was one of the recipients of the newly issued business procedures entitled “Deal Life Cycle”, which on

the one hand are designed to rationalise relations with the internal organisational units Trading and Portfolio Management, Back Office

and Bidding and Dispatching and on the other to rationalise those with the external organisational units Risk Management and Control

Management and the Administration Department of A2A, with the aim for 2009 of identifying and as appropriate segregating the

purchase and sale of electricity into “industrial” and “trading” activities.



Gas, electricty and heat distribution

Commercial and technical quality of the electricity and
gas distribution services
The standards disciplining the technical and commercial quality of the

service in the electricity and gas distribution service sectors are regulated

by sector norms which have replaced the preceding Service Charters.

The regulatory references governing the rules are the ‘Consolidated

Texts’ issued by the Electricity and Gas Authority on service quality,

and more specifically Resolution no. 168/04 for gas and Resolution

no. 333/07 for electricity.

The Texts envisage compulsory minimum standard service levels and

a systems of rewards and penalties aimed at providing incentives for

the pursuit of levels of quality which exceed those that are formally

required. In addition, the Authority calls for the monitoring, recording

and periodic communication of precise indicators for the purpose

of controlling the quality of the service being provided and of levying

fines or other penalties where levels are not met.

The standards in question are separated into those of a “general” and

“specific” type. In the latter case if the levels are not met for reasons

attributable to the distributor, customers receive compensation

whose amount depends on the seriousness of the disservice, the type

of meters installed and the time for paying this compensation.

Technical quality of the gas distribution service
The Group distributed gas in 2008 by means of two separate companies:

AEM Distribuzione Gas and ASM Reti. 

The former covered the area of Milan (the municipality itself and 9

neighbouring municipalities), while the latter, despite having a lower

number of customers overall, covered a much larger area, extending over

7 regions and serving 202 municipalities and 12 provinces.

Safety and continuity of service
AEEG Resolution no. 168 of 2004, which contains provisions on the

quality of the distribution, measurement and sale of gas, introduced

a series of technical and commercial indices to be used to assess the

service on the basis of the activities that are considered most significant. 

These indices are placed directly on the Authority’s website where

the figures may be consulted. Nevertheless, to give an idea of the

performance achieved, the following table provides details for those

municipalities having more than 50,000 users connected to the gas

distribution network.
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Technical quality AEM Gas and ASM Reti Base Reference Actual level
level level Milan Brescia Bergamo

Annual percentage of network under high or medium pressure inspected 30% 30% 97.65% 63.8% 100%
Annual percentage of network under low pressure inspected 20% 70% 81.72% 33.3% 34.5%
Annual number of localised losses reported by third parties
per kilometre of network 0,8 0,1 0.51 0.19 0.11
Conventional measurement of the degree of gas odourisation 
per thousand end customers 0,19 0,5 0.5 1.12 7.68
Number of end customers with period of notice not below
3 working days for interruptions with notice 70% 95% 86.09% 74.59% 0

The total data for network inspection show that the commitment of

the companies goes well beyond the requirements set by the Authority.

This is due to the awareness which has always distinguished both

companies that their role is essentially one of providing services to

users, and accordingly all the preventative steps needed to eliminate

or reduce risks to a minimum, or more simply to limit customer

inconvenience, are put into practice.

Emergency service
The emergency service goes into action when reports are received

of gas leaks or misfunctioning. The service is provided on a 24 hour

basis throughout the year. The emergency service is as effective

as it is timely and an excellent indication of this is the fact that it

manages to arrive at a location within 60 minutes of a call being

received.

The following tables provide a summary of this activity, from which it

can be seen that the average arrival time is less than the 60 minutes

reference period, demonstrating that the utmost attention is paid to

safety matters. The following table provides details for those

municipalities having more than 50,000 users connected to the gas

distribution network.

Emergency service - 95% with arrival within 60 minutes

Milan: Brescia: Bergamo:
Calls Average T no. >T max Calls Average T no. >T max Calls Average T no. >T max
22,228 29,48 1,340 1,673 41 5 710 31 0
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Distribution network renewal programme
As of today the underground network managed by AEM Gas for

distributing gas in the city of Milan and other neighbouring

communities has a total length of 2,864 km., of which 146 km. is in grey

cast iron (old style cast iron - GTV). The pipework in GTV for which

hemp-lead sealing closes joints represents approximately 5.1% of the

low pressure road pipework network and is responsible for releases

of natural gas caused by faults or leaks from the joints.

The network renewal programme continued throughout 2008 with

the replacement of the GTV pipes as scheduled in a multi-year action

plan. The steps taken envisage the replacement of the sections in GTV

with fully welded polyethylene pipes. With the exception of the cities

of Brescia and Bergamo, ASM Reti carries out its work in areas recently

converted to methane gas, where networks have been laid by using

pipework conforming to current regulatory standards.

The pipes are mainly made from steel and polyethylene; cast iron was

used in Brescia and to a certain extent also in Bergamo where a

programme for progressive replacement over the next few years is

planned.

In the centre of Bergamo the renewal of around 2 km.of underground

cast iron network with lead joints will shortly be completed; in Brescia

the cast iron networks have mechanical joints and elastomer seals

and as a result it has not been necessary to set up renewal programmes

in this case.

Plans to reinforce cathodic protection to the benefit of the steel

networks and the measures taken in this respect continued throughout

2008.

Commercial quality of the gas distribution service
Resolution no. 168/04 provides for compulsory minimum service

standard levels, to which a system of rewards and penalties has been

added to provide incentives to reach quality levels which exceed those

that are formally required.

Compliance with specific quality standards

Type of service AEEG level Services supplied Average time for
within the time providing the

indicated (%) service (days)
Time for making estimates for simple jobs 15 working days 97,81 4,5
Time for carrying out simple jobs 10 working days up to 25D

15 working days over 40D 98,80 5,0
Time for making estimates for complex jobs 40 working days 88,92 19,0
Time for turning on supply 10 working days up to 25D

15 working days over 40D 99,97 4,3
Time for turning off supply 5 working days up to 25D

7 working days over 40D 99,94 3,3
Time for reactivating supply following
suspension for default 2 weekdays 100 1,1
Compared to the punctuality band for personal 
appointments 2 hours 99,83 N,A,

The performance levels above show that the results obtained are in

line with the Authority’s objectives; in many situations, especially in

the case of making estimates for and carrying out simple jobs, average

times for performing the service are much lower than the benchmark

levels.

Compliance with general quality standards

Index AEEG level 2008
Minimum percentage of requests for complex jobs 
completed within the maximum time of 60 working days 85% within 60 working days 99,5%
Minimum percentage of the results of measure group checks at the request of the customer 
communicated within the maximum time of 10 working days 90% within 10 working days 99,05%
Minimum percentage of motivated replies to written complaints or information requests 
communicated within the maximum time of 20 working days 90% within 20 working days 94,12%



Technical quality of the electricity distribution
service
Energy is distributed by AEM Elettricità and ASM Elettricità who with

their low and medium voltage electricity networks are to be found in

61 municipalities, including Milan and Brescia. The other municipalities

are located in the Milan hinterland, around Lake Garda and in the

Valsabbia area. The two companies manage around twelve kilometres

of ducts which take electricity to over a million customers, for domestic

use and for commercial or industrial purposes, and are committed

to making continuous improvements to the effectiveness of continuity

and the quality of the service provided to customers, in accordance

with the objectives set by the Electricty and Gas Authority. The

distribution network covers the provinces of Milan and Brescia and

is connected to the Terna high voltage national electricity grid by

means of 30 very high voltage/high voltage and high voltage/medium

voltage transformer stations, located in various areas throughout the

territory, which feed around 8,300 cabins. The low voltage city network

has an extension of 6,707 km., the medium voltage network 5,485 km.

and the high voltage network 160 km.

Emergency service
An emergency service is available in the areas served by AEM Elettricità

and ASM Elettricità which is open 24 hours a day, seven days a week

for reconnecting the supply to the end user. The AEEG sets certain

quality levels:

These levels have been recorded for 1,515 MT customers connected to

the Milan network and 834 customers connected to the Brescia network.

The emergency service dealt with 27,000 calls in the Milan area alone,

of which 13,000 for requests for checks or faults. Intervention times

were as follows:
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Development of the electricity distribution network
Activities to develop the distribution network over the years have

consisted in steps taken on existing assets and the development of

new plants. These measures were aimed at satisfying regulatory

requirements; adjusting the network load; rationalising/enhancing

infrastructure; achieving an improvement in the quality and

continuity of the service; and making connections, changes or

transfers.

Milan Brescia
No. of MV customers with more than 3 interruptions 
a year in high concentration environments 42 7
No. of MV customers with more than 4 interruptions 
a year in medium concentration environments 0 0
No. of MV customers with more than 5 interruptions 
a year in medium concentration environments a year
in high concentration environments - 15

Domestic Milan Brescia
Average time (hours) to reinstate supply following 
a fault in the measure group as per 
article 75 – 3 hours in the period 
8.00 am - 6.00 pm 2.28 1.65
Average time (hours) to reinstate supply following 
a fault in the measure group as per 
article 75 – 4 hours in the period 
6.00 pm - 8.00 am 2.13 1.23

Non Domestic Milan Brescia
Average time (hours) to reinstate supply
following a breakdown of the measure group
as per article 75 – 3 hours in the period
8.00 am - 6.00 pm 2.34 1.8
Average time (hours) to reinstate supply
following a breakdown of the measure group
as per article 75 – 4 hours in the period
6.00 pm - 8.00 am 1.59 1.48

Table with service continuity indicators for 2008

Concentration of environments
Index Brescia Milan

High Medium Low High Medium
Electricity: average minutes of interruption per year for LV users
due to long interruptions without notice 9.07 30.19 44.15 29.68 72.07
Electricity: average number of interruptions per year for LV users
due to long interruptions without notice 1.57 2.66 3.92 1.51 2.93
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Commercial quality of the electricity distribution service

Compliance with specific quality AEEG level Services provided Average time
standards by type of service within for providing the

indicated (%) service (days)
Time for making estimates for work on the LV network 20 working days 98,48 6,50
Time for carrying out simple jobs 15 working days for LV

30 working days for MV 99,84 6,89
Time for turning on supply 5 working days 99,79 3,05
Time for turning off supply 5 working days for LV 

7 working days for MV 99,86 3,19
Time for reactivating supply following suspension
for deafult 1 weekday 99,62 0,22
Compliance with punctuality bands for personal appointments 3 hours 99,74 --
Time for reinstating supply following a fault in the group
on working days between 8.00 am and 6.00 pm 3 hours for LV 86,57 2,15 hours
Time for reinstating supply following a fault in the group
on working days between 6.00 pm and 8.00 am 4 hours for LV 96,51 1,94 hours
Time for communicating the result of measure group checks 15 working days 99,70 4,75
Time for communicating the result of voltage checks 30 working days 100 5,78

All the specified service levels required by the Authority have been
complied with in average times that are well below the reference levels,
especially in connection with those required for making estimates of
working days for work to be carried out on low voltage sections of
the network and for simple jobs.

The times for communicating the results of checks on the measure
group or the voltage, calculated from the date on which the request
for the check was made to that on which the document containing
the results of this check was referred, are considerably below the
Authority’s requirements.

Compliance with general quality LV MV
standards AEEG level 2008 AEEG level 2008
Minimum percentage of requests where an estimate for jobs N/A N/A 90% 92,53%
on the MV network was put at the customer’s disposal within within 40 working days
a maximum of 40 working days
Minimum percentage of requests for an estimate for complex jobs 85% 99,20% 90% 99,21%
which were carried out within a maximum of 60 working days within 60 working days within 60 working days
Minimum percentage of motivated replies to written complaints 90% 87,26% 95% 98,56%
or information requests communicated within a maximum of within 20 working days within 20 working days
20 working days

A total of 369 complaints relating to the distribution service for low
voltage customers were dealt with in 2008, the majority of which were
of a domestic nature; notwithstanding difficulties of an organisational
nature arising from the merger of ASM Elettricità into AEM Elettricità,
the commitment for the coming year is to reach and if possible exceed
the service level required by the Authority.

District heating, heat management, facility
management: safety and efficiency
One of the main features of a district heating system is its inherent
safety. The heat required for the heating system of a building and for
producing hygienic sanitary water is supplied by equipment having
no flames or combustion products. As a result no periodic checks are
required by safety regulations.

In addition direct promotions are currently taking place in Brescia and
Bergamo concerning new connections and the conversion of existing
equipment whose aim is to increase the safety level in buildings further still.
When a new connection is made, or when heating equipment is being
converted to district heating, a proposal is made under particularly
favourable economic conditions for customers to purchase an electric
induction cooking surface which at that stage would completely
eliminate the supply of gas from the building and have additional
benefits in terms of comfort and safety.
An emergency service is available 24 hours a day, 365 days a year for
the whole of the territory, while an at-a-distance telecontrol system
is installed on the majority of equipment which has five different types
of software and also includes an automatic system switching alarms
over to the control department.



Service Charters have been set up in Bergamo and Brescia for the district

heating service; despite still being valid as a whole these documents will

need updating following the reorganisation of the Group.

The specific steps taken during the year aimed at informing district

heating customers (in those areas already served by the network and

those where it is planned to develop the network further) of the validity

of the service in terms of efficiency, respect for the environment,

economicity and safety.

Capillary marketing and communications campaigns are continually

taking place, designed to increase awareness and spread the service

(specific mailings, leafleting, theatrical events, general events, articles

in local or district daily newspapers discussing collaboration with local

area councils, dedicated toll free telephone numbers, etc.).

There have also been numerous initiatives for providing information

about the service or promoting it: in Brescia, where the service has been

operative since long-off 1972, but especially in Bergamo, where the

service is going through a phase of expansion: conferences, brochures,

leaflets, articles and notices in local newspapers, training lessons in

primary and secondary schools and television broadcasts concentrating

on the question of the saving of energy and district heating.

When the network is extended by long distances local residents’

meetings are organised in conjunction with the competent local

administrative bodies to describe the features of the service, how it

works and what connection costs.

Each resident has the possibility of making contact with A2A Calore

& Servizi or with the sales companies to obtain individual advice,

support and offers in order that his needs may be met.

In terms of the types of contract available, once an agreement is signed

the customer or administrator of an apartment block, for the Milan

and Sesto San Giovanni networks, has at his service a system which is

fully telemenaged and teleread, with the support of an emergency

service that is available 24 hours a day.

This is accompanied by the continuous availability of the Group’s

personnel. Each year specific developments and the extension of the

network are decided, in line with the multi-year business plan, while

all the activities relating to providing information, commercial drive

and customer support are set up to guarantee and increase the levels

of service which district heating makes available to all of its present

and future customers.

An example of something already in the pipeline can be found in the

agreement signed by A2A with the Municipality of Milan in May 2007

for the development of district heating. A summary of the objectives

which have been agreed is shown below:

For the cities of Brescia and Bergamo the objectives for improvement

established for the period 2008 – 2010 are set out in the following,

together with tables showing the volumes connected and the

acquistions planned over the next few years:
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Customer service: telemanagement and telereading at the district heating substations (Milan)

A complete heat meter telereading system was fully installed in the Milan and the Sesto San Giovanni district heating networks in 2008;

this system accompanies the system for the telemanagement of user substations which has been in operation for several years.

The telemanagement of substations enables the following to be achieved:

_ customers are able to regulate secondary level temperatures to their own requirements, thereby obtaining a higher level of comfort

and avoiding any possible waste of energy;

_ any working anomalies, drops in service and equipment faults can be controlled;

_ call centres and emergency services can be given support in assisting customers.

The new system for telereading heat consumption has extended the quality of the service for the customer, enabling him to:

_ control the specific and total heat consumed by each building (in particular in relation to the outside temperature measured in day

degrees) and optimise the way in which the system is regulated and works;

_ obtain a more precise calculation and hence billing, and thus one not containing errors;

_ keep a record of past consumption and accordingly use this as a basic supporting tool.

The overall result of implementing the two systems has therefore been to achieve a progressive improvement in the quality and reliability

of the service provided to the customer and to obtain an important tool for reducing and/or settling complaints and disputes with

customers.

District heating development plan A2A - Milan 
Objectives 2008 2009 2010 2011 2012
MWt 110 128 150 117 85
No. of customers 367 583 717 478 362
No. of households 124,793
Reduction of expected
pollutants 300 t/year NOx

500 t/year SO2
35 t/year PM10

250 kt/year CO2
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_ communications campaigns to encourage the use of district heating,

with marketing plans being drawn up to promote the service and

communications campaigns that have been put into practice;

_ the design, creation and implementation of further extensions of

the network in Brescia and Bergamo as part of planning for the

district heating network; the construction and testing of the new

section of the network; the construction of the district heating

substations;

_ feasibility studies of the technical and operational means for

accepting new connections without interrupting the service

(feasibility studies; the testing of new connections and an

assessment of the results);

_ limiting the inconvenience caused to residents by the emission of

noise during worksite activities by analysing the critical pieces of

machinery and equipment use by subcontractors; studying the data

and information collected during this analysis; determining any

specific requests to be made in future tenders and the means of

operational control.

Integrated water services
There are three companies in the Group which manage water services:

A2A for the Brescia area, BAS SII for a part of the province of Bergamo

and ASVT for certain municipalities in the Trompia valley (see the

specific company box).

Management activities aimed at guaranteeing the service to the

customer consist of the ordinary and extraordinary maintenance of

existing structures, the building of new plants and networks and all

the activities concerned with the human use of the water and the

environmental protection of water as a resourse.

The public service is provided under the principles of equality,

impartiality, continuity and participation, efficiency and effectiveness.

The rules establishing the relationship between the contracting party

and the manager are the same for everybody concerned and the

service is guaranteed for residents of the entire territory involved.

Special attention is given to disabled persons, the elderly and the

needy.

The service is provided on a continuous, regular and uninterrupted

basis and the companies involved undertake to limit any periods when

the service is not provided to a minimum, and then only in the case of

force majeure, faults or the maintenance required for normal working.

For this reason an emergency service is available 24 hours a day, 365

days a year.

In addition to any specific regulations which may regard the manager,

the relationship between the manager and the customer for water

arriving from the aqueduct or from the purification plant is normally

governed by the Services Charter, which establishes the principles

and criteria for the supply of the water.

Through the Service Charter the manager undertakes to provide the

user on a continuous basis with all the information about any initiatives

which may be of interest, using suitable means of communication.

