
SU
ST

A
IN

A
B

IL
IT

Y
 R

EP
O

R
T

 2
0
0
9

SUSTAINABILITY 
REPORT

Stampato su carta FSC GARDAPAT13 KIARA delle CARTIERE DEL GARDA. 
Completa eliminazione dell’alcool isopropilico nel processo di stampa offset ed utilizzo di inchiostri a base vegetale.



SUSTAINABILITY REPORT 
This second edition of the Sustainability Report has been improved by summarising the previous
edition and shortening the written contents by around 35%.

The photographs of the flora and fauna that illustrate the text refer to the main areas in which
the Group operates and have been selected on the occasion of 2010, which the United Nations
has declared as the International Year of Biodiversity.

They represent a recognition of the A2A Group’s commitment to safeguarding the environment,
with its aim of preserving natural habitats and species in the places where it works and carries
out its production.

This report has been prepared by referring to the “Sustainability Report Guidelines” drawn up by the Global Reporting Initiative.
The application level is B+. It is supplemented by additional communications which may be consulted on the website www.a2a.eu
as described on pages XXV and XXVI.
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LETTER FROM THE CHAIRMEN 
of the MANAGEMENT BOARD and the

SUPERVISORY BOARD

The Chairman of the Supervisory Board
Graziano Tarantini

The Chairman of the Management Board
Giuliano Zuccoli

The emphasis placed by the Group on Sustainable Growth should emerge clearly from this report, by now prepared
in accordance with international standards, and from its development plans.
Sustainable Growth as a guideline for the decisions taken by A2A people is encouraged and put into practice by the
Group by introducing the numerous initiatives that are illustrated in detail here, not least the extension of the Code of
Ethics, the Charter of Values and the Governance Model to almost the whole  of  the Group’s personnel.
These important results, together with the measures taken to further reduce atmospheric emissions, both those of our
own plants and those at a local level through our support for the development of the electric car, represent only a
part of the objectives we have reached and the activities still in progress that we count on taking to completion over
the next few years.
Consistent with the emphasis we place on Sustainable Growth we will be concentrating our efforts over the next few
years on the environmental sector (the waste cycle) and the district heating sector. In the energy sector we propose
to focus mainly on renewable sources and high energy efficiency sources (cogeneration, waste to energy, hydroelec-
tric),  achieving a considerable reduction in environmental and social impact. The important investment we have
made in Montenegro forms part of this scheme; electricity production in that country, which will be linked to Italy by
an underwater electricity cable, arises mainly from hydroelectric sources and there is considerable potential for fur-
ther growth there in the future. 
From an economic standpoint we will place special emphasis on reducing risk and debt, doing this amongst other
things by developing the appropriate instruments.
In addition, the Group continues to pursue research and innovation through the use of technologies aimed at reducing
the cost of energy and emissions, in particular CO2, in order to combat climate change problems. An important exam-
ple of this is the exploitation of the energy to be found in the water table coupled with our cogeneration plants. 
In this respect, consistent with the situation in which the sector finds itself, characterised as it is by considerable fluc-
tuations in the price of raw materials, an over-capacity of thermoelectric production and a slowing down of the de-
mand for energy caused by the macroeconomic situation, developments in laws and regulations and those of a
technological nature concerning alternatives to fossil fuels, including nuclear fuel,  are of importance for the Group. 
Our closeness to local problems, and our joint commitment with local communities as the means of solving them in
the best way possible, is a strength that forms part of our traditions; ensuring that we listen to the needs of our sta-
keholders and providing the right reply to them is a commitment that we intend to strengthen still more as a means
of involving our stakeholders even further in the Group’s growth.
Pressure to achieve  results and the ability and determination to reach targets, also in unfavourable periods, are traits
that distinguish A2A people. But what is even more important for us is the way that we reach our objectives, which
must always be based on the recommendations of our Code of Ethics, and the means we use for getting there. These
characteristic traits find their natural outlet in the challenges connected with Sustainable Growth, with the indispen-
sible objective of guaranteeing future generations increasingly improved social and environmental prospects.
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INTRODUCTION

Social, environmental and economic responsibility. These are the pivots for the concept of
Sustainability. A concept which in economic science expresses the possibility of being able to
continue working with a permanent benefit, which leads to the ability to reconcile the often
contrasting needs of the various parties involved in the activities of a business: the people who
make investments, the people who work in it, the people who live nearby, the people who buy and
sell and the people running the business.
It still takes an act of bravery to talk about Sustainability today. It means placing yourself outside
a business culture that is still far too widespread and entrenched today, including in Italy, one
that sees everything that goes with Sustainability that is beyond the formalities as being only a
cost and a factor leading to the loss of competitiveness.
This is a culture which is beginning to vacillate, partially due to the positions taken by the leading
international bodies and above all as the result of the enormity of the  economic and social costs
that are incurred by looking only at modest savings in the short term. Costs which by now
everyone realises are paid each day to the benefit of a few by breathing unhealthy air, living in
increasingly unnatural surroundings or even only noticing the lack of support for the
uncertainties of the future.
The current economic crisis has only slowed down an increase in awareness that remains
unstoppable. It may well have given strength to rearguard actions, based on urgent needs and
fears, but it has not harmed the conviction that the price that can be paid today for Sustainability
is not as high as all that. It should in fact be looked at net of the costs that must in any case be paid
and, first and foremost, it represents a real investment for our own future and that of our children.
That conviction is also the conviction held by A2A, a Group that is has two years of existence but
more than a hundred years of history, during which it has amply demonstrated its ability to
reconcile expansion and local roots, good management and service quality, innovation and the
protection of the environment, a passion for challenge and respect for the community,
collaborators and suppliers.
These abilities today underlie a business culture that finds it natural to express a convinced and
practical approach to Sustainability. In fact the constant strengthening of its policies in this
respect have a strategic value that is an essential for A2A, as it should be for any group working
in sectors that are either directly or indirectly involved with the environment and the services
most essential  for families and businesses.
It is therefore similarly natural for A2A to publish, right from its first year of existence, a
Sustainability Report that covers all the significant spheres - economic, environmental, social -
as a means of enabling everyone to become aware of and assess the value generated by the Group
in addition to the purely operational aspects.

The publication of a Sustainability Report forms part of the Sustainability Project launched by
the Group at its very beginning in January 2008.
The generation of energy and heat, the distribution of water, electricity and gas and the provision of
environmental services are simply the main sectors in which the Group operates. These are all sectors
that over the years have seen the gradual opening up of markets and the concentration of players at
a national and international level through mergers, acquisitions and partnerships. This is especially
evident in the energy sphere, driven as it is by returns and the scale of the investments needed to
develop generation from fossil and renewable fuels, and in the areas involving water services, waste
collection services and services for obtaining energy and industrial benefits from waste.
The A2A Group holds a unique position in this scenario. Because it arose out of the desire to create

The A2A Group’s Sustainability Project
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a multiutility of a size consistent with the challenges and the wish to grow, but to do this also by
maintaining a close and specific relationship at a local level and with the system of relations
distinguishing the local territory. It is from this, and from the conviction that these are rewarding
factors, that a specific project was born to define how Sustainability should be practised and how
this practice should be incorporated into the Group’s strategies.
By its nature the Sustainability Project is in constant evolution. But it has already enabled the
Group to set up all the main tools required to orientate and govern the decisions that have an
effect on the environment and the community. Ranging from those regarding corporate
governance (values, an ethical code, specific bodies) to those concerning a systematic relationship
with stakeholders of the most varied kinds and those that inspire decisions relating to quality, the
environment and security, and so on through to the annual publication of a Sustainability
Report, which this year has reached its second edition.

The present edition of the Group’s Sustainability Report provides the most wide ranging set of
information possible about the economic, environmental and social performance achieved by the
Group in calendar year 2009, following presentational techniques that are very similar to those
used to present business results.
The fact that the report appears on an annual basis makes it an essential tool, not only for
communication but also for management purposes. The Sustainability Report is in fact used by
A2A management to assess the results obtained and the progress expected on the specific front of
Sustainability. But it is more than this because the frequency with which it is issued enables all of
the Group’s stakeholders to participate fully in the projects and initiatives taking place, make
proposals and constructive criticism and contribute to the strengthening of the Group’s social
responsibility profile.
It contains in the greatest detail possible all the information of a qualitative and quantitative nature
that regards the benefits generated for the Group’s main stakeholders (shareholders, employees,
collaborators, the public administration, etc.); for the environment (from the reduction of emissions
to the development of energy generation from renewable sources and so on, through to the impact
of new investments for managing the water cycle); for the local social situation in its widest sense
(from outside collaborators to suppliers, small shareholder-investors and the local communities).

Methodology
The 2009 Sustainability Report has been prepared by referring to the international reporting
standards proposed for companies in the Sustainability Reporting Guidelines developed by the
GRI (Global Reporting Initiative), supplemented by the additional disclosures required by the
Electric Sector Utilities Supplement, with specific reference to transparency, completeness,
relevance, accuracy, neutrality, comparability and clarity.
Information was gathered by means of a cross-Group project that involved and created
awareness in all people and all roles and a computer system used for tracking, checking and
approving the environmental data. The way in which the indicators were calculated is described
in the corresponding paragraphs.
The 2009 Sustainability Report, 2010 edition, has been subject to external audit, with procedures
including an assessment of the extent the report complies with GRI standards.
Unless otherwise and expressly stated, the information reported relates to the holding company
and the companies of the A2A Group as of 31 December 2009. And, more specifically, as far as
the scope taken as a reference:

The A2A Group’s Sustainability Report
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INTRODUCTION
• all those companies in which A2A has an investment exceeding 50% which were in the Group
for the whole year (excluding therefore any companies purchased, sold or wound up during the
year) and whose operating activities in terms of environmental or social impact respond to the
concept of materiality have been fully consolidated in the report;
• the investments of companies included in the scope have been assessed using the same
reasoning (exceeding 50% - in the Group for the whole year - materiality).
Separate notes are provided for companies in which the Group has an interest that does not exceed
50% or which were not in the Group for the whole year, limited to the cases of greater interest.

Specifically regarding the Group’s plants the following have been considered to be within the
reference and consolidation scope:
• wholly, the owned or leased plants that appear as fixed assets of A2A (eg. A2A Coriance);
• proportionately, the plants in which A2A has a holding not exceeding 50% but which are
material (eg. the Mincio Thermoelectric Power Station).
In comparison with the scope of the 2008 Sustainability Report, Azienda Servizi Valtrompia
(ASVT - where A2A has a holding of less than 50%) is no longer included in 2009.

Companies in the scope

A2A spa
AMSA
A2A Energia
A2A Logistica *
A2A Produzione*
A2A Reti Elettriche
A2A Reti Gas
A2A Calore & Servizi
A2A Servizi al cliente
A2A Servizi alla distribuzione *
A2A Trading
Itradeplace
Partenope Ambiente
Plurigas
Retrasm
Retragas
Selene
Varese Risorse
A2A Coriance
AbruzzoEnergia
Aprica spa
Asmea
Aspem
Aspem Energia
Basomniservizi
Bas SII
Camuna Energia
Ecodeco

Companies not in the scope
(financial investments)

A2A Montenegro Doo
A2A Alfa
Delmi

Companies not in the scope
(with immaterial operations)

Asm Servizi
Assoenergia (in liquidazione)
MontichiariAmbiente
Ostros Energia
Proaris
Seasm

* Companies arising on the spin-off of companies already in the Group in 2009
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1st local utility in Italy for revenues, operating margins 
and market capitalisation

1st national operator in environmental services
and waste disposal

2nd electricity operator in Italy for installed capacity

3rd national operator in the gas sector

PROFILE of the GROUP
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Brief history of the Group
A2A, the company emerging from the encounter between the former municipal companies of Milan
(AEM and AMSA) and Brescia (ASM), formally got under way on 1 January 2008. The desire to
combine their strengths and energies and to create value for stakeholders was immediately reflected
in action, in the new name and in the tag-line “energy in common”, designed to evoke the idea of
projection into the future and a history of unique and exemplary service.

The decision taken by the Milan Municipal Council to deal with the “electricity question” and to begin
producing the new energy on its own, faced with the requests, considered at the time exaggerated, of
what was then known as the “Edison Committee”, goes back to 1898, and this laid the foundations for
the birth of AEM (Azienda Elettrica Municipale di Milano - the Milan Municipal Electricity Company).

In the immediately following years ASM (Azienda dei Servizi Municipalizzati - the Municipal Services
Company) was also brought to life (1908), from a resolution of the Municipality of Brescia, and
entrusted with managing the tram service and the ice factory. With the municipalisation of the Milan
street cleaning service and the hiring of the around six hundred road sweepers working at the time the
same period saw the birth of AMSA (1907), a company which over the coming decades absorbed SPAI
(Servizi Pubblici Anomina Italia), which had been established in 1929 and carried out waste collection
services for Milan and its cathedral and specialised in the selection of such.

The histories of AEM, AMSA and ASM were interwoven for a century due to the fact that the
communities served either overlapped with each other or were neighbours, and it was precisely their
respective skills that enabled a single, integrated and harmonic business to be created. To the point
that that this year the three countries lying at the origin of A2A are symbolically celebrating 100 years
of history and a common culture of getting things done, something to be handed down and enhanced
to the benefit of the local territory.

A2A was the first Italian industrial company listed on the stock exchange that introduced a dual
management and control governance model and which was therefore the first to face the challenge of
carrying this out. The Supervisory Board and the Management Board have jointly traced out their
respective areas of responsibility, generating exemplary operational rules, and this has enabled
companies with significant personalities to be fully integrated on the basis of a clear business plan and
common values.

As the consequence of the acceleration that has taken place, after its first few months of life the Group
changed its tag-line to “energy closer to you” as a means of emphasising its closeness to the local
territory and the attention it gives to the customer and of communicating the foundations of its
tradition and its future aspirations with increased effectiveness.

A2A is a joint stock company (Società per Azioni) having its registered office in Via Lamarmora 230,
25124 Brescia and its headquarters and administrative offices in Corso di Porta Vittoria 4, 20122 Milan.

A2A - The Multiutility Group

1898:
AEM

1907:
AMSA

1908:
ASM
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Following the wish of AEM, ASM and AMSA the aim of creating A2A is:
• to enhance the promotion of energy sustaining and sustainable growth initiatives by using innovative

technologies and suitable management and industrial policies such as the production of renewable
resources;

• 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 the 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 best
solution for guaranteeing sustainable growth in the area.

The A2A Group will concentrate its growth activities from 2010 to 2014 in the environment (waste
cycle) and district heating sectors by developing cogeneration plants. These are sectors where the
potential demand is significantly higher than the current capacity of the plants and where the Group
enjoys a significant competitive and technological advantage over its main competitors.
In the energy sector the investments included in the previous plan will be reduced (in particular in the
thermoelectric sector), due to an excess of production capacity that renders future earnings prospects
less attractive. A2A will however maintain its role as a skilled player in the sector, concentrating on
renewable and high energy efficiency sources (cogeneration and waste to energy). The recent
investment in Montenegro should be understood in this sense; electricity production in that country,
which will be linked to Italy by an underwater electricity cable, derives mainly from hydroelectric
sources, and there is a significant potential for further growth.
Maintaining the management of the electricity and gas distribution networks in the various areas of
Lombardy, where A2A excels for the quality of its services, completes the spheres where the Group will
be concentrating its activities over the next five years.

On the basis of what has been seen, the new business plan envisages:
• investments of around 2.6 billion euros during the period, inclusive of the consolidation of the

Montenegro company EPCG for over 400 million euros (excluding which investments would contract
by around 500 million euros compared to the forecasts in the previous plan);

• an average annual growth rate of 7.5% in Gross Operating Profit (GOP) starting from the 2009 draft
figure;

• the disposal of non-strategic assets of around 500 million euros in 2010;
• the generation of cash of 1.9 billion euros before the distribution of any dividends.

Included in the objectives of the plan is also a reduction in the debt position. This objective will be put
into practice by means of a consistent dividend policy and further extraordinary operations consisting
of the disposal of non-strategic assets or the conversion of financial equity investments into industrial
activities suitable for supporting a growth in GOP exceeding the current estimates.

Strategic lines

2010-2014:  
planned investments

+ €2.6 bln

+7,5% GOP 
per year

€1.9 BLN
cash generation

€500 MLN
disposals
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Mission
Created on 1 January 2008 out of the merger between AEM S.p.A., AMSA S.p.A. and ASM Brescia
S.p.A., A2A performs industrial activities in the electricity production sector and in other business
areas, acting as a parent company that holds and exercises management and control over its
subsidiaries.
The A2A Group is involved in the following:
• the production and sale of electricity;
• making purchases and sales on the gas market and producing and marketing heat by means of

district heating and heat management services;
• distributing electricity and gas and managing the integrated water cycle;
• setting up, managing and making available integrated waste disposal systems.

The Group seeks to achieve a level of services whose aim is the complete satisfaction of its
interlocutors, framing all its initiatives in a perspective of Sustainable Growth, in order to excel in the
sectors of energy, environmental services, district heating and network services (water cycle,
electricity, gas) by aligning itself with the rising competitiveness and complexity to be found at both a
domestic and international level.
The Group’s activities are based on the following values:

• excellence: to achieve results and satisfy customers through skill and determination;
• responsibility: to be committed to giving the best of oneself and to responding for one’s actions;
• team spirit: to reach goals more rapidly by collaborating, sharing objectives and enhancing an

individual’s value;
• innovation: to face up to change and evolution by being creative, flexible and open to the new;
• sustainability: to be continually aware of the effect that our decisions will have on the environment

and the community.

Charter of Values
The Charter of Values, designed to construct a managerial model of reference and to develop a sense
of belonging, has been created by means of a specific project and through constant exchanges of
views with top management. General managers were also involved in drafting the document which
was approved in the presence of the Chairman of the Management Board.
The Charter was then subject to a communication process extended to the whole of the Group,
precisely due to its function which goes well beyond simple statements of principle. In fact the values
provide reference points that enable people to direct their behaviour, and starting from these, sets of
organisational behaviour and managerial skills have been identified which underpin the Performance
Management system. The Group believes that the quality of performance is not linked only to results
but also to the way a person achieves them. Personnel appraisals in A2A are also based on these
schemes.

The Group’s identity: Mission and Charter of Values

EXCELLENCE

RESPONSIBILITY

INNOVATION

SUSTAINABILITY

TEAM 
SPIRIT
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Main products and services
The A2A Group is mainly involved in the production, sale and distribution of gas and electricity, and
the district heating, environmental and integrated water cycle sectors. These are then organised into
the following “sectors”:
• Energy Sector
• Heat and Services Sector
• Environment Sector
• Network Sector
• Corporate and Other Services.

The data presented in this section refer to the scope of the 2009 annual financial statements and may
differ from those presented in other sections of the 2009 Sustainability Report due to certain
differences in scope between the two; for example the 2009 annual financial statements include 20%
of the plants of Edipower, which being a company in which A2A has a 20% interest is not included in
the scope of the 2009 Sustainability Report.

Energy Sector
The Energy Sector consists of 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 5.6 GW1.
• Energy Management: the wholesale purchase and sale of electricity and gaseous and non-gaseous

fuels on the domestic and international markets; procurement of the fuel needed to satisfy the
requirements of the thermoelectric power stations and customers; planning, scheduling and
locating of the electricity production plants.

• Sale of electricity and gas: the sale of electricity and gas to the market of suitable customers. This
includes sales of electricity to customers in the “universal service” market.

The Group’s activities

Energy                Environment   Network                                             
                                                                                                                                                                                                                             
                                                                                                                                                                                                                             

Sectors of the A2A Group
Thermoelectric 

and hydroelectric
plants

Energy
Management

Sale of electricity
and gas

Cogeneration 
plants

District heating
networks

Sale of heat and
other services 

Collection 
and sweeping

Treatment

Waste 
to energy

Electric 
networks

Gas networks

Integrated 
water cycle

Other services

Corporate services

Heat 
and services

Other corporate
services

1 This figure includes 20% of the Edipower plants

+ 3,4% 
thermoelectric

production
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Electricity Sector (GWh) 2008 2009

Net production 11,961 13,084
- thermoelectric production 9,580 9,909
- hydroelectric production 2,381 3,175

Purchases 22,706 22,644
Total sources 34,667 35,728
Total usage 34,667 35,728

Heat and Services Sector (GWh)* 2008 2009

Sources 1,905 2,672
- from plants 1,095 1,595
- from purchases 810 1,077

Heat energy sold 1,905 2,672

The Group produced 13,084 GWh of electricity in 2009 to which then should be added purchases of
22,644 GWh, making a total availability of 35,728 GWh. Thermoelectric production rose over the previous
year (+3.4%) thanks to the contribution of the Monfalcone power station acquired from E.ON
Produzione on 1 July 2009 and the fact that the Gissi thermoelectric power station became fully
operational during the year. The increase in thermoelectric product with respect to the previous year
(+33.3%) is on the other hand due to the greater hydraulicity that occurred during the year and the
contribution of the Calabria hydroelectric nucleus.

Volumes procured for the gas sector and withdrawals from stock in 2009 increased by respectively 210
Mcm and 142 Mcm. Total volumes for use in sales to end customers amounted to 1,954 Mcm, an increase
over 2008 mainly due to the more severe climate that was a feature of the winter months. There was also
an increase of 25.8% in sales to wholesalers.

Heat and Services Sector
The Heat and Services Sector consists of the following activities:
• Cogeneration and District Heating:the production, distribution and sale of heat; the production and

sale of electricity; operation and maintenance of the cogeneration power plants and the district heating
networks.

• Heat and Other Services: the management of heating plants owned by third parties and facility
management activities.

Gas Sector (million cm)* 2008 2009

Total sources 5,247 5,608
Total usage 5,247 5,608

- end uses 1,911 1,954
- thermoelectric uses 1,697 1,562
- heat uses 54 98
- wholesalers 1,585 1,994

* The figures refer to district heating only. Sales relating to heat management are not included. Included in purchases are the quantities of heat bought from the Environment Sector

*  quantities are stated in standard cm converted at an HCV of 381000 MJ on delivery

+ 33,3% 
hydroelectric 

production

+ 2,3% 
gas sold

+ 40,3% 
heat produced
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Production amounted to 1,595 GWht, an increase of 40.3% over the previous year. This rise is
predominately due to the contribution made by the Coriance Group and Varese Risorse plants, a
subsidiary of Aspem S.p.A. (whose purchases relate to August 2008 and January 2009 respectively). The
increased production by the owned plants should also be highlighted together with the rise in purchases
from third parties, essentially due to an increase in demand.
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Environment Sector
The Environment Sector consists of the activities which relate to the whole waste management cycle:
• 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 to

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

possible recovery of energy by incineration or the use of biogas.

A total of 970 thousand tonnes of waste was collected in the year, representing a slight fall compared to
the previous year. There was also a decrease in waste disposed of (-7.1%), mainly due to the shutdown of
the waste to energy plant in Brescia for extraordinary maintenance and the reduced transfers to certain
Group plants. There was also a decrease in the quantity of energy produced by the waste to energy plants
compared to the previous year, again due to the shutdown of the Brescia plant, while there was an
increase in the quantity of heat produced.
The contraction in the volumes of waste disposed of and in the electricity produced by the Brescia waste
to energy plant was partially offset by an increase in the number of hours worked by the Milan Silla 2 plant,
which had been shut down in 2008 for scheduled maintenance.

Network Sector
The Network Sector consists of the activities regulated by the sector authority:
• Electricity networks: transmission and distribution of electricity
• Gas networks: transportation and distribution of natural gas
• Integrated water cycle: water captation, aqueduct management, water distribution, sewerage and

purification; the sale of water to customers served by the distribution network of Group companies in
the provinces of Brescia and Bergamo.

Environment Sector (GWh)* 2008 2009

Waste collected (kt)* 980 970
Waste disposed (kt) 2,860 2,657
Electricity produced 1,134 1,037
and sold by the waste to energy 
plants and plants using biogas (GWh)
Heat sold (GWht)** 651 706

Network Sector 2008 2009

Electricity distributed (GWh) 12,160 11,321
Gas distributed (Mcm) 1,859 2,049
Gas transported (Mcm) 380 373
Water distributed (Mcm) 85 102

*   waste collected in the municipalities of Milan, Brescia, Bergamo and Varese
** quantity measured at the mouth of the power plant 

- 7,1% 
waste disposed of

+ 8,5% 
heat sold

- 6,9% 
electricity 

distributed

+ 10,2% 
gas distributed
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A total of 11,321 GWh of electricity was distributed during the year, a fall compared to the previous year
(-6.9%) which was above all due to a reduction in consumption by industrial customers, in line with
figures at a national level.
A total of 2,049 Mcm of gas was distributed, a rise of 10.2% compared to the previous year mainly as the
result of the temperatures of the winter months which held up the demand for gas for heating
purposes, and the contribution of the Aspem Group (acquired in January 2009).
There was an increase of 20% in the volume of water distributed, which rose from 85 Mcm in 2008 to
102 Mcm in 2009. This rise is predominately due to the contribution of the Aspem Group. Excluding
that contribution, there was a slight contraction in the volume of water distributed compared to the
previous year (-2%).

Other Services and Corporate
The Other Services and Corporate Sector consist of the following different but significant activities:
• 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.

• Corporate: centralised business development activities, strategic direction, planning and control,
financial management and coordination of activities; and then, further, business and operations
support (eg. administrative and accounting, legal services, procurement, personnel management,
information technology services, communications services, etc.) provided by the parent company to
Group companies on the basis of service contracts.

5

Impianti di trattamento rifiuti
Impianti di cogenerazione
Impianti idroelettrici
Impianti termoelettrici

Markets served

Geographical areas of activity

+ 20% 
water distributed

Waste treatment plants
Cogeneration plants
Hydroelectric plants
Thermoelectric plants
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Size of the organisation

Position of A2A in European and Italian markets

Energy

532 M€ 50%

Energy 
sources 

Production
capacity

Market

Sale of 
electricity and gas

# 4

# 5

# 4

76 M€ 7%

Cogeneration 
plants

Networks

Sale of heat 
and electricity

# 1

# 1

# 1

221 M€ 21%

Collection

Treatment

Disposal
Sale of

heat and
electricity

# 3

# 1

# 2

227 M€ 22%

Electricity 
networks

Gas networks

Water

Ranking in Italy

# 2

# 5

# 8

Heat and
Services Environment Networks

Portfolio Management #

Total EBITDA 2009* 1.032 M€ distributed across the four sectors

Summarised economic data 2008 2009

Revenues (M€) 6,094 5,910
Gross operating profit (M€) 1,068 1,032
Net income (M€) 316 80
Dividend (€ per share) 0,07
Market capitalisation at 31.12.2009 4,593
A2A personnel 8,558 9,203

* the 2009 results presented here do not include the negative EBITDA (-24M€) occurring in “Other Services and Corporate”

- 3% 
revenues

4° 
in the sale of 

electricity and gas

1°  in cogeneration
plants
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In terms of the energy market, 2009 was characterised by the considerable volatility of electricity
prices, caused by the fluctuating trend in the price of the leading commodities: oil, gas and coal.
There was a fall in demand of an average exceeding 6% on European electricity markets, Italy
included, with a downwards consequence both in short-term spot prices and in medium- and long-
term forward prices.
At the present time A2A, through its subsidiary A2A Trading, operates directly on the Italian
electricity market and also on the markets of Germany, Austria, France, Switzerland and Greece,
carrying out import and export activities linked to interconnection capacity; its trading activities are
limited to the Italian, German and French markets. Its trading portfolio in 2009 (Italy and abroad)
exceeded 7.5 TWh.
At the express request of top management the “Deal Life Cycle” project was brought to an end in
2009; this involved documenting all processes and consequently formalising the related procedures,
from the signing of contracts (through brokerage platforms, organised exchanges or direct
counterparties) through to the recognition of the operations in the accounts.

The A2A Group is organised in two separate departments: the Corporate and Market Department,
headed by its General Manager Renato Ravanelli, and the Technical and Operational Department,
headed by its General Manager Paolo Rossetti.
The Corporate and Market Department is responsible for the Organisational Units which carry out
centralised activities for A2A and the companies of the Group and for maximising the value of the
Group’s energy portfolio2 .
The Technical and Operational Department is responsible for optimising the operational running of
the A2A Group’s generation plants in coordination with the Market Department3.
The following staff organisational structures also report directly to the Chairman of the
Management Board: Company Secretariat; Internal Audit; Communications and External Relations
Department; Institutional Relations Department; General Affairs Department; General Secretariat to
the Supervisory Board.

Group structure

2  More specifically, the Corporate and Market Department has the direct responsibility for the following processes and activities: planning, controlling and assessing investments and
tenders; regulatory policies and relations with the sector authorities; finance, treasury and risk management; investor relations; administration, accounting, the financial statements
and tax matters; procurement; personnel and organisation; general services; legal services; acquisitions, mergers and disposals; and information systems. In addition, it manages fuel
procurement processes; the planning, scheduling and locating of plants; portfolio optimisation and trading on domestic, foreign and environment markets; marketing, commercial
planning and the sale of all energy vectors; and customer relations and the management of selling channels, billing and the sales back-office.
3 More specifically, the Technical and Operational Department has the responsibility for developing and managing the electricity and gas distribution, environmental services, cogene-
ration, district heating, facility management and integrated water cycle businesses, rationalising their activities and seeking improvements; presiding over engineering activities, pro-
ject management and the construction of plant and infrastructure; defining Group policies for quality, safety and the environment, checking that these are implemented and complied
with; and ensuring that the A2A Group develops and implements its skills in the key technologies for the sector.

1°  
in waste 

treatment

2°   
in electricity 
distribution
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Significant changes in the corporate structure
The following M&A operations concluded in 2009 were of particular importance:
• the agreement with the E.ON group (with closing on 1 July 2009) for the exit of the A2A Group from

E.ON Produzione S.p.A. (formerly Endesa Italia) through the spin-off of the part of the company’s
business consisting of the Monfalcone thermoelectric power station (with oil and coal groups for a
total of 980 MW) and the Calabria hydroelectric nucleus (490 MW);

• the agreement with the Municipality of Varese for the purchase of Aspem S.p.A. (90%);
• the support given to the merger between ACSM Como and AGAM Monza: A2A holds a 21.9% interest in

the new company and is the industrial shareholder of reference;
• on 19 March 2009 SEA S.p.A. purchased 49% of Malpensa Energia S.r.l. from A2A S.p.A.; this company

holds the sub-licence for managing the cogeneration power stations for Malpensa and Linate airports;
• by subscribing to a capital increase on 24 March 2009 ZMB GmbH, a company belonging to the

Gazprom group, became the holder of 50% of the share capital of Premiumgas S.p.A. (formerly A2A
Beta S.p.A.) in which A2A Alfa S.r.l. (70% A2A Group and 30% Iride Group) also has an investment;

• A2A S.p.A. has become the holder of 43.7% of the share capital of Elektroprivreda Crne Gore AD Nikšic
(EPCG), a company operating in the production, distribution and sale of electricity.

Various mergers were carried out during the year in the wake of the continuing rationalisation of the
ownership structure and the organisation of the way activities are integrated amongst the companies
of the A2A Group (organisational, processes, computer systems):

• Aprica Studi S.r.l. into A2A Calore & Servizi S.r.l. (effective 31 December 2009);
• ASM Elettricità S.r.l. into AEM Elettricità S.p.A. which, following the merger, changed its name to A2A

Reti Elettriche S.p.A. (effective 1 April 2009);
• ASM Reti S.p.A. into AEM Gas S.p.A. which, following the merger, changed its name to A2A Reti Gas S.p.A.

(effective 1 April 2009);
• ASM Energy S.r.l. into A2A Trading S.r.l. (effective 1 June 2009);
• ASM Calore & Servizi S.r.l. into A2A Calore & Servizi S.r.l. (effective 1 June 2009);
• Bas.Com S.p.A. into Selene S.p.A.; Bas Power S.r.l. into Aprica S.p.A; Fertilvita S.r.l., Amica Biella S.r.l., Amica

Villafalletto S.r.l. and Cavaglià S.r.l. into Ecodeco S.r.l.; Amsadue S.r.l. and Amsatre S.r.l. into AMSA S.p.A.
(effective 1 July 2009);

• Tidonenergie S.r.l. into Asmea S.r.l. (effective 31 December 2009).

+ 980 MW 
Monfalcone 

thermoelectric 
power station

+ 490 MW 

+ ASPEM

+ EPCG

Calabria 
hydroelectric nucleus



STRATEGIES AND POLICIES
FOR  Sustainability IN A2A

• Code of Ethics: integral part of Legislative Decree no.

231/2001

• Dual Administration and Control system: Supervisory

Board and Management Board

• QES policy: system gradually integrated at a Group level

• Sustainability Plan: hundreds of measures already carried out and put

into practice that are consistent with the Group’s commitments

• Sustainability Report: a report drawn up in accordance 

with the international Global Reporting Initiative guidelines
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The A2A Group has included Sustainability as one of its five values as a means of stressing the extent
to which it places emphasis on, and creates awareness of, the effect that business decisions have on
the environment and the community.
The “Sustainability Project” continues in order to support management in defining the Group’s
policies and setting up application tools in this respect, including the Sustainability Report. It is
precisely by means of this latter document that the Group intends to communicate the policies and
commitments assumed vis-à-vis stakeholders within an integrated system of governance.
In order to meet the demands and expectations of its stakeholders in a structured manner the A2A
Group is developing an ad hoc plan, using the example of the AccountyAbility 1000 standard
(AA1000SES). Based on the principle of “inclusivity”, this standard advances the right of
stakeholders to be heard and an organisation’s corresponding obligation to account to them for the
decisions and actions it takes. This takes place while the Group has in any case already adopted
voluntary standards in an economic, social and environmental field, such as the Reconciliation
Protocol and the ISO, OHSAS and EMAS standards.

The emphasis that the A2A Group places on Sustainability is also highlighted by the significant
recognition it has been given at a national and European level.

Introduction to Sustainability

A2A obtains the CEEP CSR LABEL
A2A was awarded the prestigious CEEP CSR Label in June 2008, a recognition for companies which distinguish themselves in
applying European corporate social responsibility standards. This award, promoted by the European Commission and the
European Centre of Employers and Enterprises providing Public Services, is an integral part of the Discerno Plus project set up
to encourage social responsibility in the European Union, and is granted to those companies that integrate social and
environmental standards in their activities on a voluntary basis. The award is given at the end of a detailed analysis involving a
series of 63 criteria and a consolidated assessment method in the following areas: Corporate governance, Socially responsible
conduct, Human resources, Inclusion of economic players, Links with municipalities and other interested parties, Care for the
environment, Compliance with European and international standards.
At the end of a detailed analysis, leading experts in the Corporate Social Responsibility (CSR) field have recognised the profuse
commitment made by A2A towards integrating social and environmental standards in its activities on a voluntary basis.
Countries coming from Germany, France, Italy, Poland, Bulgaria and Portugal took part in the 2009 edition and only 15 of these
were awarded the CEEP CSR LABEL, meaning the possibility of brandishing a logo that testifies to the fact that European
standards of ethics and social responsibility have been observed.
In addition, A2A was noted as the “Best CSR Practice in Public Service” for having set up an emergency intervention group (the
A2A Civil Protection group) with the following justification: “By setting up A2A, the Group that over time has modelled its
professionalism on the basis of the evolution of its business is today promoting a broadening of this professionalism based on
the new skills it has acquired, for the purpose of being increasingly efficient in emergency situations such as the earthquake in
Abruzzo”, because a company’s degree of Sustainability is also measured as the tendency of its human resources to provide aid
to the community in the event of emergencies and unpredictable situations.

THE PROJECT
Sustainability

A2A BEST CSR
Practice in Public Service
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The Code of Ethics
The Code of Ethics of the A2A Group (the “Code”), which may be consulted on the website
www.a2a.eu, defines the basic ethical principles, the rules of conduct and the responsibilities which
the Group recognises, respects and assumes as values and binding imperatives, to which all
recipients of the Code are required to conform. These are principles which everybody working
within the sphere of action of the A2A Group, either internally or externally, is bound to observe
(members of the Management Board and the Supervisory Board, executives, all employees,
collaborators on a continuous basis, suppliers and trading partners).
Specifically, the Code identifies the premises required to ensure that the way in which the business is
run is inspired by principles of propriety, transparency, diligence, honesty, mutual respect, loyalty and
good faith, in order to safeguard stakeholders’ interests and guarantee an efficient, reliable and
proper way of working that is arranged on the basis of compliance with laws and regulations and
ethical principles that are considered suitable, necessary and essential for working, as far as the
activities performed in Italy are concerned, in other countries and with national and international
persons, businesses and institutions.
The Code extends to compliance with voluntary codes to which the A2A Group adheres, as well as to
the precise observance of the Group’s rules and procedures. Amongst other things, the Code
contains the specific rules of conduct to be followed in respect of local communities and institutions,
and the principle is reiterated that the A2A Group should not make donations of any kind, either
directly or indirectly, to parties, movements, committees or political or trades union organisations,
with the exception of any contributions that may be due under specific laws or regulations.
The Code is an integral part of the organisational, management and control model adopted by A2A
pursuant to Legislative Decree no. 231/2001 and compliance is entrusted to the Supervisory Body of
the parent company to which all stakeholders may refer if they wish to report breaches, as described
in the paragraph “Governance bodies and tools”.
In 2009 the Supervisory Body received  one request for information about the contents of the Code
and two reports not pertaining to such as they regarded complaints of a commercial nature.