Certain distintive features of each type of service are set out below,

regarding:

_ for the Brescia water service unit, the management of the safety of

the service;

_ for BAS SII, the management of the relationship with the customer,

with an anslysis of customer satisfaction.

The Brescia water service
The Brescia water service manages the aqueduct, sewerage and

purication working centres.

More specifically, the Brescia area water cycle operational unit looks

after the captation, potabilisation, adduction, and transportation of

water and the distribution of water for human consumption and for

use in craftwork and industry, excluding the use of sewage waste for

irrigation purposes and the purification process, with the prime

objective being to safeguard the saving of water and its re-use.

District heating development plan A2A - Bergamo
Objective 2008 2009 2010 2011 2018
MWt 74 74 132 150 231
Volume
served (mln m3) 1.7 2.4 4.2 4.9 10

District heating development plan A2A - Brescia
Objective 2008 2009 2010 2011 2018
MWt 694.3 694.3 694.3 694.3 866
Volume
served (mln m3) 39.26 40.00 40.72 41.44 45.00

Brescia water service data

Aqueduct service Purification service Sewerage service
_ 73 municipalities _ 65 municipalities _ 67 municipalities
_ 193,888 users _ 153,074 users _ 160,466 users
_ 567,168 inhabitants _ 531,790 Power of plants in I.E. _ 531,721 inhabitants



The current version of the water service charter, namely that issued

in 2005, was prepared in conformity with and in compliance with the

general principles provided by the Directive of the Council of Ministers

of 27 January 1994.

This charter, which is currently being revised by the Territorial Ambit

Authority, establishes principles and criteria for providing the service

and constitutes an annex to the supply agreement drawn up between

the manager of the service and the single user.

Continuity of the service
In its capacity as manager of the integrated water service the Brescia

area water cycle operating unit is committed to providing a continuous,

regular and uninterrupted service.

Any interruptions to the service may only be due to force majeure,

extraordinary events, a lack of water in the sources of procurement,

faults or the maintenance required for normal working and to

guarantee the quality and safety of the service, and in any event for

reasons which may not be attributed to the manager.

In these cases suitable and timely information must be provided to

the user.

If for the above-mentioned reasons there should be a deficiency in,

or suspension of, the drinking water service for a period exceeding

24 hours the manager is bound to arrange for an emergency substitute

service through the use of tankers, in compliance with the provisions

of the competent health authority.

Emergency service
An emergency service for all working services connected with the

water cycle is available 24 hours a day, 365 days a year, and can be

reached by calling a toll free telephone number.

The following minimum levels of service are guaranteed for the

aqueduct and sewage working sectors:

_ the emergency services must intervene within three hours, including

in situations where harm to human health is involved, unless traffic

viability makes this impossible;

_ in the event of a fault in a meter or other accessory equipment owned

by the manager and installed above ground which leads to the

temporary suspension of the service, the emergency services must

intervene within eight hours;

_ the maximum period for any intervention is twelve hours, counted

from the time a fault or blockage in pipework or underground

channels which may cause the suspension of the service is reported

as an emergency;

_ the time required to carry out repairs and/or cleaning and unblocking

measures in the case of flooding and regurgitation from the sewers

is twelve hours.

In the event of more than one report being received simultaneously,

leading to an increase in the time taken to do the work, the manager
carries out the work in order of need.

The telecontrol system
Telecontrol, and occasionally automated, equipment which enables

the aqueduct and purification plants to be monitored on a continuous

basis is used as a means of maintaining high standards of management.

More specifically, in the water cycle the system telecontrols plants

for the production (wells and springs), treatment and transportation

of drinking water, reservoirs, interconnection stations between

networks having a different piezometric level, effluent purification

plants and sewage lifting stations.

Intervention for faults and problems at plants can made rapidly from

the central office which is manned 24 hours a day, 365 days a year,

thereby reducing down-time to a minimum and occasionally also

preventing possible misfunctions occurring in the service provided

to the customer.

The Bergamo water service (BAS SII)
BAS Servizi Idrici Integrati manages the integrated water cycle in part

of the province of Bergamo, providing:

_ the service for the captation, treatment, adduction and distribution

of drinking water for the municipality of Bergamo and a further 33

municipalities in the province for approximately 280,000 residents;

_ the sewage collection service for the municipality of Bergamo and

a further four municipalities in the province;

_ the water purification service for civil and industrial effluent for the

municipality of Bergamo and a further six municipalities in the

province (by means of the purification plants in Bergamo, Valnegra

and Foppolo).

Over 220,000 residents (representing 80% of the catchment area)

are served by an aqueduct covering a series of municipalities, which

supplies the city of Bergamo and twenty neighbouring municipalities.

The remaining municipalities situated along the Seriana and Brembana

valleys and in the lower plain are served by local aqueducts fed by local

springs and wells.

Top quality springs located at an altitude of 500m along the valleys of

the Begamo pre-alpine foothills represent 90% of the sources of

supply for the main sovra-municipal system. 

The more important production and distribution plants are governed

by a centralised telecontrol system which ensures that the cycle

involving the treatment and distribution of water, the identification

of significant losses in the pipework, the level of reservoirs and the

functioning of the pumping plants can be controlled in real time,

thereby benefiting safety, reliability and the optimisation of resources.

The Bergamo purification plant, situated at the A2A Group’s

technological hub in the south western part of the city, receives effluent

water from the municipalities of Bergamo, Torre Boldone, Gorle,

Ponteranica (partially) and Mozzo (partially), with designed power

for 220,000 inhabitant equivalents. 

BAS-SII is equipped with an internal laboratory for management purposes
in which it is able to control drinking water from captation to use, followed
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by an analysis of the effluent water emitted by the city’s purifier and the

industrial discharges connected to the sewage network. The company

also provides control services for A2A’s Brescia water service.

Data for the Bergamo water service

Aqueduct service Purification service Sewerage service
_ 4 municipalities _ 7 municipalities _ 5 municipalities
_ 53,265 users _ 136,423 inhabitants served _ 15,950 users
_ 82,273 inhabitants served _ 3 purification plants _ 123,933 inhabitants served

Customer communication channels, strategies and
methods
BAS SII ensures that customers receive constant and complete

information about the means by which its services are provided. More

specifically:

_ it provides booklets to customers in which it sets out details of the

service supply conditions and the rules governing the relationship

between the two parties;

_ it provides information about the procedure for paying bills, how

to read meters and any benefits available for customers from

promotional initiatives;

_ it informs customers about the way in which the tariffs are made up

and any changes to this;

_ It provides details about how to make complaints, should this be

necessary;

_ it provides methods of identifying unusual levels of consumption

as a means of providing suggestions to customers as to how they

may improve the technical and contractual use of the service;

_ it makes telephonic and electronic tools available to customers designed

to satisfy informational requirements for everything concerning the

contractual arrangement (contracts, transfers of contracts, information

of various types, bills, connections, etc.);

_ it undertakes to ensure that everything distributed to the customer

is clear and comprehensible and endeavours to use simple and

accessible language on all occasions;

_ it carries out periodic surveys to establish whether the information

being provided to the customer and its communications are effective

and to identify any other needs which the customer may have.

When scheduled maintenance requires the supply to be interrupted

customers are given at least 24 hours notice. In the case of an individual

customer this notice is given personally; if one or more buildings are

involved notices are attached outside the buildings or properties. If

the work involved regards large areas, notice is also given in the press,

on local radio and television and on websites.

All staff having direct contact with the customer, either at the counter

or on the telephone, are required to provide their personal details,

either directly or in coded form.

Correspondence with customers carries a reference to the contact

in the company, either directly or in coded form.

In 2008 call center operators received 20,040 telephone calls: only

519 calls were not served, 2.59% of the total.

Contacts and waiting times have been monitored since April 2008

and the results of this process are shown in the following chart:

Apr May Jun Jul Aug Sep Oct Nov Dec

No. of contacts exceeding the time limit (15 minutes)
No. of contacts within the time limit (15 minutes)

No. of user contacts at the BAS - SII counter - 2008
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A total of 1,131 estimates for connection to the aqueduct were issued

and delivered to customers in 2008 and on average these were

prepared in 6.61 days; 22 of these estimates - 1.95% of the total - were

issued after the maximum of 30 days.

Customer satisfaction
An opinion poll was conducted in November and December 2008

with the assistance of A2A Group employees who are resident in the

municipalities served by BAS SII. The results obtained were compared

with those of an earlier survey carried out in 2004 on a large sample

of customers.

Customer perception of certain aspects of the service was sounded

out in the questionnaire which they were asked to compile, such as:

_ the organolectic quality of the water supplied;

_ the way in which the service is run;

_ the commercial counter.

% satisfied Satisfaction % satisfied Satisfaction
index % satisfied index.

Survey 2008 Survey 2004
Quality of water supplied 95,3 0,81 88,3 0,68
Service continuity 97,6 0,85 97,1 0,78
Time for activating a new connection 93,3 0,74 83,7 0,66
Timeliness of call-outs 81,2 0,80 88,4 0,69
Information concerning the interruption of the service 81,1 0,74 82,0 0,63
Billing frequency 97,2 0,76 91,8 0,70
Clarity of bills and ease of reading 82,9 0,64 86,7 0,66
Payment methods 90,1 0,70 90,5 0,69
Time for paying bills 87,5 0,67 89,4 0,68
Overall service 100,0 0,80 93,5 0,71
Commercial counter 92,3 0,72 93,6 0,72
Toll free information line 61,5 0,50 62,6 0,49
Toll free line for reporting faults 57,1 0,46 70,5 0,56
Website 81,3 0,64 75,0 0,59
Ease of making claims and complaining about disservices 82,6 0,70 78,0 0,61
Time for resolving problems 87,0 0,71 75,0 0,59
Response time 73,9 0,62 72,5 0,55
Clarity and completeness of response 87,5 0,72 73,7 0,58

The results of the survey show that the services provided maintain

the same level/exceed the level measured previously, highlighting that

improvements need to be made regarding access to toll free numbers

for the reporting of faults and obtaining information.

Safety and customer protection
BAS SII complies with safety and quality standards which consist of:

_ The telecontrol of plants and the existence of a continuous 24 hours

a day emergency service which is available on both weekdays and

holidays and which may be contacted outside normal working hours

to ensure that the more urgent calls may be dealt with.

_ Radio links which are set up throughout the area being controlled

which enable communications to be made via radio between the

central office and operating staff.

_ A “scheduled search for leaks” prevention service implemented by

vehicles having electronic equipment which by working along the

line of the underground pipework is able to identify above ground

any leaks not yet noticeable on the surface. With this service the

whole system of ducts will be completely reviewed over a three year

period and the distribution network over five years.

_ A service of internal control over the quality of industrial discharges

into the public sewers by using sensors in the field and carrying out

periodic sampling with laboratory analyses.

_ A service of internal control over the drinking water distributed by

using sensors in the field and carrying out daily sampling with

laboratory analyses.

_ A service of internal control over the quality of the inflows into the

purification plant and the purification outflows by using tools in the

field and by carrying out daily sampling with laboratory analyses.

BAS-SII additionally offer its customers the possibility of paying a

premium for a service under which consumption is measured and

any water losses occurring in buildings are reported. The company

guarantees that meter readings will be carried out on a monthly or

quarterly basis and that each cutomer’s meter will be checked;

customers are advised if a post-meter leak is identified.

During 2008:

_ 352 km of network was checked and 101 leaks were found and

localised;
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The treatment of drinking water and water quality in Bergamo

The water supplied by BAS SII undergoes a treatment at captation which is based solely on a disinfection process generally using chlorine

dioxide, and has no need of any other treatment since it is not liable to chemical pollution.

The following table provides data on the chemical and physical features of the captured water at the three main springs of the Bergamo

aqueduct system; the water distributed through the network is a mix of various proportions depending on the existence of reservoirs and

the demands for water put into the network. Additional features of the water supplied can be found on the BAS SII website under the item

water quality, which is presented for 7 city zones (with two checkpoints for each zone), and in the municipalities served by BAS SII.

Chemical and physico-chemical analyses
Average values at the spring (2008)

Nossana spring Costone spring Algua spring VdP Leg. Dec. 31/2001

Conc. hydrogen ions pH 8.0 7.7 7.8 6.5 - 9.5

Calcium mg/l 37.0 72.8 53.6 -

Magnesium mg/l 7.2 22.5 21.7 –

Sodium mg/l 1.0 7.0 1.0 200

Potassium mg/l <0.5 1.0 <0.5 –

Selenium mg/l <0.001 <0.001 <0.001 0.01

Fluoride mg/l 0.06 0.08 0.06 1.50

Chloride mg/l <2 10.1 2.2 250

Sulphate mg/l 8.4 59.3 39.3 250

Ammonium mg/l <0.05 <0.05 <0.05 0.50

Nitrite mg/l <0.05 <0.05 <0.05 0.50

Nitrate mg/l 4.0 4.9 5.8 50

Total hardness °F 13.0 28.5 22.1 15 - 50 *

Calculated fixed residue mg/l 164 338 255 1500 *

* recommended values

The water of Bergamo is undoubtedly one of the best “drinking waters” in Italy; it has an average hardness of 18°F and low mineral

content (oligomineral). 

It is without a shadow of doubt one of the drinking waters that has the lowest levels of sodium and its contents are a match with any of

the “mineral waters”. It also gets full marks for its low concentration of nitrates and organohalogenated compounds (pesticides, solvents

and other pollutants). The various tests which have been performed on the water of Bergamo place it towards the top of the national

league table. An example of this is the test carried out by the magazine “Altroconsumo” in June 2006 which put Bergamo water amongst

the five leading waters in Italy.

_ for the BAS SII basin alone the internal laboratory analysed a total of

85,795 parameters on crude water (wells, springs, surface water), the

treatment plants and the distribution network and 16,127 parameters

on effluent water and discharges from production facilities;

_ the company’s call out service, available outside normal working

hours, dealt with a total of 1,534 reports of faults coming from

customers and intervened in 213 cases to check that plants were

working properly.

Disinfection and chlorocover
To ensure that the water supplied is microbiologically pure it is

disinfected, generally using chlorine dioxide which prevents the

formation of chlorination by-products (trihalomethanes). Disinfection

is always carried out before the water is put into the network so that

a minimum of chlorine is left in the pipes (chlorocover).



Environmental services
There are three companies in the A2A Group which work in the

environmental services sector, by which is meant a service aimed at

the community as a whole: AMSA, Aprica and ASVT (see the

appropriate box).

A variety of tools is used to ensure that the relationship with the

customer/resident is central to everything. A considerable level of

emphasis is placed on the requests, complaints and reports arriving

from the customer/resident, within the limits (economic and

operational) imposed by the service contracts agreed with the

municipalities that are served.

In additional to the traditional tools, such as toll free numbers, internet,

emails and ordinary mail, several reports, requests, etc. also arrive by

means of direct contact with staff as they carry out their work

throughout the area. The presence of personnel at public meetings,

municipal commissions, etc. ensures that a feedback channel with

the area served is kept constantly open. Replies are generally made

swiftly to requests coming from the customer/resident and the times

taken are monitored by the quality system.

For the most part relations and customer care strategies for all

companies depart from customer satisfaction surveys and a review

of requests, reports and complaints. Matters which are considered

to be of a critical nature or those where in any case improvements

may be made are included in the programmes and improvement

targets envisaged by the quality certification system. In addition the

measures used in schools to increase awareness are monitored: on

these occasions teachers fill out a form used to express the extent of

their appreciation of the intervention and to provide any other

information which may be useful in enhancing its effectiveness, such

as an assessment of the methods used and the clarity with which

matters were presented; any suggestions made for improving specific

or general aspects of the presentation are also noted.

Milan with AMSA
AMSA is a company which manages institutional environmental

services in the eight municipalities with which it has specific

agreements, including that of Milan, and namely city cleaning and

waste collection by the methods provided in the relative service

agreements. A total of 1,435,000 people are served by the company.

Providing service to residents and safeguarding the environment are

strategic objectives for the company and it pursues these by a method

of continuous improvement. The factors which go to make up and

measure these improvements are based on the following principles:

_ the organisation of a differentiated collection system;

_ waste collection and city cleaning must be carried out in a way not

to create traffic congestion in the city, and in general must create

the minmum of customer inconvenience;

_ accessory services (recyclers, the collection of bulky articles, the

elimination of abusive discharges, etc.) must also be performed in

accordance with the criteria used for the two main services;

_ to broaden the environmental services provided to public and private

customers;

_ to promote, sponsor and support any initiatives useful in reducing

the production of waste.

Furthermore, AMSA also provides a series of additional services at a

fee in the area of Milan and province, formalised by means of specific

agreements. These waste collection, cleaning and disposal services

are provided in addition to those provided for in the Service Charter

agreed with the municipalities served.

In addition, the company offers certain specific services, such as the

cleaning of writing on walls and graffiti, environmental reclamation,

asbestos removal and many others. The following are some of the services

provided at a fee: various measures involving one-off waste collection

or street cleaning which are regulated by customised agreements; waste
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The treatment of drinking water in Brescia

The water put into the network is disinfected at all the water procurement plants managed by the A2A Brescia water cycle operative

unit.

The principal types of pollution found in the Brescia water table are as follows:

_ industrial pollution consisting of the presence of organic-halogenated solvents and hexavalent chromium;

_ agrocultural pollution consisting of the presence of nitrates and atrazine;

_ pollution of a geological nature (falling water table): iron, manganese, arsenic; hydrogen sulphide and ammonium.

Treatment to make the water suitable for drinking is carried out by using various types of plant, depending on the pollutants present.

More specifically, the main types of plant used are as follows:

_ plants for absorption into granular activated carbon to reduce organic-halogenated solvents;

_ inverse osmosis plants and ion exchange plants to reduce nitrates;

_ plants of a chemical-physical nature to eliminate hexavalent chromium;

_ biological plants to reduce arsenic, iron, manganese and ammonium.
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collection or street cleaning following events; the cleaning of parking

lots and private parking places; the removal of graffiti  from private

buildings; the differentiated collection of used toner cartridges from

businesses and professional firms; the differentiated collection of paper,

cardboard and wood from commercial, artisan and industrial entities;

the cleaning and protection of floors and pavements; the collection of

steam lamps and fluorescent tubes; the monitoring and removal of

asbestos; the differentiated collection of electronic and computer

materials; the complete management of mobile hygiene services; the

collection of vegetable and animal oils and fats from restaurants and

other caterers; the collection and disposal of special and/or hazardous

waste from companies; the collection of bulky waste “from your own

home”; the clearing of cellars and attics; the reclaiming of contaminated

sites; and the collection and destruction of papers and documents.