Corporate Governance

ECODECO: A MODEL OF SUSTAINABILITY
The portal Scelte Sostenibili (Sustainable Choices) has selected Ecodeco, a company of the A2A Group, as a model of
Sustainability. This portal, one of  the most authoritative in its field, provides information about environmental sustainability with
specific reference to key issues relating to Expo 2015 and is organised by the AGI (Agenda Giornalistica Italiana - Italian Journalist
Agency). “Working with waste? That means improving the way it is managed and also our lifestyle” is the title of an interview given
by Sergio Testa, the production manager at Ecodeco who has described to Scelte Sostenibili what it means to work with waste
and the opportunities for the future to be found in this field. The full interview may be found on  www.ecodeco.it. 

ETHICAL
principles

responsibility
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Corporate Bodies
The company has adopted the dual system of administration and control pursuant to articles 2409-
octies and following of the Italian civil code. The following chart sets out the main corporate bodies.

Shareholders’ meeting

Supervisory Board

As part of its responsibilities for the internal control system the
Supervisory Board approves the strategic direction and policies for 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 computerised

accounting system.
Graziano Tarantini (Chairman)

Rosario Bifulco (Deputy Chairman)
Alberto Cavalli, Adriano Bandera, Bruno Caparini, Gianni Castelli

Enrico Mattinzoli, Stefano Grassani, Franco Tamburini, 
Marco Miccinesi, Norberto Rosini, Giorgio Maria Filiberto Sommariva

Antonio Matteo Taormina, Massimo Perona, Giambattista Brivio

Management Board

The Management Board has exclusive responsibility for the management of
the business to the extent of the responsibilities and duties assigned by the

Supervisory Board. 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.

Giuliano Zuccoli (Chairman)

Vittorio Cinquini (Deputy Chairman)

Franco Baiguera, Mario Cocchi, Francesco Randazzo, Giuseppe Sala
Renato Ravanelli (General Manager Corporate and Market Department)

Paolo Rossetti (General Manager Technical and Operational Department)

Compensation
Committee

The Committee has the
duty of providing

assistance to the SB in the
determination of the

compensation of the MB
and that of the members
of the MB having specific

responsibilities.

Donations 
Committee

The Committee has the
duty of assisting the SB in

defining the guidelines for
cultural and charitable

initiatives and in managing
relations with the AEM and

ASM Foundations.

Internal Control
Committee

The Committee has the
duty of providing assistance

to the SB in respect of its
responsibilities for matters

concerning the internal
control system, with

particular regard to the
control of risks, the

information and
accounting system and the

risk control system in
general.

Appointments
Committee

The Committee has the
duty of assisting the SB,

through enquiry,
consultation and making

proposals, in carrying out
the activities provided by
the Company’s bylaws in

connection with the
appointments made to the
management and control

bodies.
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Position Members Independent Internal  Appointments  Compensation  Donations 
Control Committee Committee  Committee
Committee

Chairman G. Tarantini X X X
Deputy Chairman R. Bifulco X X X
Director A. Cavalli X X
Director A. Bandera X X
Director B. Caparini X X
Director G. Castelli X X
Director E. Mattinzoli X X
Director S. Grassani X X
Director F. Tamburini X X
Director M. Miccinesi X X
Director N. Rosini X X
Director G.M.F. Sommariva X X
Director A.M. Taormina X
Director M. Perona X X
Director G. Brivio X X

The Supervisory Board consists of 15 members, all of whom hold the independence requirements
listed in criterion 3.C.1 of the Corporate Governance Code approved in March 2006 by the Corporate
Governance Committee promoted by Borsa Italiana S.p.A. (the “Code”).

The Management Board consists of eight members, of whom five are non-executive pursuant to criterion
2.C.1 of the Code, with two of these also being independent pursuant to criterion 3.C.1 of the Code.

Position Members Executive Non-executive Independent

Chairman G. Zuccoli X
Deputy Chairman V. Cinquini X X
Director F. Baiguera X
Director M. Cocchi X X
Director F. Randazzo X
Director R. Ravanelli X
Director P. Rossetti X
Director G. Sala X

The compensation of the members of the Supervisory Board is approved by the Shareholders’
Meeting; that of the members of the Management Board and the members of the Supervisory Board
having specific responsibilities. is approved by the Supervisory Board.
The compensation of the members of the Management Board is not linked to the company’s earnings.
There are no stock incentive plans to the benefit of such persons.
Reference should be made to the 2009 Consolidated Financial Statements which may be found on the
website www.a2a.eu for the compensation received by the members of the Supervisory Board and
Management Board and by the General Managers during the year ended 31 December 2009.
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The age bands of the members of the Management Board and Supervisory Board are as follows:

Age band Management Board Supervisory Board

Up to 30 0 0
From 31 to 40 0 0
From 41 to 50 2 3
Over 50 6 12

Governance bodies and tools
The Management Board has reserved to it the review and preventive approval of company
operations in which an empowered director of the board or a general manager of A2A is the holder
of an interest on his own behalf or on the behalf of third parties, in accordance with criteria 1.C.1 f ) and
9.C.2 of the Code. The same provisions hold for subsidiaries.

The Management Board has conducted a self-assessment of the composition and functions of the
board itself. In this respect, noting that the size of the board is determined as a fixed number by the
company’s bylaws and that the bylaws require a specific procedure to be followed for appointing
members of the board, the Management Board concluded that the curriculum of each of the board’s
members was sufficient to be able to confirm the heterogeneous nature of the various professional
skills required to contribute to the work of the board. In this respect the Management Board gave
emphasis to (i) the consolidated experience of certain directors in managing AEM S.p.A. (now A2A)
and ASM Brescia S.p.A., subsequently merged into the company as previously mentioned, and (ii) the
specific skills in technical-engineering, economic, financial and legal matters possessed by the
Management Board as a whole, as the result of the paths followed by each of its members and their
professional experience. The Management Board additionally checked that the board had been
working efficiently throughout 2009, including in regard to whether suitable information had been
provided before and during board meetings and whether there had been a profitable discussion in
regard to the matters included on the agenda from time to time.

The Internal Control Officer
Using the assistance of the Internal Audit organisational unit, the Internal Control Officer extends his
control activities to all the companies of the A2A Group, with special emphasis being placed on those
identified as being of strategic importance. He has access to all of their operations and the respective
documentation and has the task of checking that internal procedures are suitable for ensuring that
risks are adequately contained and assisting the Group in identifying and assessing its greatest
exposures to risk.

MANAGEMENT
BOARD:

experience and
competence
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The Officer in charge of the preparation of accounting documents
The Officer in charge of the preparation of accounting documents holds an executive position and
responds directly to top management; he has access to all the information necessary for performing
his duties, within the company and within the companies of the A2A Group, and interacts with the
management and control bodies in respect of the matters pertaining to his activities and
responsibilities. He has powers for setting up administrative and accounting procedures that have an
effect on the separate financial statements, the consolidated financial statements and documents
on which representation must be given. In performing his activities he can avail himself of an internal
structure that reports directly to him and whose roles, responsibilities and activities he has himself
defined. Where necessary and appropriate he also has the possibility of availing himself of the
collaboration of other organisational units of the Group, by the means agreed with them.
The Officer in charge of the preparation of accounting documents has identified:
• an appropriate dedicated organisational structure (in terms of the number and level of the persons

involved);
• a specific budget, approved from one year to the next by the Management Board.

The Supervisory Body pursuant to Legislative Decree no. 231/2001
At its meeting of 24 March 2010, the Management Board resolved to appoint a new collegiate
Supervisory Body for the parent company, composed of the head of the Personnel and General
Services Department, the head of Internal Audit and an outside professional. This body has been
entrusted with the duties of supervising the working, effectiveness and observance of the
organisational, management and control model pursuant to Legislative Decree no. 231/01, updating
the model and performing all the additional activities and functions envisaged by the model,
including that of reporting to the corporate bodies on a regular basis on the extent to which the
model is implemented.
A Supervisory Body has been established in all Group companies which at the present time have an
organisational, management and control model pursuant to Legislative Decree no. 231/01; these
bodies coordinate with the parent company’s Supervisory Body in carrying out their work.
A stakeholder may report a breach or suspected breach of the Code of Ethics to the Supervisory
Board in writing and in a non-anonymous form through the appropriate confidential information
channels; the board reviews the report and may discuss this with the author and the party who
committed the alleged breach. Reports may be sent by either email (odv@a2a.eu) or by letter
(Organismo di Vigilanza A2A S.p.A., Corso di Porta Vittorio 4, 20122 Milan, Italy).
The Supervisory Body reports to the Chairman of the Management Board (who then informs the
board), in this way acquainting him with the issue, whenever it considers it appropriate, in respect of
any significant circumstances or events relating to the performance of its work.
The Supervisory Body presents a written report to the Management Board and Internal Control
Committee on a regular basis, and at least every six months, and on an annual basis prepares a
summarised report of the work it has performed during the year and a plan of the work planned for
the following year, for presentation to the Management Board and Supervisory Board.

Internal Audit
The Internal Audit unit assists the Internal Control Officer in testing procedures and assessing the
Internal Control System and the Group’s business risks by carrying out the audit procedures
envisaged in the annual work plan.
The audit work carried out during the year led to the identification of the following risk areas:
electricity production, gas and electricity distribution, district heating, environment, integrated
water cycle, centralised corporate services (purchases cycle, sales cycle/billing, internal procedural
system, information systems, legal services, QES, human resources). The processes managed by
subsidiaries operating on the energy markets - organised markets outside the official stock exchange
circuits (Over the Counter or OTC) - using derivative financial instruments, and the developments
offered by a change in status from “tied” to “suitable” are together with investment initiatives
assuming increasing importance for the purpose of these activities.

A MEANS OF
BEING 
LISTENED TO

odv@a2a.eu
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Risk management
An integrated risk management system has been developed at a Group level with the objective of
being able to make use of an effective methodology for identifying priority risks, assessing their
possible effects and taking the appropriate action to mitigate them. The guidelines for risk
management are inspired by international best practice.

Type of risk Description Exposure Hedging strategy

Commodity risk, 
including currency risk

Interest rate risk

Liquidity risk

Credit risk

Default and covenant 
risk

Other risks

Legislative and regulatory  
risk

Operational risk

Risk linked to the volatility in the price of
energy products (gas, electricity, fuel oil, coal,
etc.) and environmental securities (EUAs, ETS,
allowances, green certificates, white
certificates).

The risk of incurring additional financial costs
as the result of an unfavourable change in
interest rates.

The possibility of being unable to meet
obligations as they fall due to the inability to
dispose of assets or obtain adequate funding
(funding liquidity risk) or of being incapable of
easily terminating contracts or counter-
balancing specific exposures without a
significant drop in market prices due to
insufficient market liquidity or possible market
interruptions (market liquidity risk).

The risk relating to the possibility of a loss due
to the insolvency of a counterparty or the
impossibility of that party to comply with its
contractual obligations.

This risk relates to the possibility that loan
agreements or bond regulations may contain
provisions that allow the counter-party to
require the borrower to repay the amount lent
immediately on the occurrence of specific
events.

High

Medium 

Low

Medium

Low

In February 2009 the Management Board of A2A
approved the new Energy Risk Policy and the Deal Life
Cycle procedures, which are designed to improve the
control of risks and management practices. Risks are
assessed at a Group level by a process netting total
exposure and the resulting assessment is monitored by
making a comparison with a risk limit expressed in terms of
capital and measured by the PaR and VaR. Hedging
strategies are managed by the Risk Committee which, in
observance of the Energy Risk Policy guidelines and by
using derivative instruments, has the aim of reducing the
volatility of the P&L of the total portfolio of the A2A Group.

A hedging strategy aimed at minimising losses arising from
fluctuations in floating interest rates by swapping them
with fixed rates or entering collar agreements, and
minimising the spread between fixed rate loans and
floating rate loans (negative carry). A structural model for
analysing and managing interest rate risk has been recently
developed in the Group.

Hedging designed to negotiate adequate credit facilities,
taking into account future cash flows and debt maturity
dates.

A credit policy has been introduced governing the
assessment of a customer’s ability to pay, the control of
forecast collection flows, the granting of extended credit
terms, if necessary, possibly supported by suitable
guarantees, and the adoption of adequate recovery
measures.

A2A has stipulated a credit rating clause linked to smaller
loans. Other clauses: negative pledges, cross default/cross
acceleration, etc.

A potential source of significant risk are the constant and not always predictable changes in the legislative and regulatory situation in the elec-
tricity and natural gas sector. Amongst the main topics currently affecting changes in legislation are the following:
a) regulations governing local public services
b) regulations governing large hydroelectric concessions
c) the reform of the wholesale electricity market as per Decree Law no. 185/08 converted into law on 28 January 2009
d) the evolution in the regulations of the CIP 6/92 convention.

The main operational risk to which A2A is exposed is connected with the ownership and management of electricity power stations, cogene-
ration plants and distribution networks and plants. These plants are naturally exposed to risks that may cause significant damage to the assets
themselves, and in the more serious cases production capacity may be compromised. In this case adequate prevention measures are adopted
and insurance cover is obtained.

A2A:
experience
in risk
reduction
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Other governance tools
The following are the principal governance tools to be found in the Group in addition to the certified
system of QES procedures described in a separate paragraph of this chapter:

- Organisational provisions, proxies and delegated powers
Organisational provisions are directing and coordinating documents issued by the parent company that
define the Group’s macro-structure and determine the assignment of the main responsibilities in the
Group. Service orders and organisational communications are documents that explain the way in which
the organisational structure is set up, the areas of responsibility and the persons appointed in charge.
The current system of proxies and delegated powers in the Group is directed towards a single
management of relationships, internally and towards the outside world, meaning by this that the people
representing Group companies must have received an explicit mandate. The organisational units check
the prevailing system of delegated powers on a regular basis and recommend suitable changes if the
management power and/or qualification does not correspond to the representational powers of the
party concerned. The Supervisory Bodies may carry out specific sample testing.

- The organisational, management and control models 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, have been set
up to be consistent with the general principles of the internal control system of the A2A Group. The
models are aimed at building a structured and organic control system in order to pre-empt, to the extent
possible, the offences referred to in the decree. The models identify the activities exposed to the risk of
an offence being committed and provide specific procedures, competences, practical measures and
responsibilities; there is then also constant monitoring to pre-empt and prevent the offences being
committed, a consistent disciplinary system and suitable means of selecting and providing information
to personnel and partners. In addition, the models establish the information flows to and from the
Supervisory Bodies.
As of 31 December 2009 the 18 Group companies that have introduced the new model are monitored for
risks connected with corruption. In terms of the numbers of staff, these companies represent
approximately 94% of the total Group population included in the scope.
Training given in 2009 on Legislative Decree no. 231/01 and hence also on matters relating to corruption
involved 100 workers out of a total of approximately 9,000, and was above all aimed at persons at the
head of the Group (directors, top managers, executives, middle management) given the importance of
their roles as representatives and the powers they have. In addition to legislative requirements the A2A
Group has also included specific references in its code of ethics: “the practices of corruption, providing
illegal favours, collusive conduct, entreating for benefit and providing tangible and intangible benefits
and other benefits that are given with the aim of influencing or compensating representatives of
institutions and group employees are banned and pursued”.
There were no episodes of corruption in 2009.

SINGLE 
MANAGEMENT

OF RELATIONS

Structured and organic
system of control

No episodes of
corruption in 2009
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Competition rules
As stated in the Code of Ethics the Group bases its activities on the observance of competition rules. Any
critical matters identified are subject to legal procedures that are still open or are close to being
concluded.
More specifically, in 2009 the competition and market regulator in Italy (l’Autorità Garante per la
Concorrenza e il Mercato) issued a ruling against nine of the leading energy sector trading companies,
including A2A Energia S.p.A. and ASMEA S.p.A., for having arranged advertising campaigns that were
considered liable to mislead recipients as to the essential qualities of what they were offering. A2A
Energia and ASMEA were sentenced to pay fines of € 140,000 and € 110,000 respectively. Both
companies challenged these rulings before the Lazio Regional Administrative Court (the Lazio TAR)
which did not uphold their appeals. An appeal lodged with the Council of State by the companies is
currently pending.
In addition, the regulator has opened an investigation into A2A S.p.A. for suspected abuse of a dominant
position, consisting in setting up obstacles to switching (the possibility for a customer to change energy
supplier) and providing irregular data readings in relation to both the gas and electricity markets. At the
present moment A2A S.p.A. is assessing together with the regulator the possible commitments that may
be made to eliminate the effect of the disputes.
In conclusion, by means of provision VIS no. 46/08 issued on the completion of the investigations carried
out under resolution no. 185/07 in relation to the breach by AEM Gas of the provisions of article 11,
paragraph 2 of resolution no. 168/04 in calendar 2006 concerning emergency gas call-outs, the Italian
electricity and gas authority (l’Autorità per l’Energia Elettrica e il Gas - AEEG) imposed a fine of €
1,493,000 on the distributor in 2008 pursuant to article 2, paragraph 20 c) of Law no. 481/95. The TAR
upheld the distributor’s appeal against the AEEG’s provision and the regulator has lodged an appeal
against this sentence before the Council of State; this proceeding is still pending.
The Legal Department has no notice of any non-monetary penalties inflicted upon Group companies in
2009 for the failure to comply with laws or regulations.

The safeguarding of privacy
As described in the Code of Ethics, the A2A Group is committed to safeguarding the privacy of data
subjects (employees, directors, customers, suppliers, any third party data subjects), observing current
legislation, namely Legislative Decree no. 196/03 and subsequent amendments and additions, also known
as the “Personal Data Protection Code”, in the strictest manner possible. In this respect:
• personal data are collected, processed and protected on the basis that they shall be lawful, relevant,

correct and not excessive, so that at any time the confidentiality and personal identity of the data
subject are protected;

• specific emphasis is placed on the way in which the information provided by the data subjects
(suppliers, customers, employees and other natural or legal persons with whom the Group has
relations) is drawn up, with the aim of explaining the purpose of the processing and the other
information required by article 13 of Legislative Decree no. 196/03;

0
claims 
regarding privacy
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• A2A and other Group companies have qualified in writing the employees/collaborators/stagaires who,
in performing their duties, process personal data as persons in charge of the processing ;

• when necessary, data processors (internal and external) have been appointed pursuant to article 29 of
the Code;

• data are processed by automated and manual means in observance of  the computerised, physical and
organisational security measures prescribed and adopted following risk analysis;

• the security policy documents required by article 34 and annex B, rule 19 of the Code have been
prepared and are updated on an annual basis;

• where required the Garante has been notified of the data processing pursuant to article 37 of the Code
governing privacy.

No complaints relating to privacy or the loss of data were received from customers in 2009.
The customer data base is additionally supported by a disaster recovery system should this become
necessary.

Human rights
The A2A Group encourages and respects human rights in full compliance with the laws and regulations
effective in the countries of the European Community. It has no activities outside this area and as a
consequence incurs no risks of violating the rights of employees, customers and national and local
communities and has never incurred such risks.
All the Group’s suppliers and contractors are located in western countries and in any case countries
within the EU; non-EU suppliers represent fewer than 1% and are mainly located in countries which
respect fundamental human rights (such as Switzerland, Norway and the United States). As a
consequence the Group does not include human rights clauses in current contracts or agreements.
Amongst the companies in which the A2A Group has an investment only one, Edison, has been identified
that works in countries at risk. In this respect Edison undertook to prepare and publish a human rights
policy in coordination with A2A, and this took place punctually at the end of 2009. This policy is based on
the UN Global Compact’s ten principles and is inspired by leading international guidelines and
conventions. Moreover, it is Edison’s intention to provide training to its employees in this respect and
introduce monitoring that can be used to detect any lack of observance.
In no place have operations been identified that may contribute to exposing the Group directly to
situations in which child labour or forced labour is employed.

The Group’s policy
Quality, Environment and Safety are values on which the greatest importance is placed. They
correspond to a precise and practised policy that is encouraged by a specific department which, by
publishing an explicit policy, works to assert this both inside and outside the Group by extending it to
the daily work performed by all sets of collaborators.

Quality, Environment and Safety (QES)

NO
activities in countries
where human rights
are at risk
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QES management and certifications
The Quality, Environment and Safety Department also has the task of inspiring and assisting top
management in determining best practice, checking that this is being carried out in compliance with laws
and regulations and on the basis of the structure of the various locations. Functions acting as staff to the
Group’s departments and companies report to QES at a local and sector level and these have the duty of
implementing all provisions on the subject.
There are also specific committees coordinating and guiding activities concerning the Management
Systems certified under ISO 9001, ISO 14001 and OHSAS 18001 standards and EMAS regulations.
Given the broad range of areas in which it operates, the A2A Group has a highly detailed panorama of
certifications: Quality-ISO 9001; Environment-ISO14001; Security-OHSAS 18001 and EMAS
Registrations. For the purpose of arriving at a single model, steps are currently being taken which are
close to completion that will enable the Group’s operating companies to refer to a single, integrated
Quality, Environment and Safety system by the end of 2011.
The complete panorama of the A2A Group’s certifications is summarised in the following table.
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Company ISO 9001 ISO 14001 BS OHSAS 18001 EMAS
Quality Environmental Occupational Health 
Management Management and Safety
Systems Systems Management 
Requirements Systems Requirements

APRICA STUDI

A2A

A2A Calore & Servizi

A2A Produzione

A2A Reti Elettriche

A2A Reti Gas

A2A Servizi al Cliente 

AMSA

APRICA

BAS-OMNISERVIZI

BAS-SII

ECODECO 

SELENE

ASPEM

A2A CORIANCE

• design, consultancy, works 
management

• Organisation and plants
• Thermoelectric power station

Ponti sul Mincio (Mantova)

• Heat management and facility
management

[certification scheduled for 2010]

• Organisation and plants

• Organisation and plants

• The whole organisation

• The whole organisation:
- Integrated waste cycle 

management
- Silla 2 waste to energy plant
- Design and execution of urban

hygiene services

• The whole organisation

• Sale of gas and connected services

• Water cycle management

• Design and construction of
waste disposal recovery plants*

• Commercializzazione rifiuti

• SW&HW

• Procurement and distribution of
drinking water. Distribution of
gas. Urban hygiene service

• Toulouse plant

• Organisation and plants
• Thermoelectric power station

Ponti sul Mincio (Mantova)

• Heat management and facility
management

• Cogeneration power station 
Lamarmora (Brescia) 

• District heating (Brescia)

• Thermoelectric power station
Monfalcone (Gorizia)

• Calabria hydroelectric nucleus

• Organisation and plants

• Organisation and plants

• The whole organisation:
- -Integrated waste cycle 

management
- Silla 2 waste to energy plant
- Design and execution of urban

hygiene services

• Bergamo plant sector
• Waste disposal at the locations

of Brescia, Castenedolo, 
Vobarno, Ceresara

• Handling and logistics at the 
locations of Brescia, 
Castenedolo, Vobarno, Ceresara

• Montichiari landfill
• Brescia waste to energy plant

Environmental certifications re-
gard ECODECO subsidiaries**

• Management of the differentiated
and non-differentiated solid
urban waste collection service.
Provision of services for cleaning
and sweeping streets, squares and
public areas

• Multi-collection centre 
management

• Toulouse, Villiers, Chelles and
Meaux plants

• Organisation and plants

• Heat management and facility
management

[certification scheduled for 2010]
[certification scheduled for 2010]

• Organisation and plants

• Organisation and plants

• The whole organisation
- Integrated waste cycle 

management
- Silla 2 waste to energy plant
- Design and execution of urban

hygiene services

• Bergamo plant sector [extension
to the whole organisation sche-
duled for 2010]

[certification scheduled for 2010]

Certifications of occupational 
health and safety management 
systems regard ECODECO 
subsidiaries***

[certification scheduled for 2010]

• Toulouse plant

• Thermoelectric power station
Cassano d’Adda (Milan)

• Thermoelectric power station
Ponti sul Mincio (Mantova)

• Centrale cogenerativa  
Lamarmora (BS) 

• Teleriscaldamento BS

• Thermoelectric power station
Monfalcone (Gorizia)

• Calabria hydroelectric nucleus

• Silla 2 waste to energy plant

• Bergamo plant sector
• Montichiari landfill
• Brescia waste to energy plant

The EMAS registrations of the
sites regard ECODECO 
subsidiaries****

CERTIFIED MANAGEMENT SYSTEM

* ISO 9001 certified subsidiaries of Ecodeco: Ecolombardia 4 S.p.A., Giussago integrated centre and Corteolona integrated centre, Sicura S.r.l.
** ISO 14001 certified subsidiaries of Ecodeco: Ecolombardia 4 S.p.A., Giussago integrated centre and Corteolona integrated centre
*** OHSAS 18001 certified subsidiaries of Ecodeco: Giussago integrated centre and Corteolona integrated centre
**** EMAS registered sites of subsidiaries of Ecodeco: Giussago integrated centre and Corteolona integrated centre
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The model selected for certification purposes provides evidence on its own of the importance that
management attributes to the spheres of reference, for the positive repercussions that these have on:
• the Group’s effectiveness and efficiency (ISO 9001);
• respect for the environment and the population affected by the production processes due to problems

of proximity to the plants or concerning the extensive effects that such may have, such as for example
atmospheric emissions (ISO 14001; EMAS)

• the emphasis given to employee safety by all parties concerned (BS OHSAS 18001).
In addition to the companies already certified, as stated in the summarised table, the Group’s
programme envisages that “A2A Servizi alla Distribuzione” and “A2A Logistica”, set up in January 2010
will also be certified.
The objective of all certified companies remains that of arriving at an Integrated Quality, Environment
and Safety Management System.

Auditing and monitoring services
Compliance of the Quality, Environment and Safety systems is checked by means of “first party audits”
performed by internal employees and “third party audits” conducted by independent external
certification bodies. In the first case the objective is to highlight matters requiring perfection and
orientate the scheduling of actions for improvement; in the second case the aim is to have certificates
issued or confirmed. A total of 24 certification audits and 65 internal audits were performed in 2009.
The certification audits were conducted by bodies accredited by Sincert, which guarantees their
independence and impartiality, and by auditors accredited by the Ecolabel/Ecoaudit for EMAS
registrations. Included among the processes audited by third parties were also the two Group
laboratories accredited by SINAL in accordance with standard CEI EN ISO/IEC 17025 , namely the A2A Reti
Gas LCM Laboratory and the BAS SII Testing Laboratory. The third party auditors enabled all the QES
certifications, the EMAS registrations and the SINAL accreditations to be confirmed.
Other sources for monitoring services are to be found in the “second party audits” performed by control
bodies on specific matters, such as for example the AEEG (Autorità per l’Energia Elettricità e il Gas -
Electricity and Gas Authority), or the feedback from customer complaints. Reference should be made to
the following sections for the specific services connected with this.

4  CEI EN ISO/IEC 17025 General requirements for the competence of testing and calibration laboratories

Quality 
environment 
and safety:

89 AUDIT
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The A2A Group is a complex and broad structure due to the multiple services it provides and to the
vastness of the territory it covers that is divided into local, regional, State and supernational
communities, each with their own different histories and expectations. It is in the Group’s interest to keep
in close contact with the institutions, people and groups living in these territorial and cultural areas.
Respect and attention for its role and the expectations of local communities enable A2A to better qualify
the services it offers in the markets and to establish relations in a manner that is the most consistent with
its mission, its values and its commitment to Sustainability.

A2A has organised its most significant activities in a Sustainability Plan, which specifies the actions already
begun or decided upon for each stakeholder category, and is currently also setting up another plan, the
Stakeholder Engagement Plan, to develop the framework of its action even further, combining in an even
more accurate manner the views, skills and resources that can be the most useful in reaching the
objectives of Sustainability in an economic, environmental and social sphere.

The stakeholder chart and sustainability plan

The Stakeholder Engagement Plan is currently at the study stage but we can already anticipate that it is
being developed along the guidelines of the AccountAbility 1000 standard (AA1000SES) which are
based on the principle of inclusivity, namely the right for stakeholders to be heard and to receive
explanations regarding the Group’s activities and decisions on the basis of three fundamental principles:
• Materiality, that assumes full knowledge of stakeholders’ concerns.
• Completeness, that assumes the understanding by stakeholders of the way in which events are

managed and their effects, and of expectations and perceptions.
• Responsiveness, that assumes coherent and substantive responses to stakeholders’ requests.

A2A CODE OF ETHICS

Excellence of results

InnovationTe
am

 sp
ir

it

SustainabilityResponsibilit
y

Shareholders
and investors

Institutions 
and communities

Environment

Customers
and society

Suppliers

A2A
people
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The Stakeholder Engagement Plan also envisages the identification of priority involvement matters and,
for each of these, an analysis of the levels of involvement of the various stakeholder groups concerned
and the resources deployed. This is done to ensure that all the parties involved may have an active role.
Customer satisfaction activities are also of great interest; these are described in other parts of this report
while certain interesting examples in this respect are provided in these present pages.

APRICA: A CONSTANT EXCHANGE OF VIEWS
Following complaints of unsatisfactory urban waste performance in the Municipality of Brescia, the company Aprica met with the
chairman of the municipality’s environmental commission to understand the nature of these complaints and to align the means by which
this service is provided. The result of this first analysis led to meetings with each separate ward to provide information and collect further
comments. This all led to the redesigning of the service, using means aiming at improving the way in which citizens perceive cleanliness
and sanitation, giving priority to the removal of waste to be found on the ground and which is therefore more visible.
The requirements arising from the recent evolution of the urban structure (new residential quarters, roundabouts, cycle paths, car
parks, bus lanes, protected pedestrian crossings, parks, etc.) were noted and acknowledged. This project, which envisages constant
dialogue with stakeholders and the resulting changes to the service on the basis of complaints, is currently awaiting the approval of the
municipal council.

ECODECO: A FULL CIRCLE RESPONSE
Among Ecodeco’s main stakeholders are customers who use environmental services (the transportation, treatment, disposal and
recovery of urban and special waste). These customers are contacted at least once a year and any time that changes in laws and
regulations or operating procedures makes it necessary. Direct contact is established as a means of noting any new requirements.
Recently there has been a large increase in requests to have the use of a “full” service, which in addition to including treatment and
disposal environmental services also includes advice and assistance in applying the new laws and regulations and satisfying
environmental requirements. Ecodeco’s reaction to this has been to promote a suitable training and support service at all levels.

INTEGRATED WATER SERVICES: COLLABORATIVE PLANNING
A further case is that regarding integrated water services. The key issues discussed during regular meetings with the municipalities
have been an illustration of the means and rules by which the services are managed, investments for improving the service,
coordination with work being carried out by the municipality (typical of urban planning) and charges. All these matters are then
generally reported to the Optimal Territorial Ambit (Ambito Territoriale Ottimale - ATO) as the regulatory and coordinating body.
The practice defined is to agree with each municipality served the investment plan for the following year that is to be submitted to
the ATO, with whom a constant exchange of information on the operation of the service, the legislative and regulatory provisions
to be defined, approved and subsequently applied (for example the Service Regulations and the Charter of Services) and aspects
regarding compliance with technical and economic objectives is already taking place.
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A2A CORIANCE: LOCAL R&D
A2A Coriance, the French affiliate of the A2A Group that specialises in heat management and facility management places a great
deal of emphasis on relationships with the community and local authorities, encouraging constant contact by means of dialogue
and the exchange of information. The main requests that the company receives concern working on and developing solutions that
are increasingly respectful of the environment and based on renewable energy and high efficiency, low emission, cogeneration.

“SUPPORT US” SPEAKS TO THE STAKEHOLDERS TOO
With its “Support Us” advertising campaign A2A
carried out a survey to identify the most welcome
proposal in each customer segment.
The online interviews were carried out by a
specialised company in the field. A total of 2,117
interviews were held with customers in the domestic
segment, 271 with customers registered for VAT and
44 with condominium administrators. Confirmation
was obtained of the considerable level of interest in
clean energy of all segments and also of the extent to
which the Group is appreciated for its tradition and
local presence.

At the end of this campaign a further telephone survey was performed on a sample of 1,200 customers by a different outside firm
with the aim of assessing the extent to which people liked the advertising activities and direct marketing and their effectiveness,
and the impact of the “Support Us” campaign on the Group’s image.
The effort did not go unobserved: 31% of the customers interviewed spontaneously remembered that they had seen A2A’s
advertisements, with a little hesitation about the contents but not in terms of recognition.
In substance, there is no shortage of potential interest in the offer and the commercial proposal, especially on the part of
domestic customers, but the fact that many people find it hard to remember its advantages and to take part in it highlights
barriers where it would be appropriate to intervene. These relate mainly to the overall clarity of the proposals, to the perception
of benefits and to the fear, of those people who are already A2A customers, that they might select an option that is less beneficial
to the one they already have (“I am a customer who is already satisfied with what he has”).
There are then also the surveys conducted by commercial companies to understand the use habits and usage of online services,
which have identified the low level of awareness on the possibilities on offer. Among those people who are aware of them,
Bollett@mail, self-reading and direct debit payment were indicated as the most requested or most used services, while a growing
interest emerged in the service for entering contracts online.
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The Sustainability Plan
As already mentioned in the previous paragraph, A2A has drawn up a Sustainability Plan that specifies and
organises all the more significant activities that have already been started or decided upon.
The plan is summarised in the chart that follows below, which provides details for each stakeholder
category of the principles adopted, the activities undertaken, the results achieved and the future
commitments made during 2009.

With respect to the commitment to “increase the criterion for awarding contracts on the principle of the
most economically advantageous tender” envisaged the previous year, the Procurement Department
meets the needs of the internal technical functions making the application by purchasing goods, services
and work in compliance with prevailing laws and regulations regarding contracting agreements and
pursuing the aim of acquiring the best product/service at the best price. The growth of purchase
marketing activities and scouting and the development of relationships with suppliers and the market
have enabled and continue to enable increasingly detailed technical terms and specifications to be
determined, which while maintaining the principle of the offer at the lowest price still enable purchases
to made at a high quality levels.
In addition, having a stage during which supplier skills may be assessed and checked during
prequalification (Administrative Envelope) with increasingly specific requested and binding
prerequisites (especially for purchases under the community threshold) enables a determinate
selection to be made that is not only based on economic elements (for example the request for
certifications relating to quality environment and safety management systems or other requests
complying with the obligations of current directives).
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COMMITMENT INDICATOR UNITS FIGURE FIGURE Activities performed in 2009
2008 2009
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To promote the new organisational,
management and control model
per Legislative Decree no. 231/01

To promote the Group’s
new Code of Ethics

To optimise and rationalise 
the certifications held by Group
companies

To increase the activity 
of listening to stakeholders

To publish a single Sustainability
Report for the Group consistent
with the recommendations of the
Global Reporting Initiative (GRI)

To increase the activity 
of listening to stakeholders

To increase the activity 
of listening to stakeholders

Percentage out of the
total of persons in the
companies which have
introduced the new
model

Percentage out of the
total of persons in the
companies which have
introduced the Group’s
new Code of Ethics

%

%

Not 
available

Not 
available

realised

94 %

98,8 %

realised

• February 2009: the parent company introduced the new
organisational, management and control model per Legislative
Decree no. 231/01

• March 2009: the Chairman of the Management Board of A2A sent
all Group companies a copy of the organisational, management
and control model per Legislative Decree no. 231/01 introduced by
the parent company

• The parent company’s model has been published in full on the
intranet site and in summary form (in “abstract”) on the website of
A2A S.p.A.

• July 2009: the general managers of A2A S.p.A. sent Group
companies the “Guidelines for the extension to subsidiaries of the
organisational, management and control model of A2A S.p.A. per
Legislative Decree no. 231/01”, which identify and define the general
principles which subsidies must comply with on
introducing/updating their model

• July 2009: the general managers also sent the “Guidelines for the
composition of the Supervisory Bodies of subsidiaries” which must
be followed in identifying members for their Supervisory Body

• January 2010: the Chairman of A2A’s Supervisory Body sent 30
Group companies the document “Plan for updating the
introduction of the Legislative Decree no. 231/01 models of A2A’s
subsidiaries” approved by the General Managers of A2A

• Three training sessions were held on Legislative Decree no. 231/01
and the model, dedicated to the Group’s executives

• February 2009: the adoption of the Group’s new Code of Ethics
• March 2009: the Chairman of the Management Board of A2A sent all

Group companies a copy of the new Code of Ethics in order that for
them to introduce the code and set up all the procedures designed to
ensure that the code is observed. The recipients of the Code of Ethics
include the members of the management body, the members of the
control body, executives, employees, collaborators working on a
continuous basis (consultants, agents, etc.), suppliers and
commercial partners

• The Group’s Code of Ethics has been published in full on the intranet
site cwwa2a and on the website of A2A S.p.A.

• During 2009 around 30 companies of the A2A Group formally
adopted the Group’s Code of Ethics by means of resolutions adopted
by their Boards of Directors or determinations of the Sole Directors

• Unification of certifications under a single certifying body
• Unification of certifications in companies that have been merged
• Drawing up of a plan to extend certifications by scope and sphere (see

QES chapter)
• Assessment, together with company heads, of the

extension/application of QES management systems

• Numerous stakeholder engagement activities (certain examples
are to be found in the Stakeholder Chart and Customers chapters)

• Survey into the reputation and positioning of A2A versus internal
management

• Internal questionnaires for assessing the QES policies
• The development of a project for planning Group stakeholder

engagement activities was launched

• For the second consecutive year, which coincides with the second
year of the Group’s operations, the Sustainability Report is consistent
with GRI recommendations

• An auditing firm external to the Group has verified that this Report
complies with the stated GRI level

• The Sustainability Report is promoted at the Shareholders’
General Meeting together with the presentation of the annual
financial statements

• The Sustainability Report is promoted on the home page of the
website www.a2a.eu and may be downloaded by all interested
stakeholders

• Numerous internal and external initiatives to promote the
Sustainability culture (see Sustainability chapter and Community
chapter)

• Ethical ratings agency scores increased
- SAM: +6%
- VIGEO: +43%
- Carbon Disclosure Project: +2%
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COMMITMENT INDICATOR UNITS FIGURE FIGURE Activities performed in 2009
2008 2009

PE
O

PL
E

To increase listening 
to people via the intranet area

To implement a training plan for the
whole population of the Group

To introduce the recommendations
emerging from the “Voices” project

To develop knowledge 
management tools

Implementare un sistema 
di key performance indicator

To improve the well-being of
personnel through initiatives
identified by listening to peoplea

To increase training and awareness
about safety issues in order to reduce
the frequency and seriousness of
accidents

To develop the involvement of
personnel in socially useful activities
(eg. A2A Civil Protection)

To develop a talent management
system to identify and manage
persons with greater potential who
are critical for the business

No. of total training
hours/total no. 
of employees

Percentage of people
taking part/people 
in the companies 
in the scope

Number of hours of
training on “Safety -
accident prevention”

hours/
employee

%

hours/
employee

9.86

Not 
available

2.59

9.40

7.1%

3.77

•  A single intranet section was created that is dedicated to the human
resources of A2A where there is also a job posting section, to which
all employees may send their applications for the open posts

• A single intranet section was created that is dedicated to
Sustainability which enables people to send suggestions and
comments to improve the business’s Sustainability

• The “I’ll light up less” project was activated, under which A2A people
were asked to set best practice by reducing the lighting in their offices
and decreasing the production of energy/emissions. The suggestions
were communicated to all people in the Group

• Operational training was performed in a wide variety of areas -
environment, administration, computers, quality, security and
technical - for a total of 56,480 hours

• Seventeen managerial courses were carried out (11 on across the
board topics and 6 in connection with managers’ roles), diversified
and customised as to their contents, complexity and means on the
basis of the respective population (newly hired graduates,
professionals, middle management/heads of organisational units),
involving around 1,500 people for a total of 22,500 hours

• The training programme dedicated to customer management was carried
out involving 142 call center workers for a total of 1,990 hours of training

• A language training programme was carried out that involved over
130 people including executives, middle management, professionals
and white collar workers for a total of approximately 5,000 hours

• Workshops were carried out involving A2A people following the
completion of the “Voices” project to examine the analyses of the
climate and motivation further

• Specific websites were created for each certified company in the
Group’s intranet area. These sites illustrate the policies,
procedures and standards of reference in order that best practice
may be shared and possibly identified

•An intranet section was created where information and materials
handed out in important seminars and conferences that may be
useful for all employees is made available. The materials are
accessible as documents, presentations or audio or video extracts.

•An intranet section was created in the human resources area that makes the
catalogue of available courses visible to the whole of the Group’s population

• A system of performance management was developed having the aim of:
- directing people towards objectives and performance consistent

with the Group’s goals and values
- directing managerial action towards a transparent way of governing

people and one that is attentive to professional growth
- detecting the best talents and enhancing their contribution by giving

preference to valuational equity and merit
•During 2009 all the Group’s executives, middle management and white

collar workers having in charge positions took part in the goal allocation
process, for which the respective assessments will be made during the
first part of 2010

• Mobility management initiatives were activated
• The service providing assistance and advice by telephone was

activated in the work, personal-social, health and legislative areas and
this may be accessed by collaborators (employees and outsourced
employees) and their family members by using a toll free number

• The activities of the Equal Opportunities Commission and the
training Observatory continued; these have been set up in
compliance with legislative and contractual provisions.

• Meetings of safety representatives were held

• Safety courses were held for 3,829 participants for a total of 34,742
hours of training 

• The A2A Civil Protection Group was activated for the earthquake
which struck Abruzzo; the work performed by the 30 A2A
operators was mainly connected with reinstating electricity lines

• The A2A Civil Protection Group was activated for the Haiti
earthquake; following surveillance in January 2010 checks are
currently in course to find solar panels and despatch personnel
and equipment that may be used for building a refugee camp for
2,000 people at Leogane

• An integrated human resource development system was activated,
originally defined in 2008 and then refined and completed with tools
during 2009. The plan will cover a period of approximately three
years 
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COMMITMENT INDICATOR UNITS FIGURE FIGURE Activities performed in 2009
2008 2009
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To develop a system for measuring
the professional and managerial
capital in the Group

To define and develop quality policies
by type of service (energy,
environment, ...) that are common to
all Group companies

To define systems for regular 
surveys to assess the degree 
of customer satisfaction

To maintain and develop activities
regarding the provision of
information aimed at energy saving,
environmental protection and safety

To reduce disputes by encouraging
the use of settlement procedures

To develop the possibilities for non-
Italians and the disabled to have
access to Group information

To strengthen the business area guided
tour service in order to reinforce the
Group’s transparency policy

To create and promote products 
that respect the environmental 
and social needs

To create and promote products and
services with a correct quality/price
ratio

To limit the inconvenience caused to
residents by work sites

To improve the area of the website
reserved for shareholders with
emphasis also being given to retail
investors and small shareholders

To increase the quality of
relationships with retail investors

To maintain the intensity of relationships
with professional investors

To create a single Group 
supplier database

To check that suppliers belong to
certification systems

Number of disputes

Number of visitors to
plants

number

number

Not 
available

Not 
available

approxima-
tely 60

30,075

• Introduced certification systems for the stages of selection
• Commenced a process of assessing people, with priority given to

the areas involved in reorganisation projects
• A procedure is in progress throughout the Group to document

critical persons and those with high potential
• A professional family structure is under construction that will be

used in defining career paths

• The parent company’s quality policy has been extended to all
Group companies

• Single procedures for activities going across all Group companies
are being developed

• Common indicators for the various Group sectors are being
identified and applied

• Numerous customer satisfaction surveys have been set up regarding
contact centers, district heating, water services, environmental
services (see Customers chapter)

• A survey into the reputation and positioning of A2A vis-à-vis domestic
and business customers and opinion leaders

• A large-scale campaign for increasing awareness about energy saving,
addressed to families, was carried out by distributing around 516,000
free of charge ecokits accompanied by a guide as a means of avoiding
domestic wastage

• At the beginning of 2010 a new prevention campaign was presented
in collaboration with the Italian Gas Committee (CIG) on the correct
use of gas and was translated into 5 languages (English, French,
Spanish, Arabic and Chinese)

• The settlement procedure was set up in February 2009

• Operators dedicated to managing multilingual relations in possession
of a skill

• The existence of multilingual information sheets for the main
commercial activities (Milan area)

• Access to the call center service by means of DTS telephones (Milan area)

• Initiatives set up for access to and guided tours of Group plans 

• The two offers Energia Pulita A2A (for businesses) and Prezzo Sicuro
Verde Elettricità (for private individuals) were started up; these guarantee
that the energy used is produced exclusively from renewable services

• The promotion campaign for the “Bollett@mail” and “Storico Bollette”
services was started up, with the aim of limiting the production of paper
and emissions from vehicles dedicated to transporting paper bills

• The “Support us” communication campaign was started up, having
the aim of promoting electricity and gas products; this resulted in
126,000 contacts being obtained in 4 months. Customers stated they
believed that the relation between the quality of the services
provided by the Group and the price was correct

• Measures to limit inconvenience were carried out (see Customers -
Safety and Customer Protection chapters)

• Constant updating of the Investor Relations area on the website and
extension of this with sections dedicated to risk, investor FAQs and
the Investor Annual Review

• Correspondence has been carried out (generally by email) to reply to
the most frequent questions put by retail investors

• Conference calls in the presence of top management, other telephone
calls, one-to-one meetings and group meetings have been organised

• A Group supplier database has been created, managed centrally by a
dedicated department. Suppliers wishing to be included in the
database may put forward their names freely by using the A2A portal

• At the present stage some Group companies manage their own
independent supplier database

• Fields have been introduced in the questionnaire filled out by suppliers when
they enrol and register on the supplier portal that allow them to specify certain
data regarding the ISO 9001 (Quality), ISO 14001 (Environment) and OHSAS
18001 (Safety) certifications; the completion of these enables the Group to
check these prerequisites so that the suppliers may by taken into consideration
for inclusion in the Vendor List for under-threshold purchase procedures
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COMMITMENT INDICATOR UNITS FIGURE FIGURE Activities performed in 2009
2008 2009
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To encourage suppliers to comply
with the principles inspiring A2A’s
organisational model

To develop supplier listening
channels (suggestions, ...)

To support, where possible, the
development of purchasing processes
having eco sustainability features

To define and promote a supplier
assessment system and the
corresponding supporting measure 

To develop the district heating plan in
Milan: +720 MWt, +360,000
inhabitant equivalents, +27 million m³
by the end of 2012

To improve the efficiency and
environmental impact of the heating
plant in buildings owned by the
municipality and managed by A2A

To increase urban waste
differentiated collection 
activities

To adopt new Group guidelines 
and procedures for environmental
management

To develop economic accounting 
for environmental management

To study a means of calculating
avoided CO2 emissions on an actual
basis

To extend environmental
certifications as part of the
programme set out for QES systems
in the Sustainability Tools chapter

Installed thermal 
power

municipal plant
converted from diesel
to gas or connected to
district heating

Differentiated
collection index

Stage of 
completion

Stage 
of completion

Stage of completion
compared to planned

Stage of completion
compared to planned

MWt

number

%

%

%

%

%

346

Not 
available

37

20

0

0

Not 
available

420 

17 for 
17,690 kW

37.8 

80

10

30

80

• In all contracts, requests to tender or letters of invitation to take part
in public and other bids, parties are always asked to comply with the
principles inspiring the Group’s organisational model

• Suppliers have the possibility of sending requests for clarification
relating to online tenders directly by means of the website

• The customer care department of the technological partner runs a
helpdesk service for suppliers on all matters relating to registration
and the use of electronic negotiating tools and/or qualification tools;
in addition, it provides a service as an intermediary between the
Group and all its suppliers, noting demands and requirements

• The Group supplier qualification office may be reached at any time at
an email address dedicated to suppliers

• Cognitive discussions were held with several companies to ensure
that current and potential suppliers are carefully listened to; this
includes foreign suppliers, such as in the case of the meeting held
with the Mission Économique Française - French Embassy and
certain French suppliers

• The circulation of electronic negotiation tools was started up to
replace the traditional paper process where possible

• A process defining a pre- and post-vendor rating was started up,
unified across the whole Group, that is used to obtain a single rating
for the supplier when its name is entered in the Group’s database and
on the completion of the service 
This process has already been started in AMSA

• Promotional campaigns for joining the district heating plan were
carried out

• An agreement was signed between A2A and the Citylife quarter for
district heating: this is the first case in Milan of providing an entire city
quarter with all its winter heating needs and summer cooling needs at
zero emission and without the use of any kind of fuel

• Analyses made and proposals drawn up for improving heating plants
in terms of efficiency and environmental impact

• The Schools Project was started up, an environmental education
project for schools to encourage differentiated collection. Over 50
schools joined the project in 2009, both inside and outside of Milan,
for a total of 215 classes

• A Group procedure was introduced for managing environmental aspects
• A Group procedure was introduced for managing quarried earth and

rocks in contracted activities, with particular emphasis being given to
the work performed on the distribution networks

• Preparation of a Group procedure to preside over Quality,
Environment and Safety laws and regulations (the procedure is in the
process of being approved)

• Preparation of a Group procedure to manage environmental
emergencies in factories, warehouses and waste deposits. The
procedure is in the process of being approved

• The classification of expenses and criteria for inclusion have been
defined: the objective is in progress

• A workgroup has been set up and A2A processes have been identified
that reduce emissions together with the corresponding scenarios of
reference. Detailed parameters are currently being defined (sources
and emission factors) for each scenario. The methodology regards
not only CO2 but also NOX-SO2-PTS

- Extension to ISO 14001 completed
• AMSA S.p.A.: extension of the integrated QES management system to

all activities, including those for which Amsadue and Amsatre,
merged into AMSA S.p.A. in June 2009, previously had responsibility

- Extension to ISO 14001 started
• Water cycle A2A S.p.A. (inspection audit planned for May 2010)
• Abruzzo Energia (Gissi thermoelectric power station - inspection

audit planned for October 2010)
• Aprica Movimenti and Logistica Bergamo (inspection audit planned

for October 2010)
• Centro Integrato Piemonte (2010)
- EMAS registration of the cogeneration power station known as the

“Canavese” and validation of the Environmental declaration in
December 2009 (the registration procedure is in progress)
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COMMITMENT INDICATOR UNITS FIGURE FIGURE Activities performed in 2009
2008 2009
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To construct a biogas energy
recovery plant at 
Villafalletto

To carry out collection measures at
the purification plant at Verziano and
in 29 other municipalities in the
province of Brescia

To take part in a study on the
emission of ultrafine dust and
nanoparticles from waste to energy
plants

To support the protection of, and an
increase in, the fishing heritage of the
Upper Valtellina

To set up nature trails at the springs
of the Bergamo aqueduct system

To monitor the acoustic impact of
the Group’s activities on a constant
basis

To finalise documenting the details 
of the biodiversity sensitive areas
adjacent to the Group’s properties

To encourage innovation aimed at
respecting the environment and
sustainability

To develop the use of more efficient
and evolved technologies in local
activities

To increase communication
channels with all institutional
interlocutors at an international,
community and local level and make
them continuous

To encourage the activity of the
foundations of the A2A Group

To increase collaboration with the
agencies of the Optimal Territorial
Ambit (ATO) of the integrated water
cycle

To finalise documenting details of 
the biodiversity sensitive areas
adjacent to the Group’s properties

Percentage of 
construction of the
plant

Number of 
municipalities 
connected

Stage 
of completion 

Number of fish 
repopulated

Stage 
of completion 

Percentage out of the
areas documented

Loans granted

%

number

%

number

%

%

€ mln

Not 
available

4

Not 
available

41,000 

Not 
available

40

4 

100

5

100 

42,500

100

90

3

• The 0.8 MW biogas recovery plant has been constructed

• Work is in progress that includes in addition to the 29 municipalities
of the province also the city of Brescia: 5 connected, 5 partially
connected, 15 planned, 5 to be planned

• The results of the experimental research, unique of its kind in the
whole world, were presented, together with comparisons between
the emissions of fine and ultrafine dust of small thermal power
stations for residential heating fuelled by pellets, diesel and gas and
those of industrial waste to energy plants

• Activities developed for fish protection in the water courses of the
Upper Valtellina, with 41,000 brown trout and 1,500 adult golden
trout being sown.

• The nature trail has been completed and may be used for school visits
from May 2010

• Numerous plants were monitored including the Mincio
thermoelectric power station (Mantua), the Cassano d’Adda
thermoelectric power station (Milan), the northern district heating
power station (Brescia), the plants in Via Goltara (Bergamo), a series
of landfills and the Bergamo purifier

• Forty nine environmental noise measuring campaigns were carried
out at the reduction cabins of the gas distribution networks of Milan
and certain municipalities in the province of Milan

• The documentation work continues

• A comparative study was carried out for the emissions of methane
automobiles

• Collaboration in a pilot emoving project relating to the use of electric
cars in the municipalities of Milan and Brescia

• Waste to energy plant: reduction of NOX with a high dust system
• Study for the construction of a plant for recovering slag (heavy

ashes) from the Silla 2 waste to energy plant
• Research study on the emission of fine and ultrafine dust by fuel

plants

• Desulphurisation plants of a wet limestone-chalk type installed (wet
flue-gas desulphurisation - wet FGD) at the Monfalcone power
station to reduce the emissions of sulphur dioxide from the coal-fired
groups 1 and 2

• Disposal of the heavy oil fuelled groups of the Monfalcone power
station planned in accordance with the municipal council

• Modernisation works at the thermal power stations completed
together with the refurbishment of the A2A district heating network
in the heavily populated Milan quarters of San Siro and Comasina

• An industrial process enabling the re-use of residual sodium products
(PSR) was successfully tested

• A treatment plant for waste arriving from street cleaning was put into
service by AMSA; this plant recovers the inert portion of the waste,
with only the portion that cannot be re-used in any other way being
disposed of or sent for energy recovery (mixed and organic waste)

• The magazine “Energy in the Municipality” was started up for
municipal councils and local authorities in order to share and
circulate information about good environmental and sustainable
growth practice

• Financing by the Group’s foundations continues

• All the critical matters were dealt with and reported to the ATOs as
regulatory and coordination bodies; contact occurs through specific
persons and by means of consolidated relations in order to facilitate
an optimal exchange of information; coordination meetings are held
on a regular basis

• Studies continue
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ECONOMIC AND POLICIES FOR Responsibility INA2A

REVENUES 
(mln €)

2008 6,094 
2009 5,910

GROSS OPERATING
PROFIT (mln €)

2008 1,068 
2009 1,032

NET INCOME (mln €)
2008 316 
2009 80

VALUED
ADDED (mln €)

2008 1,645 
2009 1,372

TAXATION (mln €)
2008 304 
2009 227

LEVERAGE
2008 0.74 
2009 1.01

ROE (%)
2008 10.3 

2009 2.1

TOTAL
INVESTMENTS (mln €)

2008 467 
2009 907
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The Group earned total revenues of 5,910 million euros in 2009, a slight fall over the previous year due
to a pensive macro-economic situation. Gross operating profit of 1,032 million euros, which also fell
slightly compared to the previous year, was achieved as the result of the contribution of all the areas in
which the Group does business; more specifically, 51% of this arose in the energy sector, 7% in the heat
sector and 21% in the environment sector, while 22% came from the distribution networks. Corporate
and other services had an effect of -2% on gross operating profit.
Consolidated net invested capital amounted to 9,245 million euros at year end, funded by equity of
4,595 million euros and net debt of 4,650 million euros. Key financial statement figures are described
in the following.
Consolidated net income totalled 80 million euros in 2009; this was earned despite the negative
effect of two pieces of legislation following one after the other during the year whose aim was to
recover alleged “State aid”. In the opinion of the EU Commission this aid was provided on the basis of
Italian laws introduced in the middle of the nineteen nineties having the aim of speeding up the
privatisation process in the public utilities sector in the country.
These measures had an effect of 244 million euros on net income for the year. If these are excluded,
earnings would have risen by 2.5% over 2008 when net income arrived at 316 million euros. The
progress thus achieved is a demonstration that the industrial performance of the Group was
positive, even more so if it is noted that the CIP 6/92 incentives (of 61 million euros) for the
production of electricity by the Brescia waste to energy plant and certain prior period items of a
tariff-related nature which had a favourable effect (of a net amount of 45 million euros) on the 2008
results were not repeated in 2009.

Key data from the Group’s income statement and balance sheet

Economic data 2008 2009

Revenues (mln €) 6,094 5,910 
Gross Operating Profit (mln €) 1,068 1,032 
Net Operating Profit (mln €) 699 609 
Net income pertaining to the Group (mln €) 316 80 
Net earnings per share (€) 0.102 0.026
Unit dividend * (€) 0.097 0.07

Gross operating profit by sector 2008 2009
(mln €)

Energy 433 532
Heat & Services 67 76
Environment 320 221
Networks 275 227
Other services and corporate -27 -24
Total 1,068 1,032 

*    Dividend proposed by the Management Board
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Balance Sheet (mln €) 2008 2009

Net fixed capital 7,033 7,948 
Working capital 487 891 
Assets held for sale and associated liabilities 686 406 
Net invested capital 8,206 9,245 
Net equity 4,722 4,595 
of which:
- Group share 3,874 3,690 
- Minority share 848 905 

Net financial position 3,484 4,650 
Total sources 8,206 9,245 
Total financial debt 3,649 4,719 

Key indices 2008 2009

ROE pertaining to the Group (net income/average net equity) 10.3% 2.1%
Leverage (net financial position/net equity
including minority portion) 0.74   1.01
Turnover per permanent employee (mln €) 0.70 0.66
GOP per permanent employee (mln €) 0.12 0.12
Net income per permanent employee (mln €) 0.04 0.01
Average number of permanent employees 8,645 8,930 
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Value Added is a means of measuring the economic performance of operations and the ability of the
A2A Group to create wealth for distribution to stakeholders. The calculation of Value Added is at the
basis of any analysis, while the way it is distributed reflects the interaction between the Group and
external beneficiaries and represents a link of an accounting nature between the audited
consolidated financial statements for the year 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 2009 the Group generated Gross Global Value Added of 1,372 million euros, given as the difference
between revenues and intermediate costs and accessory and extraordinary items. The way this was
calculated is set out in the table below.
In the table showing the formation of Value Added for 2008 an amount of 160 million euros has been
reclassified from “Raw materials and consumables” to “Energy and fuel”. This amount consists of
items such as trading portfolios on energy purchasing, bilateral energy purchases on foreign markets
and specific bilateral operations on the Italian market.

The Formation of Value Added

Reclassified income statement 2008 2009
(mln €)

+ A) Production value 6,094 5,910 
Revenues from sales and services (- revenue adjustments) 5,964 5,742 
Change in work in progress, semi-finished goods and finished 
goods 0 0
Change in contract work in progress (1) 20 
Other revenues and income 131 148 

Public entity grants 0 0
Revenues from unusual production 0 0

- B) Intermediate production costs 4,581 4,384
Raw materials and consumables 73 252 
Energy and fuel 3,681 3,158
Services 574 746 
Other operating costs 169 183 
Accrual to bad debt provision 22 43 
Accruals to provisions 31 11 
Other accruals and write-downs 8 6 
Miscellaneous operating costs 59 23
Own work capitalised (36) (38)

GROSS ORDINARY VALUE ADDED 1,513 1,526

+/- C) Accessory and extraordinary items 132 (154)
+/- accessory items 119 130 
+/- extraordinary items 13 (284)
+/- share of profits/losses of associates 0 0

GROSS GLOBAL VALUE ADDED 1,645 1,372

- Operating depreciation and amortisation 308 363

NET GLOBAL VALUE ADDED 1,337 1,009 
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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.

The allocation has been made using an accounting procedure applied in the following way:

The Distribution of Value Added

Distribution of value added 2008 2009
(mln €)

GROSS GLOBAL VALUE ADDED (A): 1,645 1,372 

STAFF COMPENSATION 348 368
Wages and salaries 281 317
Severance indemnity (TFR) 22 21
Other costs 45 30

REMUNERATION OF RISK CAPITAL 299 301
Distributed profits 299 301

REMUNERATION OF LENDING CAPITAL 223 179

TRANSFERS TO THE PUBLIC ADMINISTRATION 324 251
Direct State taxes 210 123
Other State taxes and duties 9 9
Social charges 105 119

TRANSFERS TO THE LOCAL COMMUNITY 95 104
Direct local authority taxes 51 46
Local taxes and duties 34 49
Sponsorships 5 4
Contributions to AEM and ASM Foundations 4 3
Aid, donations, charity 1 2

ECONOMIC VALUE DISTRIBUTED BY THE GROUP (B) 1,289 1,203

(A-B) 356 169 

Depreciation and amortisation 308 363
Reserves 48 -194

ECONOMIC VALUE RETAINED BY THE GROUP 356 169

As the table shows gross Global Value Added decreased by 16.6% in 2009 over 2008. Compared to this
the economic value distributed by the Group only fell by 6.7%.

In relative terms, the Global Value Added generated in 2009 was allocated as follows:
• 27% to employee compensation in the form of wages and salaries, charges for the employees’

severance indemnity (TFR) and other costs;
• 22% to the remuneration of risk capital through the distribution of dividends;
• 13% as interest paid to lending capital used to support production and investments;
• 18% 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;
• 8% as transfers to local communities in the form of local taxes and duties and the support of social,

cultural and artistic activities, including by way of special purpose foundations;
• the remaining 12% represents the economic value generated and retained by the Group for

depreciation and amortisation and reserves.

Distribution
of Value Added (mln €)

Economic value distributed by the Group

Economic value retained by the Group
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169

Percentage analysis of gross 
global Value Added

27%27%

22%22%
13%13%

18%18%

8%8%

12%12%

Staff 
compensation

Remuneration
of risk capital

Remuneration
of lending capital

Transfers to the public
administration

Transfers to the local
community

Economic value
retained by the Group
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Out of a total of 387 million euros used in 2009 to make capital investments in the business, 17% was
invested in the energy sector, 19% in the heat sector, 37% in distribution networks, 21% in environmental
services and 6% in the corporate and other services sector.
As shown by the chart, investments in capital expenditure are unchanged compared with those for
the previous year, while there was a rise in investments represented by the acquisition of, or increase
in, capital in equity interests, such as for example the purchase of a 43.70% interest in the capital of
Elektroprivreda Crne Gore AD Nikši (EPCG), the purchase of a 39.49% interest in the capital of
Rudnik Uglja AD Pljevlja (Pljevlja coal mine), the company owning the mine that supplies EPCG, and
the subscription to the increase in share capital carried out by Ergosud S.p.A..

Investments

Investments (€ mln)

80

520

387 387

1000

800

600

400

200

0
2008 2009

Acquisitions or extraordinary transactions 
net of write-downs

Capex

Compared to the table of investments presented in the 2008 Sustainability Report, the table below
also sets out the acquisitions made in 2009 by sector in order to arrive at total investments net of
write-downs and any extraordinary transactions.

Capex Acquisitions Total
2008 2009 2008 2009 2008 2009

Energy 70 67 / 28 70 95
Heat&Services 63 74 43 25 106 99
Networks 139 142 / 4 139 146
Environment 56 80 5 / 61 80
Services 59 24 / / 59 24
Total (A) 387 387 48 57 435 444

Investments in mln € in the following sectors

Write-downs (B) 23 6
Total (A-B) 412 438
Extraordinary transactions 55 469
Total 467 907



LA Responsabilità ECONOMICA
ENVIRONMENTAL Responsibility

CONSUMPTION OF ENERGY* 2008 2009

Natural gas energy consumption (TJ) 34,860 43,890
Coal energy consumption (TJ) 2,743 1,862
Dense combustible oil energy consumption (TJ) 1,312 1,271 
*consumption relating to the production of electricity and thermal energy

WATER USAGE 2008 2009

Water withdrawn and 2,860 2,864 
fully returned mln m³

ATMOSPHERIC EMISSIONS* 2008 2009

Nox (t)  2,079    1,925  
Sox (t) 869 579 
Co (t) 324 301
Co2 (t) 3,238,222 3,543,191 
Dust (t) 10 10.6
* total emissions of the electricity and thermal energy production plants

WASTE PRODUCED 2008 2009

Total (103 t)    407    427  
Sent for recovery   57% 54%

WASTE COLLECTED 2008 2009

Total (103 t)    1,942     1,891   
Differentiated collection 37% 37.8%
Urban waste sent for the recovery of 

materials or energy 96% 98%

CLIMATE CHANGE 2008 2009

Energy produced by renewable sources 30.9%     29.5%   
Green energy sold (GWh) 87 331
Hydroelectric park power (MW) 787 787*
*does not include the 484 MW of the Calabria Hydroelectric Nucleus which entered the Group in July 2009
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Key: X ) This aspect is of interest with respect to the process indicated - T ) This aspect is of negligible interest with respect to the process indicated - 
NA ) This aspect is not applicable to the process indicated

The proper use of natural resources, the reduction of emissions, the decrease in the production of
waste and noise and respect for biodiversity and the countryside are only some of the aspects
underlying the sustainability programme followed by A2A. A programme that extends to all of the
main environmental responsibility issues and which through QES (Quality, Environment and Safety)
policies is an integral part of the Group’s strategies.
This chapter recalls the key aspects of A2A’s approach to environmental sustainability, the main
results achieved and certain initiatives, undertaken or scheduled, that have been chosen from
amongst those that best represent 2009 and the first part of 2010.
The most significant of these were as follows:
• a reduction in the atmospheric emissions of electricity production plants;
• a slight drop in the proportion of energy produced from renewable sources, accompanied however

by an increase in the production in absolute terms of energy efficiency for all types of plant;
• an increase in the proportion of urban waste sent for the recovery of materials or energy generation;
• the continuation of the process to document those areas of interest from a countryside standpoint

that are affected by the plants and of applying suitable planning and construction criteria;
• the continuation of research and development aimed at reducing environmental impact.
The initiatives carried out and completed in 2009 add to what is already a highly detailed framework.
This is represented in the following table, which also shows the interaction between the activities
performed by the Group and the various environmental aspects.

Energy
production

Management of
transportation 
networks and
energy 
vectors

Integrated waste
cycle management

Integrated water
cycle 
management

Other activities

Electricity
Thermal energy
(hot and cold)

Electricity
Thermal energy 
(hot and cold)
Methane gas

Collection and 
transportation
of urban waste and 
other  environmental
hygiene services
Recovery plant 
management and
disposal of 
hazardous and 
non-hazardous
urban and special
waste

Captation, 
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A more detailed account is given in the following paragraphs of the activities summarised in the table. To
obtain the best interpretation of the information provided below it should be noted that in applying the
rules for determining the scope of the Sustainability Report:
• the data relating to the Calabria Hydroelectric Nucleus and the Monfalcone thermoelectric power

station - which became part of the Group on 1 July 2009 and which are discussed in the narrative - are
not included in the consolidated figures;

• Azienda Servizi Valtromia (ASVT), in which A2A has an interest of less than 50%, is part of the ASPEM
S.p.A. Group which became part of the A2A Group on 1 January 2009.

The A2A Group’s Quality, Environment and Safety (QES) policy lies at the heart of its approach to
Sustainability. It is inspired by principles of sustainable growth, which in the environmental sphere leads
to the ability to produce energy and provide quality services through the best use of natural resources,
the reduction of polluting emissions and the constant improvement of parameters measuring respect
for the environment. A2A’s mission is to provide quality services and produce energy by using innovative
technologies that are appropriate for social, economic and environmental needs.
In this respect, certain features characterising the Group should be emphasised:
• in electricity generation: the use and careful development of hydroelectric plants; the use of clean coal

plants; the care given to the use of biomasses in co-combustion (examples of this are the Brescia waste
to energy plant and the use of residues from agricultural and food processing at the Monfalcone
thermoelectric power station)

• in district heating: the management, development and extension of the district heating network;
diversification, efficiency and the satisfaction of thermal demand through the use of complementary
technologies: waste to energy, heat pumps, thermal accumulation.

Moreover, consistent with the objectives of further reducing CO2 emissions and diversifying primary
energy sources, A2A is watching with interest the developments that are taking place with regard to the
production of nuclear power, as covered by Law no. 99 of 23 July 2009 and the recently issued Legislative
Decree no. 31 of 15 February 2010.

Policy and strategy for the environment

Diversification
of energy sources
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As described earlier, in the chapter dedicated to the QES policy, it is the duty of the Quality, Environment
and Safety Department to provide inspiration and assistance to top management in defining policies on
these matters and to check that these are being observed. The Environment Unit works within the QES
Department and converts any provisions of an environmental standpoint into detail, in conjunction with
dedicated local and sector functions. In addition, specific Quality and/or Environment and/or Safety
committees have been set up to coordinate and direct activities as part of specific management systems
certified in accordance with ISO 9001, ISO 14001 and OHMAS 18001 standards and EMAS regulations.
A department representative has been appointed for each environmental management system, whose
duty is to ensure that environmental management comply with the requirements of the standards and to
report to top management on environmental performance.
Through its representatives the A2A Group is additionally a member of other workgroups, set up by the
trade associations (eg. Euro Heat & Power, CEWEP and AIRU), which monitor any European and national
laws and regulations that are shortly to be introduced and carry out research projects on environmental,
energy and waste matters.

Managing environmental aspects when building new plants
It is important for plants to be designed and planned strictly in accordance with environmental
standards. A2A does this because it is aware that the value of the Group’s present and future assets
depends on this and it does so by means of a process aimed at ensuring that solutions minimising the
impact of the new constructions are adopted.
In A2A S.p.A. the process is certified in accordance with ISO 14001 and has undergone an analysis that
takes into account the impact of the various environmental dominions (air, climate, water, noise, etc.) for
each of the various types of plants (for energy production, for waste treatment, network plant and
others), considering both the construction stage and the in-service stage. As things stand today this
analysis is the starting point for adopting a procedure that will be extended to the whole of the Group, and
this is already included in commitments for the upcoming period.

•

Managing environmental risks
Business environmental management as carried out by A2A means in actual terms the prevention of
the environmental, economic and financial risks connected with the possibility that laws and
regulations are not being complied with, that consent is not obtained from local communities, that
there may be claims for compensation or that assets may lose their value. To cover any residual risk
A2A has also taken out insurance against any damage that may arise from accidental and gradual
pollution, in the latter case through specific policies.

Fines and sanctions
The A2A Group is finalising a project for the centralised collection of data relating to any fines or sanctions
inflicted on Group companies. The Legal Department has no notice of any non-monetary fines or sanctions
imposed in 2009 for the failure to comply with environmental laws or regulations, with the exception of a
few cases of minor breaches of the law settled through payment.

Managing the environment

Economical/technical Authorisation Design and Construction and
feasibility studies processes planning start-up

• “Best practice” presides • Impact study • Basic planning • Contract management
• Integrated • Detailed planning • Expediting at supplier
environmental authorisation

• Environmental matters preside • Other authorisation • Checking and coordination • Worksite management
processes of external planning

• Methodical application of • Application of • Commissioning and testing
assessment of investments ISO 9000 quality standard
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Environmental accounting
A2A has created a system of environmental accounting that collects the data for plant activities and
services and the related impact. The system includes the parent company, the Group’s subsidiaries and
the assets include in the reporting scope (see Introduction). The bases of measurement are the
individual plants, processes or services; the system enables the data to be entered and validated off
location by staff responsible for this task and access to the data is possible from any point, including by
remote access. The data are combined centrally to calculate summarised indicators and are controlled
horizontally and vertically to minimise the risk of error.
Energy production is calculated on the basis of measurements made by meters, at machine clamps
or when the energy enters the network. Water supply is measured by meters. The figures for
combustibles relate to the fuel actually burned in the year under consideration, measured at entry to
the burners. The figures for fuel are those actually measured at the pump, both inside and outside the
company. The use of chemicals, on the other hand, is measured on the basis of the purchases for the
year under consideration with any stocks not being taken into account. The usage of water,
electricity and heat is measured by direct meter readings or from billing data. The waste produced is
calculated by starting from the input and output registers as per Legislative Decree no. 152/2006.
Atmospheric emissions are measured at the chimney through the use of continuous measurement
instruments, where these exist, otherwise periodic analyses are carried out either with portable
instruments or by means of laboratory analyses of the fumes extracted at the chimney, as in the case
of dioxins. CO2 emissions are calculated by starting from the fuels used and applying specific
emission factors or those included in tables forming part of emission trading regulations. Emissions
in water are calculated by starting from periodic chemical and biological analyses of discharges.

Renewable resources and energy efficiency
In coming to its decisions about investments A2A concentrates on renewable sources that are
considered sustainable not only from an environmental but also from an economic standpoint in a
changing framework of regulations and incentives. Consistent with this view, A2A continues to grow in
the hydroelectric sector in both Italy and Europe. The Calabria Hydroelectric Nucleus became part of
the Group on 1 July 2009, and this together with the plants located in Lombardy (Valtellina) has enabled
the Group to reach installed hydroelectric power of approximately 1,300 MW. As of today A2A holds a
significant interest (43.70%) in the Montenegro State energy company EPCG. With this investment,
A2A contributes to the growth in the production and distribution of the electricity sector not only in
Montenegro but also in the whole of the Balkans. Montenegro presents a significant potential for the
production of hydroelectric energy. The project for connecting its electricity network to Italy by using
underwater means, together with the projects planned for the construction of numerous
hydroelectric plants, will allow Italy to be able to import energy from renewable sources.
A further aspect is that of energy efficiency, which also regards the use of fossil fuels. Continuing on the
subject of environmental impact A2A has privileged natural gas in this area with its thermal electric
power plants at Cassano d’Adda, Ponti sul Mincio and Gissi (total installed power of approximately
2,200 MW); these enable a better yield of electricity and a lower emission of CO2 per kilowatt hour to be
achieved from the technologies available for production from fossil fuels.

The sustainable use of resources

Investments
Renewable resources
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A2A’s strategy in the usage of resources also contemplates the diversification of sources of supply, in
order to take advantage of a mix that compensates for dependence from a single source. The entry of
the Monfalcone polyfuel thermoelectric power station into the Group on 1 July 2009 forms part of
that strategy.