The charges made for these services and the general contractual

conditions are drawn up and approved on an annual basis in

accordance with internal procedures.

The channels used to sell commercial services are the direct sales

force and the teleselling organisation (business toll free number

800241142), which prepare online estimates for micro-collection

services. The number of customers taking advantage of the additional

charged services in 2008, analysed by principal activity, was as follows:

The “Service Charter”
In order to ensure transparent communications with its customers

each year AMSA prepares an updated version of the Service Charter

which contains details of the services available and the indices of

quality that have been achieved. Residents are therefore provided

with a form of supervisory tool over the company’s activities, one

which though additionally requires the population as a whole to

perform their duty as citizens, to differentiate their waste properly,

to keep the city clean and to abide by the rules contained in the

Municipal Regulations for waste disposal or in the Ordinances issued

by the Mayor. The Service Charter (and the Municipal Regulations

and Ordinances) may be requested free of charge from Customer

Service or downloaded from the website www.amsa.it.

Recyclers
Recyclers, or ecological platforms, are guarded areas containing

equipment where residents may take all their recyclable materials,

including those occupying a considerable amount of space, such as for

example glass sheeting, cardboard packaging, bulky refuse, inert materials

such as rubble, sanitary materials, plaster, etc. and hazardous urban waste.

Since the nineteen nineties the Milan Municipality’s six ecological

platforms are fully included in the process for the realisation of an

integrated differentiated waste collection system. Situated within the

city and therefore easily reached by users, these platforms provide

an import qualitative and quantitative support for the pursuit of

differentiated collection objectives.

In addition, asking residents to adopt an active and aware approach to

the differentiation of the waste they produce represents an important

function of an educational and communicational nature, a useful

contribution to the overall management of the collection services. 

Differentiated collection, transportation and disposal and recovery

of waste at the recyclers are all carried out by using 20 cm bins for

paper, cardboard, glass, wood, tyres, vegetable waste, etc., while for

other waste such as toner cartridges, lead batteries and frying oil, bins

standing on container baths are used. The waste gathered is deposited

in suitable bins where it is provisionally stored while waiting to be

collected and transported to its destination. The “large bins” are stood

on paved areas to avoid their contents spilling onto the ground and

are clearly marked to assist users in identifying them easily.

Street cleaning services
The two million people who come to Milan during the day for work,

or at night for leisure, call for a continuous service for cleaning streets

and pavements and emptying bins.

AMSA has set up a “sweeping plant”, a targeted and specific system

providing the following kinds of service:

_ fine sweeping: this is carried out by 2, 4, and 6 m3 suction vehicles and

involves one or two operators working in the street to sweep the

pavements and gutters by hand and channel the waste in the direction

of the vehicle’s suction equipment;

_ mass sweeping: mechanical sweeping and washing along protected

routes where stopping is prohibited (Milano Pulita) using two vehicles:

a sweeper and a street cleaner;

_ global sweeping: all sweeping operations, from fine sweeping to

mass sweeping, are carried out during a single workshift; thanks to

the new sweepers which are equipped with “sweeping facilitators”,

specifically patented by AMSA, the work teams also wash the

pavements and remove any refuse on the side of the street,

eliminating the need to move cars; in 2007 this service involved

streets having a total length of 520 km., which was extended to 1,200

kilometres in 2008: for highly frequented urban areas and/or those

of architectural, cultural, commercial and tourist value, a means of

Charged services Number of customers 
Number of bins rented 2,054
Various agreements (bags, cleaning, etc) 506
Collection of electronic and computer material 1,366
Collection of neon lights 75
Collection of toner cartridges 1,319
Collection of vegetable oils 201
Cleaning of graffiti 1,239
Mobile hygiene services 103
Removal of asbestos 21
Collection of bulky material at home 2,108
Waste disposal for entities/businesses 20 



organising the sweeping has been planned which provides for longer

periods dedicated to the service (such as in Piazza Duomo);

_ bin emptying: the daily emptying of bins and the cleaning of “mini-

fills” by staff using small vehicles ( such as three wheelers);

_ the emptying and fine sweeping service was supplemented in July

2005 with a reinforcement called “added quality”;

_ cleaning of markets: a more detailed method of cleaning open

markets has been in place since February 2002; the cleaning begins

when trading is over and takes place during a limited time period

immediately the market has finished, when no-parking regulations

are still in force;

_ in 39 of the 96 municipal markets AMSA has undertaken to finish the

cleaning process by 4.30 in the afternoon and by 11.30 in the evening;

_ other services: these consist mainly of the clearing of tree lined avenues,

anti-freeze prevention measures, the clearing of drains in the road

and, as an experiment, the removal of used manufactured articles

abandoned on public ground, such as flower pots, no-parking bollards

and street signs and of hazardous waste containing asbestos, etc..

The means by which sweeping is carried out varies, depending on the

situation in the town or location. Service frequency is planned on the

basis of the frequency index of the various roads and on their

condition.The various sweeping services are integrated, synchronised

and calibrated for each individual street. The means by which street

cleaning services are to be carried out and the timing are

communicated to residents by means of the website. Staff teams are

made aware of the way that vehicles and equipment should be used

and of the results obtained in the area assigned to them.

Certain of the specific services which for which a call out service is

available in the event of emergencies are as follows:

_ snow service: men, materials and equipment are kept on call between

15 November and 15 March in accordance with operational plans set

up for clearing snow and ice;

_ various emergencies: this service intervenes in the event of flooding,

overflowing and other emergencies;

_ disinfection and deratting: disinfection against mosquitoes,

cockroaches, ants, ticks and other insects is carried out on a

scheduled basis and in emergencies.

AMSA also carries out inspections aimed at detecting and sanctioning

the infringement of municipal waste management regulations. In

addition the company has a “graffiti cancellation” service which

performs a regular check over an area of 200,000 square metres,

with cleaning then being carried out when necessary.

Customer satisfaction
Over the past few years consolidated standard indices such as customer

satisfaction, complaints and quality control are taken into account in

designing services in accordance with the recommendations of the

Municipal Administration contained in the new 2008-2010 service
agreement.

The “Quality Control” methodology used for the services supplied in

the territory, which is based on a count of the waste picked up by the

teams as they pass, has become consolidated practice and one used

also for checks when there are disputes with the Municipality of Milan.

Efficiency indicators have shown that significant improvements have

been made.

The customer satisfaction and customer care
surveys
In 2008 Euromedia Research carried out a customer care survey and

a customer satisfaction survey for AMSA with the aim of monitoring

satisfaction with environmental services in Milan, in line with what has

become consolidated practice over the past few years.

The customer satisfaction survey set as its objective an analysis of the

views and opinions of residents on the features of the various services

provided.

With this framework the survey was performed by putting questions

on the following matters in telephone interviews:

_ the importance assigned by residents to certain specific features

of the services provided by the company (expected quality);

_ perceived satisfaction with regard to these features (perecived

quality).

The interviews were carried out on three different population samples:

_ 1,000 families residing in the municipality of Milan;

_ 500 families residing in neighbouring municipalities of Milan which

are served by AMSA;

_ 200 face to face meetings with businesses having their activities in

Milan.

Indices for overall user satisfaction were calculated on the basis of

the replies obtained and maps of priorities were drawn up in order to

highlight the possible issues that may exist for each of the features of

the service provided by AMSA, and to be in a position to provide a

targeted response to the needs and demands of residents.

The results obtained in 2008 demonstrated a moderate but

progressive increase in the satisfaction of customers with the services

being provided, with the average overall opinion being at a high level.

Accompanying the customer satisfaction survey in 2008 was an

additional simplified survey aimed at assessing the effectiveness of

services as a basis for drawing up improvement objectives for 2009;

the service contract with the Municipality of Milan governs how these

objectives will be reached.

The customer care surveys - 2008 saw the fifteenth edition - are

genuine opinion polls which, by means of interviews of a variable

sample of 1,000 adult residents of Milan, set out to check the way in

which the teams have been working by using a series of assessments

relating to the provision of the various services.

The indicators taken into consideration (such as for example the

speed and accuracy with which tasks are performed and compliance
with timing) provide the basis for indices which express the quality
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with which the company’s staff has provided the services, which are

then also used to implement the company’s incentives scheme as

agreed with the trades unions.

The customer center
By setting up a customer center AMSA has created a channel which

is always open to the needs of the residents of Milan and its

neighbouring municipalities, allowing them to take advantage of a

punctual and efficient service close to the needs of the city and its

inhabitants. At the customer center it is possible to ask for information,

book the various home-based services or obtain a description of all

the services that are available. At the same time it is also a means of

gathering reports and complaints about disservices and carries out

active supervision to protect against any acts of vandalism to public

property or harm to the city’s environment. Having 24 telephone

stations and being open to the public 24 hours a day, 7 days a week,

the center handles on average more than 1,400 telephone calls a day. 

In addition to its toll free number AMSA also makes a fax number and

email address available to its users in order to broaden and simplify

dialogue.

Customer service awareness has grown considerably and asserted itself

over the past three years amongst residents who have expressed a

positive opinion on the service provided, precisely for its ease of access,

its ability to resolve problems and the politeness of the staff involved.

The customer center is therefore affirmed as a direct communication

channel between AMSA and residents, as may also be seen by the total

increase in the annual number of contacts, especially through the

faster channels such as telephone and electronic mail.

The customer center is mainly used to obtain information on activities

carried out and to a lesser extent to book services, to make complaints
or to report matters.

Analysing the data recorded is useful for assessing the way in which the

waste collection and sweeping staff have performed their work and for

introducing technical and organisational innovations which can increase

the extent to which the needs of users are met.

Complaints represent 4% of the contacts recorded, and these may be

divided into the two main types of service provided to the city, namely

collection claims (those relating to the differentiated collection of waste)

and sweeping claims (relating to the cleaning of the city and green areas).

A total of 285 claims were presented in written form in 2008. Average

response times are extremely short; situations relating to waste collection

are resolved on the same day. Requests regarding the cleaning of the

city and green areas are dealt with using an approach which is compatible

with the way that the service is planned, and therefore in general within

a week.. Correspondence is dealt with on average within 9 or 10 days.

The distribution of information materials
The residents of Milan are AMSA’s customers and a large part of the

company’s institutional communications are addressed to these

people. Numerous information tools are used in this respect for

providing details of the services performed, changes in the services

and new activities: direct mail delivered to porters’ lodges, notices in

the press and posters and brochures which are distributed in a capillary

manner at all the events and during all the initiatives taking place

throughout the territory.

If there are problems with the service or national holidays or strikes

which may affect the normal performance of its services AMSA informs

residents of changes by purchasing advertising space in the main daily

papers, on local television stations or on the Telesia channel.

The following are the main tools which have been used for

communicating with residents over the past year:

_ the “Did you know that AMSA ..... ” brochure which provides full

details of how to carry out differentiated collection and the

company’s main services;

_ the brochure “AMSA consulting” in Italian and English which describes

the advisory services available to businesses and local administrations

for organising waste collection and urban hygiene services and

installing equipment for the treatment and disposal of waste;

_ booklets containing details of the innovative services offered:

sweeping facilitators; the use of methane as a fuel; the collection of

used oil; asbestos removal; the cleaning of graffiti;

_ brochures promoting commercial services for the collection of

bulky material at one’s home and new charged services for businesses

including the collection of toner cartridges, room clearance, the

collection of frying oils and fats, etc.;

_ a poster presenting the new organic plan for intervention in the

event of snow and ice: this poster, prepared in collaboration with

Epson Meteo, was delivered to the porters’ lodges of all buildings in

Milan to highlight the assistance required from residents in reducing
the inconvenience which these emergencies inevitably bring;

Periodic customer satisfaction surveys - AMSA
Customer Center (Euromedia Research)
(Marks out of ten)

2006 2007 2008
General quality index 7.9 8.1 8.2
Ease with which it is possible to
speak to an operator 7.7 7.9 8
Politeness and availability 8.1 8.3 8.3
Clarity and completeness of information 7.9 8.1 8.3

Customer Center AMSA
Trends in contacts

2006 2007 Δ% 2008 Δ%
Toll free number 410,957 453,219 10% 484,111 7%
E-mail 1,982 2,249 13% 3,431 53%
Correspondence 3,525 4,131 17% 3,525 -15%



_ the brochure “Today my park is greener still” to inform residents of

the new services for cleaning the green areas of Milan;

_ the leaflet “Clean markets in Milan” as an attempt to persuade traders

to collaborate to a greater extent with AMSA at the Viale

Papiniano/P.zza S. Agostino open markets, including when the

markets are actually being held, and to stress the importance of

separating the various types of waste at the collection points in order

for differentiated collection to be carried out properly.

Bergamo and Brescia with Aprica
Aprica provides services for the whole of the management cycle for

urban waste, meaning that produced by domestic activities, and special

waste, meaning that produced by industrial, commercial and craftwork

activities. More specifically the company is involved in the collection,

transportation and brokerage of waste, street sweeping and the

management of recovery and disposal plants in the provinces of Bergamo,

Brescia and Mantua.

Further details may be found on the website www.apricaspa.it.

The Service Charter
A draft Service Charter was drawn up in 2008 in compliance with

national and regional laws and regulations that is inspired by the

following principles: equality and impartiality, continuity, effectiveness

and efficiency of service, quality, the safeguarding of the environment,

safety and resident participation.

More specifically the charter makes reference to the cleaning of the area

involved and the waste management service, meaning the collection,

transportation, recovery and disposal of waste, in accordance with the

methods established in the service agreement. When the company has

overall control of the urban waste management service the charter is

agreed with the consumer and user associations recognised by the

Region of Lombardy and put at the disposal of all residents of the area

involved, in accordance with the methods established in the service

agreement. However if the service is allocated between a series of different

management companies, Aprica provides the municipal authorities with

a precise description of the services for which it is responsible and the

respective quality standards, in order that this information may be included

in a single service charter. The service charter may in all cases be obtained

free of charge by downloading it from the website of the company and

those of the municipalities which have adopted it.

Customer communication channels, 
strategies and methods
Aprica has set up a series of toll free numbers which customers may

call to book services, obtain information, make complaints or report

matters, in order to make a variety of communications channels available

for customers/residents. This latter type of request may also be made

in a website environment using suitable forms which can be filled out

online. With its various sections the company’s website contains all

the information relating to its operations, the services it provides and

the various initiatives it has in progress on environmental matters.

In addition the company uses email and ordinary post to handle and

deal with the numerous reports, requests, etc. it receives; these may

also arrive from customers by direct contact with staff as they carry

out their work throughout the territory. As a final point the presence

of Aprica personnel at public meetings and meetings of municipal

commissions, etc. is a means of keeping open a feedback channel with

the territority served. Replies are generally made rapidly to the requests

made by the customer/resident and the time taken is monitored by

the quality system that has been set up by the A2A Group.

Aware of the need to address a vast range of listeners, Aprica believes

that communication is an essential tool for transmitting information

and building relations with the community. Customer communications

and information are developed on the basis of the target: residents,

businesses and schools are the main goals of initiatives taken to

heighten awareness and increase the supply of information.

Didactic communication, by providing information and carrying out

guided tours of the A2A Group’s plants, implementing specific

environmental educational measures and holding competitions on

the subject designed to increase the prevention of waste, encourage

differentiated collection and introduce environmental best practice

in schools.

Commercial communication, by making “door to door” visits to

companies and commercial businesses and distributing dedicated

multilingual booklets aimed at providing information about the services

and products available and making people aware of differentiated

collection.

Institutional communication, addressed to residents, by publishing

and distributing booklets dedicated to the theme of waste and

differentiated collection, putting specific labels on bins and being

continually present with information stands at exhibitions, fairs,

conventions, etc. dealing with the question of refuse.

The initiatives in progress today are aimed at promoting differentiated

collection and reducing waste at source. A description of certain of

these initiatives may be found in the section dedicated to “Institutions

and the community”.
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Environmental services
Municipalities (BS+BG+ municips. in the provs. of BS, BG and MN) 77

Population served 724,150

Business customers * 2,900

(*) Business customers are companies and firms other than the municipalities which have
access to Aprica plants or to third party plants with Aprica providing the transport. The
number of customers can be counted using the TU as Aprica runs the commercial office on
its own and arranges contracts with customers directly. In some cases customers have
access to more than one plant at the same time and accordingly the records may overlap.
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Customer safety and protection
Attention to customer safety has been developed in the following

areas within urban hygiene services:

_ Street bin hygiene: the fact that the user comes into direct contact

with street bins led initially to an approach of washing and disinfecting

the bins on a regular basis by using suitably equipped vehicles. Recent

changes have been introduced whereby the bins are now sanitised

by applying specific nebulised enzymatic products each time the

bin is emptied.

_ The transfer of waste to treatment/disposal plants: the safety of

customers taking their waste to these plants is ensured by carrying

out an advance analysis of the specific risks resulting from having

heavy vehicles and operating machines (compressing vehicles, fork

lifts and/or mechanical diggers) all present at the unloading point

at the same time. Subsequently by having specific procedures

followed during unloading, which customers are contractually require

to comply with, the best methods of transferring the waste were

identified and these now enable customers to gain access safely.

_ Safety procedures for handling the collecting bins in public and

private areas: handling and moving waste collecting bins in both

public and private areas has always been a delicate matter because

it creates risks for anyone standing or moving in the space required

by vehicles or equipment to manoeuvre. A careful analysis of the

risks involved was carried out together with the development of

suitable operational procedures with the aim of protecting the safety

of public and private customers. These procedures are continually

updated on the basis of the quality certification rules. Staff receive

continuous training and information about safety and the benefits

of this are also to the advantage of customers.

_ Guided site tours: only guided tours of plants are permitted, whatever

their kind. The safety of the customers taking part in these tours is

guaranteed by the continuous presence of appropriately trained

Group staff during the whole of the visit. Suitable notices provide

visitors with any information which may be needed in the case of

fires or an emergency.

Customer satisfaction survey in Aprica for 2008
The customer satisfaction survey carried out by NOMESIS involved

the municipalities of Brescia and Bergamo. Targets: households (1,200

in Brescia and 800 in Bergamo) and businesses (500 in Brescia and

300 in Bergamo).