CALABRIA HYDROELECTRIC NUCLEUS
The Calabria Hydroelectric Nucleus groups together the power stations located along the rivers Neto, Simeri, Vasì, Crocchio,
Uncinale and Savuto, and can count on total power of 484 MW. The plants are arranged in three separate hubs:
• the Sila Hub, which consists of the Sila, Orichella, Timpagarnde and Calusia plants in series, which to a limited extent are to be

found in the province of Cosenza but for the most part are located in the province of Crotone and are situated at heights of
between 1271 and 103 metres above sea level with a drop of 1,168 metres; 

• the Albi Magisano Hub, which consists of the Albi and Magisano plants in series, both located in the province of Catanzaro at
heights of between 1,123 and 354 metres above sea level with a drop of 769 metres;

• the Satriano Hub, which consists of the Satriano 1st Fall and Satriano 2nd Fall plants in series, located in the province of
Catanzaro at heights of between 563 and 55 metres above sea level with a drop of 508 metres.

The whole nucleus is ISO 14001 certified and is registered under EMAS regulations.

MONTENEGRO HYDROELECTRIC POWER STATION
EPCG operates throughout the whole of the energy chain, meaning by this the production, distribution and sale of electricity. As
the leading electricity operator in the Republic of Montenegro it runs one thermoelectric plant, two hydroelectric plants and
seven “small hydro” plants with a total installed capacity of 868 MW, of which 76% coming from renewable sources. Thanks to a
distribution network of around 19 thousand kilometres the company supplies more than 300 thousand customers. In addition,
EPCG also carries out the construction, repair and maintenance of plants.

GISSI THERMOELECTRIC POWER STATION
The Gissi thermoelectric power station (total power 840 MW), located in the province of Chieti, entered service in 2009. The
plant consists of two twin groups each formed by a 260 MW turbogas unit and a 160 MW steam turbine unit, with an environmental
performance amongst the best that may be obtained from plants of this type.
The use of a fuel, natural gas, that is characterised by low environmental impact, is combined with its specific ability to guarantee
high yields under all loads: the performance tests carried out have shown an efficiency of 57%, with average values on an annual
basis of 54%.
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MONFALCONE THERMOELECTRIC POWER STATION
The Monfalcone thermoelectric power station (Gorizia) is situated along the eastern bank of the Valentinis Canal and sits on land
of 20 hectares. It consists of 4 independent thermoelectric groups with a total power of 976 MW. Sections 1 and 2, corresponding
to the first two groups, are fired by coal and combustible oil, have power of 165 and 171 MW and entered service in 1965 and 1970
respectively. Sections 3 and 4, corresponding to the other two groups, are fired by combustible oil, have power of 320 MW each
and entered service in 1983 and 1984. DeSOx plants also entered service during the first few months of 2008 as a means of
lowering SO2 emissions of the two coal sections even further and with the aim of closing the combustible oil groups and
improving the coal fired group plant. The Monfalcone power station is ISO 14001 certified and is the first coal fired power station
in Italy to have received EMAS registration.

Use of renewable energy sources: co-incineration of biomasses with energy recovery
To reduce the use of fossil fuels and decrease greenhouse gas emissions the Monfalcone power station recovers energy from
biomasses by means of coal-fired co-incineration.

The biomasses used are of two types:
• animal waste, deriving from the treatment of zootechnical sector waste (specific
materials at risk and high or low risk materials, commonly referred to as “animal flour”);
• non-hazardous vegetable waste coming from the agro-alimentary sector and the timber
industry.

The graph on the left shows the fuel mix used since 2004.
In 2008, 3.9% of total energy was produced from the burning of biomasses and that fact
enabled the plant to obtain recognition from the Network Manager as a “plant fuelled by
renewable sources”.
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THE ACERRA WASTE TO ENERGY PLANT
The Acerra plant is one of the most important in Europe, and is capable of disposing of six hundred thousand tonnes of pre-treated
urban waste a year and converting it into around 600 million kilowatt hours of electricity.
Testing of the Acerra waste to energy plant which began in January 2010 and was designed to check the performance of the plant
showed that it is fully reliable and guarantees atmospheric emissions within the limits imposed by the Integrated Environmental
Authority and well below the ceilings established by Italian laws and regulations, confirming the efficiency of the fume treatment
system.
To ensure that local inhabitants may receive the widest ranging information possible a specific observatory has been set up under
Cabinet Ordinance no. 3730 of 7 January 2010. All the information regarding the plant may be found on the observatory’s website
www.osservatorioacerra.it, where it is also possible to obtain a continuously updated view of all the parameters involved, such as
atmospheric and noise emissions.

STUDY FOR INCREASING THE COGENERATION EFFICIENCY OF THE SILLA 2 
WASTE TO ENERGY PLANT
AMSA, the A2A Group company, completed a study into the thermal cycle of the Silla 2 waste to energy plant during the year which
pointed to the possibility of increasing the maximum global cogeneration efficiency of the plant from the current 58% to 87%.
The project envisages the possibility of transferring maximum power of 134 MW (compared to the current 68 MW) to the district
heating network, in the space of a year recovering 176GWh at the plant mouth which is currently released into the atmosphere by
the condenser. The increased production of heat for district heating will in part be offset by the lower production of electricity,
estimated in 37 GWh/year. Over the life of the plant (estimated to be 15 years) around 2,100 thermal GWh will be recovered, with
a global energy saving of approximately 180 thousand tonnes of oil.

The Group’s strategy for diversifying energy sources is also carried out by obtaining energy from
waste. The Group’s main waste to energy plants are to be found in Lombardy - at Brescia, Bergamo,
Milan, Corteolona (Pavia) and Filago (Milan) - and Campania. From the first part of 2010 the A2A Group
has been fully running the Acerra waste to energy plant through the company Partenope Ambiente.
The Group has undertaken to share the data and information relating to the working of the waste to
energy plants through various communication channels, such as for example by opening the plants to
guided tours, erecting external notice boards which contain emission data and taking part in discussions
with the institutions.

51.5% 
the thermoelectric
power station yield
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Cogeneration, heat pumps and district heating
In addition, the combined production of electricity and thermal energy (cogeneration) has
considerable importance for the A2A Group. One of the commitments made by A2A in this direction is
to optimise the district heating systems in areas where this has already been installed, such as Brescia,
and extend the service to other newly-developed areas where the Group works.
In general district heating systems differ mainly due to the type and features of the centralised plant used
for the production of thermal energy and the fuel used. In the specific case, the heat in the A2A Group
plants is derived from thermal combustion plants fired by fossil fuels, renewable energy sources
(biomasses, biogas and geothermal power) and waste.
That is the reason why through the subsidiary A2A Calore & Servizi the A2A Group adopts the best of all
production technologies, maximising where possible the use of renewable energy sources and the
recovery of the heat available from other processes. One of the processes that A2A Calore & Servizi has
long been considering is high yield cogeneration that consists in the combined production of thermal
energy and electricity, which is more efficient than producing equivalent energy quantities through the
use of traditional processes (boilers throughout the territory and fossil fuel thermoelectric plants): the
saving of energy that may be obtained using cogeneration plants may be estimated at between 20% and
30% of the primary energy (fuel).
In Italy and in France, through its subsidiary A2A Coriance, A2A is additionally developing the use in certain
plants of an innovative system for production of heat at an extremely high level of efficiency and with
reduced environmental impact: a water table heat pump combined with cogeneration fired by methane.

Between the end of the nineteen sixties and the beginning of the nineteen seventies work took place in
Brescia on a system that was to revolutionise the way in which the city was heated: district heating.
At that time the overall project envisaged heating a third of the city using the heat recovered mainly from
electricity production plants, originally fired by fossil fuels. The first step goes back to 1971 and the Brescia
2 quarter which was supplied with heat for heating and hygiene-sanitary purposes. District heating started
developing from that point onwards.
Today the system in Brescia consists of:
• a network for transporting and distributing heat that comprises a total of 600 km of pre-insulated

underground twin piping and reaches almost every corner of the city of Brescia and crosses over into
certain neighbouring municipalities;

• three main production plants, the waste to energy plant, the Lamarmora power station and the
Northern power station - this latter plant is used for topping up and as a reserve - having available
thermal cogenerated power of over 450 MWt, installed thermal power in boilers of almost 250 MWt
and a maximum thermal power put into the network in 2009 of over 500 MWt.

The system serves over 40 Mcm of connected volume, covering the requirements of around 70% of
heatable built volume in Brescia: it provides heat for environments in which 130,000 people live, study
and work. Heat supplied in 2009 exceeded 1,100 GWh.
The level of the impact is reduced when compared to an alternative separated system for the production
of electricity and heat and it is estimated that there are significant benefits in terms of energy saving, the
reduction of greenhouse gases and the overall reduction in atmospheric emissions.

79.9%
global cogeneration
yield

22.5%
cogeneration plant 
energy saving
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In agreement with the municipal council A2A is proceeding with an important business plan for the
development of the district heating system in Milan. The plan is consistent with the municipality’s policies
on sustainable growth: both aim, amongst other things, at meeting efficiency and energy saving
objectives, encouraging “alternative renewable energy sources” in the city and reducing polluting and
climate changing emissions. The plants that fuel the district heating networks meet efficiency criteria and
use renewable sources; the heat is produced by recovering energy from the disposal of refuse in the
waste to energy plants (Silla 2), from cogeneration, from the heat pumps that use water table water for
heat exchange (the first of these was installed at the “Canavese” cogeneration power plant in Via
Cavriana) and from high efficiency boilers fired by natural gas. Under the district heating plan a network
of 240 km will be connected in 2015 having a thermal capacity of 1,450 MWt and around 730,000
inhabitant equivalents. The plan will provide significant benefits in 2015: energy savings of approximately
400 GWh/year, equal to 19.3%, and a reduction of approximately 160,000t/year in CO2 emissions.

HEAT PUMPS IN A2A APPLICATIONS
The heat pump is a piece of equipment that is capable of transferring heat from a body at a lower temperature to a body at a higher
temperature due to the external contribution provided by a compressor running on electricity. Surface water table water extracted
at an average temperature of approximately 15°C is used in A2A applications as the low temperature source. The thermal energy
contained in the water table water (renewable energy) is transferred via the heat pump to the water that feeds the district heating
network. In this way the water returning from the district heating network at a temperature of approximately 60°-65°C is raised to
an outflow temperature which ranges from 80° to 90°C.
The following diagram shows the general layout of the A2A cogeneration plants in which a heat pump is included:

The high efficiency heat pump section and its integration with the cogeneration system represent the most innovative part of the plants
and ensure that there is a consistent production of thermal heat, supplemented by the contribution arriving from the cogeneration
section. The supplementary boiler section ensures that there is coverage during peaks of thermal demand.

Storage Heater
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Fuel energy

Electricity

Heat energy
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Systemers
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In February 2010 A2A signed an agreement with CityLife, an independent company working on a project
of the same name to redevelop the historical quarter of the Milan Exhibition Centre. A2A will provide the
new quarter with district heating from the network fuelled by the AMSA Silla 2 waste to energy plant. The
plant will provide heat for central heating and produce hot water for sanitary purposes and cooling for air
conditioners using absorption refrigerators. CityLife will represent the first case of its kind where an
entire quarter is fed at zero emission without the use of any kind of fuel.

Efficiency in final energy use
As an electricity and gas distributor A2A is obliged to seek energy savings at gas and electricity end users.
The savings objective in terms tonnes of oil equivalent (toe) is set by the Electricity and Gas Authority
(AEEG). An operator may achieve savings through measures set up directly or by purchasing savings
certificates (energy efficiency documents or “white certificates”) from other operators. In addition, A2A
has set itself up as an Energy Saving Company (ESCO) to take advantage of synergies with Group
companies dedicated to energy saving measures.
The A2A Group has taken a variety of energy saving steps. These range from the simple distribution of low
consumption light bulbs and low flow distributors and aerator spray ends for domestic taps (516,000
ecokits were distributed in 2009) to the introduction of systems for recovering heat from cogeneration
and non-cogeneration thermoelectric production cycles and heat distribution by means of district
heating networks.

Other initiatives for energy efficiency and the development of renewable
sources
Other initiatives testify even further to the commitment of companies of the A2A Group to the
development of energy efficiency and production from renewable sources.
Ecodata has been working:
• at the Villafalletto landfill to construct a new bay for exploiting biogas energy (installed power of 0.8

MW, the bay is planned to enter service in 2010);
• at the Villafalletto biodrying plant as part of the project to strengthen the refining section designed to

produce refuse derived fuel (RDF) (power of 30,000 t/year, started up during the first part of 2010). The
RDF produced at Villafalletto is used as an alternative fuel (to replace fossil fuels) at the Buzzi Unicem
cement works at Robilante (Cuneo), leading to a reduction in the customer’s energy requirements;

• at the Barengo landfill, as part of the improvement of the biogas capitation efficiency (drilling of new
extraction wells and coverage of the whole surface of the landfill with HDPE sheets) and the increase in
biogas exploitation. The energy produced on the machine totalled 5,269 MWh in 2009 compared to
3,097 MWh in 2008.

In order to reduce the energy requirement for running the aqueduct system of the city of Bergamo, BAS
SII exploits the hydraulic energy of the discharge entering the city’s main reservoir (located at the foot of
the Venetian walls close to the Saint Agostino gate), partly to take water up to the level of the old part of
the city (using 2 turbopumps) and partly to produce electricity (using 2 Pelton turbopumps having a total
power of 55 kW - 2009 production approximately 475,000 kWh). In addition the biogas produced by the
Bergamo purifier amounting to around 1,500,000 cm/year is re-used in the same plant cycle during the
anaerobic digestion process of the mud line. The restructuring of the digester thermal power station was
completed in 2009, optimising the use of biogas and improving the respective use yields.

Optimisation
and development

of district 
heating systems

29.5%
the proportion of
energy produced
from renewable 
sources
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Performance indicators
A feature of 2009 was also the fact there was also an improvement in the energy performance indicators.
The start-up of the Gissi thermoelectric power station (highly efficient) contributed to increasing
the total yield of the natural gas thermoelectric park (from 51% to 51.5%).
The start-up of the power station led to an increase in energy produced from fossil fuels as a
proportion of the total energy produced, and hence total energy produced from renewable sources
fell from 39% to 37.8%. Despite this there was an increase in the energy produced from renewable
sources due above all to an increase in hydroelectric production.
There was also an increase in energy performance from the combined production of electricity and
thermal energy (cogeneration) from fossil fuels, due mainly to an improvement in the usage
performance of the Lamarmora power station (Brescia); both the overall global cogeneration yield
and average energy saving improved.

Integrated waste cycle
The Group is the leading operator in Italy in the waste to energy and waste management sectors. In
addition to providing services for millions of customers, A2A designs, constructs and manages innovative
systems for the sector. The services on offer consist of the collection, transportation and brokerage of
hazardous and non-hazardous waste, street sweeping and the management of recovery and waste
disposal plants, located mainly in the provinces of Milan, Brescia, Bergamo, Mantua and Pavia.
The Group’s strategy is based on sustainable growth and follows the criteria of differentiated collection,
energy enhancement of the residual portion, the recovery of materials, landfill disposal only for waste
that cannot otherwise be recovered and local self-sufficiency in terms of disposal.

Urban waste
An average differentiated collection index of 37.8% was achieved in 2009 in the cities of Milan, Brescia,
Bergamo and Varese, where A2A manages the whole of the differentiated urban waste collection; this
exceeded the 2008 figure by one percentage point and should be compared with a national average of
24%. In particular, in Milan the rise in the index is due to the increase in the collection of wood (+2%) and
light multi-materials (plastic + 3.2%). The index kept its previous year level in Brescia, while it maintained
its very high levels in Bergamo and Varese (50.4% and 47.4% respectively).
A2A continues to pursue its objective of keeping the use of landfills as the end destination for urban waste
to a minimum. In 2009, 98% of waste was sent to plants for the recovery of energy or materials and only
2% ended up in a landfill (compared to 4% in 2008).

2008
Destination of collected urban
waste - %

44%52%

4%

4% Landfill

44% Differentiated collection/biostabilisation,
recovery

52% Waste to energy

2009
Destination of collected urban
waste - %

40%

58%

2%

40% Differentiated collection compost/
biostabilisation, recovery

58% Waste to energy

2% disposal (landfill, incineration, other)

98% 
of urban waste
collected is sent
for the recovery
of energy or materials
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Water resources
Water usage plays a key role in the Group’s activities. Water needs from the various processes are listed
below, together with an indication of the water bodies involved in extraction and a description of the
planning initiatives and solutions introduced to limit consumption.

Energy production
Water supply for energy production is used for the following purposes, depending on the type of
production plant:
• cooling, mainly in thermoelectric production plants;
• process, again mainly in thermoelectric production plants;
• heat exchange, in thermal energy production systems with heat pumps;
• potential energy in hydroelectric production plants.
Cooling water is used in thermoelectric production plants to remove the condensation heat from steam
turbines together with other more minor uses such as for cooling machinery. The cooling water is
generally extracted from a surface water body and is generally returned in full to the environment, usually
in the same receptor body. In these cases the environmental impact is limited solely to the rise in
temperature. The water bodies most involved in supplying water for cooling purposes in the Group’s
thermoelectric power stations are the Valentinis Canal, the Muzza Canal and the River Mincio, which
serve the thermoelectric power plants of Monfalcone (Gorizia), Cassano d’Adda (Milan) and Ponti sul
Mincio (Mantua) respectively.
In order to reduce the impact on extraction and not to change the water balance in the area and the usage
of water by other users - in particular at plants situated in areas where water bodies of sufficient size are
not available - A2A has introduced evolved solutions, such as the use of dry cooling systems using
aerotherms (air condensers).
The use of water in the thermoelectric plant production process relates mainly to the production of
demineralised water for the heat cycle.

APRICA ON DISPLAY AT ECOMONDO 2009
The plant for the recovery of waste from street sweeping that Aprica, an A2A Group company, started up in March 2007, was
included on the best project list for the 2009 Sustainable Growth Prize, an initiative of the Foundation for Sustainable Growth.
Under the patronage of the Presidency of the Republic this prize is awarded to companies distinguishing themselves for activities
and plants that are innovative, bring environmental benefits, have positive effects of an economic nature and on jobs and are easily
reproduced. This initiative is carried out as part of Ecomondo, the large annual fair dedicated to the green economy whose scope is
to encourage and publicise the good practices followed by Italian businesses and support the spread of these. The Apica plant
implements the main contents of community, regional and provincial directives, enables a reduction to be obtained in the quantity
of waste sent to the landfill (over 60% is recovered) and puts the principle of environmental sustainability into practice. The plant,
built at Brescia, has a treatment capacity of 30 thousand tonnes of waste on entry a year.
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Heat pumps have been installed in certain of the plants of the A2A Group to produce thermal or cooling
energy, capable of transferring heat from a lower temperature source (water table water) to a liquid at a
higher temperature (the water of the district heating network).
For the A2A Group the derivation of water resources for hydroelectric production involves surface
water bodies using dams and/or dykes. In this case too after being used to generate electricity the
extracted resource is returned fully to the environment, usually further downstream as part of the same
hydrographic basin. The hydrographic basins involved mostly by the Group’s hydroelectric plants are
those of the Rivers Adda and Spoel in the Upper Valtellina in Lombardy and the Rivers Neto, Simeri,
Ancinale and Savuto in Calabria.
Studies are being carried out in Calabria on constructing an accumulation and repumping system for the
water turbined by the Timpagrande power station, thereby enabling hydroelectric production to be
better exploited in observing local irrigation and drinking water needs.

Energy distribution
Water consumption for the distribution of electricity arises mainly from the need to cool the equipment.
As part of a maintenance programme aimed amongst other things at optimising the use of water
resources, in 2009 A2A Reti Elettriche noted a fall in extraction from the aqueduct in the Milan
distribution network due to the intervention carried out on the cooling plants of certain primary cabins
(“Gadio” and “Venezia” in the city of Milan).

Further maintenance is planned to take place in 2010 to improve the efficiency of the heat exchanger
cooling systems for certain primary cabins in the city of Milan.
The consumption of water in the district heating networks is mainly due to the need to top up vector
liquid which, despite there being a closed system, is liable to losses and emptying due to maintenance. As
concerns the A2A Group’s district heating networks the largest amounts required for topping up
purposes were to be found in the Brescia district heating network, with volumes in proportion to the size
of the network that consists of over 600 km. of twin piping. Topping up and refilling are carried out by
starting from drinking water taken from the aqueduct; part of the topping up water consists of water
recovered from the blowdown of the production plant network and boilers.

Years 2008 2009

A2A Reti Elettriche - water extracted 430, 300 250, 700
from the aqueduct (Milan) [m ³]
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Integrated waste cycle
The water procured in the environment sector is mainly used for the following:
• urban hygiene
• sprinkling to limit the dispersion of the dust created in handling refuse
• waste treatment
• cooling in thermal waste treatment processes.
Urban hygiene activities consist of cleaning streets, rubbish bins and waste collection vehicles.
Water is supplied mainly from wells and from the drinking water distribution system. The effluent coming
from the collection of rain water is used where possible for the sprinkling carried out to limit the
dispersion of dust.
The processes in certain waste recovery or disposal plants may utilise water arriving from a variety of
different sources. For example the street cleaning dirt recovery plants, where the waste undergoes a real
washing process, use water which is purified at the end of the cycle and then recycled.
The case of the thermal waste treatment plants is different again; in the A2A Group these consist mainly
of waste to energy plants to which is associated the recovery of electricity and in certain cases thermal
energy. These plants are actually thermoelectric plants and therefore have the same cooling needs
within the heat cycle. The A2A Group’s waste to energy plants use well water for their cooling needs, while
for topping up the heat cycle smaller amounts of water are used, taken usually from the drinking water
network.
To limit consumption, systems have been created for re-using waste water, from both Group and third
party plants. Examples of this are as follows:
• the system for the exchanging of process effluent between the Brescia waste to energy plant and the

Lamarmora power station, which enables rain water and process water from both plants to be used to
extinguish the waste to energy boiler dreg ash;

• the Bergamo RDF energy production plant where the cooling water arrives from the nearby purifier;
water recycling is even bidirectional: the water flowing out of the sedimentor of the purifier is used in
the waste to energy plant condenser to complete the plant’s thermodynamic cycle and is then returned
to the purifier heated by a few degrees allowing the kinetics of the purification process to be speeded
up;

• the use at the Gissi power station of water deriving from the Val Sinello civil and industrial effluent
purification plant.

Integrated water service
The A2A Group has identified drinking water supply services on the basis of the specific features of the
local area served.
An aqueduct covering a series of different municipalities is largely used to guarantee the captation,
treatment, transportation and distribution service for the municipality of Bergamo and a further 33
municipalities of the province; this is fed by gravity from springs located at an altitude of approximately
500 metres along the valleys of the Bergamo alpine foothills.
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Extraction from the freatic table by means of wells is limited to emergency situations and to the feeding
of certain municipalities located on the low plain. There are on the other hand three groups of main springs:
at Algua in the Seriana valley (to the side of the Brembana valley), at Ponte del Costone (in the municipality
of Casnigo) in the Seriana valley and in the Nossana valley (to the side of the Seriana valley). A centralised
telecontrol system that collects usage parameters from the production and distribution plants allows for
the best use of water and enables any losses in the feeding pipes to be swiftly identified. The system un-
derwent a complete overhaul in 2009, thereby increasing its functionality.
In the province of Brescia on the other hand springs only provide water needs to the minimum extent and
requirements have to be met by well pumping, which covers around 90% of the demand. The quality of
the water supplied is in any case guaranteed thanks to the water treatment and potabilisation plants. The
spring in Brescia known as the “Mompiano source” is highlighted in particular; historically this was the city’s
first source of water supply, while today it is supplemented by a system of 42 wells.
In conclusion, the main sources for the extraction of drinking water for the municipality of Varese are the
springs in the Bevera valley, having a potential of 250 litres per second, and at Luvinate, having a potential
of approximately 100 litres per second.
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Biodiversity and the countryside
The United Nations has declared 2010 to be the International Year of Biodiversity. Safeguarding
biodiversity is fundamental for maintaining terrestrial ecosystems in a condition that enables the
lives of man and other species to develop. The A2A Group has always dedicated a great deal of
attention to this matter. The Group’s numerous plants in the territory, often in areas of natural
beauty, require decisions to be made that will minimise any impact. For this reason A2A does not limit
itself simply to a close observance of laws on the matter but also encourages, in agreement with local
bodies and associations, the setting up of a whole series of initiatives to safeguard and enhance the
value of the environmental heritage and biodiversity.
A2A has documented the areas of natural beauty in which its plants are located or which are adjacent to
these, excluding those relating to the plants of Ecodeco and A2A Coriance where this work will be carried
out in 2010. This documentation exercise became necessary in order to be able to dispose of a common
cognitive patrimony in the new Group, which is present in a wide variety of regions in Italy. The surface
area occupied by A2A land that is situated in or adjacent to areas of natural beauty amounts in total to
approximately 27 million square metres.

Situating the main plants in areas of outstanding natural beauty
Energy production
Various A2A production sites are located in sections of the local area which as the result of their
environmental and ecological peculiarities have over time acquired the title of Parks or Protected Areas.
People’s sensitivity to environmental matters has heightened over the past thirty years to such an extent
that whole areas consisting of hundreds of square kilometres have been turned into places of natural
beauty to be protected, rich in fauna, flora and biodiversity.
This demonstrates that these production activities, which in certain cases nave been completely
transformed over the years, have always maintained a perfect balance with the local territories in
which they are situated.
If on the one hand the natural parks that are being set up have safeguarded whole sections of the land
from possible usage and indiscriminate exploitation by man, they have also created considerable
restrictions for anyone already present, such as A2A. Placing emphasis on the environment, which has in
any case always been a basic value amongst the Group’s corporate objectives, has ensured that these
restrictions have then become messages of pragmatism that can encourage the natural development of
an area and hence peaceful cohabitation there.
Typical examples of this may be found in the Stelvio National Park, founded in 1935 and then extended
in 1977; today more than 60% of the plants of the A2A hydroelectric production system in the
province of Sondrio are to be found in this natural reserve, which in particular includes the two large
seasonal accumulation reservoirs, the lakes of Cancano and San Giacomo, having a capacity of over
180 million cubic metres of water.
Moving fully to the south of the country we similarly find the National Sila Park which, founded in 2002
and consisting of the areas already forming part of the National Park of Calabria (1968), contains many
artificial reservoirs (Lake Arvo and Lake Ampollino having a capacity of over 130 million cubic metres of

Protecting the environment

Enhancement 
of value 
and protection

of the environmental
heritage
and biodiversity
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water) and plants of the Calabria Hydroelectric Nucleus which are part of A2A Produzione.
The Ponti sul Mincio (Mantua) thermoelectric power station is in the Mincio Regional Park which extends
along the bank of the river of the same name for over 70 km., starting from its origins in Lake Garda to
arrive at the River Po, crossing the whole of the province of Mantua and stunning hilly parts of the
countryside broken up by Morenic heights, plains and wet areas.
The production facilities relating to the Cassano D’Adda (Milan) thermoelectric power station,
bordering with the Adda North Regional Park, should also not be forgotten 

Integrated water service
In the province of Varese certain springs used for the integrated water service are located in areas of
recognised natural beauty. For example there are twelve springs in that province that fall within the Val
Veddasca Site of Community Interest (SCI), three in the Monte Sangiano SCI and another in the Lanza
Valley Park, a Local Park of Super-municipal Interest (Parco Locale di Interesse Sovracomunale - PLIS).

Initiatives to protect biodiversity
Initiatives to protect biodiversity relate to the vital minimum flow, management of the sediment in the
hydroelectric reservoirs and the defence of the spring capitation areas.
The first of these follows the principle of preserving the habitat in the courses from which water is
extracted to produce hydroelectric energy, maintaining the portion of water in the bed flow required for
the purpose known as the “Vital Minimum Flow” (VMF). For years, A2A has been engaged in releasing
pre-determined quantities of water from the main extraction facilities in Valtellina (Lombardy).
In Lombardy, the release of the vital minimum flow from the extraction facilities is obligatory following the
introduction of Regional Regulation no. 2 of 24 March 2006 and the approval of the Technical
Implementation Standards of the Plan for the Protection and Use of Water. The resolution of the regional
council, D.G.R. no. 6232 of 19 December 2007, establishes the guidelines in respect of projects for adapting
extraction equipment to be presented by licensees to ensure the VMF on the river bed. In relation to these
requirements A2A, which was already active on this front, presented projects for adapting extraction
equipment which were approved by the Region of Lombardy in Decree no. 15503 of 22 December 2008.
During 2009 the works in question were equipped with automatic control systems for the volumes
carried to ensure that the minimum vital flow on the river bed required by current laws and regulations
was satisfied. In addition, following the approval of the Guidelines for the start-up of testing by the Region
of Lombardy in August 2008, in November of that year A2A presented its detailed test project which was
approved by the Region of Lombardy in Decree no. 6443 of 26 June 2009.
The decree allows testing to take place over an initial period of three years starting from 1 July 2009, with
the possibility to continue with this for a maximum of a further three years.
The Technical Table was set up under Decree no. 10368 of 13 October 2009; the duties of this group,
made up of the interested parties and coordinated by the Sondrio Territorial Office of the Region of
Lombardy, are to control, support and carry out periodical checking of the results of the testing. In 2009
A2A began a monitoring campaign by analysing the physical and chemical parameters in the surface
water courses involved in the tests, in addition to carrying out ecological and capacity measures and
preparing technical reports regarding the monitoring the effects of the VMF in the Valtellina water
courses, downstream from the A2A plants.
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Other initiatives, relating to the management of sediment in the hydroelectric reservoirs, concerned the
province of Sondrio, which has a large presence of reservoirs, basins and river crossings. Given that
materials are transported in suspension, these structures are likely to get clogged up and must undergo
regular maintenance.
A2A plans to carry out a clearance of the dams at Cancano and Valgrosina and the Sernio dam in the spring
of 2010. This work will be performed in accordance with the plans approved by the Region of Lombardy.
To minimise any environmental impact, not only will the floating activities be carried out at the same time
but, as requested by the Province and by the Anglers’ Union (UPS), the material removed from the
Cancano dam will be channelled into the natural flowpath of the River Adda in the direction of the Pola
valley where hydro-geological arrangement work is in progress in preparation for the new Adda river bed.
A2A will ensure that operations are controlled by carrying out a continuous monitoring of the suspended
solids in the water courses and the volumes. The provisions included in the INTERREG ECOIDRO project
will be introduced to protect and safeguard the flora and fishlife. By carrying out this work fishing along
the banks of the River Adda will be disturbed to a minimum, as provided in the new protocol agreement
between the UPS and A2A which have undertaken not only to provide timely information of operations
to anglers, the local population and public, social and economic parties working in the area, but also to
study the effect of these operations as a means of ensuring the integrity of the river environment and the
fishlife heritage.

AREAS INVOLVED IN THE CLEARANCE OPERATIONS
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THE INTERREG ECOIDRO PROJECT AND THE MANAGEMENT OF SEDIMENT IN THE HYDROELECTRIC
RESERVOIRS
The ECOIDRO project “Use of water and protection of the environment and biodiversity in the Adda, Nera, Poschiavino and Inn
basins” is a three-year cross-border cooperation project between Italy and Switzerland consisting of a variety of different objectives
and provisions, and of which A2A is one of the backers. The Province of Sondrio acts as the project head, while on the Swiss side the
lead partner is the Grigioni Canton. In addition the Region of Lombardy, the IREALP, the University of Insubria, the Orobie Valtellinesi
Park, Politec, the Anglers’ Union of the Province of Sondrio, Blù Progetti and all the hydroelectric companies working in the area are
also involved.
In the summer of 2009 A2A carried out a series of works on the Sernio basin, consisting mainly of renaturalising the path followed
by the water and getting the sediment to flow, with the aim of:
• testing new systems for the removal of sediment that are capable of reducing clogging using means that are less of a burden for the

environment, with particular reference to fluvial ecosystems located downstream from the basin;
• constantly checking the effect of the work done in the short, medium and long term;
• assessing the activities tested from an economical standpoint.
Overall there was a very positive result. A comparison between the two bathymetric measurements taken before and after the
steps taken showed that there was a significant positive difference, attributable to the removal of sediment of approximately
120,000 m³of which around 46,000 m³ situated in the available volume. These activities will continue in 2010 and 2011.

ADDA: OUT OF THE DAM ARISES THE NATURALIST AREA
Damming the River Adda at Sernio was the occasion for creating the naturalistic area Le Piane at Lovero (Sondrio). The idea was born
out of an agreement between A2A and the Environmental League, which looks after visits and the environmental standpoint. The
oasis is made up of a wet area rich in biodiversity where it is possible to find four different types of environment - aquatic, reeds, river
bank woods and dry areas -where amphibians, fish, birds, small mammals, insects and lepidopters find their habitat. This is to all intents
and purposes a genuine mosaic of native vegetation, typical of the middle course of the Adda, which through the seasons presents
unique observation points for the study of numerous species of marsh birds.

THE LANDILL BECOMES THE SELLA WOOD
Opened in 1972 and closed again in 1989, the Sella landfill enabled over 3.5 million tonnes of urban solid waste to be disposed of. This
area, completely recovered from an environmental standpoint, covers twenty hectares and extends across four municipalities in the
province of Brescia: Castegnato, Ospitaletto, Paderno Franciacorta and Passirano. The introduction of grass and plants and the
initiatives carried out by the Environmental League have enabled the site to be reborn and allowed it to become a didactic natural park.
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The initiatives in the defence of biodiversity are completed by those relating to water springs. In the
province of Bergamo, BAS SII uses the assistance of the ERSAF, the Regional Entity for Services to
Agriculture and Forestry, to implement a specific settlement plan for the agricultural and forestry areas
as a means of defending the spring captation areas. This plan provides for selective annual thinning out
measures, reforestation, cultivation treatment, pruning and the consolidation of areas in difficulty. The
measures involved cover the protection areas of 5 springs for a total of approximately 170 hectares.

Initiatives for protecting the countryside
The visual impact created by A2A’s plants is an aspect that has been carefully assessed, especially over the
past decade, thanks to studies prepared by experts and agreed with the entities in charge. The way in
which a plant is included to form part of the landscape varies on the basis of the environment in which it
is to be located and its structural features. Further details of this may be found in the 2008 Sustainability
Report, where the subject is treated by giving numerous examples.

Air and climate
The use of fossil fuels, waste and biomass to generate electricity and heat, the conversion of waste to
energy and motor transport produce atmospheric emissions. Containing emissions is a key objective
for A2A, in respect of both air quality pollutants - nitrous oxides (NOx), carbon monoxide (CO),
sulphur oxides (SOx), dust and micropollutants - and greenhouse gases, first and foremost carbon
dioxide (CO2).

Atmospheric emissions
A2A has invested in natural gas combined cycle plants. These are low emission plants with minimum
concentrations of NOx in the fumes thanks to the availability of low emission burners, no significant
emissions of SOx and dust and lower quantities of CO2 created by the natural gas. These advantages
combine with the high electrical yield obtained from combined cycle plants, enabling highly
restricted amounts of emissions for each kilowatt hour produced to be obtained. Emissions of NOx,
which were already highly contained in 2008 (0.13g/kWh) thanks to the investments made over the
years made by the companies forming A2A, fell further in 2009 (0.10 g/kWh) following the start-up of
the Gissi thermoelectric power station. This plant represents the best of what may be achieved today
from this generation technology, enabling low emissions and high electricity yields to be obtained in
all generating power conditions, and not only nominal. This flexibility has enormous importance on
the market regulated by the electricity exchange, which in order to follow trends in the demand for
energy frequently imposes changes in power for plants.
In designing new plants today A2A still keeps emission performance as one of the strategic priorities
dictating its investment decisions. In addition, the Group’s programme includes reducing the
emissions of the less new plants where technologies are available that allow significant room for
improvement.

0.10
g/kWh

the emissions of NOx
from the plants
producing
electricity
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THE LAMARMORA DISTRICT HEATING POWER STATION: THE DENOX CATALYSER 
FOR REDUCING NITROGEN OXIDES
One of the main groups, Group 3, of the Lamamora power station (a multi-fuel cogeneration unit) is equipped with a fume treatment
system consisting of an electrostatic precipator, a desulphuriser and a sleeve filter.
In order to reduce the concentrations of NOx at the chimney, A2A Calore & Servizi is also installing a system for the catalytic reduction
of nitrogen oxides (DeNOxSCR). Indicated as one of the Best Available Techniques by the 2006 IPPC guidelines it allows the current
emissions of NOx to be halved.

The Monfalcone (Gorizia) thermoelectric power station became part of the A2A Group on 1 July 2009.
Investments have recently been made in this power station, which is fired by coal and combustible oil, to
reduce atmospheric emissions (consistent with the criteria defining the scope of this Sustainability
Report it is recalled that the figures for the Monfalcone power station have not been consolidated in the
numerical section).

THE MONFALCONE THERMOELECTRIC POWER STATION: THE DESULPHURISATION PLANTS
To reduce sulphur dioxide emissions from groups 1 and 2, which are coal-fired,
wet lime/limestone desulphurisation plants (wet FGD systems) have been
installed which entered service in November 2008. The aim of these systems is
to remove sulphur dioxide (SO2) from fumes by means of a chemical-physical
process of washing with a mixture of limestone (or calcium carbonate) in the
presence of air.
The wet lime/limestone desulphurisation process is indicated as one of the Best
Available Techniques (B.A.T.) in the European Commission document
“Integrated Pollution Prevention and Control - IPPC” of March 2003. In addition

to observing the limits imposed by the Integrated Environmental Authorisation which are already considerably more restrictive
than Italian and European standards, a further significant reduction in emissions is obtained by using this process, with an efficiency
of over 92% in reducing entry emissions. The graph shows trends in the specific emission of SO2 starting from 2005.
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Greenhouse gas emissions
As part of the 20/20/20 goals to be reached by 2020 in Europe (the climate and energy package), Italy has
the task of reducing greenhouse gas emissions by 13% from the sectors excluded from the scope of
application of the Emissions Trading directive (2003787/EC) and is required to satisfy at least 17% of its
energy consumption by using renewable sources.
Present in significant areas - the production, sale and distribution of electricity, gas and district heating
and the management of urban and special waste and the integrated water service - the A2A Group
pursues a strategy that is compatible with the quoted objectives and is open to the best practices of
collaboration with the competent national and international bodies. In November 2009 A2A also took
part in the consultations initiated by the Region of Lombardy on “The Plan for a Sustainable Lombardy”,
presenting its observations and contributing with practical proposals.
The Group’s commitment towards the climate and energy package takes the form of the development
of its business along the following lines:
• the production of energy from renewable sources;
• an improvement in the efficiency of thermoelectric production;
• energy enhancement through the development and optimisation of district heating systems;
• the recovery of energy from waste;
• the recovery of materials in the integrated waste cycle.
In this section comments are provided on the figures and specific indicators for emissions. Reference
should be made to the sections “Energy efficiency and renewable sources” and “The integrated waste
cycle” in this report for details of the work performed and scheduled to be performed.

The emissions of CO2 per kilowatt hour of the thermoelectric plants in 2009 fell thanks to the overall
increased efficiency of production by the combined cycle plants, as the result of the start-up of the Gissi
(Chieti) power station which is fired by natural gas. The emissions of the fossil fuel cogeneration plants
also fell, thanks to the increased efficiency achieved by the Lamarmora (Brescia) power station in 2009.
As concerns the specific emissions from the waste to energy plants, all that can be said is that they have
been limited to the minimum: they are subject to variation not only due to the quantity of energy
produced but also to the variability of the features of the waste entering. This is the case, for example, of
the Brescia waste to energy plant, which in addition to urban waste (which has a rather constant
composition) also disposes of a portion of special waste and biomasses (wood, etc.).
As a means of assessing better the benefits in terms of energy saving and avoided emissions that arise
from the measures planned and carried out, an internal workgroup began work in the first part of 2010 to
fine tune common methods of assessment and calculation. As of today an inventory has been completed
of the energy processes that enable CO2 emissions to be avoided and the corresponding reference
scenarios. The emission sources of the two scenarios (A2A and the reference scenario) and the
respective emission factors have already been agreed for the cogeneration process with district heating.
For the emission factors reference was made as far as possible to values established by the inventories
and the standards existing at a European Union or national level. For certain parameters however it was
necessary to make specific assumptions relating to the local areas in which the steps are carried out.

Commitment
and strategy

in line with European
20-20-20 goals
(climate and energy
package)
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Progress has also been made for the capture of methane from landfills. A2A manages the landfills with the
aim of limiting the emissions of the greenhouse gases that are generated by the waste degrading process.
The majority of the “biogas” consists of methane, which has a heating power 23 times that of CO2. To
reduce the atmospheric emissions of methane, A2A builds captation (aspiration) wells for the biogas
which is burned in a flame. In certain cases energy is recovered on burning the biogas, avoiding the
emissions of the CO2 that would be generated by producing the same quantity of energy with fossil fuel.
Included among the measures carried out in 2009 to reduce greenhouse gas emissions were those at the
Villafalletto (Cuneo) and Barengo (Novara) landfills and the construction of new biogas aspiration wells,
together with increasing the strength of the flame for burning the captured biogas (from 800 Nm³ to
1200 Nm³) at the Asrab di Cavaglià (Biella) landfill.
In terms of the other direct emissions of greenhouse gases, A2A Reti Elettriche has a programme in
course for replacing mixed air/SF6 (sulphur hexafluoride) isolation cells on the secondary cabins of the
Medium Tension (MT) network with exclusively air equipment.
Further emission data and indicators are provided in the attached tables and in the sections relating to
energy efficiency, renewable sources and the waste cycle.

Impact connected with transportation
Waste collection and environmental hygiene activities and the maintenance of the energy distribution
networks require a considerable of movement to take place. A2A is working on reducing the atmospheric
emissions of motor vehicles and their consumption of fossil fuels.
A policy was defined in 2009 for the non-operational auto park (the moving of personnel) that limits the
purchase of vehicles to cars running on diesel and having a DPF (Diesel Particulate Filter) and a limited
engine size. As regards operational vehicles on the other hand the case of AMSA, the Group company
operating in the environmental sector in the city of Milan, is exemplary; out of its approximately 1,200
vehicles only 11 run on petrol, while the remainder run on biodiesel, methane or electricity.
The replacement by A2A Reti Elettriche and in the Milan area of the Euro 0 aerial platforms with Euro 4
vehicles is worth a mention.

Noise and electric and magnetic fields
Monitoring and initiatives to reduce noise emissions
The monitoring, assessment and mitigation of acoustic emissions by the plants is an important
activity that A2A carries out throughout the whole lifecycle of the plants, from design to use, and one
which envisages regular controls being carried out. A2A employs competent technicians in its
workforce and in certain cases testing is carried out through discussions with local authorities and by
using specialised outside firms. Numerous plants were monitored in 2009. Included among these
were the Mincio thermoelectric power station (Mantua), the Cassano d’Adda thermoelectric power
station (Milan), the Northern thermoelectric power station (Brescia), the plants in Via Goltara
(Bergamo), certain landfills and the Bergamo purifier. In addition 49 environmental noise
measurement campaigns were carried out in the reduction cabins of the gas distribution networks in
Milan and in certain municipalities in the province of Milan.

Dioxins
emitted

by the Group’s
waste to energy plants
in one year:
0.03 grams
(less than a grain
of rice)
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Noise emissions on the electricity distribution network mainly regard the primary cabins
(transformers and cooling plant) and the air conditioning equipment in the secondary cabins. In
critical cases sound-absorbing panels and barriers or mufflers/silencers have been installed where
hot air is expelled. A replacement plan has been drawn up for the older and noisier machines.

Handling noise complaints
A2A places considerable emphasis on the recommendations and complaints it receives on noise
matters. For example following a letter received from a condominium situated close to the Tecnocity
power station in Milan which was complaining of acoustic pollution A2A Calore & Servizi immediately
tested the power station’s acoustic emissions under different working conditions. After noting that
legal limits were being exceeded, the company drew up a corrective plan which was then put into
practice through the construction of an acoustic barrier screening the evaporating towers covering
the plant. Constructing the barrier meant making specific prudent technical and design decisions at
a high engineering level, capable of guaranteeing the structural soundness of a building going back to
the nineteen fifties. Other measures taken of a more minor nature but no less significant led to the
reduction of the noise emitted by the louder equipment located outside the power station, an
improvement in the degree of acoustic isolation of the walls and frames of the building and the
optimisation of the existing noise reduction systems. These measures were completed in the
summer of 2009 and have eliminated the acoustic disturbance connected with the running of the
plant at night, ensuring observance of the area’s absolute limit (50 dBA) and the differential limit and
limiting the plant’s emissions to under 45 dBA close to the condominium.
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Monitoring and initiatives for reducing electric and magnetic fields
When constructing new plants for the electricity distribution network, such as for example in the
development of primary cabins, A2A assesses the magnetic effect of the installation already at the
design stage, not only to satisfy the requirement of laws and regulations but also to identify the best
technology that may be used.
In addition a data base has been created to collect all the information on secondary cabins and
premises adjacent to them to identify those cabins that may create significant electric and magnetic
fields in neighbouring areas and close to inhabited zones. In these cases a design of the layout of the
equipment layout is prepared so that a simulator may then be used to check the need to carry out any
preventive measures for cautionary reasons and in any case to ensure that legal limits are being
observed. A total of 2,869 of these designs had been drawn up by 31 December 2009.

Example of an analysis of a standard cabin with the electric and magnetic fields measured towards the two walls “at risk”
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Protection against chemical substances - the REACH regulation
A2A places great emphasis on Regulation (EC) no. 1907/2006 (the Registration, Evaluation,
Authorisation and Restriction of Chemicals - REACH); having the aim of protecting health and the
environment, as its name suggests this regulation lays down requirements for the registration,
evaluation, authorisation and restriction on the use of chemical substances. The regulation provides
obligations for producers, distributors and users and its first deadline for the registration of
substances and preparations falls due in 2010.
The most significant effects of applying this regulation are as follows:
• substances which have not been registered may not be marketed and in certain cases this holds if

authorisation has not been obtained;
• substances may not be used for purposes other than those envisaged in the registration or for

purposes where there are specific restrictions.
A2A has various roles regarding the REACH regulation: as producer, as in the case of the production
of ashes and chalks in its thermoelectric power plants; as downstream user, in all the cases where
substances or preparations are purchased for use in the Group’s various industrial activities; and as
potential importer, in view of the possible purchase of substances or preparations from non-EU
countries.
The Group has set up a specific programme to manage the requirements of the regulation. In
November 2009 suppliers were notified of the means by which the substances and preparations
purchased are used, with priority being given to those considered indispensible and/or difficult to
replace in the productive processes. As established by the regulation, this notification was made in
order for the producers of substances or preparations to be able to register the substances
produced and update their safety schedules for the various uses to be made by A2A. In addition,
during the first part of 2010, A2A joined the respective consortia for the joint registration of the
ashes and chalks produced by its thermoelectric power plants. This will allow these substances to be
managed not only as waste but also as tradable materials.

Handling of hazardous substances
Ever consistent with the matters defined in the Group’s objectives and strategies for environmental
responsibility, A2A assigns the maximum importance to the proper handling of substances which at
one time were widely used but which have recently been recognised as hazardous, such as for
example asbestos and PCBs.
Steps have been determined to gradually eliminate these substances from plants, buildings and
equipment, and to limit any potential impact. The examples of A2A Reti Elettriche and BAS II are
significant in this respect.
A2A Reti Elettriche continues to give impetus to its programme to reduce asbestos in its plants and
to monitor the preservation status of the items in which it may be found, namely covers, pipe
caulking, cable gangways and equipment (switches). The preservation status of the material is
regularly checked by an outside firm and as things currently stand this is either good or excellent.
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It is planned to make extensions to the primary plants as part of the work being carried out to
strengthen the electricity distribution network; this will include the construction of tubs to collect oil
in the case of accidental spillage. An example of this is the work at the Porta Vigentina and North
primary cabins in Milan.
Work to reduce the number of machines containing PCBs > 50 ppm continued in 2009; these are
only to be found in the province of Brescia. The Group is in any case pursuing its overall improvement
objective of taking all transformers with PCBs < 50 ppm out of service.

In 2009 BAS II assessed the preservation status of the asbestos-concrete covers that are still to be
found at its 5 aqueduct reservoirs and along the open-air canal of the Algua aqueduct, concluding
that the deterioration index complies with Health Management Decree (DDG) no. 13237 of 18
November 2008. The cover of the main reservoir in Bergamo (Calvarola) was restored in 2009; other
measures are planned for 2010. In a similar manner disposal work is taking place with water ducts in
asbestos-concrete being replaced.

Environment markets
As noted earlier, in 2009 the European Union introduced a package of directives, the Green Package,
which provides for a series of environmental objectives to be reached by 2020, including the reduction of
greenhouse gases by 20% over 1990 levels, an increase of 20% in the proportion of energy coming from
renewable sources and a similar increase in energy efficiency. These are directives that form part of a
regulatory framework that envisages the involvement of businesses through “cap and trade”
mechanisms that enable environmental objectives to be reached at the lowest overall economical cost
for the system.
As of today there are three environmental regulatory schemes of a cap and trade nature in Italy (figure 1):
• the Emissions Trading Scheme (ETS) linked to the 1997 Kyoto Protocol and defined by EU Directive

2003/87, whose aim is to contain carbon dioxide emissions;
• the Green Certificate scheme, introduced by Legislative Decree no. 79 of 16 March 1999, whose aim is to

increase the production of energy from renewable sources;
• the White Certificate (or Energy Efficiency Allowances) scheme, introduced by the Ministerial Decrees

of 20 July 2004, whose aim is to increase end energy consumption efficiency.

Figure 1: Environmental Policies and Cap and Trade
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Given the detailed nature of the activities it performs, A2A is required to respond in an effective way to
these new reference points. The Group has therefore adopted an interdisciplinary and intercompany
approach which involves all the Group’s staff, whether they work in production, the distribution of energy
vectors, design and planning, environmental matters, investor relations, communications or trading.
More specifically a model has been adopted in which the operational companies develop the new
initiatives and manage existing plants, while the Environmental Markets” function of A2A Trading
manages the overall portfolio of the Group’s environmental allowances through bilateral
negotiation and trading on the sector’s leading organised markets.
There are numerous plants that form part of environmental markets and these are to be found in a
variety of Group companies:
• Emissions Trading Scheme: 25 plants, of which 10 are thermoelectric, 2 are waste to energy and 13

are cogenerators or boilers;
• Green Certificates: 30 plants are directly involved in the green certificate mechanism; these consist

of plants producing from conventional or renewable sources and cogeneration plants.
In terms of energy efficiency it should be remembered that A2A is the third largest national operator
for the energy saving objectives it must achieve, having a goal in 2009 of 166,307 oet (oil equivalent
tonnes), a figure that corresponds to 5% of Italy’s objective and continues rising until 2012.
In 2009, A2A also started up analyses and studies on projects to reduce emissions in developing
countries that led to the formalisation of certificates (CERs) attesting to the reduction of
greenhouse gas emissions, used in the European Union system to fulfil the obligations placed on
businesses and countries by the Emissions Trading Scheme. This work is performed by A2A Trading
on the basis of the requirements of the UN Agency for Climatic Change (UNFCCC), together with the
assistance of an outside certifying body; this will be repeated where possible for the activities carried
out by A2A abroad in order to enhance the value of its investments and activities in the renewable
energy and sustainable technology fields.

Emissions Trading Green Certificates White Certificates Green Pricing

Energy Production from conventional sources X X
Trading Power Foreign Markets/Import/Export of energy X X
Energy Production from renewable sources X X
Electricity Distribution X
Gas Distribution X
ESCOs/Services/sale of heat X
Waste to energy plants X X
District heating/cogeneration X X X
Sales to end customers X X

The environment and environmental laws and regulations have increasingly become themes
to which a business’s competitiveness is closely linked

Environmental Markets for the A2A Group

Environmental markets involve the A2A Group
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The Group’s commitment to research and innovation provides a significant impulse for the
development of A2A’s activities and services, and amongst other things is put into practice by
collaborating with important research bodies and institutions. This commitment, stated in the A2A
Charter of Values, has enabled the Group to achieve key results in many fields, ranging from the reduction
of emissions to the development of secondary energy basins and the upcoming experimentation on zero
emission urban mobility through the use of electric vehicles.

Reduction of nitrogen oxide emissions at the Brescia waste to energy plant
The results obtained from the experiments to lower nitrous oxide (NOx) emissions performed at the
A2A waste to energy plant in Brescia are highly interesting and extremely promising.
The plant is equipped with three independent combustion lines, two of which have been in service since
1998 and are fired by urban solid waste, while the third, which has been in service since 2004, is fired by
waste consisting of biomasses. All of these are equipped with systems for recycling combustion gases
and non-catalytic systems for reducing nitrogen oxides (SNCR) that enable the concentration of NOx to
be restricted to emissions that are well below the European ceiling of 200mg/Nm³. To reduce the
emissions of NOx and the leaks of the ammonia used in the process even further a catalyst must be
installed that can facilitate the reaction between ammonia, oxygen and the nitrogen oxides, although this
will require the gas to be heated again with the consequent reduction in the energy efficiency of the plant
and an increase in the complexity of the installations. For this reason a new experimental system (High-
Dust SCR) has been installed on one of the three combustion lines of the waste to energy plant, with the
catalyst being installed inside the boiler in the fume path, meaning at a position where the temperature of
the gas is still quite high (270°C).
This is the first case in the world where a system of this kind has been installed on this scale. This initiative
forms part of a European research project called NextGenBioWaste (Innovative Demonstration for the
Next Generation of Biomass and Waste combustion plants for energy recovery and renewable electricity
production).
The first catalyst entered service on line 2 in March 2006, while a new catalyst, with a new blend of
materials having greater resistance to usage, was then installed at the end of 2008. Another catalyst was
installed on line 3 in September 2009 and work began in March 2010 for installation on line 1.
The emissions comply with the project values NOx<70mg/Nm³and NH3<5mg/Nm³, with a reduction of
approximately 20% in the consumption of ammoniac solution compared to the previous SNCR system.
The reduction in emissions can be achieved without the loss of electric yield and the consumption of
methane (or steam) and equipment for the post-heating of the fumes are avoided.

Study for the construction of a slag recovery plant at the Silla 2 waste to energy plant
In 2009 AMSA completed a feasibility study on the use of an innovative process for the recovery of the
heavy ash (slag) produced at the Silla 2 waste to energy plant on the outskirts of Milan. By cold-working
and wet-working the inert portion of the slag (which amounts to around 80% by weight of the total) a
product is obtained that can be used to replace cement in the production of concrete (up to 20% to
30%). The mechanical resistance characteristics of the concrete obtained in this way are no different
from those that may be obtained with cement alone, and they improve the chemical resistance and life of
the items over time as the product has features that resemble natural pozzolanic ash.
Constructing the plant will make it possible to avoid disposing of around 80,000 tonnes/year of slag,
thereby eliminating disposal costs. All of the product (approximately 65,000 tonnes/year) will be sold for
use in the building sector, thus enabling savings of approximately 72,000 MWh/year to be made,
excluding the energy required for production, and emissions of CO2 of approximately 50,000
tonnes/year to be avoided.

Research and innovation

Care 
and commitment

in research
and innovation
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Research study into the emission of fine and ultrafine dust by combustion plants
A2A contributed to the study commissioned by the Federambiente association at the LEAP laboratory
(LEAP is a consortium organised and supported by the Milan Polytechnic) on the subject of the emission
of fine and ultrafine dust by combustion plants.
This study, which began in 2007, required almost two years of work and was organised in two separate
stages: the first stage consisted of a critical analysis of the literature and the background knowledge
concerning the phenomenology of the formation of fine and ultrafine dust (PU), the features of the
sources and the potential effects on human health; the second stage consisted of experimental testing
to identify and quantify emissions of fine and ultrafine dust by combustion processes in fixed plants, with
specific emphasis being given to waste to energy plants. The results obtained were highly interesting and
are summarised in the following graphs. The figures show that the concentration of ultrafine dust in
emissions from waste to energy plants constructed with the best available technology (such as for
example those of A2A in Milan and Brescia) is lower than that found in the surrounding air and
considerably lower than that found in emissions deriving from the combustion of pellets and diesel in
traditional heating boilers.

Concentration of ultrafine dust measured 
for civil heating plants

Concentration of ultrafine dust measured
for waste to energy plants

FRIEND OF THE ENVIRONMENT INNOVATION PRIZE
The “Friend of the environment innovation prize” awarded by the Environmental League is an annual award given for innovative
technologies, services and management systems that lead to environmental improvements. Above all it represents the recognition
of initiatives whose results can be checked in the short term and which stand out for their originality and potential.
The prize is given for innovative ideas developed in green technologies, eco-building and green procurement. A2A received its award
as part of the green technologies section with the project “The development of district heating: the use of water table heat pumps”.
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Ecodeco and 14 university departments work on the development of secondary energy basins
The activities planned as part of the Basic Research and Industrial Research projects continued in 2009
in Ecodeco; both of these had already been approved and admitted for subsidy by the Ministry of
Education, Universities and Research.
The Basic Research Project regards the definition of the base components and the maximum objectives
that may theoretically be achieved by the system model for enhancing the value of the Secondary Basins,
while the Industrial Research Project, described below, is separated into two main sections - Waste &
Power and Natural Energy from Waste - with work that has generated encouraging results.
In the Waste & Power section:
• in order to neutralise the acidity of the fumes in the combustion chamber, various types of reagents

were tested to reduce the acidic compounds and it was seen that some of these enable the exchange
surfaces of the boiler to remain efficient and the chemical composition of the deposits to be changed
so that they may be more easily removed; this too was tested using cleaning systems (water, ultrasonic
and beating) and has given good results (even though these are being taken to a maximum);

• tests have been performed that have enabled the formation of nitrogen oxides to be reduced by
controlling the firing better, while tests for optimising the NOx heat treatment systems have also been
carried out;

• as a means of reducing thin dust, materials have been identified that enable reduction effectiveness to
be improved even further when compared to traditional sleeve filtration systems.

In the Natural Energy from Waste (NEW) section work has continued on improving processes for the
activation and exploitation of biogas. For the former a pilot bioreactor has been constructed on which
testing has been carried out to identify the best process conditions; for the latter, work has been
concentrated on obtaining an optimal usage of biogas in engines, in terms of efficiency and emission
reduction. 

Studies on the emissions of the motor vehicles of the waste collection service 
AMSA S.p.A. has been working since 2008 with the Joint Research Centre of the European Commission
(JRC) which has its head office in Ispra (Varese). The activities to which the agreement between the two
relates regard the experimental testing of the emissions of AMSA S.p.A. vehicles and in particular a
comparison between the emissions of a vehicle running on 25% biodiesel and a vehicle running on
methane.
Testing is carried out by using two 23m³compressors on which the JRC portable equipment is installed.
The equipment records the atmospheric emissions of the two vehicles during normal waste collection
activities in the city of Milan. AMSA is the first company to have performed tests of this nature. The
results show that the use of methane enables a considerable reduction in particles (-75%) and NOx (-
86%) in the atmosphere to be achieved. The following two graphs provide a summary of the results of
this testing.
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NOx emissions for biodiesel compressor

NOx emissions for methane compressor
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Testing is also taking place on another four of AMSA’s vehicles to evaluate the performance of the anti-
particulate filters mounted as retrofits to reduce thin dust. This testing showed that the specific way in
which the vehicles are used (a limited distance is covered) means that the engine virtually never reaches
the threshold temperature of the filter that is needed to ensure that the treated residues are burned and
accordingly an FAP (anti-particulate filter) with ferrocene and spark plugs must be used. 
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The electric car for the sustainable city
On 17 March 2010 the electric mobility project entitled “E-Moving” was presented at Palazzo Marino in
Milan where the city’s main municipal offices are located. This project envisages that a pilot phase will be
carried out in June 2010 involving the cities of Milan and Brescia and continuing for a year.
By taking part in the E-Moving project Milan and Brescia are acting as “reference cities” for electric
mobility in Italy being the first to start the development of a recharging network that is structured,
completed and highly advanced, with 270 recharging points (200 in Milan and 70 in Brescia), of which150
are available to the motorist in public places (streets, parking lots, etc.) and the remainder for private use

(garages, condominium car parks and company parking lots).
Work is still taking place in A2A together with the Municipalities of
Milan and Brescia and their respective mobility agencies (ATM and
Brescia Mobilità) on where to locate the public recharging points, as
the position of these depends of the urban features of the cities,

user needs and traffic flows.
The infrastructure, which as far as A2A is concerned will begin installation in May, will be developed for
two different types of recharging:
• standard, with 220V sockets and a current ranging from 10A to 16A to recharge batteries over a period

of between 6 and 8 hours
• rapid, with 400V sockets and a three phase current ranging from 32A to 63A to recharge batteries over

a period of between 20 and 30 minutes, depending on the actual current used.
The electricity supplied by A2A for recharging will come from renewable sources, consistent with the
objective of having a complete zero emission cycle. The vehicles to be involved in the pilot project are two
of the four that will make up the Renault Zero Emission range that will be put on the market in 2011.
The “Smart Grid” project concerning distributors of electricity for motor vehicles forms part of the “E-
Moving” project. Realised in collaboration with the Milan Polytechnic, the Tampere University of
Technology of Finland and the Fundacio Privada Universidad e Tecnologia of Barcelona, the “E-Moving”
project is attempting to find an optimal recharging network, with “charge-up” stations to be set-up at a
variety of different places ranging from shopping centres to dedicated areas in the city, as well as at the
traditional service stations for petrol and diesel fuel.
The following figure represents the architecture of the A2A electric vehicle recharging system.
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TOTAL EMPLOYEES (no.)
2008 8,558 
2009 9,203

NEW HIRES  (no.)
2008 414
2009 457

PERMANENT 
EMPLOYEES

(% of the total)
2008 98.3
2009 97.7

WOMAN EMPLOYEES 
(% of the total)

2008 15.44
2009 15.04

TRAINING HOURS
PER PERSON  (hours)

2008 9.9
2009 9.4

HEALTH VISITS
PER PERSON (no.)

2008 0.56*
2009 1.48

*the 2008 figure does not include specialist health 
visits (eg. haematochemical, audiometry, etc.)

PURCHASES FROM
LOCAL SUPPLIERS

(% sul totale)
2008 67
2009 72

DONATIONS, SPONSORSHIP
AND FOUNDATIONS

(mln €)
2008 10.1
2009 8.8
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The parent company A2A, a joint stock company listed on the Milan electronic stock exchange, forms
part of the FTSE/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
Municipalities of Brescia and Milan, may hold more than 5% of share capital. Any shares held in excess
of the 5% limit have no voting rights.

Shareholders and investors

Composition of share capital:
quantitative data on shareholders and investors
The company’s main shareholders are the municipalities of the cities of Brescia and Milan, which each
hold 27.5% of share capital. These two local authorities are mutually bound by a shareholders’ pact
which commits them to keeping an equal number of shares which together must in any case always
exceed 50% of the total. The third largest shareholder is the Swiss company Alpiq Holding AG with 5%.
Stakes exceeding 2% are held by Carlo Tassara S.p.A. with 2.5%. The remaining 37.5% of capital is
floating.. 

Shareholder remuneration
The Group earned net income of 80 million euros in the year ended 31 December 2009 which
corresponds to earnings per share of 0.026 euros. The dividend of 0.070 euros per share has been
calculated on the basis of the proposal of the Management Board, as stated in the economic data.

Stock exchange indices and sustainability rating of A2A
The performance of the share in 2009 was substantially in line with that of the average reference
indices, with a pensive trend in the first three months of the year and a gradual recovery in
subsequent months, in particular in the final quarter.

Share data 2008 2009

Earnings per share (EPS) (€) 0.102 0.026
Cash-flow(1) per share (CFPS) (€) 0.175 0.076
Dividend per share (DPS) (€) 0.097(2) 0.070
Price/earnings per share (P/EPS) 21.14x 49.42x
Price/cash-flow per share (P/CFPS) 12.32x 16.91x
Dividend Yield(3) (DPS/P) 4.5% 5.4%
Number of shares (million) 3,133 3,133

A2A on the stock exchange 2009

Average capitalisation in 2009 € 4,027 m
Capitalisation at 31.12.2009 € 4,593 m
Average volume in 2009 11,323,779
Euros per share
Average price in 2009 1.285
Maximum price in 2009 1.491
Minimum price in 2009 0.943

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 is given by the ratio between the dividend distributed in the year and the average share price for the year and is used as an indicator of the return obtained from a
share.

0,9 % 
Dividend yield
increased by
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Performance of the A2A share during 2008

Comparison between A2A, FTSE MIB* and the Dow Jones 
STOXX utilities listing

The A2A share is watched carefully by the leading stock market analysts and observers. 
The main indices on which the A2A share is to be found are as follows:
• Economic indices: Ftse/Mib, DJ Stoxx, DJ Eurostoxx, WisdomTree, FTSEurofirst, S&P Developed Ex-US;
• Ethical indices: Ftse4good, Axia Ethical, ECPI Ethical Index EMU, S-Box Climate Change.
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Rating

Sustainability ratings

Investor relations
Information about the Group of importance to shareholders may be found in the Investor Relations
section of the website www.a2a.eu; by providing this information the Group enables shareholders to
exercise their rights on an informed basis. The Investor Relations function works in close contact
with top management and is committed to providing replies to the requests of financial stakeholders
that are as punctual and exhaustive as possible.
The financial communication tools used by the Group may be analysed as follows: institutional
documents (financial statements, interim reports and corporate presentations), ad hoc documents
(the Investor Annual Review), press releases and face to face meetings with analysts and investors.
Meetings with analysts and investors are carried out in a variety of ways, depending on the
complexity of the information which the Group has to communicate and the financial community’s
need for disclosures: roadshows in Italy and on the leading foreign financial markets, one-to-one
meetings, group meetings, conference calls and presentations when particularly important events
for the Group occur (business plans, extraordinary transactions, etc.).

Agency Current

Standard & Poor’s M/L term rating BBB+
Short-term rating A-2

Outlook Negative Credit Watch
Moody’s M/L term rating A3

Outlook Stable

Index Rating agency Rating

FTSE4Good Global EIRIS Not envisaged
FTSE4Good Europe EIRIS Not envisaged
ECPI Ethical Index Euro ECPI Not envisaged
ECPI Ethical Index Global ECPI Not envisaged
ECPI Ethical Index EMU ECPI Not envisaged
Axia CSR Italia AXIA A+++
Axia Ethical Italia AXIA A+++

AEI Standard Ethics EE- (outlook: Stable)

First
group “investor
annual review”
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In addition to the above A2A also arranges specific initiatives with the aim of informing financial
stakeholders of the Group’s operations in a practical way. These initiatives include visits to the
Group’s largest sites by single business area which are organised by qualified technical staff.
Internet communication is of particular importance (through the Group’s 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, relating not only to A2A but also to AEM and ASM. In addition a press alert
service has also been set up which through registration enables readers to receive the latest price
sensitive press releases at the same time as they are posted on the website. Answers to frequently
asked questions (FAQ) are also posted on the website as a means of satisfying the main requests of
retail investors in the most rapid and exhaustive manner.

The Group’s Code of Ethics states: “It is in the group’s interest and is also essential for it to support
the personal development of the potential of each employee or collaborator by creating an
environment, procedures and work organisation that are continuously based on:
• respect, including during the selection of personnel, for the personality and dignity of each

individual, and to ensure that situations of tension, hostility or intimidation are avoided at all times;
• the prevention of discrimination and any type of abuse;
• rewarding innovative and entrepreneurial spirit, in compliance with the limits of each person’s

individual competence;
• defined roles, responsibilities, delegated powers and the availability of appropriate information so

that each individual member of the organisation can take decisions for which they are competent
in the company’s interests.”

Human resource management policies are in fact 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
enabling these to grow and develop. The system creates a path which accompanies the working lives
of our people from the moment they enter A2A until they reach the highest levels of professionalism
and management. The fundamental objectives of A2A’s Integrated Development System are:
• to stimulate the formation of a shared and integrated business culture;
• to guide performance management towards the Group’s goals;
• to develop and create the necessary knowledge and skills;
• 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.
This all exists because A2A considers people to be the real generator of value added and competitive
advantage.
The figures set out in this section have been extracted by personnel skilled in dealing with the Group’s
data collection information system.

A2A people

New email
press alert service

Integrated system
of the development
of human resources
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Composition 
The Group’s workforce consisted of 9,203 people at 31 December 2009, of whom 8,993 (97.7%) had
permanent work contracts and 210 (2,3%) had short-term contracts. A total of 282 people (3.1%) are
employed under part-time contracts. These percentages demonstrate the Group’s vocation to offer
stable work opportunities, even in a labour market increasingly characterised by the existence of
precarious jobs. Short-term contracts are used as a reciprocal knowledge tool for an evaluation
potentially orientated towards hiring people on a permanent basis.
There has been a considerable rise in the number of employees compared to 2008 (+645); this is
attributable both to the Group’s hiring policy and to the acquisition of companies carried out in 2009,
as described in the section “Significant changes in the corporate structure”.

Approximately 94% of personnel are based in Lombardy, 5% in other locations in Italy and 1% in
France. Some 59% of staff have a seniority in the Group ranging from 11 to 30 years.

Hiring policies and staff turnover
The hiring policies of the A2A Group have a dual objective: to ensure that the best is brought out of
employees by means of mobility and job rotation and to attract the best talent and professionals by
strengthening the brand on the employment market. The selection process is based on observing the
principles of transparency, propriety and timeliness, consistent with the Group’s QES (Quality,
Environment and Safety) business orientation, the recommendations of the organisational,
management and control model and the standards of conduct referred to in the Code of Ethics. In
order to hire people from outside the Group direct searches are carried out for skilled personnel,
especially to fill specialist roles of strategic importance (mergers and acquisitions, trading, risk
management, project management, etc.) and for employer branding activities (the promotion of the
Group as a place of work), principally in universities and business schools.

The 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, advertisements in the main recruitment channels, the use of specialised outside firms, etc.).
Stages then follow when new graduates or skilled personnel undergo an assessment process and are
interviewed by experts coming from the human resources department, by line heads and by the 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 be carried out: residence is
not a binding criterion for being taken on by the Group. 
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Decisions taken by personnel to leave the Group were motivated by mutual consent to terminate the
employment relationship in the case of 74 members of staff having the pre-requisites for receiving a
pension, while a further 77 handed in their resignation. Included in this latter number are staff requesting
early retirement who continue to pay social security contributions on a voluntary basis following the
implementation of early retirement programmes.
There have been no collective dismissals and accordingly no specific policies have been drawn up to deal
with the corresponding effects on the Group’s workforce.

Development and training
With its guidelines defined in 2008 and fine-tuned and completed during 2009, the Integrated Development
System for human resources mentioned earlier sets out the ideal path for the professional life of employees
- from the moment they enter the Group until they reach the highest levels of responsibility - using the
support given by tools, processes and methodologies that enable the Group to avail itself of skilled and
motivated people and allow employees to develop skills, express their potential and grow on the basis of
merit. The plan spreads over a period of three years in which the key aspects for each sphere of activity
(selection, training, personnel management, development and compensation) are dealt with, consistent
with the experience, professionalism, skills and knowledge gained by employees over the years, often in
different business areas.

Managerial training
The Group’s 2009 training strategy and the resulting operational plan arise from a vision of togetherness
which supplements training with other tools for development, creating a link between values, A2A’s
distinctive organisation skills, performance management tools and career paths: all elements that must be
consistent and homogeneous. It is on the basis of this vision of togetherness that managerial training in A2A
affects differing thematic spheres, expressing itself in courses and seminars that get to the heart of
managerial issues (for example on managing complexity, creating value in the Group and developing
organisational cohesion) and determine training paths over the medium to long term in 4 stages (newly
hired, professional, head and manager).

Some 17 managerial courses were carried out under the 2009 plan (11 on across the board subjects and 6 for
training for the specific position), all of which were diversified and customised in terms of contents,
complexity and the means by which they are useful in relation to the profiles of the population involved which
was separated into three clusters: graduate new hires, professionals and middle management/heads of
organisational units.

The part of courses dedicated to training for a specific position was designed internally on the basis of the
requirements of the various business areas and involved not only persons having professional positions but
also those having a more operational role, such as for example the staff in the Contact Center area. In this
latter case a significant investment was made in customer management training that involved 142 employees
in the Contact Center for a total of 1,990 hours of training. In addition participants in all courses expressed a
very positive level of appreciation (the average appreciation index was over 5.8 on a scale of 1 to 7).

*   calculated as (leavers)/(workforce at 31/12/2009)
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Training by course content

AGORÀ PROJECT
The AGORÀ project, which involved all the A2A Group’s managers and whose aim was to strengthen the managerial skills more
functional to the integration process, was completed in 2009. The fourth and final stage of the project was carried out in
February with a two-day seminar on the subject of “Transformation Leadership”. An online platform was also made available
going across the whole of the training path, designed to support on the job learning processes and accompany the beneficiaries
of the Agorà experience in a customised path of self-development with tailored exercises and activities.

2009 LANGUAGE TRAINING
The Language Training Plan developed in 2009 involved over 130 people, consisting of managers, professionals and white collar
workers for a total of approximately 5,000 hours in the Group’s offices at Milan, Brescia and Bergamo. The possibility of
attending English courses is based on the effective need to use the language in a working environment. The courses are provided
by a single body (accredited at a European level) that is qualified to certify the level of knowledge of the language. Courses are
given by two means: in small groups (of up to 4 people) held twice weekly and given by mother tongue teachers and individual
online courses that are tailored and linked to weekly telephone conversations with a mother tongue personal tutor.