Telephone interviews were carried out (quantitative survey) and focus

groups were organised in order to go into further detail (qualitative

survey). A mixed approach was taken, meaning that in certain cases

it was mentioned that the company to whom the questions referred

was Aprica while in others this was not mentioned (known respectively

as the transparent and opaque approach).

The issues dealt with were as follows:

_ environmental hygiene image (such as for example overall satisfaction

with the way in which waste is handled, overall satisfaction with street

clearing);

_ satisfaction with collection services (such as for example the distance

of bins from home, emptying times, etc.);

_ satisfaction with differentiated collection (such as for example the

frequency of collection, the number of bins, etc.);

_ satisfaction with street sweeping;

_ questions on possible new services;

- readiness to purchase and use unpacked products to limit the the

need to dispose of packaging;

- the use of reusable nappies for babies;

- a law governing the delivery/distribution of leaflets;

- a free of charge texting service by which notices are sent advising

when it is not possible to park in a certain street because cleaning is

taking place;

- the introduction of a street bin collection system in Bergamo, where

collection is currently made on a door to door basis, and therefore

the abolition of the door to door service and the introduction of bins.

Results (scale of 1 to 10):
Brescia households

Taken overall the sample stated that it was satisfied with the waste

management service awarding an average mark of 7.74:

_ lowest mark: tariff charges: 6.07

_ highest mark: distance to bins: 8.36.

Brescia businesses

Taken overall the sample stated that it was satisfied with the waste

management service awarding an average mark of 7.44

_ lowest mark: tariff charges: 5.49

_ highest mark: distance to bins: 8.09

Bergamo households

Taken overall the sample stated that it was satisfied with the waste

management service awarding an average mark of 7.35

_ lowest mark: tariff charges: 5.60

_ highest mark: frequency of collection: 7.67

Bergamo businesses

Taken overall the sample stated that it was satisfied with the waste

management service awarding an average mark of 7.09

_ lowest mark: tariff charges: 5.30

_ highest mark: convenience of collection: 7.52

This survey forms part of the the goals and programmes of the Aprica

quality and safety management system for 2006-2008 and accordingly

the steps aimed at making improvements will be based on the results

of the surveys for the various target groups and an analysis of the

proposals made in the focus groups.
1 Focus groups allow the company to achieve the following: 1) to identify any sensitive issues which may be at a latent stage and not directly noticeable; 2) to make an optimal allocation of the
weights to be given to the various issues in order that the depth to which each individual issue should be taken may be established; 3) to avoid discovering after the event that important latent
issues are left off the questionnaire, thereby making the final contribution poorer in terms of the knowledge obtained.
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ASVT specifications

Having a modernly organised community led the Mountain Community and the municipalities of the Trompia Valley to form a company

capable of managing the services of public interest in the entire catchment area: Azienda Servizi Valtrompia was set up in July 1998 and has

A2A as its industrial partner. The catchment area of the Trompia Valley Mountain Community is made up of 18 municipalities having a resident

population of approximately 106,500. The following table sets out the services provided by the company and the number of people served:

Customer communication channels: strategies and methods
ASVT ensures that residents have constant and complete information about the way in which the service is provided. In particular:

_ it provides booklets to customers in which it sets out details of the supply conditions and the rules governing the relationship between

the two parties;

_ it provides information about the procedure for paying bills, how to read meters and any benefits available for customers from

promotional initiatives;

_ it provides details about how to make complaints, should this be necessary;

_ it provides tools for identifying unusual levels of consumption as a means of providing suggestions to customers as to how they may

improve the technical and contractual use of the service;

_ it makes telephonic and electronic tools available to customers aiming to satisfy informational requirements for everything regarding

the commercial relationship (contracts, transfers of contracts, information of various types, bills, connections, etc.);

_ it promises to ensure that everything distributed to the customer is clear and comprehensible, always attempting to use simple and

accessible language.

When scheduled maintenance requires the supply to be interrupted the customers concerned are given advance warning; if one or

more buildings are involved notices are attached outside buildings or properties; if the work involved regards large areas notice is also

given in the press.

All staff having direct contact with the customer, at the counter or by telephone, are required to provide their personal details, either

directly or in coded form.

Correspondence with customers carries a reference to the contact in the company, either directly or in coded form.

The following tables provide a summary of technical quality data for the main services provided by ASVT together with certain comments,

in the same way as similar services carried out by other Group companies.

Energy services Number

Gas customers 26,513
Number of municipalities served 4
Water services 
Water customers 21,061
Number of municipalities served 11
Number of inhabitants 72,229
Purification and sewage service
Municipalities 13
Number of users 25,839
Number of inhabitants (resident) 87,053
Environmental services
Population/municipalities served/business customers 49,149
Number of municipalities served 11
Other services
Public lighting
- Number of municipalities served 1
Cemetry management
- Number of municipalities served 4
Management of the heating of municipal buildings
- Number of departments served 8



SOCIAL RESPONSIBILITY

Sustainability report 2008 • 137

Gas distribution service

The figures for the checks on the low and medium pressure underground network highlight the attention given to preventing risks

occurring relating the distribution of natural gas; the efficiency of this approach may be seen from the low number of gas leaks reported

by third parties as that index shows.

The figure for odourisation measurement is confirmation of the attention given to this fundamental parameter in the network gas

distribution safety process.

The correct gas odourisation level and accordingly the quantitative control of this level ensure that the end user can smell the gas and

therefore be considerably receptive to leaks, even when the gas is only present in small concentrations.

The average call-out time was most certainly less than 60 minutes (29 minutes) and 421 requests for call-outs were received in 2008.

The following tables set out the commercial quality standards for the gas distribution service.

Integrated water service
Telecontrol equipment, and occasionally also automated equipment, enabling aqueduct plants to be constantly monitored is used to

ensure that high standards of management are achieved.

More specifically in terms of the water cycle the system telecontrols the plants for the captation (wells and springs), treatment and

transportation of drinking water, reservoirs and interconnection stations between networks at different piezometric levels.

Intervention for faults and problems at the plants can be arranged swiftly from the centralised station thereby reducing to a minimum

the periods when these are out of service, at times also anticipating any possible misfunctioning of the service provided to the user.

The company does not have a service charter at present and as an improvement objective it plans to introduce one in 2009.

Environmental services
This activity refers to differentiated collection for domestic and non-domestic users. In areas of low population density collection is

not differentiated. Collection is based on an overall system of approximately 1,500 containers (bell-style bins, wheelie bins, etc.).

Safety and continuity of the gas distribution service Base level Reference level ASVT specific level
Annual percentage of network under high and medium pressure inspected 30 % 30% 51.16%
Annual percentage of network under low pressure inspected 20% 70% 51.83%
Annual number of localised leaks reported by third parties per kilometre of network 0,8 0,1 1.00
Conventional number of measurements of the gas odourisation degree per thousand end users 0,19 0,5 0.983
Number of end customers with notice of not less than 3 working days
for interruption with notice 70% 95% 11.1%
Gas: no. of interruptions (without notice) 17
Gas: annual number of localised leaks (scheduled inspection and reported by third parties) 194
Gas: no. of measurements made of the gas odourisation degree 24

Specific quality standards Service provided Average time for performing
by type of service within the time indicated (%) the service (days)
Estimate time for simple jobs 100 4.38
Performance time for simple jobs 99.14 5.88
Estimate time for difficult jobs 100 2.80
Time to turn on supply 100 2.53
Time supply turned off 100 1.96
Time to turn on supply following suspension for default 100 0.7

Indicator No. of days
Time to make an estimate for aqueduct connection 5.7
Time to connect a new water user 16.8
Time to turn on or re-turn on the service 2.5
Service termination 2.5
Sewerage connection 16.7
Number of checks/analyses 584



ECODECO - plant customers

Leading customers of the research and development
engineering sector
Ecodeco offers its services to a wide variety of customers (Italian and

non-Italian) who wish to have an innovative but tested system at their

disposal for obtaining value from the residual fraction of urban waste

following differentiated collection, one which has been working for

years in other areas, and wish to propose this in the area in which they

work. These customers may be analysed as follows.

_ Local public bodies, who want to introduce a modern system in their

area for obtaining value from the residual fraction of urban waste

following differentiated collection, a system designed to maintain

its efficiency even in the face of changes to legislation and the way

in which waste is collected.

_ Businesses, who want to propose and develop their own innovative

products to complement or enhance the Ecodeco system.

_ Professionals, who want to receive information about the Ecodeco

system for obtaining value from the residual fraction of urban waste

as part of their projects.

The range of parties with whom Ecodeco interfaces requires the

company to respond to the customer with an equal number of proposals:

_ The design and construction of treatment/recovery/disposal

(ITS)/sludg/incineration plants.

_ The construction and management of landfills for treated waste

and activatable bioreactors.

_ Biofilters and systems for lowering atmospheric emissions.

_ Automatic waste handling systems.

_ Waste derived fuel (WDF) feeding systems for cement works.

_ Permanent geo-electric monitoring for monitoring landfills.

_ Reclaiming at abandoned industrial areas, landfills or abusive waste

deposits or operative factories.

_ Revamping/modernisation of existing plants.

_ Hydro-geological, geological and geo-technic studies.

_ Environmental impact studies.

_ Testing, work/site management (assistance, stage of completion,

accounting and settlement of payments).

_ Technical and economic feasibility bids and assessments for

environmental services and plants.

_ Remote assistance services for plants (World Manager).

_ Purchase assistance (specifications and standard contracts, supplier

searches, supplier checks and invoice checks); technical appraisals;

assistance in patent applications.
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No. of plants Power of No. of plants Power of No. of plants Power
delivered plants delivered plants under of plants

in 2007 delivered in 2008 delivered construction under 
in 2007 in 2008 construction

Other industrial waste
treatment plants
Dust inertising plants 1 25,000 tonn/y
Dust inertising plants 
+ purifying plants 1 120,000 tonn/y
Plant components 1 1
Biofilters and systems for
lowering emissions 6 86,300 mc/h 6 45,100 mc/h 1 4,100 mc/h
WDF cement works 1
Biogas landfills and plants
Landfills 2 129,941 mc 6 470,364 mc 4 353,950 mc
Biogas plants 1 2.4 MWe 1 0.8 MWe
Geo-electric 1 8,753 sq. m. 4 35,486 mq 1 10,400 sq. m.
ITS plants 2 245,000 tonn/a 1 180,000 tonn/y 4 355,000 tonn/y

Reclamation In 2008 Ecodeco took part in only one tender in a consortium with non-Group companies which related to the design and
performance of work for the reclamation of 44,000 cm of land, together with the construction of a landfill of volume
90,000 cm. This tender was awarded to the consortium including Ecodeco and the reclamation work is currently in
progress.
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Assessment of customer satisfaction
A survey for assessing customer satisfaction was conducted by either

sending a questionnaire containing a series of detailed questions or

carrying out telephone interviews using the questions contained in the

questionnaire, in order that all of the various business processes would

be taken into account and the main activities included in these analysed.

The attempt was made to place emphasis on those aspects of the

business which are directly connected with the design and construction

of plants, such as for example technical competence, clarity in technical

documentation and compliance with the planned timetable, etc..

The percentages shown below were calculated by dividing the number

of replies containing a satisfied opinion by the total number of replies

received. Figures for both 2007 and 2008 are reported to show the

improvement achieved.

ECODECO - environmental service
customers

Ecodeco has been developing its industrial waste recovery and disposal

activities since the nineteen seventies. It takes a global and modular

approach to environmental problems, providing tangible and intangible

services and carrying out the design and construction of plants and

innovative works.

The service distribution activity leads to the need for constant

collaboration with businesses and public bodies; this enables the company

to perceive the evolution in environmental demand and to provide

stimuli to research groups for developing new services or processes.

For this reason Ecodeco is specialised, and has the intention of

perfecting this specialisation, in supplying tangible services, which

require the use of medium to high levels of technology and a medium

to high level of funds.

The plants call for a considerable investment of capital and are either

wholly or partially controlled by Ecodeco; they include a minimum

team of staff for operations strictly connected with the plant itself

while other functions are outsourced.

In 2008 Ecodeco disposed of or recovered more than 900,000 tonnes

of waste, either in its own plants or in plants with which it has an

arrangement, consisting of approximately 45% of special waste and

55% of urban waste.

The specialised centres treating special and urban waste operate in

a variety of areas in the north of Italy but mainly in Lombardy and

Piedmont.

These plants offer a wide range of services such as the following:

_recovering biological sludge for agricultural purposes;

_ rendering hazardous waste inert and loading inertised waste in
landfills which are also designed for environmental reclamation;

_ recovering incineration residues;

_ making final deposits in controlled landfills;

_ burning waste not otherwise recoverable;

_ recovering energy from urban waste using the new line which consists

of the biodehydration of the waste and the recovery of the burnable

fraction as WDF, together with other smaller recoverable fractions;

and subsequently transporting this to third party industrial plants

equipped for the use of WDF by Ecodeco or plants dedicated to

electricity production;

_ treating the wet fraction of this by passing from differentiated waste to

solid urban waste, aiming at producing quality composts.

Measurement of customer satisfaction
A survey for assessing customer satisfaction was conducted by

sending out a questionnaire containing a series of detailed questions

covering all of the various business processes analysed into their

main activities.

The company’s business is based on a commercial activity consisting

mainly of organising the supply of services and post-sales assistance

for customers, and accordingly an attempt was made to put emphasis

on those aspects of the business which are directly connected with

this type of activity and experienced by the customer, namely

communications, documentation and service quality.

The questionnaires were sent out to all of the company’s customers

at the end of 2008 together with contract renewals.

The objective of the method chosen for performing the survey was to

assess the degree of customer satisfaction so as to enable the company

to find possible areas of improvement in running its various activities. 

The specific aspects considered were: communications and ease of

contact; timeliness in replying; the adequacy, clarity and completeness

of information received; and in conclusion an overall assessment of

the quality of the service provided.

Replies were processed by allocating levels as follows: low when the

activity under consideration could be improved; medium when

satisfaction was middling for an activity; and high when satisfactory
or highly satisfactory levels were reached.

Environmental services
Business customers [private] 1,885
Municipalities served [public customers with direct delivery] 77
Consortia – Special businesses – Mountain Communities 1,026

Year Not satisfied Average satisfaction Satisfied Very satisfied
2007 0% 6% 49% 45%
2008 0% 2% 47% 51%



The graph below sets out an assessment of service quality for a series

of factors.
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The features of Aprica Studi

Aprica Studi - Azienda di Progettazione, Ricerche e Indagini, Consulenza ed Assistenza - is an engineering company owned by A2A and

operative since 1979. As its name suggests it provides consultancy and assistance for planning and design and for carrying out research

and surveys.

The company works in the following sectors: cogeneration and district heating; gas plants; water plants and drinking water treatment

plants; sewage and purification plants; waste treatment; technological plants; transportation; hydroelectric and thermoelectric plants;

and consultancy. 

In carrying out its engineering services it puts a know-how at the disposal of the A2A Group and public and private bodies that the

company itself, but also the whole Group, has acquired from organising and managing the services it performs and designing and building

plants.

As a rule Aprica Studi performs technical management consultancy services, technical and economic feasibility studies, technical

appraisals and appraisals of existing plants and prepares final and executive preliminary projects; it carries out safety coordination

during the design and execution stages, prepares preliminary files for obtaining funds for public works and draws up technical

specifications and terms and conditions for tenders for plant, machinery and services; it provides assistance in purchasing materials

and turnkey plants; and it manages works, the settlement of payments and testing and provides assistance in the running and

maintenance of plants.

During 2008 Aprica Studi provided its services to customers inside the Group such as the District Heating Operational Unit (now A2A

Calore & Servizi), ASM Novara, the Water Cycle Operational Unit of Brescia and the Sabbia Valley, the Valle Trompia Service Company,

ASM Reti and Aprica SpA, as well as outside customers such as the Mountain Community of the Trompia Valley, Brebemi and the

municipalities of Botticino, Montichiari and Polaveno (Brescia). The complexity and depth of the work performed are summarised in

the following table:

o% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%
high 
medium 
low

Quality of the ECODECO environmental service

Se
rv

ic
e

Percentage

Compliance with legislation

Relation between the quality
of the service and price

Range of services

Adequacy of end disposal plants

Availablity and competence
of vectors

Adequacy of waste collection
vehicles

Reliability and punctuality
of the service
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Type of work

TRANSFER OF CITY DISTRICT HEATING
DORSAL TO BUILD THIRD LANE OF
THE SOUTHERN RING ROAD
NEW CITY DISTRICT HEATING
DORSAL
EXTENSION OF DISTRICT HEATING
NETWORK TO THE MUNICIPALITIES
OF THE BRESCIA HINTERLAND
CONSTRUCTION OF NEW DH
NETWORK
CONSTRUCTION OF NEW DH
NETWORK
ADJUSTMENT/ENHANCEMENT OF
EXISTING PURIFIERS AND/OR DESIGN
OF NEW PLANTS
WORK ON COLLECTION AND
BALANCING SYSTEMS AIMED AT
CHANNELLING SEWAGE EFFLUENT OF
THE BRESCIA HINTERLAND TO THE
VERZIANO PURIFIER

AQUEDUCT ENHANCEMENT

LOWER AND MIDDLE TROMPIA
VALLEY SEWAGE COLLECTOR
UPPER TROMPIA VALLEY SEWAGE
COLLECTOR

INTERMUNICIPAL SEWAGE
COLLECTOR

CONVERSION OF THE TROMPIA
VALLEY MUNICIPALITIES TO
METHANE
EXTENSION OF CITY NETWORK
ENLARGING THE CAVA VERDE
LANDFILL
ENVIRONMENTAL RECOVERY TRASE
LANDFILL
BRESCIA-MILAN MOTORWAY
CONNECTION: INTERFERENCE WITH
PUBLIC UTILITY SERVICES AND
EXPROPRIATION PROJECT
REBUILDING OF THE SEWER IN VIA
CAVE
NEW SEWAGE NETWORK (V LOTTO)

NEW SEWAGE NETWORK (FAITO)

Municipality

Brescia

Brescia

Concesio

Bergamo
Novara

Brescia. Montichiari.
Gavardo. Vobarno.
Castenedolo/Borgosatollo
Botticino.
Cellatica
Concesio
Ospitaletto
Capriano del colle
Nuvole/Nuvolento/Paitone/
Prevalle/Serle/Mazzano
Marmentino and the
Interconnection of the
Franciacorta aqueducts
Concesio. Cogozzo. Villa
Carcina. Polaveno
Marcheno. Tavernole.
Pezzoro. Pezzaze.
Marmentino. Lodrino.
Bovegno

Pezzoro

Bergamo
Montichiari

Montichiari

Municipalities on the plain
between Brescia and Milan

Botticino

Montichiari

Polaveno

Project/
project
activity
(no.)
3

2

1

8
2

1
1
1

3
3

1

4

3

1

1

1

1

1

1

1

Works
manage-
ment
(no.)
1

3
1

1
1
1

1

1

1

1

1

1

1

A2A Group
customers

DISTRICT HEATING
OPERATIONAL UNIT
(now A2A Calore &
Servizi Srl)

ASM NOVARA SPA

WATER CYCLE
OPERATIONAL UNIT
BRESCIA

TROMPIA VALLEY
SERVICE COMPANY

ASM RETI S.p.A.