Course content     Number of participants* Number of hours

ENVIRONMENT                         55 491
ADMINISTRATIVE        633 1,717
COMPUTER               1,004 6,529
QUALITY                            24 202
SAFETY                     3,829 34,742
TECHNICAL                                                        1,389 12,799
MANAGERIAL TRAINING 2,432 24,718
MANAGEMENT SYSTEMS TRAINING (SAP) 44 195
FOREIGN LANGUAGE 137 5,043
TOTAL 9,547 86,436

*  A person is counted once every time they attend a training course.
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Internships and sandwich courses
The A2A Group offers numerous internships to supplement and/or complete schooling within the field
training courses, aimed at providing direct work experience. The internships offered by the A2A Group
are divided into four macro-areas: secondary schools, post high school certificate/bachelor’s or master’s
degree, curricular and/or for the preparation of dissertations and technical/professional. The following
table provides a summary of this structure.

Six interns working in the Group in 2009 have been offered jobs in various forms.

THE PERFORMANCE MANAGEMENT SYSTEM
A2A has created a performance management system, common to all Group companies, unique in its structure/architecture and
differentiated in its system of appreciation of the elements of valuation for the different populations involved. All the Group’s
managers, middle management and in-charge white collar workers took part in the process for allocating objectives in 2009
(with the exception of the A2A Produzione companies, ASPEM Energia Srl, ASPEM S.p.A., the Ecodeco Group, Partenope
Ambiente S.p.A. and Varese Risorse S.r.l.).
A2A’s performance management system is based on defining and reaching quantitative objectives and on appraising skills
(organisational behaviour), defined by starting from the Group’s values. The system was defined and launched by means of:
• a sharing process, with workshops reserved for managers held to refine the model and fine tune the system and the appraisal
process;
• communication and providing information to the whole of the population involved;
• training the appraisers themselves.
In 2009 performance management training involved 67 managers and 63 persons in charge (middle management and white
collar workers) through the use of two-day courses. In 2010 performance appraisal will be extended to all of the Group’s white
collar workers, involving around 4,300 people.

Type Duration Content Activity in 2009

Secondary school students 4 weeks consistent with 
qualification 84

Post high school certificate/bachelor’s 3/6 months trading, quality, environment
or master’s degree and safety, engineering,

administration finance
and control, human resources 23

Curricular and preparation 3/6 months consistent with
of dissertation university course 22
Obtaining licence minimum 180 - maximum 240 technical training
for running steam generators working days at the Group’s

plants 9

138 
internships

organised
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Compensation and incentives
All companies in the A2A Group fully apply the requirements of collective agreements and national
labour laws and regulations in respect of both local company level negotiation and the membership of
pension funds. Certain collective agreements additionally provide for non work-related accident
insurance and the payment of fees to recreational clubs, which then manage the amounts annually
paid over by Group companies for this purpose. For part-time employees contractual provisions are
determined on a basis proportional to the time worked.
Labour costs for the year ended 31 December 2009, excluding those capitalised, amounted to 487
million euros.

In the case of the compensation payable to high school leavers and new graduates at the induction stage
A2A pays the minimum amount established for the category by the respective collective agreement,
consistent with the profile of the person.

Labour costs (mln €) 2008 2009

Wages and salaries 281 317
Social security charges 105 119
Severance indemnities 22 21
Other costs 45 30
Total 453 487

Protected categories - 2009

Type Men Women Total

PROT. CAT. (ART. 18. PARA. 2 LAW NO. 68/99) 34 18 52
DISABLED 300 86 386
NEEEDY SECTORS (LAID OFF - REDUNDANT) 2 0 2
Total 336 104 440

Equal opportunity policies
There are 1,334 women working for the Group, equal to 15% of the workforce. Almost all of these employees
are white collar workers, representing 28%, while they make up 11% of managerial staff and 21% of middle
management.
In personnel management and in the organisation of work the A2A Group is committed to guaranteeing
effective 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 granting
of part-time work. In addition, the activities of the Equal Opportunities Commission continue; this was set up
in accordance with legislative and contractual requirements.
In the Group as a whole there are 282 part-time workers, of whom 237 are women. Part-time work is
recognised as a tool that is useful for creating flexibility in performing a job and structuring the work involved,
and one that is capable of responding to the individual needs of male and female employees to the extent this
is compatible with the technical and organisational demands of the Group. In addition to maternity, priority is
also given to applications motivated by the needs of families to provide assistance to disabled persons and
those with serious illnesses.
Age is a matter of fact and not a prejudicial factor: 64% of the Group’s employees are aged between 31 and 50,
9% are less than 30 years old and 27% are older than 50.
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
440 workers belonging to protected categories. Internship training periods were arranged for persons
belonging to protected categories with the objective of joining the Group, and when these ended the
persons involved were directly hired. Particular emphasis was given to facilitating the entry of these people.
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Employee health and safety
The recent evolution of employee health and safety laws and regulations (Consolidated Safety Law -
Legislative Decree no. 81/08 and its subsequent amendment by Legislative Decree no. 106/09) has
been fully internalised by the Group and translated into operational action, despite the complexities
arising from the merger of the groups ending up in A2A.
The revised edition of the QES Policy (May 2009) confirmed and strengthened the organisation’s
commitment at all levels to maintaining high standards in occupational health and safety matters. This
commitment relates both to activities that the Group manages directly with its own personnel and to
those outsourced to third party companies.
New employee health and safety legislation is gradually extending the assessment of risk at work and
health supervisory measures to areas not originally contemplated (for example the work-related
stress risk and the obligatory tests concerning the taking of drugs and alcohol). Faced with these new
requirements, which are still awaiting complete regulatory definition, the Group has reacted with due
prudence regarding the safeguarding of employee privacy and the sensitivity of the matter.
The extension of safety management systems to sensitive activities has continued (standard OHSAS
18001) and this will lead progressively to full integration with the other systems (Quality and
Environment).

Actions, systems and supervision
The work being carried out to integrate the Prevention and Protection Service at a Group level has
continued; this has the aim of standardising risk assessments for all working processes and making the
health supervision protocols uniform for all workers (whatever their position in the Group and
wherever they may be located). The Security function, which operates as part of the Quality
Environment and Safety Department, is supporting this unification process in accordance with the
specific features of the lines of business.
The structure of the Prevention Service has been kept in its dual form, with a centralised Prevention
and Protection Service head and dedicated local units in each Group company. Coordination consists
in standardising Individual Protection Devices, managing the relative technical opinions on
acquisition, drawing up a unified methodology for preparing Risk Assessment Documents and
providing a health supervision service under the direction of the Coordinator of the Doctors in
charge, a figure already existing in the Group before the Consolidated Safety Law made this a
compulsory requirement.



SOCIAL Responsibility

97

Accident analysis
In order to understand Group data on accidents at work better it has been decided to present this
information by combining it into sectors on the basis of companies having similar risk profiles:
• the Federambiente sector (which includes the AMSA, Aprica and Ecodeco companies which work in
the waste cycle)
• the Federutility sector (which includes the rest of the A2A Group where activities relate to the
energy vector generation and distribution cycle and the water cycle).
This decision has also increased the extent to which the data may be analysed and managed, allowing:
• historical series of data to be created that are comparable over time
• corrective steps to be taken and improvements to be made that are more geared to the sector.
Obviously, as in all situations where data are combined into averages, the figures shown represent an
overall summary which should be seen as an addition to the data for the individual companies which in
any case have been calculated and are available. Compared to the presentation in the previous edition
of the Sustainability Report which was prepared when integration was still taking place the
combination of accident data by macro-sectors allows there to be a better reading and interpretation
of the phenomenon.

In further detail, the data for the Federutility sector show that there has been a reduction in absolute
terms (a historical low, also when compared to the combined data of the companies which gave rise
to the Group), although there has been an increase in the seriousness index. As in previous years the
distribution network sector is the one that has the greatest effect. The deterioration in the
seriousness index is due to isolated cases, where corrective action has been focused, rather than to an
overall increase. It should in any case be noted that the occurrence of accidents due to managed
energy vectors remains low and that this relates more to work carried out in the external environment,
which is not always under the organisation’s control.
The data for the Federambiente sector are significantly affected by the numerical weight of AMSA
compared to the other companies (AMSA has around 80% of the staff in the sector). Accident data
for 2009 show that there was an increase in the frequency index against a fall in the seriousness index,
meaning a lower average seriousness of the accidents that occurred. The main types of accident
involved getting in and out of motor vehicles, other pains, muscular strains and knocks, all events with
which long absences are generally associated.
The extremely modest occurrence of accidents in the engineering sector compared to the waste
sector should be noted; this is a sector characterised, especially in its “door to door” variety, by the
high manual nature of the work and the interaction with job-related equipment. This is also true if a
comparison is made with the diversified sectors (for example the cleaning of graffiti, deratting, the
removal of cockroaches and disinfection, the clearing of drains in the road, shaft burring and the
cleaning of fountains, the cleaning of banks and water courses, the collection of asbestos, the cleaning
of automated hygienic services, the collection of bulky waste, the cleaning of parks and gardens, the
first aid corps), which are characterised by a wide variety of situations and the associated risks.
In addition the A2A Group subsidiary Coriance recorded 2 accidents in 2009, corresponding to the
loss of 32 working hours.
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There were no deaths of Group employees caused by accidents at work in 2009.
Employees have received specific safety training, including programmes relating to first aid, fire
prevention and prevention and safety.

Ecodeco has a specific safety training programme for suppliers, which is carried out in parallel with
that given for employees.

Health supervision activity (compulsory)
Some 4,450 medical visits were made in 2009 with follow-up checks: 1,014 specialist visits, 2,628
haemochemical tests, 1,131 audiometries, 1,756 spirometries, 1,638 electrocardiograms, 571
professional vaccinations and 102 workplace inspections. The first 410 biological tests were also
carried out to check the absence of drug addiction following the introduction of new legislation that
requires the employer to submit employees to testing if their jobs entail risks for the security, safety
and health of third parties.

Health promotion activity (voluntary)
Health promotion activities were performed in 2009 as occurs each year. These involved 144
employees on whom voluntary tests were carried out to measure their glucidic and lipid metabolism
in correlation with their lifestyle.
The possibility was given to the people involved of being vaccinated against seasonal influenza at the
Group’s infirmaries and 1,054 employees agreed to take part in this. While waiting for the
implementation of ministerial decrees regarding AH1N1 influenza, the A2A Group received the
specific vaccines free of charge from the Region of Lombardy and organised a campaign addressed,
in particular, to employees carrying out essential work (operational sectors, urban cleaning, first aid,
etc.). Some 349 employees took part in this initiative.
Information sheets on alcohol and drug addiction and the business world were prepared by the
doctors in charge of this during 2009 and circulated in March 2010 to all of the Group’s employees by
intranet or through their wage packets.

Absences due to illness
The main cause of absence is illness, which represented 4.08% of total workable days during the year.
The annual average of total days of absence per head, excluding holidays, was 20.41 in 2009.

2008 2009

FIRST AID 3,045 4,656
FIRE PREVENTION 692 784
PREVENTION AND SAFETY 9,715 28,920
VARIOUS (eg. training in the use of specific machinery and equipment) - 382
TOTAL 13,452 34,742

4,450 
medical visits 
in the health
supervision
service

Group
infirmaries:

a2a people vaccinated
1,054
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Industrial relations
Under national laws and regulations all workers in Italy are covered by national collective labour
contracts. These contracts provide precise details of the procedures to be followed for dealing
correctly with trades union relationships. Regular meetings were held during the year to check the
stage of completion of the merger process in accordance with the agreement signed with the
national, regional and local trades union organisations on 21 December 2007, in observance of the
procedure contained in article 47 of Law no. 428 of 29 December 1990 as amended by Legislative
Decree no.18 of 2 February 2001.
Supplementary negotiations are carried at two levels:
• at a national level, between the National Employers’ Association and the National Trades Union
Organisation for the specific sector;
• at a local company level, with the involvement of the Trades Union Organisations present in the
Group.
There are various types of contract in the Group, as shown by the attached table.
Laws and regulations in Italy require each type of contract to regulate the minimum period of notice
to be given to employees in the case of changes to operations or changes of an organisational nature.
Work is currently taking place on creating a framework of standardisation, comparability or
equivalence of the social schemes and compensation paid in the various Group companies, and this
will become operative once the scope of the Group in terms of companies has been fully established.
Employees are members of the contractually provided supplementary pension funds: Pegaso, Fonte,
Fondichim and Previambiente; and Previndai and Mario Negri for managers. In addition the Group
provides employees with forms of individual benefits or services in connection with particular
circumstances regarding their age or personal hardship.
In addition to the normal meetings with the single trades union representatives and with the unions at

a local and sector level, industrial relations were characterised by measures taken together with the
trades union organisations to draw up an industrial relations protocol common to the whole of the
A2A Group.
The regulations and protection provided by Law no. 146/90 and subsequent amendments and
additions “Regulations on exercising the right to strike in essential public services and on
safeguarding the rights of constitutionally protected persons” are applied in full on the matter of the
right to strike.
The procedures established by law are observed to ensure that essential services are provided on a
continuous basis; these allow for the right to strike to be balanced with the rights of constitutionally
protected persons. In this respect if workers are absent from their work the Group maintains
minimum services to guarantee the safety of the plants, workers and users. The criteria used to
identify the staff required to maintain the level that is essential for the service to work are
determined at a Group level with the involvement of the Trades Union Organisations.

Percentage of employees
who are members
of trades unions
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57.95%
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There was a low dispute rate in 2009, amounting to 0.10% of the theoretically workable hours for local
strikes in the Group and nil for national strikes. There were 16,622 hours of strikes in 2009
corresponding to 1.86 hours per head.

There were approximately 80 employment related disputes in course at the end of 2009. Twenty six of
these related to requests for the recognition of a higher category or a reduction in job content, twenty
to challenges to dismissal, ten to the conversion of the employment relationship to that of a
permanent nature, five to investigations into alleged mobbing, one to a fair bonus for patents and one
for investigation into alleged professional illness. The others regard challenges to disciplinary
sanctions or relate to minor requests. In conclusion criminal litigation was pending for injuries
suffered by an employee who fell from a tunnel that was undergoing maintenance.

Internal communication
To encourage integration amongst the various components of the Group and a new sense of identity
the Organisation and Development Department launched intense involvement and training activities
using the Communications and External Relations Function which in its turn introduced tools and
organised events creating protagonists out of a certain number of employees; these events were
subdivided by the area to which they belong, by location and by type of activity. This took place on the
basis of an internal communications plan that took the traditions, the professionalism and the
reliability that were the heritage of the companies forming the A2A Group to new heights.
The more significant initiatives are the publication of  the six-monthly “A2A Magazine” which provides
wide-scale information on the A2A world and heightens the effectiveness of communications to the
whole of the A2A Community; the monthly newsletter “Amsa Informs” which contains full details of
the initiatives started up or carried out in the previous month and which is distributed to employees
together with their wage and salary slips; and electronic communications tools such as the new
intranet portal cww.a2a.eu which has undergone a complete overhaul in its graphical design, means of
browsing and contents.
The new intranet portal fully integrates the intranets of the companies from which the Group arises.
All services and functionalities have been reorganised in the new pages in order to arrive at browsing,
by function and by service, that has been studied to allow simple and immediate use. The intranet
portal is a candidate for becoming the Group’s main tool for information, knowledge and interaction
amongst its various sections due to its informational capacity and because it will be accessible from all
the locations where A2A is present.
In conjunction with the publication of the internal recruitment section “Job posting” the idea also
arose of making the intranet portal accessible to employees who due to the nature of their work find
it hard to gain access to a computer. The result of this is the “totem project”, that has been realised
with the support of the Social Responsibility and Web, ICT, Organisational Planning and Resource
Development functions and in collaboration with E-utile. During the first stage of the project the
product most suitable for the consultation points was selected and customised. After this, the
locations with the highest concentration of operational personnel were identified and equipment is
currently being installed in the first 25 places.

“A2A
magazine” 

“Amsa
informs”
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project



SOCIAL Responsibility

101

Other initiatives benefiting employees
As part of the Mobility Management initiatives that the Group is following, A2A and ATM Milan, the Milan
transport company, signed an agreement on 6 May 2009 enabling employees to purchase reduced price
annual season tickets for travel on the urban, interurban and combined lines. This agreement became
effective on 1 June 2009 and provides for a subsidy by the Municipality and by the Group of respectively 10%
each. In addition, the season ticket may be paid for on extended terms in 12 monthly instalments without the
addition of interest. Applications were made between June and December 2009 for a total of 495 season
tickets.
In March 2009 Amsa joined the Gasati project, an initiative of the Province of Milan for providing grants to
employees of the Group who have converted their cars to methane gas or LPG. Seven employees received
grants in 2009. Membership of the Gasati project replaced membership of the previous project, organised by
the Group alone, to subsidise the costs incurred by employees to convert their cars to gas fuelling.
The Group’s mobility manager has additionally kept in touch with its Milan contacts in public mobility to
provide details of reports, claims and requests for changes in the public transport timetable and services made
to the managers of the lines running close to the Group’s sites.
In addition, the bus service to and from Missaglia/Spirano continues for groups of workers coming from the
Lecco and Bergamo areas as well as the car pooling project that involved eight Fiat Multipla methane vehicles
hired by the Group and allocated on a monthly basis free of charge to teams of workers (at least five) for the
journey between home and work.
Where compatible with technical and operational requirements the A2A Group permits flexible hours that
make it easier for people to reconcile their professional and private lives, and in this respect trades union
agreements are followed that provide for compensation to be paid for working beyond normal hours. It
should also be noted that all the activities and initiatives that the A2A Group arranges in favour of its employees
are to the benefit of everyone involved, with no distinction being made between permanent employees and
short-term contract employees or between full-time and part-time workers.

RECREATIONAL CLUBS
The promotion of wellbeing, not only of its own employees but also of their families, is one of the main reasons why the Group
decided to fund the recreational clubs. Encouraging post-work activities in a relaxing climate as a means of stimulating social
gathering and solidarity through encounters aimed at exchanging the values of the family, friendship, culture, sport and work is
in fact the main objective of these clubs.
The A2A Group’s recreational clubs are Craem Milano, Crasm Brescia, Fidas Amsa, and Cral Asm Bergamo. All employees are
automatically members and retired employees and family members may also take part in the activities organised by the
recreational clubs. There are innumerable benefits deriving from these projects for reconciling the family, free time and work,
because A2A’s recreational clubs allow employees to:
• stimulate a spirit of friendship and solidarity amongst colleagues;
• improve the use of their free time, thanks to the structuring of courses and the use of dedicated structures;
• involve all their family in sporting, cultural, tourist and recreational activities by means of specific facilities;
• take part in social initiatives together with members of their family;
• save time, thanks to services available for booking health visits, travel, theatre and cinema tickets and cultural events and so on;
• purchase goods and services at reduced prices from shops with which arrangements have been made.
The direct and characteristic activity of these clubs is carried out mainly in the following fields: recreation, tourism and sports
(with the organisation of tournaments in sports with the biggest following). This is accompanied by grants made to members
and their children for activities in the scholastic and sporting fields, for language courses abroad and for annual season tickets for
mobility; and then in addition for holidays for young people and for season tickets and theatre tickets. Other areas involved are
health contributions (subsidies and arrangements supporting costs incurred for medical expenses) and solidarity donations
made to not-for-profit organisations and charitable associations. Taken as a whole this is an impressive activity. That is why one
of the medium-term objectives of the recreational clubs existing in this field is to combine together all of the Group’s clubs into
a single body in order to multiply what can be achieved and the benefits that can be obtained.

A2A-ATM 
agreement:

495 season tickets
sold
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The prime importance of relations with the customer/resident
The requirement for relations with the customer/resident to be given prime importance is one of the key
reference points for the A2A Group. This requirement is repeated in all of the Group’s official documents: the
Code of Ethics, the Quality, Environment and Safety Policies and the Charter of Services.
The Group considers the customer’s loyalty and trust as an asset to be protected and increased through
accessible dialogue and information that is prompt, complete and immediately understandable, and by
nurturing the best relations with institutions representing consumers and widespread demands.
Constantly listening to customer needs through the traditional channels (requests, complaints and
recommendations) is one of the necessary conditions for improving service quality and the types of product
provided. This listening process is also developed by carrying out customer satisfaction surveys which are
performed by third party firms and by having members of the Group present at public assemblies or meetings
with the institutions. The aspects which are judged to be critical or capable of improvement are added to the
programmes and goals for improvement envisaged by the quality certification system. Monitoring summary
indicators is then useful for ensuring the constant evolution of products and services in the direction expected
by customers, with particular care being given to protecting the local area and managing resources from a
sustainability standpoint.
This chapter contains an illustration of customer relations and the initiatives developed during 2009, and also
includes figures relating to technical and commercial quality as far as the following products and services are
concerned:
• sale of gas and energy,
• distribution of gas and electricity,
• district heating and heat management;
• integrated water services;
• environmental services;
• public lighting, traffic lights and videosurveillance.

Customers and society
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A2A TRADING FOR MANAGING THE ENERGY PORTFOLIO
A2A Trading 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 environmental allowances on the national and international wholesale markets.
In terms of volumes total trading in 2009 amounted to 6,165 GWh, of which:
• 23% as an importer/exporter from/to France, Switzerland, Austria, Slovenia and Greece;
• 77% consisted of so-called “foreign to foreign” activities, carried out primarily in France.
Activities on foreign electricity markets have continued in 2010. The company has already taken part in the procedures for the
allocation of annual import/export interconnection capacity on all the Italian borders for the current year (a capacity offered at
auctions jointly by Terna S.p.A. and by the other interconnected network managers). A2A Trading has a series of contracts in its
portfolio for 2010 already amounting to approximately 4 TWh.

*  A2A Energia, Asmea, BASOMNISERVIZI
**A2A Energia, Asmea, BASOMNISERVIZI, Aspem Energia,
Camuna Energia
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Type and features of customers and the services provided
Sale of gas and energy
The A2A Group has been operative in selling gas and electricity to end customers in both the domestic
and industrial segments from the beginning of the liberalisation of the market.

A2A’s commitment in protecting the environment may also be found in the way in which the offer is sold
and composed, as this encourages the purchase of green energy produced from renewable sources
(water and biomasses) in the Group’s power stations
without polluting and without emitting greenhouse
gases.
A2A energy from renewable sources is RECS
(Renewable Energy Certification System) certified; by
marketing certificates attesting that electricity has
been produced from renewable sources this
international programme of which A2A is a member aims at encouraging, recognising and economically
supporting the environmental value of electricity produced from non-polluting sources.
The value of this energy is additionally enhanced by bearing the label “A2A Energy 100% Renewable” that
enables public and private bodies and commercial and industrial operators to use it as a certificate of
sensitivity to ethical and environmental values.
In particular, A2A proposes the two certified offers EnergiaPulitaA2A (to business customers) and
PrezzoSicuroVerde Elettricità (to private customers) which guarantee that the electricity to be used has
been produced exclusively from renewable sources.
In 2009 the commercial companies of the A2A Group sold a total of 331 million kWh of energy certified as
having been produced from renewable sources to end customers.
In addition, in 2009 A2A publicised the services “Bollett@mail” and Storico Bollette” that enable bills to
be received by email and allow past bills to be consulted on mini websites, and additionally emphasised
the ecological aspect of this approach.

A2A ENERGY

A2A ENERGY
100% RENEWABLE

RECS Certified
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Gas and electricity distribution
The distribution of gas and electricity leads to intervention on existing assets and the development of
new plants. All intervention carried out is aimed at adjusting the network on the request of customers
or rationalising or improving infrastructure by making connections, changes or relocation. The
objective is always to improve the efficiency of the continuity and quality of the service provided to the
customer in compliance with the parameters established by the Electricity and Gas Authority.
The Group owns 33.5 km of network for transporting electricity through the company Retrasm and
393 km of network for transporting gas through the company Retragas.

District heating and heat management
District heating is an urban heat distribution service with centralised production which enables heat
for heating environments to be distributed directly to the customer in the form of hot water by means
of underground piping. For the end customer the district heating service is in effect a supply of
thermal energy, measured by a meter, that may be used directly without the need for boilers or
systems for disposing of combustion fumes in the building. At the present time the Group provides the
district heating service in specific areas in the provinces of Brescia, Milan, Bergamo and Varese.
These activities pursue industrial objectives designed to meet customers’ energy requirements by
designing and constructing the best engineering solutions and adopting the most innovative means of
managing the system from the standpoints of energy saving and respect for the environment.

*  users may be a single residential unit in the case of inde-
pendent heating, a building in the case of centralised hea-
ting or the whole quarter.
The figures do not include A2A Coriance.
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Objective Forecast Forecast Forecast Forecast Forecast Forecast Forecast 
2009 2010 2011 2012 2013 2014 2018

Brescia-Bovezzo-Concesio
Power in production
plants in service
MWt (cumulative) 694.3 694.3 694.3 … … … 694.3

Volume served Mm3 40.1 40.8 41.5 … …. … 45.0

Bergamo
Power in production
plants in service
MWt (cumulative) 72.71 72.71 95.91 … … … 231

Volume served Mm3 2.2 4.2 4.9 … …. … 10.0

Milano-Sesto San Giovanni-
Cassano d’Adda-
Novate Milanese
Power in production
plants in service
MWt ( cumulative) 604 696 755 925 1029 1263

Volume served Mm3 24.2 27.9 30.2 37.0 41.2 50.5

Varese
Power in production
plants in service
MWt ( cumulative) 76 76 77 77 77

Volume served Mm3 2.41 2.46 2.48 2.50 2.65

Totale
Power in production
plants in service
MWt ( cumulative) 1,447.01 1,539.01 1,622.21

Volume served Mm3 68.91 75.36 79.08

District heating development plan 

In terms of heat management in general A2A also provides specific technical services for energy
conversion in buildings such as those relating to:
• the design, construction, management, running and ordinary and extraordinary maintenance
required for the conversion of the technological equipment serving the building: electric,
climatisation (heating, ventilation and air conditioning), lifting, safety and industrial automation,
lighting and building automation plants, etc.;
• the construction and management of control rooms and call centres;
• the implementation of information systems for property management.
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Integrated water services
The following Group companies manage the water services: A2A for the Brescia area, BAS SII for part of
the province of Bergamo and ASPEM for the province of Varese. Management activities, whose aim is to
guarantee services for the user, consist of the ordinary and extraordinary maintenance of existing plant
and equipment, the construction of new plants and networks and all the activities whose aim is the
human usage of water and the environmental protection of water resources.

Environmental services
AMSA, Aprica, ASPEM and Ecodeco are the companies of the A2A Group that operate in the
Environmental Services sector, which works for the community by collecting and disposing of waste.
Amongst its environmental services (the collection and disposal of solid urban waste, street sweeping,
the management of ecological platforms) are offered other services such as: the elimination of street
writing and graffiti, the design and construction of plants for the treatment/recovery/disposal of
refuse, the collection and disposal of hazardous and non-hazardous special waste, environmental
reclamation with the inertisation of hazardous waste, biofilters and systems for reducing emissions
into the air, hydrogeological/ geological/geotechnical environmental impact studies, snow and ice
clearance services and services for intervention in the case of floods or for disinfestation.

Ecodeco works in the urban waste cycle chain at the waste treatment and disposal stage. In 2009 it
served 1,759 companies and 466 municipalities, a considerable increase over the prior year as the
result of the merger of Caviglià S.p.A. and Fertilvita S.r.l. into the company.

Providing a service to the resident and safeguarding the environment are objectives that are pursued
through the adoption of a continuous improvement methodology aimed also at encouraging
initiatives for reducing the production of waste.

Public lighting, traffic lights and videosurveillance
A2A Reti Elettriche looks after the day to day usage and ordinary and extraordinary maintenance of traffic
regulation and public lighting equipment, thereby contributing to urban upgrading; by lighting its
historical monuments and statues artistically it enhances the image of the city, with the greatest care
always being placed on improving luminous efficiency, on environmental issues and, more generally, on
the local effect and the relationship with residents. In 2009 maintenance was carried out on numerous
pieces of lighting equipment in the municipality of Milan in view of the upcoming Expo 2015 world fair to
be held in the city.

In conclusion, the company Selene looks after the day to day usage and maintenance of video
surveillance services: this is a service of increasing social relevance.
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Customer communication channels and customer care
Effective communication with customers is important. The A2A Group does this by using a wide
variety of channels in order to facilitate contact and be able to reply to each request effectively and
efficiently. In this respect the Group uses the following:
• communications included in bills;
• call centres accessible 24 hours a day using toll free numbers;
• local counters;
• paper/fax communications,
• advanced systems and infrastructure (CRM, IVR, web optic fibre, geo-referencing, etc.).
In specific cases, such as for example changes in activities or the promotion of new activities or offers,
direct communications tools are also used: direct mailing, the press, posters, brochures distributed
on a capillary basis and local events and initiatives.
In 2009 the quality of the bill delivery service for Milan and province was confirmed. The “certified”
delivery service enables deliveries to be tracked throughout a large part of the country by means of a
satellite-linked geo-referencing system that is able to identify the date, time and place of delivery of
every bill issued. This service is available for all contact centre operators, allowing them to provide
information to customers in real time including the confirmation of the delivery of bills. This solution
has virtually eliminated the number of complaints that arrived in the past concerning the non-delivery
of bills.
More specifically, the A2A customer services contact centre manages customer access uniquely using
a variety of channels to ensure the complete tracking of all contacts. A mail room system puts all the
documentation linked to an individual customer at the disposal of the contact centre operators.
Other contact channels such as Web and IVR (Interactive Voice Response) systems put services at the
customer’s disposal 24 hours a day without the need to use the operator, such as for example the self-
reading of bills and information regarding payments. Among the recent steps taken to improve the
contact centres and carried out in the search for a service of increasingly high quality levels, the
following measures are noted which regard all the aspects of the organisation:
• operational processes and mechanisms;
• technological infrastructure aspects (the strengthening of the IVR services and the introduction of
an SAP-Billing/CRM system);
• organisational and managerial operational aspects. The availability of an advanced contact centre
with a CRM (Customer Relationship Management) system enables all the end customer’s needs to be
managed and the marketing and sales processes of business customers to be optimised.
The figures regarding access to the internet portals, the transactions carried out online and the bill
payment services confirm the customer’s increasing appreciation of the services that A2A offers. In
2009 in fact there was an increase in start-ups of electronic billing and online payments. The only
decrease that occurred took place in the self-readings for A2A Energia, since starting in 2008 and for
the whole of 2009 this company continued with the project, requiring significant investments to be
made, that was organised to replace the old electricity meters at customers’ premises with new tele-
read electronic meters.

Delivery
service

“certified bill”

Contact
centre

advanced
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Data on the quality of the contact centres
The Electricity and Gas Authority has established obligatory quality standards for call centres which
A2A scrupulously observes. The aim of this in particular is to improve service levels; these standards re-
late to the simplicity of the automatic answering service, opening hours, the fact that calls are free of
charge for the customer (at least from fixed-line telephones) and the information provided to custo-
mers concerning the call centre telephone numbers, the hours of opening and the type of calls that
qualify through details published on the internet and on bills.
The Authority has also established standards for the average waiting time for calls arriving from end
customers (AWT), service levels (SL as a percentage of successful calls) and service accessibility (SA
in terms of the time on the open line compared to the time when the operator is present), for the pur-
pose of limiting queues that are too long and reducing the phenomenon of engaged lines. A2A is already
active on this front.

SILVIA INTRA, IN CHARGE OF THE AMSA CUSTOMER CENTRE, IS AWARDED A PRIZE
It was one again the wish of CMMC (Customer Management Multimedia Competence) this year to give recognition to the
companies and people who have stood out for the work they have performed with customers and residents. The following
explains why a prize was awarded to Silvia Intra. “She has managed customer care in AMSA skilfully and passionately since 1997.
Very attentive to change she is convinced that in the company she works for one feels increasingly less in a protected market and
increasingly more in a competitive environment, and that accordingly service quality and brand strength must be kept at a high
level by establishing loyalty in the customer-resident. In addition she keeps up with innovations such as the internet discussion
forums regarding the differentiated collection of waste and the cleaning and decorum of the city. Thanks to her commitment
and the emphasis she places on the staff working in this area, the role performed by the Amsa customer centre in its day to day
dialogue with residents and awareness of the city’s needs stands out in particular”.

FEWER ACCESS BARRIERS TO CUSTOMER SERVICE
Public services are provided by following principles of equality, impartiality, continuity and participation, efficiency and
effectiveness. The rules defining the relationship between the contracting party and the operator are the same for everyone and
the service is guaranteed for all the residents of the local territory in question. Particular emphasis is given to the disabled, senior
citizens and the needy.
Included in the practices used as a means of lowering these barriers at the Group’s counters are the following:
• operators dedicated to relations in various languages;
• the availability of forms in various languages for the main commercial activities (Milan area);
• access in the Milan area to the call centre service using DTS  (telephonic devices for the hard of hearing).
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THE DINAMO CLUB REWARDS LOYALTY
The Dinamo Club loyalty programme experienced its second year in 2009; the club is directed towards half a million domestic
customers of Asmea and Bas-Omniservizi. The programme was conceived with an original format that envisages the broad-
based involvement of economic organisations and local cultures. Four hundred and fifty operators playing an active role in the
Dinamo circuit have subscribed to this agreement, proposing to Dinamo Club associates discounts and promotions for
shopping, time out, services and eating out through the use of dedicated, interactive communication tools (websites, electronic
newsletters, SMSs and hard copy guides). Access to the Dinamo Club is completely free of charge for the customers of the
companies involved and represents an opportunity for its thirty thousand members to contain household spending. There are
numerous initiatives in the programme for supporting informed consumer spending by promoting eco-sustainable goods and
services (the supply of green energy, low consumption light bulbs, high efficiency domestic appliances, composters, domestic
solar cells, bio food products, etc.).
A telephone survey was also carried out to understand the potential appeal of the Dinamo Club for customers who have yet to
join in Brescia, Bergamo and for the city of Milan, which lies outside the Dinamo “range”. In particular, the aim was:
• to identify the potential appeal of the “reward” mechanism of the Dinamo Club and measure the extent to which it is known;
• to identify the preference for “rewarding” formulae for loyalty.
The name of the commissioning company was not revealed during the telephone survey, which was carried out by an outside
firm on a sample of 500 customers. The extent to which the Dinamo Club is known is still limited, although the city of Milan
expressed an interest in it that is worthy of note.
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The commercial and technical quality of services
The quality of the electricity and gas distribution services (AEEG)
The regulatory references disciplining distribution services are the Integrated Documents issued by
the Electricity and Gas Authority (AEEG) on service quality, and more specifically Resolution no.
168/04 for gas and Resolution no. 333/07 for electricity. In addition the authority requires specific
indicators to be monitored, recorded and periodically communicated as a means of controlling the
quality of the service provided and inflicting any penalties or sanctions required for non-performance.
The indicators are recorded directly on the Authority’s website (www.autorita.energia.it), where the
data may be consulted. To provide an idea of the services graphs are provided here which contain
details of the main indicators monitored by the authority, with the actual values being given in the
attached tables.

Gas distribution
Graphs providing details of certain technical quality parameters for the gas distribution service are
presented; these are monitored in the municipalities where there are more than 50,000 users
connected to the gas distribution network.
The graphs show that the Group’s commitment goes beyond the requirements imposed by the AEEG.
This is due to the awareness that the role performed by the Group is essentially that of a service to the
user and that this stimulates the need to put into practice all the preventive measures useful for
eliminating risks and inconveniences for the customer or reducing them to a minimum.
In a similar manner a whole series of parameters relating to the commercial quality of the service is
also monitored.

A further indication of quality is given by the ability of the emergency service to arrive on the scene
within 60 minutes of receiving a call. The number of call-outs for which this quality parameter has
been observed exceeds the base level imposed by the AEEG (90%) for all of the three areas where this
intervention takes place: Milan, Brescia and Bergamo.

Electricity distribution
Commercial and technical quality indicators are measured for the electricity distribution service in
the same way as they are for the gas distribution service.
The evaluation of the commercial quality of the services for the distribution, measurement and sale
of electricity regards the punctuality of the distributing or selling company in providing certain
services requested by customers (such as for example providing estimates, connecting, switching
on, carrying out technical checks, providing replies to complaints and written requests for
information, etc.).

livello base

reference 
level
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Included among the technical quality indicators that are monitored are those relating to service
continuity as required by laws and regulations. The AEEG has established continuity standards and if
these are not reached distributors are required to pay penalties. Included in the various service
continuity indicators are the average annual number of minutes of interruption per low tension user
caused by long interruptions without notice, meaning those lasting longer than three minutes. Service
continuity is regulated on the basis of the features of the local area being served. These indicators are
analysed for each concentration area; three different degrees of concentration are identified on the
basis of the population density in the area, with a distinction being made between towns having more
than 50,000 inhabitants (high concentration), those having between 5,000 and 50,000 inhabitants
(medium concentration) and those villages and country centres having fewer than 5,000 inhabitants
(low concentration).
As far as the Brescia area is concerned this indicator fell for both medium and low concentration areas
compared to 2008, while that for high concentration areas rose; the average for the two-year period
2008-2009, to which reference should be made according to the AEEG’s indications, was in any case
always below the ceiling set by the authority.
For the Milan area, however, the average number of minutes of interruption in 2009 rose over 2008 for
both the high and medium concentration areas, exceeding the ceiling set by the AEEG; there are no
results for the low concentration areas because A2A Reti Elettriche has no customers in this band in the
Milan area.

The technical quality of the electric production process
Unlike the gas and electricity distribution processes - for which the authority of reference (the AEEG) has
defined parameters that characterise the quality of the service and the related standards - the main
reference points for electric production are the Electric Services Manager, to whom the producer is
committed to making the energy available, the electric market, which determines the convenience of
selling and producing energy, and Terna, to whom the producer is committed to making the allocation
services available. Both markets (energy and allocation services) may submit the plants to frequent and
sudden changes in load. It is therefore essential for the energy producing company to define a set of
parameters regarding the degree of response of the plants to such requirements.
The indicator reported below has been taken from a series of indicators for internal use that A2A has set
up to monitor the working, use potential and reliability of its plants. There are no externally imposed
reference values for these indicators; the values are fixed by internal objectives.

TYPE OF ENERGY SOURCE AVERAGE AVAILABILITY FACTOR (%)

Average plant availability factor
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The quality of the district heating, water and environmental services
The evaluation of the commercial and technical quality of the district heating, water and environmental
service is governed by Regulations, Contracts and Charters of Services that are specific for each service
and geographical area. These documents also determine the principles and criteria for providing the
services.
For the district heating service in the cities of Bergamo and Brescia specific Charters of Services have
been set up for which updates are planned that are consistent with the reorganisations currently taking
place.
It should also be remembered that the services are managed remotely for the district heating service.
This occurs in Brescia and Bergamo for the plants with a heating management contract. The customers
of the Milan and Sesto San Giovanni networks benefit from plants that are fully tele-managed and tele-
read and are supported by a 24 hours a day emergency service. In substance tele-reading at the sub-
centrals means the following can be achieved:
• the regulation of the temperature of the plants in the individual buildings may be changed at the request
of the customer for increased comfort and a reduction in any wastage of energy;
• any working anomalies, falls in services or breakdowns of equipment may be controlled;
• the call centers and emergency services can be supported in order to better respond to the customer’s
requests.
The new tele-reading system for heat consumption adopted in Milan and Sesto San Giovanni has also
increased the quality of the service, meaning the following can be achieved:
• the total consumption and the specific consumption of individual buildings may be controlled in
relation to the external temperature and hence regulation and working are optimised;
• readings may be obtained and hence more precise bills can be issued,
• details of historical consumption are available, with the possibility of being able to implement energy
saving policies over time periods of several years.
In the water services and by means of the Charter of Services the manager undertakes not only to define
the principles and criteria by which the service is provided but also to ensure that the customer has
constant information on any initiatives that may interest him, using the most suitable systems.
Minimum service levels, brought to the customer’s attention, are guaranteed for all the aqueduct and
sewerage functional sectors of the water service in Brescia, such as:
• a first intervention within 3 hours in an emergency situation - relating also to situations harmful to
human health - except in cases of interrupted viability;
• a first intervention within 8 hours in the case of a breakdown of a meter or other accessory equipment
owned by the manager and installed above ground that leads to the temporary suspension of supply;
• a maximum time of 12 hours from the moment of reporting, for the first intervention in the case of a
breakdown or a blockage of pipes or underground channels that causes the interruption of the service;
• a maximum time of 12 hours for carrying out repairs and/or cleaning and unblocking in the case of
flooding and regurgitation from sewers.
In the case of more than one notice arriving at the same time and the resulting increase in the time of the
intervention, the manager arranges call outs on the basis of necessity.

Tele-management
and tele-reading

to optimise
energy consumption
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BAS SII: WATER UNDER FULL CONTROL
BAS SII carries out systematic and preventative searches for losses from the water networks in all the municipalities it serves;
these are carried out using vehicles with electronic equipment capable of detecting losses not visible above ground along the
whole course of the underground piping. This service enables a complete review of the ducts to be carried out over a period of
three years and a complete review of the distribution network over five years: 371 km of network were checked in 2007, 88 losses
were localised and a flow of 28 l/sec was recovered; 352 km. of network were checked in 2008, 101 losses were localised and a flow
of 30 l/sec was recovered; 347 km of network were checked in 2009, 75 losses were localised and a flow of 18 l/sec was recovered.
The distribution loss index, defined as the ratio between network losses and the volume put into the network (in compliance
with Ministerial Decree no. 99 of 8/1/1997 and the annual declarations made to the Ministry for the Environment and the
Protection of the Land and Sea) is calculated for the multi-municipality aqueduct system and for the municipalities supplied by
their own aqueducts. The measurements obtained for the four-year period from 2006 to 2009 were the following:

Bergamo multi-municipality aqueduct system            Average amount whole basin

2006           0.152
2007               0.155
2008                    0.161
2009                    0.186

2006   0.168
2007  0.168
2008    0.171
2009    0.194

Distribution loss index

BAS SII is also equipped with an internal laboratory for testing drinking water from captation to
usage and for analysing the effluent waters of the managed purifiers and industrial discharges
connected to the sewerage network. It also carries out testing services for A2A’s Brescia Water
Service. It is accredited under standard UNI CEI EN ISO/IEC 17025 by ACCREDIA, No. 0222
(National System for Laboratory Accreditation).
For drinking water the laboratory carries out testing on the captation, treatment plants,
storage and distribution networks of all the municipalities served. In addition it also carries out
these services for other municipalities or companies, including the Brescia Water Service Unit
of the A2A Group.
As concerned the Bergamo and Brescia water networks some 16,412 samples were analysed in
2009 for water from all sources.
More specifically, more than 220 thousand parameters were analysed for the raw waters (wells,
springs, surface waters), the treatment plants and the distribution network: 87,780 in the BAS
SII user catchment area and 132,897 in the A2A Brescia Water Service catchment area. The
characteristics of the water distributed by BAS SII may be found on the company’s website
under the item quality of the water, where it is subdivided by the city wards (two control points
per ward) and municipalities served.
In the sector regarding effluent water and water arriving from discharges from production
sites, the laboratory analysed over 46,000 parameters in 2009: 19,882 in the BAS SII user
catchment area and 26,280 in the A2A Brescia Water Service catchment area.

Analysis by type
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The A2A group also guarantees quality of service and transparent communications in the
environmental services sphere. Each year AMSA updates the Charter of Services, in which the
services performed are described and the quality indicators obtained are illustrated. As a result the
resident is provided with a tool that can be used to supervise the work performed by the Group,
which likewise asks the population to abide by their duty as citizens as far as differentiated collection
is concerned, to act in the most appropriate way as a means of keeping the city clean and to observe
the rules contained in the Municipal Regulations or Mayor’s Ordinances for the disposal of waste.
The Charter of Services may be obtained free of charge at Customer Service (as also the Municipal
Regulations and the Mayor’s Ordinances) or may be downloaded from the website www.amsa.it.

APRICA: TRANSPARENCY AND THE CHARTER OF SERVICES
With the goal of achieving transparency and a constant improvement in its services Aprica has created a Charter of Services, which
observing national and regional laws and regulations exalts the principles of equality, impartiality, continuity, effectiveness and
efficiency of the service, together with those of quality, environmental protection, safety and resident participation. More
specifically, the Charter relates to the cleaning of the local area and the management of the waste service, meaning the collection,
transportation, recovery and disposal of waste in accordance with the terms and conditions defined in the service contract. This
document has been agreed with the consumers’ associations recognised by the Region of Lombardy aand will be made available
to all residents in the local area of reference. It will additionally be found on the websites of the company and municipalities that
have adopted it. The first part, of an institutional nature, contains recommendations for maintaining the qualitative standards
imposed by laws and regulations, while the second part contains the requirements of each municipal council.
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Customer satisfaction
As part of Resolution no. 168-04 the Electricity and Gas Authority performed an important
demoscopic survey on the quality of commercial telephone services as perceived by energy end
customers using the call center services. The interviews carried out covered all sales companies
having more than 50,000 end customers and these included A2A Energia and Asmea, whose service
structures turned out to be one of the points of absolute excellence. The main functions performed
by A2A through its call centers received very high appreciation from customers, as may be seen from
the tables below which show the CSI (customer satisfaction index) for the first half year.

A2A Customer Services Total
A2A Energia (national average)

Time taken to find
the line free 96.20% 86.20% + 10.0%
Simplicity of the automatic
answering system for speaking
to an operator 93.0% 85.7% + 7.3%
Waiting time before
speaking to an operator 94.9% 84.0% + 10.9%
Politeness of the operator 97.4% 94.2% + 3.2%
Clarity of answers 95.8% 85.2% + 10.6%
The ability to solve the problem
in the least time possible 92.5% 76.2% + 16.3%
CSI - Customer 
Satisfaction Index 93.4% 81.1% + 12.3%

A2A Energia (First half of 2009)

Satisfied Customers Satisfied Customers
Net Net

Difference 
%

A2A Customer Services Total 
Asmea (national average)

Time taken to find
the line free 81.60% 86.20% - 4.6%
Simplicity of the automatic
answering system for speaking
to an operator 85.3% 85.7% - 0.4%
Waiting time before
speaking to an operator 82.1% 84.0% - 1.9%
Politeness of the operator 98.1% 94.2% + 3.9%
Clarity of answers 97.5% 85.2% + 12.3%
The ability to solve 
the problem in the least 
time possible 93.0% 76.2% + 16.8%
CSI - Customer 
Satisfaction Index 89.6% 81.1% + 8.5%

ASMEA (First half of 2009)

Satisfied Customers Satisfied Customers
Net Net

Difference 
%
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A2A also obtained flattering results from a customer satisfaction telephone survey carried out by the
Energy Observatory of the CAI (Customer Asset Improvement) into the leading operators of the
energy market. The interviews performed at the beginning of 2009 involved domestic and non-
domestic customers, divided between the gas and the electricity markets. For each segment the
findings obtained related to customer satisfaction (measured analytically by individual factor); the
level of information about the liberalisation of the gas market and the customer’s behaviour following
the introduction of the new opportunities; and the future intention of customers to confirm their
trust in the supplier. On the electricity front A2A turned out to be one of the companies with the
highest level of customer satisfaction; good results were also obtained for gas, but these included
points raised requesting the supplier to place greater emphasis on the relationship with the customer:
a cue for A2A to improve its service quality even further.

A2A WINS THE BICSI ENERGY PRIZE FOR THE SECOND CONSECUTIVE YEAR
On the basis of information produced by the Energy Observatory and the SME Business Panel© Energia, five companies were
awarded a prize for the excellence of the quality of their commercial relations with customers. A2A won for having the best
customer satisfaction performance in all the energy market segments analysed. The BICSI Energy prize acts as confirmation
for all the companies of the Group that are involved with customer relations and is in line with the surveys carried out by the
Electricity and Gas Authority (AEEG), the leading authority in the sector. The AEEG stated that 93.4% of the A2A Group’s
customers in the energy sector had expressed their full satisfaction: 12.3 points above the national average. In particular, 92.5%
of A2A’s clients were satisfied with the Group’s “ability to solve resolve problems in the shortest time possible”: 16.3% points
above the national average for the sector. A constant commitment aimed at the real needs of the customer that leads to results
that bring great satisfaction to everyone making a contribution.

Customer satisfaction in the AMSA customer centre
Residents expressed a positive opinion on the service carried out by the customer centre also in the
case of AMSA, in terms of ease of access, ability to solve problems and the politeness of the operators.

AMSA Customer Centre 2008 2009
- Periodic surveys into
customer satisfaction*

General quality index 8.2 8.2
Ease with which one can speak to an operator 8 8.1
Politeness and availability 8.3 8.3
Clarity and completeness of information 8.3 8.2

*   Euromedia Research - points out of ten
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Customer satisfaction in the BAS SII laboratory
The BAS SII analysis laboratory also measures customer satisfaction. The 2009 survey was carried
out using a sample made up of local authorities/ business customers having a constant relationship
with the laboratory (agreements, contracts, etc.) for at least a year. Assessments were made of
certain aspects of the service (timeliness of requested intervention, timeliness of information,
despatch of test reports); the assistance provided by staff (availability and politeness,
professionalism and competence, etc.); the documentation provided (service offers, test reports,
etc.); and pre- and post-sales assistance.
The graph below provides a summary of the satisfaction indices for each of the aspects assessed and
compares them with the previous measurements (2009, continuous red line; 2005, dotted blue line).

The majority of the indices remained at decent and constant levels. In addition, it was noted that the
aspects regarding the availability, professionalism and competence of staff and the timeliness of
information in respect of results which do not comply with legislative requirements are considered
by the customer as qualifying aspects of the service. Emphasis will be placed on these matters in
order to maintain and improve the level of customer satisfaction that has already been achieved.

Customer satisfaction in the ECODECO Marketing Unit
Commercial activities in Ecodeco that are relevant in terms of the quality of the service are
monitored by the biennial acquisition of customer satisfaction questionnaires. These questionnaires
are sent at the end of the year to all customers on the renewal of their contracts. The results are
processed by the end of June of the following year. The data and graphs are included in a document
that is distributed to all the staff of the Marketing Unit and also to management, who assess the
results and take any steps that may be necessary to improve the system and the service. The latest
data processing exercise was carried out in June 2008 and was attached to the previous edition of
the Sustainability Report. The results of the 2009 survey, carried out as part of the ISO 9001
certification, will be processed in June 2010.

1a. Timeliness of requested intervention

1b. Timeliness of information

1c. Despatch of test reports

2a. Availability and politeness

2b. Professionalism and competence2c. Initiative and comprehension

3. Documentation

4. Assistance

5.  Service as whole
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The management of complaints and disputes
The quality of services is also monitored by the structured management of complaints, which thanks to
accurate analyses enables any critical problems to be identified, more so than through the use of other
tools, and ensures that the most suitable steps are concentrated on resolving these.
During 2009 the A2A Group received approximately 3,700 written complaints, an estimate however that is
probably understated given that the organisational changes that have taken place have meant that at the
time of writing it has not been possible to complete the recording of all cases.

In terms of disputes, the Legal Department’s records show that at 31 December 2009 around 60 cases of
litigation with customers were pending in connection with the various services provided by the Group,
while there is no record at that date of penalties being paid for non-compliance with laws or regulations
regarding the supply or use of products and services.

Customer safety and protection
There were 90 persons involved in combustible gas accidents recorded by A2A in the period 2008/2009, of
whom 51 were non-Italian citizens. Some 94% of the accidents occurred in homes and the most frequent
cause (40% of the cases) was the emission of carbon monoxide fumes due to the faulty use of the
equipment.
In the light of these figures, during the first part of 2010 A2A set up the campaign entitled “A2A Customers:
safety protagonists”, as a means of educating people in the proper use of gas in their homes and in the
workplace. This campaign, organised by A2A Reti Gas in collaboration with the Italian Gas Committee (CIG),
is aimed at all families living in the areas covered by the A2A Group and is based on a highly informative
guide, also translated into five languages (English, French, Spanish, Arabic and Chinese), that has been
prepared to create awareness in foreign residents and give them protection. Thanks additionally to
collaboration with the institutions the campaign will have a capillary distribution at principal meeting
points, at places of study and work, on public transport, at A2A customer points and directly at home.
There were 29 cases of pending litigation in 2009 regarding injuries to the public, many of which related to
falls arising from differences in the height of drains or the road surface.
To limit the inconvenience caused by digging works and the laying of the district heating networks, A2A
Calore & Servizi:
• agrees the planning of road works in advance with the municipal offices in order to limit the number and
duration of the worksites in individual areas and minimise viability problems;
• where appropriate carries out work on Saturdays and Sundays;
• limits the area of the worksite by suitably dividing the work up over time;
• does not carry out any digging or network laying work at night time, except in exceptional cases and in any
case only after receiving the authorisation of the related municipal offices;
• in critical situations for viability (eg. important junctions, tram crossings) carries out its laying work using
thrust techniques;
• requires its subcontractors to use low noise emission machinery and equipment;
• provides residents and shops in the area concerned and adjacent areas with widely distributed
information.

Approximately 
3,700

written complaints

Gas 
safety campaign:

5 languages
for safety
in every home
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As a means of confirming the Group’s commitment detailed analyses and assessments are currently taking
place into the question of noise abatement by identifying criteria for limiting inconvenience that go beyond
the mere recording and control of the machinery used by companies.

Customer safety and protection in the gas distribution network
Work continued in 2009 to renew the gas network through the replacement of the cast iron ducts with
hemp-lead joints as scheduled in the multi-year action plan. These low pressure pipes, which are the major
cause of breakdowns in the network, are being replaced by fully sealed polyethylene ducts. In addition
planning and intervention work for the strengthening of the cathodic protection continued using steel
networks.

Customer safety and protection in the electricity distribution network
A2A develops and continuously updates its plans for the development of the distribution network as the
result of constant urban growth and as a means of encouraging the localisation of the production of goods
and services. These plans also take into account estimatable electricity and electric power needs. The aim of
the planned measures is to increase service quality (continuity, quality of the tension, commercial quality).

Customer safety and protection in the district heating network
One of the main features of a district heating system is its safety. The heat required for heating and
producing washing water is provided by equipment that is completely free of burners and combustion
products, to the point that there is no requirement under safety laws and regulations for regular
compulsory testing. In addition an initiative has been introduced for new connections and for the
conversion of existing equipment, aimed at going one step further and increasing the already high level of
safety in the buildings involved: namely the sale of induction electric burners at particularly advantageous
economic conditions, thus eliminating the supply of gas to buildings, together with the provision of
additional benefits in terms of comfort and safety.

Customer saferty and protection in integrated water services
The A2A Group does more than simply observe high standards of safety and quality, it also introduces
initiatives to increase these. Included amongst these are the following:
• services to control the quality of industrial discharges into the public sewerage system that are carried out
by means of in-field sensors, and regular sampling followed by laboratory analysis;
• services to control distributed drinking water through the use of in-field sensors and daily sampling
followed by laboratory analysis;
• internal control of inflow quality at the purifying plant and of purification outflows through the use of in-field
instruments and daily sampling followed by laboratory analysis.
The BAS SII laboratory for the Brescia and Bergamo water networks and drinking and effluent water analysed
220,677 parameters on the raw waters (wells, springs, surface waters) and on the treatment plants and
distribution network, and 46,162 parameters on the effluent waters and discharges from production sites.
The Group contributes to customer satisfaction on matters regarding water by pointing out opportunities
for improvement. For example BAS SII tests and reports to the customer any possible losses in the post-
meter plant when it provides its monthly or quarterly reading service.
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Customer safety and protection in environmental services
Environmental services likewise give emphasis to customer safety. For example in Aprica initiatives have
been undertaken in connection with the following:
• the hygiene of street bins, which are sanified at each emptying by spraying specific enzymatic products;
• the safety of customers who take waste to the treatment/disposal plants; this is achieved by analysing the
risks arising from the simultaneous presence at the unloading points of heavy vehicles and operating
machinery (compressing vehicles, fork lifts and/or mechanical diggers), and requiring the customer to
follow safety access procedures;
• safety in the handling of collecting bins in both public and private areas, firstly by analysing the specific
risks involved and then by defining and implementing operating procedures that are constantly updated in
accordance with quality certification rules and staff training activities.
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Types of supply and tenders
Purchase planning is given great attention in the A2A Group, where the most convenient strategies
and practices are identified and put into practice in terms of quality and any possible synergies.
As the following table shows, a total of 8,671 orders were made in 2009 by all the companies of the
Group, excluding Ecodeco, BAS SII and A2A Coriance, for an overall amount of 583,084,125 euros. The
figures stated in this section have been taken from the Group’s data collection information system by
staff competent in this area.

Suppliers

Type of tender No. of suppliers No. of orders Amount of orders
awarded contracts** (€)  

Supplies 1,882 3,566 130,720,382.43
Services 2,553 4,480 380,890,606.45
Works 291 625 71,554,136.31
Total 4,706 8,671 583,084,125.19

Supplies*

*  Ecodeco, BAS SII and A2A Coriance are excluded from the table. In addition, orders relating to purchases of electricity, gas and heat for the Group’s manufacturing and commercial
activities are not taken into account.
** The figures relate to tenders awarded and accordingly do not reflect the sum of the individual suppliers of Group companies.

Territorial distribution of suppliers and subcontractors
The A2A Group displays the roots it has in the communities and local areas where it works, and the
emphasis it gives to their growth, by distributing value when it acquires supplies, services and works.
Although the Group does not have any policies or practices concerning the selection of local suppliers
as such, the graph shows that it makes around 72% of its purchases in Lombardy, consistent with the
fact that its main activities are carried out in that area.
This is an important example of the emphasis that the Group places on localising purchases as a
function of the place where it carries out its activities.

*  Ecodeco, BAS SII and A2A Coriance are excluded

Policies for managing, selecting and monitoring suppliers
The A2A Group is inspired by principles of legality, loyalty, impartiality and independence, and this also
applies in its relations with suppliers, who are selected amongst other things by assigning due
importance to aspects such as quality certifications, environmental impact and occupational health
and safety.
Group companies work together with suppliers in observing the principles of economicity,
effectiveness, quality, correctness, equality of treatment, transparency, proportionality, impartiality
and fairness in business, referring also to the Group’s Code of Ethics which sets out the guiding
principles and basic directives of conduct, and when finalising proposals and orders suppliers are
required not only to take vision of these but also to accept them.
Tenders for works, supplies and services within the ordinary and special (urban hygiene, electricity, gas
and district heating networks) sectors are regulated by European Union laws designed to ensure that
the requirements of Article 2 - Principles, contained in Legislative Decree no. 163/06, “Code of public
contracts relating to works, services implementing directives 2004/17/EC and 2004/18/EC”, are
complied with.
A2A has introduced a system for checking the suitability of companies with the aim of ensuring that
their technical skills and economic and financial position correspond to the requirements of
Legislative Decree no. 163/06.

Territorial distribution 
of suppliers*

27%

1%

72%

27% Other Italian regions

1% EU

0% Non-EU

72% Lombardy
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The main communication and information tool used to purchase goods and acquire services and
works is the tender process. In addition to being published in the Official Journal and the press,
tender notices are also posted on the institutional websites. For example at the beginning of each
year AMSA publishes a preliminary announcement in which it summarises all the public tenders
having amounts exceeding the European Union thresholds that it intends to award during the
following twelve months. When public tenders are not called the announcement is replaced by an
invitation letter that includes the terms and conditions of the tender, in which bids of a purely
economic nature or also including technical matters are requested.
The Group has set itself the objective of creating a unified procedure for pre- and post-assessing
suppliers that will also take into account certificates obtained for quality, environment and safety.
Similar systems are already operative in certain Group companies. For example at the end of each
supply Amsa carries out a supplier assessment process based on administrative quality criteria (eg.
the documentation provided), commercial criteria (eg. flexibility compared to AMSA’s needs) and
technical criteria (eg. that conduct during the contract is consistent with environmental laws and
regulations).
The Group carries out an increasing part of its tender activities using electronic negotiation tools as a
means of increasing transparency in its relations with the supplier system, and these involved more
than 800 tenders in 2009.
Thanks to the development of web areas for suppliers, an initiative which is closely linked to the e-
procurement platform, marketing activities have also been intensified in the direction of suppliers as
a whole, reducing the time required to carry out assessments and qualification, encouraging the
highest level of participation and obtaining the most information possible relating to public tenders.
For each type of tender, assurance is given that the above principles are followed and that everything
from the publication of the procedure to the bid assessment process is carried out in a proper
manner; a guarantee is also given that the proportionality principle is used as a means of achieving
the best technical and economical result in the case of an offer that is economically more
advantageous or made at a lower price. In addition, suppliers are required to abide by anti-mafia
regulations and prefects’ provisions.
A customer care channel is also included on the website to assist and as needs be follow suppliers
through the registration process. In addition, a further supplier assessment is being finalised which will
use a “Vendor Rating” procedure under which the Group’s functions will gather additional
information concerning the conduct of suppliers in providing the service or supply.

Quality policies and certifications required
A socially responsible business cannot limit itself to protecting the environment and ensuring the
safety of its personnel, but must also constantly monitor the environmental policies and employee
working conditions of suppliers who organically form part of the value chain and of all the other
parties involved in the tender.
A self-regulation approach is taken throughout the A2A Group with a suitable procedure that borrows
from the principles of European Union laws and regulations and takes account of laws and regulations on
public tenders. As a consequence terms and conditions are prepared together with the respective
agreement formats which in addition to observing general laws and regulations also place emphasis on
matters of law regarding insurance, compensation and welfare, with the aim of avoiding unofficial work
and guaranteeing safety in the workplace in accordance with the requirements of the Code of Ethics.
In response to the introduction of Legislative Decree no. 81 “Implementation of article 1 of Law no. 123
of 3 August 2007 regarding the protection of health and safety in the workplace” (the “consolidated
safety law”), the Group has adopted a procedure disciplining the “Means of managing safety aspects
in subcontracted activities” and has introduced additional controls at all stages of the contract
management process (the call for bids, the awarding process, operational management), as always
with close coordination between the procurement department and the requesting technical
functions.
In tenders to award contracts for works, services and supplies in which there is no requirement for the

More than
800 tenders

called
on the e-procurement
platform
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open publication of the tender itself, communication to suppliers is ensured through an internet
portal to which access may be obtained via the website www.a2a.eu, where all the information relating
to the qualification process may be found. By using this tool suppliers may apply to have their names
included for the various product or service categories. At this stage the supplier is required to
complete an electronic questionnaire which enables the Group to gather not only information
regarding the company’s background and details of a financial and organisational nature, but also
elements relating to quality, environment and safety and the related certifications. The inclusion of
this section in the questionnaire enables the Group to enrich the collection of information that it
needs for carrying out a first assessment of the supplier and conveying a perception of the increasing
importance that quality, environment and safety play in the Group. The Group subsequently
integrates the questionnaires with reports taken from the data base of a specialist statistical research
firm, which determine the level of reliability of the companies/parties by using a rating. The
technological partner managing the platform uses its own customer care staff who help suppliers to
register and follow them step by step throughout the process. At the present moment approximately
9,000 suppliers have been registered.
Increasing emphasis is placed on the requirement for potential suppliers to hold certifications. For
example in Amsa, with all economic conditions being equal, suppliers are selected for tenders for the
transportation and disposal of waste on the basis of whether they hold an ISO 14001 environmental
certificate.

Main types Number of suppliers
of certification certified

ISO 9001 515
ISO 14001 86
OHSAS 18001 23
Other 121

Disputes with suppliers
Disputes with suppliers do not take on specific importance in the A2A Group as a whole, evidence that
relationships are good overall.
Disputes with suppliers are essentially of two types:
• administrative, relating to challenges made by competitors at the calling and awarding stages;
• civil, for disputes arising at the contract management stage, which are therefore raised before the
civil courts.
At 31 December 2009, 56 cases were pending regarding disputes with suppliers over economic
questions or the awarding of tenders, or services rendered by suppliers to Group companies. In
addition there were three pending cases for injury, of which one was fatal (for which however the
Group has no responsibility as this lies specifically with the subcontractor), incurred by employees of
companies to whom the Group had subcontracted the work.

Around
9,000 

suppliers recorded
on the Group’s
website
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The Group’s capillary presence at a local level is one of its historical and strategic features and this
enables it live alongside communities and perceive and respond to their needs with sensitivity. This is
the fruit of a unique experience in providing communities with first necessity services and also of a
solid tradition in institutional relations.
In the wake of this civil and transparent tradition, the Group defines and gives responsibility to
specific persons to act as contacts with the institutions, the communities and the authorities,
ensuring maximum clarity in relations, facilitating the exchange of information and enabling swift
and definitive replies to be given.
The environmental value of the Group’s activities and the possibility for it to contribute to the economic
growth of the communities in which it works are the key points of its sustainable growth policies.
The needs and requests of local residents, the communities and the local administrations are at the
basis of A2A’s support for local initiatives of a social, sporting and cultural nature.

Institutions and communities of reference

The institutions
By means of dialogue with the institutions A2A ensures that the needs of the communities are
satisfied and that there is a constant improvement in the quality of services, including on
environmental and energy matters.
Local authorities and entities are a central point of reference for A2A, given their multiple roles as
shareholders, awarding entities and parties providing authorisation, but above all due to the fact that
their communities are the customers to whom the Group’s services are directed. As far as service
contracts are concerned, A2A puts considerable emphasis on the principle of equality between the
customer and the supplier, ensuring that size, the nature of the shareholder and the restrictions of
maintaining and developing infrastructure do not influence the agreed work.
A2A has a constructive relationship with the authorities in the sector. The Group respects their
requirements and acts as an interpreter of these, putting emphasis on the fact that Group staff should
not carry out any work that might be in conflict and seeking to resolve any doubts in interpretation. In
addition, the Group favours and encourages a transparent and constructive exchange of information
as a contribution to achieving improvements in laws and regulations in the sector.
Continuing in the sphere of the relations between the Group and the sector authorities, A2A took part in
the third national congress of the Italian Energy Management Association - an occasion for getting to
know people and comparing the results of studies, research, experiences and activities carried out in
academic, industrial and public administration environments in the energy and energy policy fields - and
was partner to an initiative which enabled a meeting of the G8 energy ministers to take place in Rome that
was hosted by the Minister for Economic Development as part of the Italian presidency of the G8.
A2A plays an active role in the activities of the trade associations: Assoelettrica (the National
Association of Electric Companies), Federutility (the Federation of Energy and Water Companies),
AIRU (the Italian Urban Heating Association) and ISWA (the International Solid Waste Association). In
France, too, through Coriance, A2A has set up work groups with the associations: Amorce, Atee,
Fedene, Cibe and Via Sèva. Again abroad A2A holds the chair of the Distribution Committee of the
International Gas Union, the most important association in the gas sector at an international level, for
the four period from 2009 to 2012.
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ENERGY IN COMMON
In February 2009 A2A launched the “Energy in Common” magazine that is used for communicating with municipal councils and
local authority entities and sharing and circulating information on best practice in environmental matters and sustainable
growth. This new tool for communication and dialogue involves the administrators, managers and technicians of more than 350
municipalities in sixteen provinces. The magazine comes out every four months and gives ample space to updates of a technical
and regulatory nature and to the most significant initiatives for protecting the environment and improving the quality of the
services introduced by local councils on their own or with the support of A2A. The magazine is sent to three thousand parties
which also include members, managers and technicians of local entities and associations.
With similar objectives, A2A has started up a programme of free of charge conferences and seminars for municipal administrators
and technicians. The programme opened with a cycle of meetings on the question of solar panels, arranged in conjunction with
Enerpoint. Workshops were held in Brescia, Piacenza, Bergamo and Vestone, where attendance was good and appreciation was high.

A2A has been working with the Region of Lombardy to get the Waste Reduction Plan (P.A.R.R.) off the
ground; this is a practical tool whose aim is to involve the various businesses and entities working in the
area in putting a halt to, and turning round, the trend in the production of urban waste.
The A2A Group has also been highly active in a series of activities covering a much broader spectrum. It
was the main sponsor of the 2009 Italian Gas Safety Forum, promoted by the Italian Gas Committee
(CIG) and held on the subject of safety in its various facets: technological innovation, information for
residents, legislative aspects, regulation and technical laws and regulations. The Group took part in and
sponsored the seminar “Evolution in the system of measuring gas”: opportunities and critical matters
for businesses and benefits for all customers”, in which the following met and exchanged their views:
the Ministry of Economic Development, the Electricity and Gas Authority, the Italian Gas Committee
and associations of distributors and businesses in the sector; the aim was to provide a contribution to
the creation of a system capable of providing genuine advantages to residents and new opportunities
to utilities and producers of technologies and advanced solutions. The Group took part in and also
supported the conference “Development prospects for renewable technologies for the production of
electricity”, which was the occasion for presenting the research promoted by GSE and carried out by
IEF (Bocconi University) on the industrial repercussions of the development of renewable sources
forecast for the next few years, given the commitments made by Italy in connection with the EU climate
and energy package.
In conclusion, A2A also took part in the 2009 COM-PA, where it publicised the programme of steps it
has taken to consolidate links with municipal councils and residents and highlighted the initiatives
addressed at the 370 small and medium local municipalities and entities where A2A manages plants
and services closely connected with social development and the environment. Included among the
initiatives presented were the following:
• the energy saving promotion campaign involving three hundred municipalities;
• the magazine “Energy in Common” dedicated to local authorities;
• the Selene telecommunications services for the public administration;
• the experimental opening of energy saving advice counters in ten municipal offices;
• the environmental education programmes in schools.
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The energy sector authorities
A2A maintains relations with the regulatory and antitrust authorities in the sector, namely the
Electricity and Gas Authority and the 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 promoting their interests, playing an active role in the workgroups
created to deal with proceedings in course 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.

Consumer and environmentalist associations
A2A interacts with the majority of the consumers’ associations that belong to the CRCU (Regional
Committee of Consumers and Users) of the Lombardy region and with certain associations existing at
a national level.
Following the signing of the dispute settlement protocol in September 2008, to which A2A is party
together with 16 consumers’ associations, training courses were organised for the people involved in
the settlement procedure in conjunction with the Consumers’ Forum and the Electricity and Gas
Authority, and on 1 February 2009 the agreement was put into practice in experimental form; the
procedure will become definitive in 2009.
The settlement protocol is a simple free of charge tool that ensures that disputes between customers
and the Group can be resolved more quickly and in a more satisfactory manner.
Having a direct relationship with consumers’ associations is a means of keeping constantly in touch
with residents, of becoming aware of any critical matters that may arise in the relationship and of
receiving suggestions, thus enabling any issues to be managed on a much more rapid basis.
Regular meetings are organised with the associations on commercial and technical matters, on
energy efficiency or on anything else that may concern the A2A world.
The environmental associations are A2A’s privileged contacts. They hold this position as part of the
framework of the Group’s commitment to protecting the environment, the land and the ecosystems
of the areas where its plants are located. In 2009 the Group supported a series of events organised by
the environmental associations. Included among these was the “Green Life, build sustainable cities”
project, whose aim is to demonstrate that more sustainable cities can be built by enhancing the value
of urban areas that are capable of looking towards the future or embracing courageous strategies.
Local relations are also at the centre of Amsa’s attention. Collaboration with the institutions, the city
quarter associations and the environmental and voluntary associations is the key for establishing a
direct relationship with residents, entering the streets and quarters of Milan and understanding needs
better, while at the same time being clearer about the reasons why the Group takes the decisions it
does. A good example of this is the contribution given by Amsa to the Environmental League for the
event “Let’s clean the world”, which in 2009 also gave rise to a special section for Milan, “Let’s clean the
world - Let’s clean Milan”; and then again there was the pilot project launched together with the
Ordinary Court of Milan and Comeico that was aimed at involving local institutions in activities
designed to improve the differentiated collection of paper and encourage its re-use.
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Communities of reference
Following the tradition of the companies from which it was born, the A2A Group takes part in and
supports initiatives in the artistic, cultural, social and sporting fields in the field in which it works. All the
companies of the Group have in one way or another contributed to this.
In managing communications the decision as to which opportunities should be sponsored has a
fundamental role, because with all commitments being equal it allows the Group to maximise the
benefits for the local area and for itself.
In view of this in 2009 A2A developed a sponsorship rating project, basing itself on the initiatives that
had just been completed and testing future initiatives. Starting from a consolidated method, this
project ended with the definition of a process enabling the Group to optimise the allocation of the
resources earmarked for sponsorship and hence broaden the potential number of beneficiaries of
the value added in the communities of reference.
On the basis of this project, the communications initiatives were then assessed in four separate
evaluation areas, each with its own relative connotations:

In 2009 the Group’s sponsorships and donations amounted to 3,380,818 euros and 1,581,030 euros
respectively. The graphs presented provide an analysis by type of the sponsorships and donations
made by A2A S.p.A., excluding Amsa and Ecodeco.

Inoltre A2A ha contribuito alle attività delle Fondazioni; in particolare per il supporto delle Fondazioni
AEM, ASM e AMSA partecipa per complessivi 3,4 milioni di euro. 

The Foundations
An important tool that the Group uses for promoting and supporting educational, involvement and
awareness programmes is represented by the Foundations. These are private not-for-profit entities
that have funds at their disposal which may be used for cultural, educational, social or scientific
purposes or for other forms of public benefit.

Utopic Recreational Practical Critical

• Creativity/design • Entertainment • Solidity/stability • Reflection
• Innovativeness • Sharing • Effectiveness • Responsibility
• Modernity • Closeness • Objective quality • Social commitment

A2A sponsorships

16%

47% 19%

18%

16% environmental initiatives

19% sporting initiatives

18% social initiatives

47% cultural initiatives

A2A donations

8%
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86%

8% charitable

6% social

86% cultural
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THE AMSA FOUNDATION
Amsa is a complex and dynamic organisation. Whatever it does is always under the eyes of residents, who are displaying an
increasing commitment towards environmental topics. As time passes this commitment has been converted into a thirst for
information about the innovations that exist for the benefit and protection of the environment. Due also to the service it offers
the city, Amsa has responded with the birth of the Amsa Foundation for the Environment.
This is a foundation that has a dual scope: to support and spread the civic education required to keep the city clean and to
stimulate the need for the individual to be responsible for the effect that his or her behaviour may have on the environment.
The Foundation involves families, businesses, local institutions, sector associations and not-for-profit organisations that are able
to provide economic and human resources and value to the projects for redeveloping the city. During the first few months of its
existence, by the end of 2009, it had already initiated the following significant initiatives:
• the Street Sweeper project;
• the proposal to Milan schools of an educational project that among other things uses two calendars, a desk calendar and a wall
calendar, to encourage creativity and the awareness in the younger members of our society;
• the production and distribution of eco-sustainable shoppers.