APRICA S.p.A.

Othercusto
mers

TROMPIA VALLEY
MOUNTAIN
COMMUNITY

BREBEMI S.p.A.

Municipality of
Botticino
Municipality of 
Montichiari
Municipality of 
Polaveno (Bresia)



Public lighting, traffic lights
and video-surveillance
AEM Elettricità manages the day to day running and ordinary

maintenance of public lighting, traffic regulation and video-surveillance

equipment, on its own account and for the Municipality of Milan, and

is additionally involved in specific projects such as lighting architectural

sites and bringing out the best from them. Other municipalities have

also subcontracted AEM Elettricità to manage public lighting

equipment. ASM Elettricità similarly manages public lighting equipment

in the municipalities of Brescia, Collebeato, Ome, Bergamo, Cenate

Sopra and Ranzanico.
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The main work in the district heating sector related to the new Brescia dorsal which was carried out prior to the widening of the southern

ring road and the construction of the new network for the city of Bergamo.

Laying the DN 800 dual piping for the Brescia dorsal, via Lunardi

Laying the DN 500 dual piping for the Bergamo dorsal and preparation for the future
network extension, via Curie

Lighting equipment Milan and other municipalities Brescia Bergamo
(no.) (no.) (no.)

Lighting points 129,788 38,653 16,946
Lighting towers 454 6 0
Lamp posts 87,041 25,599 Not available
Suspensions 9,597 1,068 Not available
Architecural sites lit 78 10 5

Traffic light equipment - Municipality of Milan
Traffic light regulators n, 710
Supports n, 10,408
Traffic light lanterns n, 20,991
Lamps n, 62,064

Video-surveillance - Municipality of Milan
Cameras no. 728
Figures as at 31-12-2008

Alll of these activities are performed by placing special emphasis on

environmental issues, the effect that the work will have in the specific

area and relationships with local residents.
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Public lighting in our cities: Milan, Brescia and
Bergamo
AEM Elettricità plays a role in upgrading urban areas and enhancing

the image of Milan by lighting its historical sights and monuments

artistically, with the maximum emphasis always being placed on

improving luminous efficiency.

When new plant is built lighting equipment is installed which reduces

the upwards emission of light to a minimum, with the dual result of

obtaining a better use of luminous flux and achieving savings in energy.

Under a contract awarded by the Municipality of Milan, AEM

Elettricità has been drafting, implementing and regularly updating

action plans (Urban Lighting Plans) to renew public lighting plant

and equipment since 1989.

These plans are drawn up on the basis of a series of guidelines: firstly

an analysis is performed of the site and the environment; this is followed

by a cataloguing of the existing plant and the installed bulbs; a preliminary

project is then drafted and subsequently a final project which both

take into account updated technical and qualitative criteria for public

lighting equipment; the work carried out and any adjustments made

are constantly controlled; and finally there is the upkeep and

maintenance. Architectural lighting planned and realised with the

involvement of leading lighting designers enhances the value of historical

sights and monuments such as churches, palaces and historical town

and city centres and is studied to ensure that the criteria and general

objectives identified in urban lighting plans are complied with.

The more important projects realised in 2008 included the

following:the city Cathedral; the Sforzesco castle; the Basilica of

Sant’Ambrogio; Santa Maria delle Grazie; and the Basilica of San

Lorenzo.

In addition work has continued on modernising public lighting

equipment in Milan which in particular relates to the reconstruction

of certain series-based equipment and also some very old shunt-

based equipment.

This permitted the use of metallic iodide bulbs which have a greater

efficiency compared to the traditional mercury steam bulbs and

improved visual comfort considerably, due to the higher chromatic

yield index of the new bulbs compared to those currently in use.

The equipment was designed and constructed using components

having aesthetic features complying with the guidelines issued by the

Municipality of Milan and the recommendations of the Regional Law

regarding the dispersion of luminous flux above a vertical angle of 90°.

The projects involved took into consideration the entire street

network, arranging for pavements to be lit so as to create a livable

environment for the people using them and one that transmits a

feeling of security.

Work was carried out both in the city’s historical centre, for example

in Via Manzoni, Piazza Cavour and Via Turati, and in the middle centre,

such as the Isola quarter and the Viale Monza area.

The work performed by ASM Elettricità in the design and construction

of public lighting plant and equipment continued along the guidelines

traced out over the years: the lighting of tree-lined pavements, the

enhancement of monuments and improvements to the number and

quality of lit areas.

It is our belief that improvements to the quality of plant and equipment

from a technical lighting standpoint (allowing colours to stand out

more when viewed by night) and an aesthetic standpoint (by installing

lit objects which blend into an urban context) contribute to creating

features which increase livability, including that in places which have

a tendency to become run down.

There was an increase of 2000 lit places in 2008, analysable on the

basis of the various types of plant and equipment involved (street

lighting, pavements, arches, parks and gardens, artistic, tunnels).

This increase is basically linked to two factors not depending on ASM:

funding and the authorisation necessary for installing new plant and

equipment, for which the Municipalities of Brescia and Bergamo are

responsible as owners of the streets and places to be lit.

In addition to maintaining and running the lighting equipment situated

in the municipalities of Brescia and Bergamo, ASM Elettricità also

manages equipment in the communities of Collebeato, Ome, Cenate

Sopra and Ranzanico.

The more significant works carried out by ASM Elettricità in the

municipality of Brescia include the following: Castello del Colle Cidneo;

Palazzo Loggia; Palazzo del Tribunale; and the Auditorium of San

Barnaba.

In the municipality of Bergamo: Teatro Donizetti.



SOCIAL RESPONSIBILITY

Sustainability report 2008 • 144

A2A lights the fourteenth century church of St. Francis in Brescia with an innovative LED lighting
system

This innovative LED plant may be used for a variety of purposes: during the day, during the various church services and to light selected

areas. Seven different scenarios have been set up (morning, evening , feasts, solemn entry, solemn services, visits, rose windows), which

enable the light quality and colour temperature to vary depending on the different times of the day: the church can be admired from

the appearance of the first ray of sunlight right through until sunset, from the yellow of the morning to the white of day and the light

blue of the evening.

Light is therefore used to aid the spirituality of the building and to emphasise its artistic and architectural beauty. The innovative LED

sources last for a total of approximately 50 thousand hours and the lighting system is managed by a computer. By using LED sources

the power used is extremely limited: 6 kW for the chapels and the altars, 3 kW for the presbytery and 5 kW for the aisles. As a result a

saving of around 6 thousand kWh a year is achieved.

Managing complaints and disputes
Monitoring technical and commercial quality parameters is a

necessary but not sufficient condition for the Group to assess the

quality of the services it provides to its customers.

Complaints are a means by which a customer/user communicates a

gap between the level of service which he believes that he has received

(perceived quality) and his expectations (expected quality).

A complaints management system has been set up to protect the

customer/user under which complaints may be made directly, or by

proxy, in writing. Complaints may refer to any aspect of the relationship

between the manager of the service and the customer/user, including

any breaches of the principles and standards contained in the Service

Charter or the Resolutions of the Electricity and Gas Authority. The Group

is committed to providing a reply within 20 days of receiving a complaint.

A total of 2,964 complaints were recorded in 2008, although these

may not include all the services provided by the Group, as work is

currently taking place to organise the data homogeneously by sector.

In terms of disputes, A2A was involved in 115 cases of legal action in

2008.

There were 17 disputes in Ecodeco where customers are businesses

and not the individual resident; the majority of these related to debt

collection.

Measures taken by the Antitrust Authority

The Italian Antitrust Authority, l’Autorità Garante della Concorrenza e del Mercato (AGCM), completed its PS/1 procedure against AEM

Energia (A2A Energia from 1 January 2009) and ASM Energia e Ambiente (ASMEA) and seven other energy sector operators by levying

pecuniary penalties of 140 thousand euros on AEM Energia and 110 thousand euros on ASMEA for unfair commercial practice pursuant

to articles 20, 21.1d) and 22.4c) of the Consumers’ Code.

The AGCM had accused AEM Energia of publicising its “Fixed price” offer and ASMEA its “Sure price” and “Bioraria sure price” offers

without explaining in the specific cases what was meant by fixed price; in addition, it accused ASMEA of publicising its “Made to measure

energy - Bioraria” offer without explaining clearly the features of the offer as they regard the additional charges which may arise from

the consumption of energy in the daytime bands.
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Gas meters: a strengthened commitment to use large meters

The enquiry into gas accounting currently being carried out at a national level by the Milan public prosecutor also involves certain

companies of the A2A Group and their managers and directors.

A2A has for a certain time been distributing information of a general nature to its customers, occasionally with their bills, concerning

the volumes supplied and the massive campaign it has introduced to replace gas meters installed before 1990. All of these steps are

taking place at a time when, under the guidance and control of the Electricity and Gas Authority and in accordance with legislation in

the measuring field, gas distributors are committed to making a huge effort in the field of technological innovation. Moreover, A2A has

signed a settlement protocol with consumers’ associations thereby creating a simple, rapid and innovative tool for settling disputes

with customers. Together with Federutility, the national trade association, A2A is also discussing the possibility of other settlement

agreements with consumers’ associations. Other initiatives aimed at customers include a specific letter sent by A2A to administrators

of apartment blocks and all customers with medium and large metering systems, such as single apartment blocks or groups of apartment

blocks fed by a single thermal power station and, in general, those with membrane-type meters (up to class G100) or turbine-type

meters or, more rarely, rotoid meters. In this letter A2A highlights the fact that whatever the chosen type of meter it is in any case of a

size that is based on the level of the customer’s demand. In fact in order to design the plant correctly and decide on the size of the meter,

gas distribution companies need to know the customer’s effective demand for gas for running his boiler. A2A draws attention, above

all, to those cases where the initial demand for gas by the customer is higher than the effective requirement of the boiler that is installed.

A2A points out that this type of situation can lead not only to diseconomies, but also to less efficiency on the part of the customer’s

heating system.

To improve energy efficiency, reduce consumption and minimise polluting emissions, A2A suggests calling the attention of the heat

manager of choice on two important aspects:

- when boilers are being replaced, to ask for help in choosing the ideal model: modulating load or condensation boilers for example,

without prejudice to the principle that the potential of the boiler should always be correlated to the effective requirement of the heating

system;

- fine-tuning and regulation of the existing boilers, for example limiting the number of times they are switched on and off each day. A2A

also makes available a dedicated telephone number that customers can call for advice or to check the adequacy of the system they

have decided to install.
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Managing disputes in AMSA

AMSA does not bill users directly for the urban hygiene services it performs for the Municipality of Milan and neighbouring municipalities,

with the exception of the Municipality of Pero which has assigned it the billing of these services; uncollected debts in this latter case

have remained at around the 5% mark, a natural level which is also used in determining the tariffs to be charged the following year.

Companies of the AMSA Group issue three written reminders to customers failing to pay; following this collection is handed to an

external company which after sending a further reminder letter makes an attempt to collect the outsanding amount by out of court

settlement.

If this fails a legal firm is then entrusted with collecting the largest amounts by taking legal action for the recovery of the debt.

The number of customers and the amounts involved in this latter procedure are marginal compared to the total number of active

users/customers (around 17,500 if the urban hygiene bills issued in the municipality of Pero are included) and amounts involved. This

is due to the fact that a large proportion of the total is billed to customers such as the Municipality of Milan, G.S.E. (Gestore Servizi

Elettrici), neighbouring Municipalities and consortia organised for differentiated collection.

Uncollected debts for a total of approximately 100,000 euros due from entities forming part of the Public Administration were handed

over to the external legal firm for collection in 2008, together with balances due from commercial companies of approximately 60,000

euros.

Receivables totalling approximately 300,000 euros were passed to the company looking after debt collection by out of court settlement.

Disputes with residents regarding complaints or reports are in any case generally settled or even anticipated by the company’s customer

service department.

2008 2007 2006
Customers 17,459 15,170 8,462
Passed to lawyers (no.) 322 346 57
Amounts involved (euros) 458,926 188,830 102,313
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SUPPLIERS

Number of suppliers and size of orders
Purchases are planned in advance as part of the A2A Group’s objectives,

enabling cost synergies and common strategies to be identified and realised.

A total of 12,841 orders were issued in 2008 amounting to 726.7 million

euros.

Supplier management from an operational standpoint is carried out

by the specific distinct operating units found in A2A, AMSA and

Ecodeco, and for this reason in the current absence of a single data

bank as the source of the information certain data are presented

separately in the following table to avoid considering the same

companies more than once.

Company Type of supply and tenders No. of registered No. of orders Amount of orders
suppliers*

A2A S.p.A. Raw materials and goods 1,061 3,555 152,532,086.46
Services 1,509 2,885 210,667,835.72
Tenders 327 501 190,806,068.43

Total 2,897 6,941 554,005,990.61

Ecodeco Raw materials and goods Not available 1854 9,303,362.83 
Services Not available 693 6,639,098.83 
Tenders Not available 94 5,567,174.89 

Total 2,641 21,509,636.55 

AMSA Raw materials and goods 769 1,472 37,953,433.05
Services 747 1,572 111,098,987.87
Tenders 144 215 2,166,729.10

Total 1,660 3,259 151,219,150.02

The roots of A2A’s suppliers in the territory
The following chart, which sets out the total amounts for the orders

and contracts of the three management areas analysed between

Lombardy, other regions in Italy, other EU countries and non-EU

countries, is a clear demonstration that the traditional roots of suppliers

lie in Lombardy, where 67% of the value distributed to suppliers is

concentrated.

In particular AMSA has created a group of suppliers which has

extremely close ties with the province of Milan, one which has grown

up together with the corporate and organisational evolution of the

Milan utility.

Principles and regulations regarding
tenders, supplies and services
The A2A Group is inspired by the principles of lawfulness, loyalty,

impartiality and independence, and this also holds true for relations

with suppliers, who amongst other things are selected by assigning

due importance to matters such as quality certifications, environmental

impact and worker health and safety.

Group companies and suppliers work together in complying with the

principles of economicity, effectiveness, quality, propriety, equality

of treatment, transparency, proportionality, impartiality and fairness

in business, with reference also being made to their respective Codes

of Ethics - the Group’s Code of Ethics was approved at the beginning

of 2009 - which set out the guiding principles and basic directives

which should underlie their conduct.

Tenders for works, supplies and services in both the ordinary and special

sectors (urban hygiene, electricity networks, gas, district heating) are

regulated by European Union laws aimed at meeting the requirements

to be found in article 2 - Principles of Legislative Decree no. 163/06 “The

code for public contracts relating to works, services and supplies in

implementation of directives 2004/17/EC and 2004/18/EC”.

Qualifying and selecting suppliers
A2A has introduced a system for determining the suitability of entities;

this has the aim of ensuring that they have the technical skills and economic
and financial capacity required by Legislative Decree no. 163/06.

Geographical distribution by amount

67% Lombardy

30%
Other regions in
Italy

3% Other EU
countries

0% Non-EU countries

* Suppliers may appear in more than one merceological category.



The main tool used for communicating and providing the information

used in purchasing goods and services and assigning works is the tender.

In addition to being published in the Official Journals and the press,

tender notices may also be found on institutional websites. For example

AMSA publishes a pre-information announcement at the beginning

of each year which contains all the public tenders having amounts

exceeding the European Union thresholds which it intends to award

during the following twelve months. When public tenders are not called

the announcement is replaced by an invitation letter, which includes

the terms and conditions of the tender, in which bids are requested

which may be of a purely economical nature or may also include

technical matters. We will describe in detail the procedures by which

Ecodeco qualifies and selects its suppliers as an example of best practice.

In Ecodeco suppliers are assessed and selected on the basis of technical

and organisational reliability, with special control assured of the

procurement and design processes.

It is the company’s conviction that the level of quality of its products is

also influenced by the level of quality of the goods and services used to

produce them and by the relations it has with its suppliers. These are

therefore determinant factors during the stage at which supplier selection

is carried out, even before any economic aspects are considered.

Furthermore, Ecodeco assesses its suppliers by carrying out a valuation

process and a verification of the supplier’s ability to meet necessary

and binding prerequisites, as well by checking the certifications

obtained in the field of quality environment and safety management

systems and in the technical area of the supply in question, such as

for example the various professional qualifications for constructing

plants in compliance with the requirements of current directives.

Suppliers are arranged by merceological class on lists drawn up by

the company. These lists are updated when new suppliers are qualified.

On the completion of each supply an evaluation of the supplier is made

on the basis of factors such as the quality of the goods or services

supplied, punctuality in delivery and economicity of the prices charged.

Supplies are generally checked on receipt but depending on the

importance of the supply Ecodeco may also carry out inspections at

a suppliers’ factory or, if necessary, at the premises of subcontractors

when this is contractually agreed.

In addition, the checks to be performed during the assembly and testing

stages and/or prior to acceptance are defined in the operating instructions

for the construction of the single pieces of plant or equipment.

In its turn Ecodeco is a supplier which “vies” with others and excels. In

this respect it was awarded top marks by the prestigious “Juniper Rating

Report” on the suppliers of MBT (Mechanical Biological Treatment) and

MHT (Mechanical Heat Treatment) solid urban waste treatment systems.
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The environmental company of the A2A Group ... awarded top marks as supplier by the “Juniper Rating
Report”

Ecodeco, actively involved in the field of Waste Disposal and Environmental Health, is the only European company within this field to

have been awarded top marks in the category “Fuel production from waste” by the prestigious British consultancy agency Juniper.

Juniper Consultancy Services, a leading British independent consultancy agency specialising in the analysis of the environmental

technologies available on the market, has published the “Juniper Rating Report” on the suppliers of MBT (Mechanical Biological

Treatment) and MHT (Mechanical Heat Treatment) solid urban waste treatment systems. The report is a guide to help identify the

companies which operate in this field and classifies them with a

points scheme. Ecodeco has been given Five Star and Fully Proven

ratings for the technology used in the Intelligent Transfer Stations

(ITS) built in Italy and in the United Kingdom and for its organisation.

These approval standings have marked it out as a leader in the field

of biodehydration and the production of secondary fuel from waste. 

A list of suppliers from all over the world has been set up with the

help of the assessments made on a fully independent basis by the

experts at Juniper and each supplier has been assigned points in

relation to how proven the technology sold is and how reliable the

company and the associated processes are.

The technology is assigned the top “Fully Proven” rating when the

experts have established that it has been used in active plants for

at least two years and that the requirements set by the customer have been met by reaching performance levels demanded by international

standards. The “five stars” rating is the maximum standing that can be assigned to a supplier and shows how Ecodeco has acquired a

proven record in the field. Indeed it is now considered a global leader with multidisciplinary resources which make up a strong technical

team and is capable of providing a “bankable” level of reliability of its processes. The recognition given to Ecodeco is a demonstration
of the way in which A2A is committed to guarding its value chain by means of a thorough selection of its suppliers.
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Guarding the value chain
A socially responsible business cannot restrict itself solely and

exclusively to protecting the environment and ensuring the safety of

its employees; it must also keep a constant watch on its environmental

policies and the working conditions of the employees of its suppliers

who form an organic part of the value chain, meaning all those people

involved in subcontracted activities. This is not only a commitment

required by the regulations of the European Union and the Italian

State, it is also a fundamental element of Corporate Social

Responsibility. Let us examine the question by describing the case of

electricity distribution worksites.

Safety in electricity distribution worksites

Specific emphasis is placed on the way in which safety is handled in worksites: both AEM Elettricità and ASM Elettricità check safety

status at the municipal sites at which they have been requested to carry out operations. On the basis of the results of these inspections

the companies arrange meetings with contractors to describe any unusual situations they may have found and to discuss the steps

which need to be taken to improve the level of safety at the sites.

To ensure impartiality checks may also be carried out by outside professionals in certain cases. This approach leads to a considerable

reduction in the number of complaints about roadworks as the following table shows; the figures refer to AEM Elettricità, which works

in Milan and certain neighbouring communities.

Year 2005 2006 2007 2008
Complaints about road works 467 598 668 575

AMSA has a self-regulation procedure for purchases below the

European Union threshold (currently 206,000 euros for goods and

services and 5,150,000 euros for contractual work), with a procedure

which borrows from European Union regulations and also takes into

account rules for public tenders. As a consequence, terms and

conditions and the relative forms of contract can be drawn up which

in addition to complying with general rules also put emphasis on legal

requirements on matters regarding insurance, remuneration and

social security, with the aim of avoiding unofficial work and

guaranteeing safety in the workplace, as required by the Code of Ethics.

AMSA additionally has a procedure for the purchase of goods services

and contractual work in which, with the exception of specifically

justified cases, a public tender process is carried out for amounts

exceeding 50,000 euros.

The year 2008 was especially important for safety matters: Legislative

Decree no. 81 “Implementation of Article 1 of Law no. 123 of 3 August

2007 on the Protection of Health and Safety in the Workplace” came

into effect, the so-called “consolidated safety law”.

The introduction of this important measure led to the need for A2A

to revise its safety documentation, in particular by issuing the

procedure entitled “How to manage safety aspects in tendered

activities”.

Communication with potential suppliers
For tenders held to award contractual works or for the supply of goods

and services where there is no requirement to publish public notices

suppliers are notified on the internet portal “Portal for Purchases”,

to which access may be obtained through the website www.a2a.eu;

all the procedures required to become eligible for making a bid may

be found on this portal. Suppliers can therefore use this tool to put

themselves forward for qualification for the various merceological

categories.

To qualify suppliers are sent an electronic questionnaire which enables

the company to collect not only information of a general, financial

and organisational nature, but also that relating to questions of quality,

environment and safety. The intention of introducing this

questionnaire, and especially the section dealing with quality and

certification systems, the environment and safety, is to provide the

information needed to make a first assessment of the supplier and to

make him aware of the increasing importance that these issues hold

for the Group. The company subsequently supplements these

questionnaires with information reports extracted from the data base

of a company specialising in statistical research, which determines

the level of reliability of a sample of companies/subjects by allocating

a rating to them. The technological partner managing the platform

uses his own customer care department, which assists suppliers and

follows them step by step through the registration process.
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Unification of the historical suppliers of the A2A Group companies, the role of Itradeplace

A project was launched at the beginning of 2008 to combine together all the historical suppliers of the Milan area and Brescia into a

single register that could be shared by the whole Group. This project was carried out with the assistance of ITradeplace, the A2A Group

company specialising in procurement solutions and services which has been operating on the market (the private sector and the public

administration) since 2002, offering stable and amply tested technological platforms for e-procurement and professional services

supporting customers at every stage of the purchasing process. The A2A Group Purchasing Portal was also opened during the year;

beginning with the features set up in 2005 for the then ASM Brescia it has been extended to become the tool of reference for handling

the qualification processes for new suppliers who would like to work with the Group as a subcontractor or by providing their various

goods and services. By using this Portal, on the one hand the Group has the possibility to acquire potential suppliers and assess them,

while on the other the suppliers themselves can check the stage they have reached in the qualification process and update their business

data as time passes.

In addition to putting tools at the disposal of the Group for managing the suppliers’ register the Purchasing Portal also makes it possible

to arrange tenders online; combined with the consulting services provided by ITP online tenders allow the Group’s suppliers the

possibility of dealing with all sorts of bidding: closed envelope bids and online auctions; lowest bids and the most economically

advantageous bids; and under- and over-threshold bids.

Furthermore ITP performs a third important kind of activity for the A2A Group, which consists of organising and managing the catalogue

of indirect materials, meaning by this anything which does not form part of the production cycle. In this case ITP operates as a purchasing

centre for around forty companies, of which the A2A Group is the highest spender. ITP has created a catalogue with around 100,000

items; each company which is a member of the purchasing centre reviews the catalogue, selects the articles that it wants to buy, namely

the articles for which ITP has obtained the best conditions by combining volumes, and orders them; suppliers then deliver the goods

directly to the company but bill ITP. There are two main benefits for anyone such as the A2A Group using a service of this kind: first and

foremost a supplier “is utilised” who is in control of the indirect materials; and secondly the benefit is obtained of having an administrative

process that is simplified by having one single invoice for the purchase of various “indirect” products.

Disputes
Disputes with suppliers are of essentially two types:

a) administrative disputes, which regard public procedure contestations

initiated by competitors at the invitation and award stages;

b) civil law disputes, which regard controversies emerging during the

contractual stage and which are therefore submitted to the civil

courts for judgement.

Disputes between the A2A Group and suppliers are not particularly

significant as a whole, a sign of the general atmosphere of good relations

that exists.

There were 21 cases of litigation in the parent company in 2008;

Ecodeco had 3, of which 2 relating to insolvency. In AMSA, of the 66

tenders called 3 appeals were made of which 2 relating to requests

for suspension which were rejected and 1 to the waiving by the claimant

of the effects of the sentence. In general the administrative courts

find in favour of the Group in disputes heard in connection with

contestations relating to tenders. In 2008 a significant dispute between

AMSA and the company which built the Silla 2 waste to energy plant

came to a close with the signing of a settlement agreement.
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INITIATIVES WITH COMMUNITIES
OF REFERENCE AND THE INSTITUTIONS

The broad spectrum of services offered by the A2A Group, which

responds to the primary needs of the local population, causes it to

put particular emphasis on the local area and the communities of

reference.

It is the Group’s strong belief that only by being linked closely to the

population by means of knowledge and information can value synergies

arise and grow. The support given by the Group to local initiatives is

one of the distinguishing features of the way in which the local

relationship materialises, with the needs and requests of the residents,

the communities and the local administrations being taken as a

reference point.

In 2008 the Group set up specific organisational units to manage

relations with the local area and the respective communities. The

nature and variety of the services provided and their close link with

the local territority create numerous areas where a constant exchange

of ideas and experiences and fully active collaboration on projects

aimed at the sustainable growth of the territory may be developed

The general objective of the Group’s communications policy is to

stimulate a global approach by using different means in an integrated

manner and taking advantage of the knowledge of local operators. The

Group has chosen a fundamental tool to dialogue with its stakeholders.

A2A’s website as a means of improving communications with all of its stakeholders

From the moment it was created the Group’s commitment has been to create a website which would gather together information and

experiences from all of its various entities. To this purpose a workgroup (the Web Team) was set up which has the duty of coordinating

all those activities which regard the design, development and management of the parent company’s website, the websites of many of

the companies of the Group and the A2A intranet, in terms of updating, technological development, the definition of the graphical

aspects and an effective and distinctive representation of the contents, with a special focus being put on sustainability issues. The A2A

Group’s commitment to sustainability also includes an increasing level of clarity and transparency in relations with customers, and in

general with everyone who comes into contact with the Group, and in this sense the website is an important channel for it to communicate

with all of its stakeholders.

The evolution of the Group has been followed in parallel by the evolution of the website, whose contents have been constantly updated

and whose tools have been both graphically and technologically renewed.

The contents of the site provide accurate information and data about the size of the new European entity and timely details of the

initiatives being supported by the Group.

Mention should be made of the item on the menu dedicated to territorial initiatives which is designed to safeguard the closeness of

A2A to local communities, where it maintains an important presence by supporting events and shows.

The information reported on the www.a2a.eu website in the section dedicated to communications is also reported on the Group

intranet cww.a2a.eu to inform staff of what the Group is doing in terms of local presence.

The new intranet website is a tool of fundamental importance and effectiveness for the processes involving the generation and sharing

of knowledge and identification: two essential factors for the organisation.

Thanks to its typical ambi-directionality, the intranet enables you to be at one and the same time the recipient of communications and

also the person who may play an active role in the communications process and thereby provide a contribution.

AMSA has created a website to enhance communications and provide residents and operators, in a full and complete manner, with all

the information regarding the “AMSA world” and differentiated collection.

The website www.dovelobutto.net allows the resident to gain easy access to extremely useful and highly summarised information about

differentiated collection: the site’s home page provides a search engine with which the user can discover where to take the articles for which

he has doubts; he has only to type in the name of the item in the appropriate space and the system will immediately indicate the right bin.

Ample space is given to the communications campaign used by AMSA to heighten the awareness of the Milan population towards the

differentiated collection process and encourage them to put

it into practice; an example of this is the campaign dealing with

the proper disposal of glass: “Me, glass? You’re joking!”. In addition,

by simply entering their postal codes users may locate their

nearest recycler. The site is filled with videos, quizzes and cartoons

which make browsing a more pleasant and interactive exercise.



Relations with Consumers’ Associatons
It is A2A’s belief that a direct relationship with consumers’

associations and collaboration are the best means of maintaining

a worthwhile contact with residents; this enables the Group to

become aware of any critical matters that may arise in the

relationship, welcome suggestions to improve contact and avoid

conflict by fine-tuning and improving communications with

customers.

On 26 September 2008, A2A and other member companies of the

Confservizi Lombardia association, together with eleven Lombardy
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A2A and the authorities of the energy sector

A2A maintains relations with the regulatory and antitrust authorities in the sector, respectively the Electricty and Gas Authority and the

Italian Antitrust Authority, keeping a close watch that Group companies fulfil their requirements in implementing the regulator’s provisions

and taking part in consultation proceedings set up to treat matters disciplining the sectors in which the Group operates.

The Group takes part in the work of trade associations, acting in close collaboration with the business functions of Group companies

and in order to promote their interests and playing an active role in the workgroups created to deal with proceedings in progress or

measures being finalised by the regulator.

A procedure to monitor the work being carried out by the European Union, which guides both national and supra-national energy

policies, forms part of these activities.

Collaboration with the Public Administration

Lombardy on Tour

The Region of Lombardy wanted to have its “New Lombardy Autonomy Bylaws” known throughout the territory. With its capillary

presence in Lombardy A2A accompanied and supported an initiative which is especially close to its own objective: that of creating and

sustaining an essential link with the territory in which it operates in order to aid its growth.

A2A’s support for the project to restore the Conca delle Gabelle. 

This project forms part of a much broader programme for re-

opening the Milan canals and making them navigable again as they

once were: with the possibility of reaching Venice and the Adriatic

Sea by canal, starting from Lake Lugano.

A2A has long been providing its economic support to that

programme and wished also to be an active partner in the project

organised by the Institute for the Canals/Association of Friends of

the Canal, in which a bath lying on a concrete base and fed by a well

in the neighbourhood is being restored and placed inside the Conca

delle Gabelle.

The idea is for the Conca to be lit by a system of lights which will highlight the more salient features of the artefact. This lighting, and the

energy needed to provide flowing water in the baths, will be fuelled by a series of solar panels.

The Group and institutions of reference
The Group addresses the entire community and places considerable

emphasis on maintaining and developing relations at all levels in the

knowledge that only by being linked closely to the community by

means of knowledge and information can synergies arise and grow.

Based on achieving the highest level of collaboration, relations with

the institutions and the regulatory and antitrust authorities of the

sector lead to an exchange of experiences and views on leading energy,

environmental and cultural issues whose aim is also and above all to

provide a proactive contribution towards enhancing the regulations

in the sector.

A2A is an active participant in trade associations and for example the

current Chairman of the Management Board is chairman of

Federenergia and Federutility.
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A2A and Adiconsum

The Sunflower moves

“The sunflower” initiative, an important informational and educational campaign regarding

consumption models and the production of sustainables, was held at the House of Energy

in September in conjunction with the consumers’ association Adiconsum and the Bicocca

University of Milan.

This project, co-financed by the Cariplo Foundation, was aimed at students, residents

and businesses and dealt with the issues of sustainable consumption, the rational use of

energy sources and the ecological disposal of waste.

consumers’ associations, signed an agreement entitled “Regulations

for testing procedures to settle disputes”, thereby  implementing the

protocol signed by the national Confservizi association and the national

consumers’ associations.

The settlement protocol, which will be started up on a test basis in

2009, is a simple, rapid and innovative tool for settling disputes with

customers in the gas and electricity sector.

The A2A Group’s decision to take part in this settlement procedure

confirms the emphasis it puts on the need of its customers to create

ever closer links between the Group, the customer and other

stakeholders.

A2A’s collaboration with consumers’ associations obviously does not

stop with the protocol and may also be found in the joint action taken

on initiatives of various types.

Energy efficiency in apartment blocks: analyses and proposals

On 22 May 2008 a conference entitled “Energy efficiency in apartment blocks: analyses and proposals” was held at the House of Energy.

The three-year “Energybuilding” project which was presented sets its objective as providing information about energy saving and the

use of renewable sources in homes and civil buildings to households, administrators of apartment blocks and public officials.

News of this project, which is also being carried out in France, Spain and Portugal, is being publicised by Adiconsum, which handed out

energy efficiency guides and a computer programme for performing an energy self diagnosis of buildings to people attending the

conference.

Relations with Local Environmental
Associations
The Group sees environmental associations as one of the most

privileged contacts it has as part of its commitment to protect the

environment, the local territory and the ecosystems of the areas in

which its plants are situated.

Nine new information and promotional notice boards relating to the

Oasi Le Piane di Lovero (SO) were produced together with the

Valtellina Environmental League. In addition, the piece of land belonging

to the Group on which the Oasi Le Piane stands, together with an

adjoining building which is used as a “Nature House”, has been given

in free loan to the association.

Events were organised in December on the initiative of the

Environmental League, Aprica, the Municipality of Brescia and the

CER Cooperative to heighten people’s awareness about the reuse of

discarded products. In Brescia for example, the “S...Cambio di

Stagione....Giocattoli di Santa Lucia” market was organised at which

children’s toys could be freely exchanged free of charge, while at

Rezzato paintings, small household appliances and small pieces of

furniture were exchanged.



AMSA took part in the event “Don’t Forget Me” in 2008 as partof the

various initiatives organised by the environmental associations.

The objective of this specific event which was arranged by the

Environmental League was to make school buildings more liveable

and welcoming. Participation involved one day of voluntary work for

classes, teachers and parents, who together dedicated their time to

carrying out limited maintenance work such as cleaning areas and

spaces, painting the classrooms, arranging flowerbeds and planting

trees. This initiative was also the occasion for pupils to meet together

and exchange ideas on major issues regarding the environment and

the integrated waste cycle.

“Where will it all end up? Reduce waste, differentiate collection, re-

use materials, recover energy” was the event organised in May 2008

by AMSA and the Leonardo da Vinci National Museum of Science and

Technology, in conjunction the Environmental League and CONAI

acting as scientific partners.

A day dedicated to environmental issues and recycling, with a wide-

ranging programme of activities carried out inside the laboratories

and various departments of the museum.

The day was additionally the occasion for meetings between qualified

experts in the sector for discussing matters such as integrated waste

management, the recycling of materials, disposal and waste-to-energy

as part of a broad-based conference entitled “Differentiated collection

and waste-to-energy: an integrated model”.
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From a former fish breeding station to a new aquatic park

The Brescia Aquatic Park extends over an area of approximately 10 thousand square metres on which the old fish breeding station

stood; this project has seen the active involvement since 2002 of what was then ASM, and is now A2A, in steps to restore and upgrade

the buildings and the area, with the objective of creating a recreational and cultural polyfunctional structure.

The Civil Museum of Natural Sciences took care of the reconstruction of the lake located inside the park; obtaining the assistance of

the Milan Aquarium; the museum was able to provide all the skills and suggestions required for the setting, introducing aquatic plants

and various species of fish. The intention was to create a park, the “Aquatic Park”, which would bring back to mind the old historical

“Fish breeding station” and what even earlier was the “Royal Fish Cultural Station”, and this was respected. Christmas 2008 was the

first occasion on which the residents of Brescia were given the opportunity of visiting the Aquatic Park: an underwater crib was erected

on the bed of the lake and the park.

... and then ECODECO in Pavia with the Environmental League - the international environmental
voluntary service camp in Valverde: between nature and culture

The Group continues its commitment to support the initiative set up initially many years go by the municipality of Valverde and the

Environmental League: The International Environmental Voluntary Service Camp. Youngsters coming from a variety of countries

throughout the world gather together in Valverde in August to share the experience of living together in a group and exchanging different

cultures and to carry out practical projects to protect the natural heritage of this small but delightful centre in the province of Pavia, a

municipality of around 400 inhabitants in the Oltrepò Pavese situated in an area where the hills become mountains, lying between the

Tidone and the Nizza valleys. The local Valverde administration and the Voghera Environmental League association each year succeed

in gathering together dozens of youngsters from various countries in Europe, the Americas, and Africa to follow a common path built

out of passion for the environment. Significant environmental improvements have been carried out in the area of the Castello di Verde

sovra-municipal park, paths have been re-opened and routes which have been impracticable for years have been rebuilt; in addition,

the participants have also been involved in side activities closely connected with spreading the word about the local area and the

environment to encourage an exchange of experiences between nature and culture. Having youngsters from all over the world as guests

and involving them in work to safeguard the environment means launching oneself towards a better future, one consisting of collaboration,

friendship and sharing everything in the name of protecting the Earth on which we live.

“Nature and culture” is the musical marathon organised by the Environment Protection Department of Pavia council and supported

by the A2A Group.



SOCIAL RESPONSIBILITY

Sustainability report 2008 • 155

A2A’s support for cultural, sporting and
social initiatives in the local area
Absorbing the tradition of its original companies, the A2A Group

takes part in and supports national and international initiatives of an

artistic, cultural, social and sporting nature in the area in which it

works.

A2A and Group companies contributed in various ways to the

organisation of these events in 2008 and providing support to local

community initiatives is one of the distinguishing features of its relations

with these communities.

A tool of a certain importance which the Group intends to use for

promoting sustainability and supporting educational, involvement

and awareness programmes is represented by the Foundations; these

are private not-for-profit entities which have funds at their disposal

which they can decide to use for cultural, educational, social or scientific

purposes or for other forms of public benefit.

The AEM Foundation and the House of Energy

Formed on 27 June 2007 the AEM Foundation works for the public benefit and social solidarity and has as its objective to safeguard

and enhance the history and business culture of AEM, the historical energy company of the Municipality of Milan, in the Lombardy

region. Amongst its various specific aims are the support of scientific research and the implementation of innovative technologies in

the energy and network services field which were always the distinguishing feature of AEM. Another of the Foundation’s key activities

is to protect, preserve, safeguard and enhance AEM’s historical, architectural and cultural assets.

The House of Energy is the headquarters of the AEM Foundation, which supports scientific research and the development of innovative

technologies in the energy field; it is a place of communication dedicated to energy and is open to residents of all ages.

Skilled environmental technicians work in the building and help to bring to life this structure consisting of a museum-laboratory and

large open spaces where the staff willingly reply to the questions raised by residents and organise periodic events having the sole

objective of providing information and heightening people’s awareness of matters relating to the intelligent and sustainable use of

energy.

In particular it is dedicated to providing advice on energy, educational-museum style presentations with routes dedicated to primary

and secondary school children, conferences/ training courses and communications campaigns.

The EnergyLab Foundation

EnergyLab was set up in Milan in September 2007 in the form of a Participation Foundation in response to the increasingly urgent need

to combine together the main universities and research centres, the leading operators and companies working in the energy field and

the local institutions present in Lombardy, with the aim of encouraging informed debate and imagining new scenarios of growth.

The founding partners of EnergyLab were the Region of Lombardy, the Catholic University of the Sacred Heart, Milan Polytechnic, the

Bicocca Universtity of Milan, the Luigi Bocconi University, the Milan University of the Studies, the AEM Foundation and the Edison

Foundation.

The Foundaton supports research, development and innovation in the energy and environment sector and an increase in the knowledge

of residents, institutions, private entities, information organs and the public on questions and issues concerning energy and environmental

matters.



Donations

The charts below show the extent to which the Group has supported

various initiatives:

The numerous initiatives supported by the Foundations and Group

companies during 2008 were as follows.

A2A takes part in the EnergiAcqua scientic and cultural project set

up by the DNART Foundation and the Region of Lombardy in

conjunction with the Family, School and Social Policies Department

of the Milan Municipal Council and the LI DA Association, and from

10 November 2008 to 22 March 2009 hosted the teaching laboratories

for the schools of the region at the House of Energy.

Continuing on the theme of water the seventh international

conference on hydraulic efficiency measurement, which took place

under the patronage of the International Group for Hydraulic Efficiency

Measurement (IGHEIM) at the House of Energy, gave specialists in

the sector from all parts of the world the possibility to exchange views

on the results of their latest experiences and their ability to resolve

problems.
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The ASM Foundation

The objective of the ASM Foundation is to stimulate dialogue and create a network of relations with other local entities in specific

spheres such as providing support for the elderly, increasing the power of the human and social capital represented by young people,

immigrants and local groups and setting up cultural initiatives which are open to all residents. In addition by providing funds it is able to

collaborate with other entities and associations to promote cultural, recreational and socialising activities which help the elderly to

emerge from their solitude and spend their time obtaining a higher quality of life. This leads to the emphasis put on funding projects

which support young people as they gradually take on the responsibilities they will encounter as adults, those bringing them closer to

acting for the public benefit, making them protagonists in musical events and encouraging them to use new technologies. The Foundation

is also open to projects whose aim is to limit the discomfort suffered by people living in difficult conditions and promotes cultural

meetings and events, large or small but in any case important for their quality, originality and variety.

42%
Cultural
sponsorships
2,224,075

30%
Social
sponsorships
1,575,145

23%
Environmental
sponsorships
1,198,256

5%
Sports
sponsorships
284,050

84%
Cultural  donations
and contributions
1,221,910

9%
Social donations
and contributions
128,000

7%
Charitable donations
and contributions
100,440

Sponsorship
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A2A also encouraged moments of art and spirituality in the pre-alpine

area by means of the Angel’s Tale, an event which takes place in Varese

where Expo Village Varese 2008 “Energy and Future” was also held;

this was an excellent occasion for residents to meet and discuss issues

with figures from the economic, research, industrial and institutional

worlds. Of special importance was the question of energy; this was

discussed as part of the conferences organised by A2A which was the

main sponsor of the event and had its own stand.

The Group was also present at the 2008 International Energy Forum

with “Let’s Give Energy to the Economy”, an event based on round

tables and debates on topics relating to the gas, electricity and

renewable energy sectors.

Energy savings, differentiated collection, biodiversity, these were the

topics of the A2A schools project at the International Food Fair. The

intention of the institutional presence of A2A and AMSA was to give

priority to the support of a schools project on energy saving,

differentiated collection and biodiversity. A project which goes local,

meaning amongst the people, using an effective means: the child.

A2A also sponsored the Energy Festival, born out of an idea of Aris

and Assoelettrica, whose objective was to spread energy culture by

means of direct and transparent dialogue. Energy explained, the

theme of this festival, expresses this desire well: debates, events and

exchanges of ideas focused on the topic of energy in all of its various

shades. 

A2A renewed its presence at “From Saying to Doing”, an annual

appointment dedicated to social and corporate responsibility which

has now reached its fourth edition. Taking place at the Milan University

of the Studies, this initiative enabled public and private administrations,

businesses and not-for-profit associations to bring their ideas out

into the open, allowing these organisations to explain them on their

stands and present them at the four conferences and fifteen

workshops scheduled as part of the various initiatives and projects.

A2A presented its EnergyLab Foundation as part of the initiative

entitled “The Marathon of Experiences”, a collection of the more

highly innovative and significant projects.

Continuing with the topic of corporate business responsibility, A2A

took part in “Do the Right Thing”, where, through the House of Energy,

the Group took part with its “Strength ... Energy” stand which included

a practical demonstration of how to produce energy simply by

pedalling.

At Ecomondo, which saw the presence of the A2A Group for the first

time, the Group demonstrated its excellence in the environmental

field. The international exhibition offering the widest range of

technological opportunities, systems, equipment and services for

resolving complex local experiences takes place annually at the Rimini

Exhibition Centre.

As the leading Italian player in managing environmental services and

in waste disposal, A2A took advantage of this occasion to present the

Brescia waste to energy plant, the AMSA waste to energy plant and

Ecodeco’s exclusive technologies.

The first International Festival of the Environment was held between

5 and 11 June 2008 and the A2A Group could not miss out on this

important initiative, in addition taking part with top level representatives

at the various conferences organised in Lombardy. Important dates

were kept at the House of Energy, from the “To the Sources of Energy”

exhibition organised by the Euresis Association to two specialist

Ecodeco from Bergamo to Maxixe, water-wells and solidarity-wells
“MORE WATER, MORE LIFE : on community service in Mozambique territory”

This project consists in building artesian wells to distribuite drinking water to high density population areas forming part of the area of

the mission in Maxixe, in Mozambique, under the coordination the religious community of the Fathers of the Congregation of the Holy

Family of Martinengo (Bergamo). The overall objective consists of making a significant humanitarian commitment in Africa to the

improvement of the living conditions of peoples still affected by situations preventing them from moving towards the future in a normal

and dignified way. These include diseases such as malaria and AIDS which continue to cause an increasing number of victims, the under-

nourishment and malnutrition of thousands of children and the consequences of having undrinkable water.

The subsoil in the town of Maxixe is rich in aquiferous layers but is still a long way away from being able to guarantee drinking water for

the whole population. Water was therefore the starting point, an essential for any kind of further development. The three wells which

have been built were officially opened in the presence of the local authorities and have seen the active involvement of the local villages.

One of these wells has been given the name “Lombardy”, the other two “Cavernago”, the name of the village where the Group companies

originally supporting the project are situated, and “Bergamo”, the province where the Group has numerous plants involved in the

initiative. As the result of community management of the wells already built and those which will be built over the next few years a small

maintenance fund has been set up; the community has introduced a monthly tax, not too onerous, which each family must pay to an

economic council which manages the fund transparently and under the control of the Fathers of the Holy Family.



conferences “Towards a National Waste Prevention Programme:

Starting out from the Local Experience” and “Italy and Nuclear

Power: a Story somewhere between Decisions, Accidents and

Second Thoughts”. Thanks to the support of A2A it was possible to

set up the Sustainable Village at the Sempione Park in Milan, an ad hoc

space created in “country style” amidst vegetable gardens, farmsteads,

biological foods and natural products. This village, conceived by Milano

Bella da  Vivere, Per Milano - associazioni di Via Coordinate and LifeGate

Radio, presented the population of Milan with six days of music,

encounters, debates, workshops and game-playing educational

acitvities as a means of reflecting upon sustainable growth, energy,

water and air quality.

An additional sponsored initiative was the “Old trades and crafts by

bicycle” exhibition. At the centre of the exhibition were thirty original

examples of the bicycles used by artisans and commercial travellers

during the last century. All the exhibits came from the private collection

of Maurizio Urbinati and were illustrated by means of cards and

evocative photographs which “create the atmosphere” of the

period.The vistor found further support in the free of charge guidebook

prepared by the journalist and author Emilio Magni, produced on the

initiative of Centro Studi Grande Milano with the contribution of Banca

Popolare di Milano and the patronage of the Family, School and Social

Policies Department of the Municipality of Milan.
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Pavia - when the village becomes eco

On World Environment Day, celebrated on 5 June each year in more than 100 countries to stimulate awareness of environmental

issues, ECODECO gives its support to the creation of “Ecobaby villages”, environmental education initiatives directed at children to

encourage them to take the right approach to the environment which surrounds them starting from the tenderest age. The approach

taken is to use play and the “play didactics” scheme. “Ecobaby villages”, a sort of eco-sustainable playground with games and urban

furniture made from recycled matrials, have been erected in the municipalities of Giussago and San Martino Siccomario in the province

of Pavia. In addition, cartoon-narrated environmental education recreational workshops, a drawing corner, a series of cartoons on

environmental subjects, theatrical shows and even a tasty eco-tea were organised.

The Ecodeco series of pages from memory

Our memories help us to keep the past alive. An individual memory to be tacked onto paper, grasped and cared for. The Ecodeco “Pages

from our Memory” series was born out of the desire to create “living books” closely linked to the area in which ECODECO has its facilities

and has now reached the third volume, which is currently in progress.

“Corteolona as told by Corteolona” and “Giussago as told by Giussago” were the first two publications; arising out of a collaboration

with local journalists, administrations and residents they are the tangible sign of an ancient time which continues to live today and which

will remain with us tomorrow as testimony of what has been and what has created and moulded places, people and characters.

The books are a collection of tales told “in the first person”: the underlying idea of the series is that of retrieving the history of places

through the voices of the protagonists themselves, the inhabitants. Each chapter of the book is therefore assigned to a different narrator:

tesimonials, told and written down “live”, are reproduced more or less in full on the written page, left unaltered. And so that stream of

consciousness of Svevo and Joyce, that uninterrupted flow of individual memories, gets under way to create a highly suggestive fresco,

one enriched by period photographs which, being in black and white, are always capable of endowing the colour of life. That “timeless

time” of preserved and refound memory.
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Amidst the inhabitants of Rimini the A2A Group participated with its

own stand at the 29th Friendship Meeting entitled “Either as

Protagonist or as Nobody”. This was an event which gave the Group

the possibility of introducing itself to the large number of people

attending the event.

The ASM Foundation for a city of protagonists

The city that ages

Men and women who have come to the end of their active working lives are an important resource for a community which cannot and

must not close in on itself. That is why the Foundation looks after this situation by taking a wide variety of measures. The research project

“The knowledge society never grows old. Lifelong learning: learn to do, know and live together at all stages of life” is about to come to

an end; this initiative which involved trades union and employer organisations, voluntary service centres, municipal wards and patrons

by means of a series of steps/provocations which gave life to a “new” way of thinking on the permanent training front. 

The Foundation also accompanied entities and associations in promoting cultural, recreational and socialising activities. In particular

support was given to: the “Music and Hardship” project promoted by the Francesco Soldano Association, whose aim is to create

important moments of musical animation in nursing homes and clinics; the “Sav” service organised by the Brescia Solidale Foundation,

which provides advice for adapting environments where disabled or elederly people live; and several initiatives carried out by geriatric

institutes and associations of the elderly and pensioners to give more strength to their activities.

The city that changes

It is said that the Foundations are or are capable of becoming protagonists of social change. For this reason the ASM Foundation is

careful to follow those areas where changes are more evident, not only supporting consolidated projects but also being active and

innovative. In this scenario it has given its support to projects designed to build identity paths and create socialising moments for women

and foreign adolescents, as well as cultural and formative spaces for anyone intending to go down the road of integration processes

aimed at achieving a participative multi-cultural community. The leading initiatives in this connection were as follows: ‘Intercultura’

cultural exchanges, supported by grants enabling deserving young people to study for a year abroad; initiatives in favour of foreign

women organised by the Family Clinic; meetings aimed at young people on the subject of memory, proposed by the House of Memory,

which put emphasis on the importance of the individual and collective memory as an essential component for the future; a project

developed by the Association of Friends of the Bicycle designed to spread the use of cycle paths and to heighten the awareness of young

people about the use of ecological means of transport.

The city that evolves

Together with public bodies and associations we are convinced that the city’s future must be built on strong cultural foundations. For

this reason starting from the traditional concept of culture the ASM Foundation is driving towards the investigation of new areas which

require a person to make use of a variety of types of language and revisit the city from different viewpoints. The choice of projects to

be created, supported, shared and accompanied arrives from reflections made by the Foundation: the objective is to take action in the

sphere of design, combining challenge with risk, working to prevent and not to repair, going down new roads in the endeavour to give

hope to the future of the community. This scenario encompasses certain initiatives such as the “Music of the World”, a journey to

discover ethnic music and frontier culture, between daring experimentation, the recovery of tradition and the search for a pround and

ancient spirituality; the “TendaysofBrescia”, an innovative event with actors and orchestras of world renown, exhibitions, shows,

improvisation and tastings of various types of food and drink, blending schools and itineraries; and the “Afternoons in San Barnaba”,

cycles of conferences assigned to prestigious and authoritative exponents of Italian culture who are called upon to interpret the vast

number of themes and languages of our time in order to recommend new cues for reflecting on the cultural foundations of our civilisation.



It was the wish of the A2A Group that 2008 should see the renewal in

the area for which it has responsibility of its presence at, and support

of, those consolidated events which over the years have met with

significant interest by those concerned.

We therefore find everything from the classic sporting events, namely

the Stramilano, the Andem al Domm, the Sesto S.Giovanni

International Walk, the Green  Race at the Parco delle Cave and the

Cartoniads, to the cultural classics, Summer at Villa Litta, the White

Night, the Festival of Villa Arconati and the highly successful MITO

international festival of music, a September of Music in Turin and

Milan which also involves other Lombardy Provinces. The Group

supported the Sondrio Festival once again in 2008, an event dedicated

in particular to parks, at which it hosted an international documentary

exhibition.
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The Green Race

On 19 October 2008 the second edition of the Green Race took place, a sporting and festive event open to all families which is organised

by AMSA in conjunction with FIDAS – the AMSA employees’ Social Assistance Supplementary Fund - and has the patronage of the

Municipality of Milan and the Region of Lombardy. For the second

time Milan was hosting an event forming part of the national

Ecorunning calendar which combines sport in the open air, well-

being and ecology. This initiative, which was separated into two races,

one dedicated to specialised runners (a 10 km. competitive race)

and the other to families (a 2 km. free run), took place in the stunning

scenary of the Parco delle Cave. The Green Race was carried out

together with the Baggio festival, an important event linked to the

tradition of this small suburb of Milan which since 1600 has bestowed

moments of culture and festivity upon the city’s population.

The success of this event may be measured by the thousands of

people who attended.

Cartoniads

The city of Milan took part once again in 2008 in the Cartoniads competion organised by Comieco. Zona 4 was competing for Milan,

after being extracted by ballot during the press conference presenting the initiative at Palazzo Marino. This competition awards a prize

of 50 thousand euros to the city which has increased its  collection of paper and

cardboard the most and this can be invested in projects and improvements to

benefit the quarter.

As a means of incerasing the commitment of residents and involving them more

in the collection of paper and cardboard, AMSA, in conjunction with the

municipality of Milan, the Zone 4 Council and Comieco, arranged a thematic

photographic competition entitled “A World of Paper and Cardboard”, which

was the occasion for people to capture a moment linked to the recovery of paper

with a click. For example photographs could point out proper or improper

behaviour or note the waste and use or misuse of the materials in question.
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There have also been many occasions when space has been given to

residents and their needs and to providing them with information,

such as Mondo a Milano, an initiative set up with the aim of allowing

disabled people the possibility of integrating with the rest of the

community although in a genuine way.

A2A took part in numerous initiatives geared towards the not so young,

such as Estate Fresca at the Trenno Park for people remaining in the

city in the summer months of July and August.

A park in ... common

Trips by bicycle along the pathways, initiatives proposed by AMSA to heighten the awareness of children about differentiated collection

and multimedia workshops are only a few of the initiatives which enlivened Milan parks during the event entitled “Un Parco in...Comune",

meaning “A Park in ... Common” but also “A Park in ... the Municipality”. 

This series of initiatives organised by the Urban Equipment, Cleanliness and Green Areas Department of the Municipality together with

the support of AMSA took entertainment and fun into the parks for a series of weekends between May and September 2008, creating a

village set up on the basis of the AMSA Pulimilano model but extended to several sectors and institutional partners (Zone Councils, the Fire

Brigade, the Finance Police) to provide residents with a complete panorama of the services offered by the instititutions and the Municipality.

This initiative, which creates a virtual network of links between the city’s parks, also put emphasis on the start of the cleaning activities

for which AMSA is directly responsible in these areas where residents are the direct protagonists of the initiatives coordinated by the

municipal administration to launch the city’s parks again as places where familes can gather together.

A2A’s contribution on the other hand regarded energy efficiency

Many other Group companies were also actively involved in intense

activities; these included AEM Energia (now A2A Energia), which took

part in Expocomfort, and ASMEA, which sponsored the

Ambientefestival arranged by the Municipality of Brescia and the

ASM Foundation, while Bas Omniservizi and Dinamo Club supported

Grandi Eventi, a series of appointments (shows, films, sport, culture,

free time and shopping) which took place in Bergamo in December

2008 and January 2009 as a means of living the city with “energy”.

For the second consecutive year Ecodeco sponsored the Festival of

Biodiodiversity promoted and organised by Parco Nord Milano. The

object of this three week event filled with conferences and meetings,

cinema and theatre festivals, photographic and didactic exhibitions and

games and workshops was to promote environmental education by

stressing the importance of environment and naturalistic enhancement.

And the Ecofest was not missing either, a project whose scope is to

encourage differentiated collection and the “non-production” of

waste during festivals and parties.

The events taking place in the Cassanese area in the province of Milan

also encountered enormous success; these included the Cross delle

Cascine country run in which a large number of youngsters took part

and the Straberot run, not forgetting the cultural classics such as the

Maniero di Corneliano or the Canale Muzza photographic exhibition:

“Places, Nature, History”.

In Valtellina A2A has always taken part in the highly successful Kima

Trophy and Vanoni Trophy sporting events. In addition, it gives its

support to two special competitive events reserved for middle and

elementary school pupils in the province of Sondrio: the A2A Contea

di Bormio Trophy, a ski-ing race for schoolchildren, and the A2A You’re

Good at ..... Trophy, a football tournament.

A2A also supported an event which has significance for the Valtellina

and the close by Engadina (in Switzerland), an important international

resort with its legendary Red Train of the Bernina forming part of the

UNESCO world heritage.

There were important and frequent occasions during the year when

the Group was able to express its strong desire, a legacy of its former

companies, to pursue managerial objectives and strategies geared

towards sustainability, understood as a stated sensitivity to steer all of

its business processes in the direction of corporate social responsibility.

In January the meeting promoted by the Civicum-Mediobanca

Foundation and entitled “Quality Control in Local Public Services” was

held at the Milan Chamber of Commerce. During this meeting at which

A2A took part the Mediobanca Research Department presented the

third edition of its research project entitled “The Companies Controlled

By the Leading Municipalities in Italy: Costs, Quality and Efficiency”.

A2A then also participated at the VIII annual workshop dedicated to

the strategies of European utilities and the world gas market organised

by AGICI, the workshop promoted by the Bocconi University Bocconi

“An Integrated Climate and Energy Policy” and Innovation Forum

2008 - “Horizon 2015: What it Takes to be Innovative in Italy”, the largest

innovation event in Italy at which businesses, public administrations

and residents exchanged views on the use of technology to support

the economy, culture and sustainable growth of Italy.
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ENERGETICA 2008 : district heating with A2A as a leading player

Faced with a vast audience on the first day of this annual event which Repubblica and Somedia dedicate to the world of energy, A2A Calore

& Servizi explained the growth of district heating, focusing on innovative projects which use water table heat pumps. The company was

also the speaker at a second event organised by the Environmental Department of the Municipality of Milan as part of the initiatives for

Expo 2015, at which certain delegates from South America were also in attendance, where it described the development of district heating

in the city of Milan and the use of waste-to-energy plants. In particular the company presented the case history of the AMSA Silla 2 plant.

The “Sustainable” Management of Waste

The Municipality of Brescia has been committed for several years to building a “sustainable” waste management system for Brescia.

An integrated system model had already been selected at the beginning of the 1990s based on a “twin track” policy under the headings:

differentiated collection with the aim of reaching a level of 36% of waste sent for recycling and the construction and deployment of a

modern waste-to-energy plant with the recovery of electricity and heat to be put into the existing district heating system. This experience

was related at a conference organised by Aprica together with the Municipality of Brescia.

Climate Change and Urban Sustainable Growth: Towards Expo 2015 - Palazzo Giureconsulti, Milan

This conference was the occasion to make a comparison between the leading metropolises of the world (Milan, New York, Madrid,

London) which are highly committed to developing the city from a sustainable standpoint; A2A was also present at this conference due

to the contribution it has given in the past to the metropolis of Milan. Models of urban growth, new technologies, experiences and best

practices, these were the key topics which speakers discussed in detail, with specific reference to the European situation, Agenda 21 and

the Expo 2015 project. Milan has been selected for Expo 2015 and its growth over the coming years will be closely linked to the concept

of sustainability. Indeed the slogan being used for the growth of Milan as it heads for Expo 2015 is “Feed the Planet. Energy for Life”.

The Group was a qualified attendee at the 2008 Energy and Utility

Forum - Get to Know, Compare and Apply; the second edition of this

event was the occasion for an exchange of views on the growth

prospects of the electricity and gas networks in Italy and Europe.

Representatives of key companies - including A2A - presented

technologies to increase the safety and reliability of the networks, in

the knowledge that strengthening infrastructure and investing in new

technologies are going to be fundamental for reducing environmental

impact and making companies competitive.

Finally, the A2A Group took part in the 8th Italian Energy Summit 2008

- The New Energy Economy, held in Milan and organised by Il Sole 24

Ore, an important annual appointment discussing energy topics. One

of the arguments on which everybody focused their attention for the

entire day was the new European energy market and the role of Italy.

A2A’s intervention, made by its chairman, involved a discussion of

strategies and alliances in the energy markets and the possible short-

term scenarios.

The seminar held to present the preliminary report on the conditions

for a return to nuclear energy in Italy was promoted by the

EnergyLabFoundation and saw the participation of experts from

Italian universities.

The involvment of residents by means of site
tours
Attendance this year at the traditional opening of the Group’s sites

and production facilities to visits by delegations, students and visitors

in general reached significant levels.

The annual opening of the production facilities on “Site open day” in

May led to an ever increasing number of guests who are interested in

discovering not only the production environment but also in getting

to know the efficiency of the technologies deployed and the system

for controlling and protecting the environment.

Illustrious vistors to the Group’s plants were the Minister of the

Environment, who visited the Cavriana cogeneration power station
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in Milan, and the delegation of Naples councillors led by the mayor of

the city, who were taken round the Brescia waste to energy plant.

The presence of students of all ages was a key factor, with the visits

enabling them to extend their knowledge of the plants located

throughout the territory, discover something about them or simply

look at them from close up. This is a modern method for acquiring

knowledge about and becoming more aware of topics linked to energy,

the environment and energy saving.

The pie chart provides an analysis of the types of visitor attending the

site tours organised by A2A.

AMSA and “Site open day”

AMSA took part once again in 2008 in the important initiative organised by Confservizi

known as “Site open day”, at which the public were allowed to visit the waste-to-energy

plant for bulky refuse, the plant for the preselection and incineration of glass and

treatment of fluorescent lights, the Maserati Light plant for the mechanical selection

of solid urban waste, the Gerenzano plants and the Silla 2 waste to energy plant. Thanks

to this initiative residents of Milan were able to visit and find out about something

which they normally do not see, meaning the plants and buildings in which approximately

3,500 staff work in jobs related to integrated waste cycle management. Pupils of the

Milan schools taking part in the schools project and university students, engineers

and associations having an interest in carrying out a detailed visit of the plant are

allowed to visit the Silla 2 waste to energy plant.

AMSA and … The schools project and a site visit

Together with the

Municipality of Milan

AMSA organises a

project designed for

pupils of primary and

secondary schools in

Milan.

The aim of this initiative is to encourage

children in a fun way to discover the value of

the environment and to respect it. The activities the project proposes are designed

to increase the children’s awareness of the differentiated collection and the urban cleaning which the company carries out daily. For

elementary schools meetings are arranged in the company’s offices in Olgettina, while for middle and high schools there is a visit to the

Silla 2 waste to energy plant. The visits are led by company staff and enable the children to come into contact with issues of enormous

importance and topicality through the use of simple and easily understood language. The children’s attention is kept alive by alternating

moments of learning with moments of fun.

Site tours

53% Students

24% Delegations

13% Activities

10% Open sites



Environmental education initiatives
By means of the many initiatives listed below A2A is actively involved

in providing precise and constant environmental education by various

means to all types of resident.

Aware of the importance of the school as the ideal vehicle for

heightening the awareness of families and given the success of the

previous editions of the television programme “Get to Know Energy”,

the Group invited primary and first level secondary schools in Brescia

and Bergamo to take part in this initiative once again in 2008; the aim

of the initiative is to provide information about energy saving and

environmental questions and increase awareness in this direction.

The classes involved in the television challenge on energy saving and

environmental questions prepared themselves for the competition

by taking part in meetings with A2A experts. The programme was

broadcast by Teletutto, a Brescia and Bergamo television station.

The “Lazarus” project for recovering obsolete personal computers

is a didactic experience, arising out of a proposal made by the Ecology

and Public Education departments of the Municipality of Brescia in

conjunction with Aprica and having as its objective the “bringing back

to life” and recovery of a computer network consisting of obsolete

personal computers which would otherwise end up on the rubbish

heap. This was made possible thanks to the use of a Linux server

configured so as to distribute its calculating power to all of the

computers, thereby enabling whoever should use them to work with

modern calculators. Certain first level secondary schools in Brescia

and province received a completely renewed workshop from the

pupils of the “B. Castelli” technical institute, who also took care of the

training of the users of the computer workshops.
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The Ecodeco applied ecology notebooks: twenty years of sustainability history

Created for the first time twenty years ago, the Ecodeco Appllied Ecology Notebooks are now considered unique in the field of

environmental education.

With close to a million copies they continue to be distributed with the aim of

contributing to the promotion of a serious environmental culture by putting individual

issues together and considering them from a global standpoint.

The notebooks are designed for readers who have a basic preparation, ranging from

middle school to university. The issues are therefore analysed in a simple but rigorous

way, with each concept being condensed into a short piece of text that is accompanied

by an illustration clarifying what is said. Assimilations times vary from ten minutes

for people having a good level of basic knowledge in physics, biology and economics

up to a whole day for lower middle school pupils.

The historical notebooks 1 - “The Origins of Waste” and 2 - “The Agricultural Recovery

of Biological Sludge” have been chosen by a well-known Italian publisher to be used

- both the text and the illustrations - in the chapters discussing sustainability education

in school history textbooks for the fifth grade in the upper school.

The value of these notobooks, whose contents are specifically not updated as they

mirror a precise period of time, increases with time, because in concise texts and

simple images they frame the key concepts of sustainable growth. All the notebooks

can be downloaded from the Ecodeco site.
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There has been no shortage of initiatives aimed at energy saving, ranging

from the free distribution of Ecokits, which consist of three low

consumption light bulbs and flow reducers for showers and taps, to a

guide providing practical advice on how to limit household consumption.

The initiatives came to an end during the first half of 2008 after a total

of approximately 220,000 class A lightbulbs and 89,000 water kits had

been distributed; it is estimated that this will lead to an energy saving of

22,400 toe (tonnes of oil equivalent). The light bulbs distributed have a

consumption of one fifth that of the more traditional incandescent bulbs

and last from 6 to 8 times longer; the water kits with low flow distributors

for showers and reducers for taps decrease water consumption by 30%.

The campaign was accompanied by radio advertisements and notices

in the local press, and also saw the involvement of around 30 municipal

administrations as a means of making the message more effective. Since

2006 the Group has distributed an overall total of 1,434,993 low

consumption light bulbs and 99,796 water kits.

The “ContAgio” project was initiated in 2008 with the objective of

involving local communitities in setting up energy savings targets. The

pilot project, which has been proposed by A2A in conjunction with

the CAUOTO social cooperative and is co-financed by the Cariplo

Foundation, concerns in total ten municipalities in the province of

Brescia. In November 2008 a conference attended by a large number

of representatives from the world of schools and local institutions

opened up a very detailed itinery which envisages didactic

presentations and shows on a theme in primary schools, a travelling

exhibition passing through town and village squares and surveys into

household energy consumption habits. Finally, as a means of training

tomorrow’s energy savings experts, there will be a specialised training

course for students who have just obtained their high school

certificates and university students, at the end of which ten participants

will be selected to preside over the same number of information

counters at the municipalities involved.

The “Solar panel plants in the municipalities” project commenced

in 2007-2008 when the former ASM Reti began informing families

about the question of energy savings and heightening their awareness

of this issue. The second stage of the project focused on promoting

renewable energy and reached its conclusion with the opening in

October 2008 of the first four solar panel plants on municipal buildings.

In all there were eight municipalities - Cornegliano Laudese, Preseglie,

Castelnuovo Scrivia, Agazzano, Ome, Pezzaze, Persico D’Osimo and

Marcheno - where A2A installed solar panel plants in 2008 for fuelling

school buildings. Schools were chosen as the places for carrying out

the installation as this was the best means of obtaining the maximum

involvement of the community. Small size plants (3 kW) cover the

best part of the energy needs of a building. A2A carried out the

installation work after which it handed the plant over in management

to the Municipalities, the owners of the buildings, who will acquire full

ownership after a period of 20 years.

The “Product lifecycles” display space at the Museum of Science and Technology

In December the Leonardo da Vinci Museum of Science and Technology in Milan opened its new permanent section dedicated to

“Product lifecycles”, arranged in conjunction with AMSA.

This section, which covers an area of 200 square metres, is divided into four

sections: the production, distribution, use and disposal of materials. The exhibition

is highly interactive and it is possible to follow the history and life of a series of

common objects in the journey from the moment they are designed and

produced to that when the user decides to get rid of them.

The departure point is articles of common use such as televisions, tins, batteries

and other objects which appear before the visitor and involve him in an interactive

tour during which, from time to time, he must decide where to throw the article

away and then follow that route. It is also possible to select a different route, in

order to get to know not only the physical and chemical properties of articles

but also their economic, ecological and social impact. The area makes many interactive multi-media workstations available to the vistor,

and there are sections where films are shown describing the recycling process followed by individual materials (plastic, aluminium,

paper and glass); there is also a “historical” film including interviews with former AMSA workers who, showing the old tools of the trade,

describe the various stages of their job: thanks to the contribution of the “Gerla” cultural association the exhibition also finds room to

house a collection of the old tools once used to collect waste and clean the city.

The area dedicated to the disposal of articles has been arranged in order to describe the integrated waste management model used in

Milan and developed by AMSA, and this is used as an integral part of the AMSA schools project.
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The House of Energy Initiative

“No energy was spared” during the year to promote and then carry out a whole series of initiatives, which in certain cases also saw the

involvement of the AEM Foundation. The year started out with the European Fuel Poverty and Energy Efficiency conference, an

initiative placing the attention on social issues and dedicated to energy costs in the free energy market and the repercussions of this

on the less well off section of the population. This was followed by a conference entitled “The Role of the Renewable Energy Industry

in Europe, at which Europe’s commitment to the renewable energy industry was illustrated as an option for stimulating economic

recovery. Important figures from the business world and European and Italian institutions attended this event. Specific emphasis was

then given to the role of Italian industry in economic growth and to the technological infrastructure of renewable energy and its strengths

and weaknesses.

The course “Solar Panel Plants: Executive Design in the Energy Account” was held on 22 and 23 October. This was aimed at technicians

of the sector, heads of energy for public administrations and university students.

There was then the event entitled “Through the Looking Glass” held at the UNICEF large games pavilion in Sesto San Giovanni with

dates for schools, children and parents; the basic idea of this event was that by using scientific light, water force and fire workshops,

learning can be a pleasurable experience.

Finally, on the occasion of what has by now become an annual international mobilisation day in the name of energy saving, “I’ll Light up

Less”, the House of Energy was opened to the public for guided tours and a free energy saving kit was handed out to vistors.

In addition, A2A took part in the second edition of the project dedicated to the theme of Water which the “Sister Nature Foundation”

presents to schools in the municipality and province of Milan. This initative was presented as an “update course” for teachers of middle

and upper schools and was structured as a cycle of meetings on a theme. The focus of the present edition was for participants to obtain

a more detailed knowledge of the course and quality of the water which gushes out of taps in the city of Milan and to develop the concept

of the intelligent use of water.

There was then a series of exhibitions, amongst which “(RE)SET IN LUCE Film Atmospheres for Sustainable Light Settings” dedicated

to energy saving and “Splashes of Water - Water as you have never seen it before”, an educational trail dedicated to the respect of

natural resources and the environment.
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LA RESPONSABILITÀ ECONOMICA
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DMA EN Disclosure on management approach 26; 36-38 
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indicators of diversity (eg. disability) 100-101; 107

HUMAN RIGHTS

DMA HR Disclosure on management approach CE; Mod231
HR5 Freedom of association and collective bargaining 111

SOCIETY

DMA SO Disclosure on management approach CE; Mod231
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