The Street Sweeper project is a social responsibility initiative that is addressed to the residents and businesses of Milan and calls
on people to take personal care of their city by taking the cleaning, order and decorum of a part of the city to heart. The street
sweeper is a significant point of reference: together with his task of keeping the street clean he also carries out a role of
immediate use for residents. Not only because of the practical task he performs but also because he acts as the residents’
representative in contacts with Amsa, the Municipality and the local associations, strengthening dialogue between the residents
and the institutions and the other parties called to look after the topics of general interest in the quarter.

THE ASM FOUNDATION
The ASM Foundation provides continuity to the commitment that ASM Brescia S.p.A., now A2A, has always shown to supporting

cultural, social and welfare initiatives in the Brescia area.
The scope of the Foundation is to be found in article 2 of its bylaws, which states: “The Foundation is a not-for profit organisation

whose aims are exclusively educational, recreational and cultural; of a social welfare and scientific research nature; and to

promote and enhance the value of cultural initiatives. The Foundation operates on a national basis but may also support

initiatives in the same fields that are carried out by other foundations and/or institutions abroad.”
The ASM Foundation’s activities are geared towards promoting and supporting innovative initiatives and projects that above all regard:

• the needs of a city that is growing old, with the objective of encouraging activities in which the elderly may take part;

• the inconveniences of a city that is changing, with studies, research and actions being undertaken as part of the various new

requests that the city expresses;
• collaboration with a city that is evolving, with the aim of promoting and encouraging residents to take part in the occasions of

cultural life.

THE AEM FOUNDATION
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 historic energy company of the Municipality of Milan, in the Lombardy region. Amongst
its 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 important activities is to
protect, preserve, safeguard and enhance AEM’s historical, architectural and cultural assets.
Of great educational interest is the headquarters of the AEM Foundation, the “House of Energy”, a place of communication
dedicated to energy and open to residents of all ages. Skilled technicians work in the building, providing energy advice and
occupying themselves with educational and museum-style exhibitions, conferences and training courses and communications.
All activities which have the unique mission of providing information and heightening people’s awareness of matters relating to
the intelligent and sustainable use of energy.
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THE ENERGY LAB FOUNDATION
EnergyLab was set up in Milan in September 2007 from the opportunity arising to be able to combine together the universities,
the research centres, the institutions and the Lombardy companies working in the sector in order to promote and support
research, development and innovation in the energy and environment sector and to spread increased knowledge about energy
and environmental themes and issues to the public at large, the organs of information and a wide variety of social parties.
Set up as an investment foundation (Fondazione di Partecipazione) it has as founding partners the Region of Lombardy, the
Catholic University of the Sacred Heart, the Milan Polytechnic, the Bicocca University of Milan, the Luigi Bocconi Business
University, the Milan University of the Studies, the AEM Foundation and the Edison Foundation.
More specifically, the Foundation’s activities may be separated into three distinct areas:
• the divulgation area, which has the scope of spreading knowledge and skills in the energy sector that allow competitiveness to
grow while respecting the environment and the local area;
• the projects area, whose scope is to give encouragement to the research skills existing in its network in order to facilitate access
to public and private regional, State and European funding;
• the services area, which goes into further detail with the initiatives developed by the other two areas on questions of energy
saving and safety, providing products and services to residents, the elderly, schools, professionals in the energy field and
municipal administrations.

Local area initiatives
The A2A Group supports local initiatives using a wide variety of types of intervention, from the most
consolidated to the most innovative.
In the social sphere the following steps have been taken:
• collaboration with the Association for Aid to Young Diabetics, which acted as a contribution to giving
greater value to the anniversary of World Diabetes Day promoted by the United Nations by lighting
the fountain in Piazza Castello in Milan in blue;
• support for the Pink Ribbon Campaign, with Palazzo Marino and the Mobile Unit of the Italian League
for the Fight against Cancer (LILT) being lit up in pink; it was possible for women to have a free breast
cancer check at the latter;
• an ambulance was donated by Ecolombardia4 in conjunction with the Municipality of Filago and
various other councils of the Bergamo “isle” to cover the needs of all the municipalities in the “isle”.

In a mixed social and service environment Amsa recruited more than 5,000 snow shovelers in 2009
under a capillary campaign in which all residents were informed of the possibility of making use of
additional staff on extraordinary occasions under the “work coupon” system of payment set up by the
Biagi Law. Amsa was the first company to introduce the system in the services department which
enabled it to respond to any needs dictated by emergencies and to hire youngsters, laid-off and
redundant workers and immigrants at short notice and reduce the formalities for accessory work
required by both parties. Another change has been the circulation in five languages - Italian, English,
Spanish, Arabic and Chinese - of the possibility of extending the work experience to the increasing
number of foreign people living in Milan.
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HELP FOR THOSE FIGHTING FOR THEIR LIVES
The solidarity of A2A has also been taken to distant lands. The “More water, more life” project has been launched through the
Ecodeco subsidiary Bergamo Pulito to build artesian wells and distribute drinking water in densely populated areas in the
territory of the Maxixe mission in Mozambique. This initiative taking place through the coordination of the religious community
of the Fathers of the Congregation of the Holy Family of Martinengo (Bergamo) expresses the humanitarian commitment made
in Africa to improve the living conditions of peoples who are still far too heavily affected by situations preventing a normal
dignified development of their future. Following the construction of three wells, the handing over of a boring drill as an incentive
to start-up local craftwork businesses was another important step in a solidarity initiative that sees the involvement of other
Italian companies.

The A2A Civil Protection Group was involved following the earthquake that struck Abruzzo; the A2A Civil Protection Volunteer
Group, together with the Lombardy Region Crisis centre, sent a group of volunteer technicians to the region who are experts in
reinstating electricity, gas and water lines. The work they performed related mainly to reinstating electricity lines: the 30 A2A
workers, accompanied by another 4 workers sent by the Department of Civil Protection, gave their contribution to providing
lighting and water services for displaced persons.
The A2A Civil Protection Group was also actively involved in the Haiti earthquake; following an inspection carried out in January
2010 certain checks are currently taking place to obtain solar panels to install on the roofs of the seminary in Port au Prince, an
area where the field hospital of the National Alpine Association of Bergamo will be set up and which is equipped with a red zone
for emergencies and a series of specialist clinics. In addition contacts are taking place with the NGO Intersos for the despatch of
personnel and equipment that may be used to set up a refugee camp for 2,000 people at Leogane.

Included among the initiatives of a cultural nature that are worthy of a mention is the decision by
Ecodeco to set up the Ecomuseum in Belgioioso in the province of Pavia in cooperation with the
Belgioioso council. Funded in part by the Lombardy region the project will make a centre of excellence
out of Belgioioso and its castle, concentrating on environmental themes and university research into
the waste cycle and sources of alternative energy.
The “Ex...change of season, Santa Lucia toys” initiative was one of the many projects of an
environmental nature; this allowed children to swap unused toys that are still in good condition. And
then there was “Waste where are you going?”, which was aimed at making people aware of
differentiated waste collection; this was organised by the Migrant Centre association and the Brescia
Centre civic initiative group “Brescia open and supportive”, in conjunction with the Municipality of
Brescia Social Services Department, Acli Bresciane, the Workers’ Christian Movement, Aprica S.p.A.,
the Environmental League and Conast.
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THE “LET’S REDUCE WASTE IN THE CITY” PROJECT
The Region of Lombardy and A2A, together with Aprica, have put forward a study for identifying the most useful measures that
can be taken to reduce waste, choosing Brescia as the pilot city. Thanks to the support of the municipal council testing will begin
in 2010, divided into six steps; it will be possible to repeat this in those cities of Lombardy which are part of the Action Plan for the
Reduction of Waste (PARR).
Two specific approaches have been identified:
• upstream, reducing the potential quantity of waste by modifying production in order to generate cleaner products that last longer;
• downstream, reducing the quantity of waste produced by consumers.
Reduction of packaging
In order to reduce packaging, the aim is to provide suggestions for making changes to present consumption models and
enhancing the value of those that are more sustainable. For example, by purchasing detergents “on tap” in rechargeable bottles
and unpackaged foodstuffs it is possible to reduce shopping costs and the quantity of packaging which has been paid for and has
to be thrown away. Thanks to an agreement between the Region of Lombardy, the Municipality of Brescia, A2A and the two retail
chains Simply SMA and Coop, nine new distribution points for the distribution of “on tap” products have progressively been
opened since January 2010 where it is possible to continue using the same container.
Distribution of unsold foodstuffs
According to Coldiretti, the association of agricultural businesses, 240 thousand tonnes of foodstuffs having a value of over one
billion euros remain unsold at sales points; this could provide 600,000 people with three meals a day for a year.
This explains why another decision, one taken by the supermarkets Simply SMA and Coop to reduce packaging, should also be
noted: that of handing over unsold food products to voluntary organisations free of charge; these organisations then arrange for
the distribution of the products to the more needy, in accordance with the so-called “Good Samaritan” Law (no. 155/2003 and
Legislative Decree no. 460 of 4 December 1997). This decision will also make an effective contribution to reducing the quantity
of waste and hence have an environmental impact on the city. Coop already introduced this initiative in November 2009,
donating food to certain organisations in Brescia: the Casa Gabriella reception centre, the San Vincenzo De Paoli Association and
the Il Calabrone social cooperative.
SIMPLY SMA has on the other hand entered an agreement with the Cauto not-for-profit cooperative in Brescia for the recovery
of food through social canteens.
Washable nappies
Disposable nappies are one of the types of waste that has the greatest environmental impact: they represent over 15% of non-
recyclable waste and 4% of the total of household waste. For one baby alone the use of washable nappies would mean avoiding
the need to dispose of 6,000 used nappies in its first three years of life.
Domestic compost
Organic waste makes up 30% to 40% of household waste. Composting enables the volume of domestic waste to be significantly
reduced. It would be enough for 3,000 families in Brescia to begin compositing in order to reduce organic waste by
approximately 450 tonnes a year and at the same time produce an excellent fertiliser for the garden, the vegetable garden and
house plants. The Region of Lombardy, the Municipality of Brescia, A2A S.p.A. and Aprica are promoting the “Let’s compost well”
campaign to encourage this practice and are also doing so by enabling families resident in Brescia to purchase a composting kit
that also contains a simple guide and a lesson on the subject at a subsidised price.
Shopping using cases
Purchasing fruit and vegetables (better if biological), flour, milk and cheese products directly from the producer in returnable
cases means having higher quality at a lower cost. The adoption of the “short chain” by 5,000 families in Brescia is enabling over
200 tonnes a year of useless packaging to be avoided.
In addition, direct purchase from producers promotes local quality agriculture and encourages conversion to biological
production.
Re-use days
Re-use days are an intelligent way of carrying out a useful and entertaining exchange. New life can be given to furniture, fittings
and bulky articles by putting them at the disposal of anyone who needs them.
Widespread throughout Europe, these initiatives are successful because they enable two different requirements to be satisfied:
that of finding room at home and that of finding items at no cost that still have a value and can be beneficially re-used. Assuming
that the residents of Brescia manage to recover 7.5% of bulky articles on re-use days, a reduction of 450 tonnes is achieved.
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ECOKIT 
In 2009 A2A committed itself to carrying out a mass energy saving awareness campaign, aimed at families and based on the
promotion of low consumption devices: compact fluorescent light bulbs and water flow reducers. The objective of this
campaign was to cover all the local areas served and test new activities having a national impact by distributing ecokits free of
charge to households and selling low energy consumption products at reduced prices to the public through agreements with
large-scale retail chains.
The free kit was made up of 3 low consumption light bulbs, 3 tap flow reducers and 1 shower flow reducer, accompanied by a
guide containing advice on how to avoid domestic wastage. A total of 516,000 ecokits were distributed during the year in 275
municipalities, with a letter being sent to each home: one resident in two joined the initiative. The councils and municipalities
involved welcomed the initiative favourably, giving it their patronage and support in communications to residents.
In addition, thanks to Philips and in collaboration with Esselunga and Upim, A2A made a further 224,00 low consumption light
bulbs and an extra 48,000 kits (low consumption light bulbs and flow reducers) available at knock down prices. Both initiatives
form part of the Energy Efficiency Allowances mechanism regulated by the Ministerial Decree of 20 July 2004.

Involvement of residents by means of plant visits
The annual opening of production areas on “Open Plants” day achieved a large turnout this year too.
The presence of students was also important; represented at all scholastic levels, they had the
possibility of gaining first hand knowledge of A2A’s local industrial plants. The initiative confirmed its
considerable use in creating awareness about energy, environmental and energy saving matters. The
graph provides an analysis of the visits organised by A2A.

The Ecodeco group also took part in this initiative, involving its sites at Filago (Bergamo) and
Corteolona (Pavia). At Filago the day was the occasion for inaugurating the restoration of the bell
tower, supported by Ecolombardia4, a subsidiary of Ecodeco, in conjunction with the municipal
council. At Corteolona the occasion saw the presence of the mayors of the lower Po area and their
representatives for the presentation of the project for the new “Power station for the production of
energy from the residual portion of waste after differentiated collection”.

Environmental education initiatives
A2A provides precise and constant environmental education that is addressed to a wide variety of
residents. There were many initiatives in 2009, including the Contagio Project which is aimed at raising
the awareness of students and families about the sustainable use of resources; the School and
Ecoschool Web Projects for environmental education in the schools of Milan and Pavia respectively;
support for the Get to Know Energy programme on Bergamo TV; and the Green Quiz competition for
the schools of Brescia which is a television news programme produced by the primary school children
of the municipalities where Aspem provides water and waste services.

Total number of visitors 
to the Group’s plants: 30,075

9%

62%

10%

13%

6%

9% Open Plants

13% House of Energy

62% Schools-Universities

10% Delegations
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THE CONTAGIO PROJECT
The ContAgio project was started up in November 2008 by A2A and the Cauto Cooperation with the contribution of the Cariplo
Foundation and has the objective of raising the awareness of students and families about the sustainable use of resources. The
project concentrates on a pilot area that consists of ten Brescia municipalities: Roè Volciano, Sabbio Chiese, Vestone, Vobarno,
Nuvolera, Bedizzole, Botticino, Bovezzo, Prevalle and Rezzato. In 2009 the first five municipalities were involved in school
activities, with classroom presentations being made to ten forms of primary and first grade secondary schools, an opinion poll
carried out on household energy habits, a final party arranged for pupils and teachers, a show presented for families preceded by
the results of the opinion poll and a travelling open-air exhibition held on environmental sustainability.
The exhibition, entitled “I wish I had thought about it before”, is composed of eight large panels which by means of high-impact
images represent the risks our planet is running as a result of man’s environmental negligence. Each image is accompanied by a
totem that in simple terms recalls what each of us can do in our daily lives, from separating waste to using public transport, as a
means of protecting the future of the earth and the next generations.
At the same time A2A organised a specialised tutor-based course on energy saving from March to June (110 hours), using
university lecturers, outside professionals and technicians of the Group and the Cauto Cooperation. The course was open to all
students with high school certificates and university students resident in the province of Brescia and was provided free of charge
to encourage the spreading of environmental skills throughout the local area, and at the same time to enable the young
participants to acquire new tools for achieving success in dealing with the work environment.
Ten of the youngsters taking part in the course were given the responsibility of presiding over the energy saving information
counters set up by A2A at municipal offices from December onwards in collaboration with the local councils. These counters
have been set up on an experimental basis and will continue for a period of three months in order to assess the interest that
families have in them. The programme will come to an end in 2010.
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ECOSCHOOLS IN NETWORK IN THE PAVIA AREA
By means of an agreement an information network was made official in school year 2008/2009 aiming to raise the awareness of
the new generation about environmental matters and the concept of sustainable growth.
Ecodeco supported the production of a publication that gathers together the most significant work carried out by the schools
in the network on the topics of waste prevention and management, water as a common asset that must be safeguarded and
energy saving.
The main objectives of the project, which also saw Ecodeco take part at a round table on “Waste Management in the Province of
Pavia” with the Provincial Department for the Environment and operators in the sector, were the following:
• the consolidation of a sense of loyalty to the school community and the local area;
• the awareness that also small daily actions can contribute to an improvement in the environment.

ENVIRONMENTAL EDUCATION IN MILANESE SCHOOLS
Amsa has set up a project on environmental education addressed to Milanese schools that is divided into initiatives in the city and
initiatives in the schools and aimed at pupils of all kinds and levels and their teachers. The objective of this project is to create an
initial collaboration relationship with “tomorrow’s citizens”.
Over fifty schools, Milanese and non-Milanese, joined the Schools Project in 2009, with a total of 215 classes participating.
Included among the initiatives were the following:
• the section dedicated to the project on the Amsa website;
• the website www.dovelobutto.net dedicated to differentiated collection;
• the educational models prepared together with the Municipality of Milan including learning paths and “Amsa goes to school”
meetings, with the Milanese Ecological Guards teaching pupils about differentiated collection and correct environmental behaviour;
• the distribution in Milanese schools of “The unsupportable weight of waste”, an information leaflet on the waste cycle
addressed to pupils in the elementary and middle schools and prepared in conjunction with the Environmental League;
• visits arranged to the “Product life cycle” show/exhibition at the “Leonardo da Vinci” Science and Technology Museum.
Another learning tool is the notebook distributed to all pupils taking part in educational initiatives for schools. This notebook,
prepared in three different versions, hides between its covers precious information on differentiated collection and the means
of transporting waste. Nine versions of the notebook are being planned and these will be handed out to pupils visiting the plants
or attending the public fairs and events at which Amsa is present.
In addition Amsa is working on two detailed volumes designed for teachers. The first is dedicated to packaging. All the individual
consortia for recycling and recovering the various materials will be involved in the project. The second analyses the question of
waste from a historical standpoint. From ancient Rome to the present day: the problems, the innovations and the solutions
found by man in millennia of history.
Amsa is also collaborating with the cinema schools of Milan to produce advertising spots and short films aimed at a specific
target, adolescents. This is a series of “progress” films designed to make the age group aware about matters concerning respect
for the environment and a clean city.
It should also be remembered that Amsa takes part in events and shows throughout the whole of the Milan area (A Park in .....
Common, the Green Race, the Baggio Festival) having the aim of raising the awareness of residents about environmental themes
and involving an increasing number of young people. The vehicles used were the theatrical play “Recycling is a magic trick”, waste
recycling laboratories and a free of charge distribution of information materials and gadgets.
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GETTING TO KNOW ENERGY
With the patronage of the Environment and Ecology and Public Education Departments of the Municipality of Bergamo, A2A
contributed to the production of the Get to Know Energy programme shown on Bergamo TV. The aim of this programme is
informative and to make people aware of environmental matters, in particular energy saving and district heating. In each episode
of the programme either two primary school teams or two secondary school teams face each other on a knock-out basis, leading
to the competition between the four finalists who are awarded the prizes.

THE GREEN QUIZ
APRICA S.p.A. has for several decades assisted in providing environmental education, an activity involving schools of various
levels, in the conviction that encounters of this kind with students are essential for transmitting sustainability principles. Over
the past two years the “Green Quiz” has been organised in the primary and secondary schools of Brescia in conjunction with the
Protection and Preservation of the Environment and Public Education Departments of the Municipality. This is a competition
that was conceived as a means of stimulating the children and making them reflect on environmental issues at home as well as in
their schools.

THE CHILDREN’S TELEVISION NEWS REPORTS ON THE WORLD OF ASPEM
The television news programme produced entirely by children from primary schools in the municipalities served by Aspem has
arrived at its second edition, with reports, interviews and information on water and waste being presented that are useful not
only for the smaller members of society but also for the grown-ups.
Aspem has been active in the educational and schools sector for over ten years, taking part in numerous initiatives for making
youngsters aware about water saving, the environment, differentiated collection and recycling: after the “Lights, camera,
creation!” project and the preparation of a multi-media CD on water, the Aspem television news programme has been capable
of displaying a richer image, one where there is greater “participation”. The children, who come from 14 classes in 7 different
schools, have been able to benefit fully from the informational meetings on water and waste and accompanied by experts in the
sector have carried out laboratory work in which they put questions, raised doubts and expressed curiosities about the world of
Aspem.
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CLIMATE AND GLACIERS. THE EVOLUTION OF GLACIAL RESOURCES IN LOMBARDY
As a means of providing a contribution to the protection of the Lombardy Glacial Heritage, A2A has decided to support the work
of the Italian Glaciological Committee, the EVK2CNR Committee and the Lombardy Association of Regional Councillors, in order
to undertake a study on the evolution of the climate and the response of the glaciers, with specific attention being given to the
situation in Lombardy. The contributions made and the notable results achieved have been collected together in a book entitled
“Climate and Glaciers. The evolution of glacial resources in Lombardy”.
The main results that arose were the following:
• the average thickness decreased by approximately 7m between 1991 and 2003, with an acceleration taking place between 1999
and 2003;
• the total value of the Lombardy glaciers was approximately 5.1 km³of ice in 1991; this had fallen to 4.3 km³of ice by 2003;
• there was a loss of approximately 0.8 km³ of water between 1991 and 2003, corresponding to 8 artificial lakes each of 100
million m³ (the largest artificial lake in Lombardy, the Cancano, contains over 120 million m³).
In terms of recent events, based on data recorded by the automatic station of the University of Milan positioned on the Forni
glacier at 2,800 m it has been observed that 2009 was the year with the most negative glacial balance, with a loss of over 4 m in
water equivalent and with a winter accumulation that was no greater than that of previous winters.

THE INITIATIVES OF THE HOUSE OF ENERGY
The House of Energy is first and foremost a place dedicated to knowledge about energy, ranging from its production to its
rational use and going by way of matters such as safety and energy saving. The recently modernised building contains a
learning/museum-style exhibition with the possibility for visitors to follow an ideal path through the energy world using a wide
variety of equipment; this has mainly been arranged with primary and secondary school pupils in mind.
Today the House of Energy has become an important training and information centre for promoting the culture of energy and
sustainability. Included among the main events hosted by the House of Energy in 2009 was the “Towards Copenhagen,
reflections on climate change between spectacle and science” conference and the “Energy. Information Communication
Training” conference where, for the first time in Milan, the worlds of research, schools, the institutions, business and voluntary
work met each other with the specific commitment to inform, communicate and train residents, and in particular youngsters of
school age, accurately about energy questions.
The House also hosted the presentation of the “Guide to the Energy Certification of Buildings”, produced by Adiconsum (the
Association in Defence of Consumers and the Environment) and the ICMQ (the Institute of Certification and Quality Trademark)
and also supported by the House of Energy/the AEM Foundation as a means of providing households and all interested parties
(condominium administrators, local authorities, the public administration, etc.) with a simple and easily understandable way of
containing energy consumption, thereby reducing the expenses of both families and businesses and safeguarding our
environment.
A2A and the House of Energy also joined and supported the “Against the Grain” campaign organised by Altroconsumo; the aim
of this initiative, which involves all households directly by providing useful advice on saving domestic energy, is to make people
more aware of the responsible use of electricity and gas.
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Retrasm

74.50%
Camuna
Energia

67.00%
Seasm

100.00%
A2A Reti 
Gas

48.86%
ASVT (2)

91.60%
Retragas

32.52%
Società Servizi
Valdisotto 

90.00%
Aspem (4)

21.94%
Acsm-Agam

7.9%
Dolomiti
Energia

23.53%
Metroweb

100.00%
Selene

49.00%
e-Utile

100.00%
A2A Logistica 

The A2A Group at 31 December 2009

(1) The figure of 61.28% refers to the ordinary shares owned by Transalpina di Energia
(TdE). The investment in the company’s share capital amounts to 60%. Edison holds
50% of the investment of Edipower.

(2) Of which 0.38% is held through A2A Reti Gas.
(3) Put and call options exist on an additional part of the company’s share capital.
(4) Put options exist on an additional part of the company’s share capital.

This chart sets outs the main investments held by the A2A Group. Reference should be
made to annexes 3, 4, 5, 6 and 7 for full details of investments.
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Environment numbers
Activities and use of resources - Italy

Production and distribution of energy

2008 2009

Thermoelectric plants High yield natural gas 4,592 5,778
combined cycle

Waste to energy (including biogas) 529 569
Cogeneration plants Fossil fuels 347 291

Waste to energy (including biogas) 569 430
Hydroelectric plants 1,902 2,240
Photovoltaic plants < 1 <1
Total 7,939 9,308

Net electricity produced
analysed by the type of plant and sources - GWh

2008 2009

Cogeneration plants Fossil fuels 762 788
and thermal recovery Waste to energy 661 717
Thermal plants Fossil fuels 276 389

Waste to energy (biogas) 5 2
Heat pumps 3 5

Total 1,707 1,901

Net thermal energy produced
analysed by the type of plant and sources - GWh

2008 2009

Proportion of electricity from renewable sources
(hydraulic, renewable portion of waste, biogas, solar)1 30.9% 29.5% 
Electricity from waste to energy* 13.8% 10.7%
Thermal energy from waste to energy* 39.0% 37.8%

Percentage of net energy produced 
from renewable sources and waste to energy

1 A renewable portion of 51% has been assumed for waste (ref. Ministry of Economic Development Decree of 18 December 2008)
*- Energy produced by the waste to energy and biogas plants as a proportion of the total energy produced by the Group.
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2008 2009

Yield of thermoelectric power stations (natural gas combined cycle) 51.0% 51.5%
Global cogeneration yield of fossil fuel plants 72.9% 79.9%
Average energy saving of cogeneration and fossil fuel plants2 19.0% 22.5%
Average electricity produced by 1t of waste transported 
to waste to energy plants (kWh/t) 819 772
Average thermal energy produced by 1t of waste transported
to waste to energy plants (kWh/t) 463 541

Energy performance

2008 2009

Electricity distributed (GWh) 12,160 11,381
Thermal and cooling energy (GWh) 1,741 1,939
Natural gas (Mm³) 2,095 2,121

Electricity and thermal and gas energy put into the network

2008 2009

Fuels
Natural gas for energy production (TJ) 34,860 43,890
Coal (TJ) 2,743 1,862 
DCO (dense combustible oil) (TJ) 1,312 1,271 
Waste and biomasses (kt) 1,335 1,271 
WDF (waste derived fuel) from external suppliers (kt)     48 21 
WDF from Group plants (kt) 67 96 
Biogas (from Group landfills and purifiers) (Mm³) 39 41 

Thermal energy (MWh) 156 186

Electricity (MWh) n.d. 116,336

Water consumed (thousands of m³)
From aqueducts 501 569
From wells 4,385 3,615
From surface water bodies 33 88

Surface water derived for the production of electricity
and fully returned (thousands of m³)
Hydroelectric production 2,324,399 2,363,990
Thermoelecric production 437,754 390,124

Vehicle fuel for production, transportation and distribution (GJ )
Petrol 12,155 12,608
Diesel 19,611 20,072
Methane 9,806 12,710
Total 41,572 45,390

Chemicals and materials³ - t
Lime and neutralisers 30,342 28,426
Ammonia (solution) 5,569 4,820
Cement, sand and inert materials 2,287 2,213
Urea (solution) 2,080 1,885
Sodium hydroxide solution 1,631 1,158
Active carbons 1,066 838
Mineral acids 706 716
Additives/water conditioners 227 252
Sodium chloride 109 94
Oils and lubricants 82 59
Odourisers 49 50
Technical gases (nitrogen, CO2, hydrogen) 30 49
Other (various) 28 15

Resources used for the production of electricity and thermal energy and for the 
distribution of energy and gas

2- This indicator has been calculated by referring to the methodology described in resolution no. 42/02 of the Electricity and Gas Authority; the formula, initiated for use with indivi-
dual plants (IRE ), has been applied to the total of all A2A’s plants taking into consideration overall production and consumption.
3- Certain data for 2008 differ from those included in the previous Sustainability Report due to a reclassification of chemical product categories
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Integrated waste cycle

2008 2009

Urban waste collected 1,312,661 1,280,461
Special waste collected and transported 629,718 610,380
Intermediate special waste 29,532 4 22,190

Quantity of waste collected - t

2008 2009

Vehicle fuel - urban waste collection and sweeping - GJ
Petrol 393 3,610
Diesel 283,852 290,791
Methane 75,668 79,722
Electricity 120 162
Total 360,033 376,293

Electricity (MWh) n.d 18,284

Water consumed - plants 6 (thousands of m³)
From aqueducts 14 17
From wells 145 166
From surface water bodies 0 0

Resources used for the integrated waste cycle

Bergamo 33,246 50.2% 32,301 50.4%
Brescia 56,056 40.3% 55,131 40.2%
Milan 264,043 35.2% 254,036 35.7%
Varese - - 20,430 47.4%
Total/Average 353,345 37.0% 361,898 37.8%

Differentiated waste5

Quantity Differentiated Quantity Differentiated
collected (t) collection collected (t) collection

2008 index 2009 index
2008 2009

4 The figures published in the previous Sustainability Report relating to special waste in 2008 have been adjusted: the waste relating to businesses situated in municipalities where
there is also a collection of urban waste had been omitted for the collected and transported special waste; the intermediate special waste also included the intermediate urban waste.
5- The figures refer only to municipalities that are also provincial capitals; the quantity collected and the differentiated collection index have been calculated on the basis of the recom-
mendations of the Region of Lombardy, namely also including the portion of bulk waste sent for recovery.
6- The figure for water used for urban waste collection and street sweeping will be reported from next year.

*  The change over 2008 is mainly due to the reduced working of the pre-selection of the Silla 2 waste to energy plant and the Maserati Light plant

7- All waste entering the Group’s plants has been considered
8- The 2008 figure for the Cavriana landfill published in the previous Sustainability Report has been adjusted 

2008 2009

Waste to energy plants 1,449,480 1,387,771
Landfills8 621,873 585,659
Bio-dessication plants and WDF production 405,835 390,479
Other material recovery plants 571,633 397,805
Dust inertisation plants 13,492 13,747
Total 3,064,321 2,777,470

Waste treated by Group plants by type of plant 7 - t

*
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*  The change over 2008 is due to the entry of ASPEM because as far as the distribution in the Varese area is concerned it is not possible to distinguish the volume of network losses
from that of the water not accounted for and accordingly both are considered as losses.

*    The change over 2008 is due to external factors such as the concentration of pollutants on entry, rainfall and air temperature which affect the biological purifying activity 
carried out by the bacterial biomass
** The change over 2008 is due to the start-up of a pollution removal department at certain purifiers

*  The change over 2008 is due to the start-up of the removal of the nitrogen and phosphorus in certain purifiers

Technical data 2008 2009

Wells (no.) 191 273
Springs (no.) 308 298
Drinking water plants (no.) 81 64
Total network length (km) 5,183 6,086
Water supplied (Mm³) 98 110
Water withdrawn (Mm³) 140 164
Network losses* (Mm³) 33 44
Drinkability analysis - samples (no.) 14,226 17,616
Drinkability analysis - total parameters (no.) 191,861 212,597

Analysis per m³of water supplied (no./ Mm³) 1,958 1,934
Network losses 23.5% 26.4%*

Environmental indicators 2008 2009

Procurement and distribution service

Integrated water service

Technical data 2008 2009

Sewerage - Network length (km) 2,588 2,329
Waste water treated (Mm³) 71 75
Purifiers (number) (no.) 69 62
Loads treated - COD (t) 25,844 21,025
Loads treated - BOD (t) 11,766 9,562
Loads treated - total nitrogen (t) 2,473 2,236
Loads treated - total phosphorous (t) 309 335

Removal yield - COD 94% 90%*
Removal yield - BOD 97% 93%*
Removal yield - nitrogen 58% 63%**
Removal yield - phosphorous 57% 74%**

Environmental indicators 2008 2009

Catchment and purification service

2008 2009

Fuels Methane (kSm³) 572 383
Electricity 79,444 97,744
Vehicle fuel Petrol (GJ) 2,451 720

Methane (GJ) 4,221 2,846
Diesel (GJ) 2,233 2,108
Total (GJ) 8,905 5,674

Chemicals Active carbons (t) 65 30
Products in solution
for treating the water (t) 1,902 4,410*
Methanol and organic carbon (t) n.d. 945*

Resources deployed in the integrated water service
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Environmental protection figures and indicators - Italy

Air and climate
Emission of pollutants into the atmosphere

2008 2009

Thermoelectric plants High yield combined cycle 579 583
Waste to energy 377 385

Cogeneration plants Fossil fuels 754 638
Waste to energy 322 257

Thermal plants Fossil fuels (natural gas) 46 61.5
Waste to energy 1 1
Total 2,079 1,925

Total NOx¹ emissions from electricity 
and thermal energy production plants - t/year

2008 2009

Thermoelectric plants High yield combined cycle 0 0
Waste to energy 2.3 2.8

Cogeneration plants Fossil fuels 5.8 5
Waste to energy 1.9 2.8

Thermal plants Fossil fuels (natural gas) 0 0
Waste to energy 0 0
Total 10 10.6

Total dust emissions from electricity 
and thermal energy production plants - t/year

2008 2009

Thermoelectric plants High yield combined cycle 0 0
Waste to energy 2 3,2

Cogeneration plants Fossil fuels 858 570
Waste to energy 9 6

Thermal plants Fossil fuels (natural gas) 0 0
Waste to energy 0 0
Total 869 579

Total SO2¹ emissions from electricity 
and thermal energy production plants - t/year

1-  NOx: nitrogen oxides

1-  SO2: Sulphur dioxide

1-  CO: carbon monoxide

2008 2009

Thermoelectric plants High yield combined cycle 93 101
Waste to energy 89 85

Cogeneration plants Fossil fuels 68 62
Waste to energy 70 47

Thermal plants Fossil fuels (natural gas) 2.5 5.2
Waste to energy 1 1
Total 323.5 301.2

Total CO¹ emissions from electricity 
and thermal energy production plants - t/year
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2008 2009

Thermoelectric plants High yield combined cycle 0.13 0.10
(natural gas)
Waste to energy 0.61 0.59

Cogeneration plants Fossil fuels 0.70 0.60
Waste to energy 0.28 0.25

Thermal plants Fossil fuels (natural gas) 0.14 0.16

NOx emission factors for electricity 
and thermal energy production plants - g/kWh

2008 2009

Thermoelectric plants High yield combined cycle 0 0
(natural gas)
Waste to energy <0.01 <0.01

Cogeneration plants Fossil fuels <0.01 <0.01
Waste to energy <0.01 <0.01

Thermal plants Fossil fuels (natural gas) 0 0

Dust emission factors for electricity 
and thermal energy production plants - g/kWh

2008 2009

Thermoelectric plants High yield combined cycle 0 0
(natural gas)
Waste to energy <0.01 <0.01

Cogeneration plants Fossil fuels 0.79 0.62
Waste to energy <0.01 <0.01

Thermal plants Fossil fuels (natural gas) 0 0

SO2 emission factors for electricity 
and thermal energy production plants - g/kWh

2008 2009

Total dioxins emitted by waste to 
energy plants (gram equivalents)
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Direct emissions of greenhouse gases and ozone harmful gases

2008 2009

Thermoelectric plants High yield combined cycle 1,809,623 2,245,866
Waste to energy* 479,212 508,300

Cogeneration plants Fossil fuels 431,831 359,967
Waste to energy* 457,731 339,692

Thermal plants Fossil fuels (natural gas) 59,825 89,366
Waste to energy 0 0
Total 3,238,222 3,543,191

Total CO2¹ emissions from electricity 
and thermal energy production plants² - t/year

1-  CO2: carbon dioxide
2-  The figures reported are not relevant for the requirements of the 2003/87 Emissions Trading directive
* - Only includes the CO2 emitted by the combustion of the non-renewable portion

* - Only includes the CO2 emitted by the combustion of the non-renewable portion

2008 2009

Thermoelectric plants High yield combined cycle 392 387
(natural gas)
Waste to energy* 777 828

Cogeneration plants Fossil fuels 396 341
Waste to energy 400 325

Thermal plants Fossil fuels (natural gas) 217 226

Total CO2 emissions from electricity 
and thermal energy production plants - g/kWh

2008 2009

Energy production and distribution 2,820 2,900
Integrated waste cycle (collection and urban hygiene) 25,440 26,390
Integrated water service 580 368
General services 599 532
Total 29,439 30,190

Emissions of CO2 from motor vehicles 9 - t

Substance - kg 2008 2009

Sulphur hexaflouride (SF6) 5 116
R134a 568 208
R22 (HCFC22) 268 217
R407C 106 107
R410A 33 51
Methane (CH4) 10 - losses from natural gas distribution networks 24,766,704 29,100,990
Methane (CH4) 11 - from biogas disbursed in the landfill 1,378,828 1,729,839

Other emissions: substances with a greenhouse effect and ozone harmful

9-  The allocation between energy production and distribution and general services has been estimated staring from the total consumption of fuel measured
10- Estimated figure
11-  Estimated figure
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12- Emissions of CO2 connected with the electricity purchased and consumed inside A2A (Scope 2); the mix of primary energy sources is the national average
13- These indicators include the contributions of all the direct pertinent emissions stated in the previous tables

Indirect emissions regard the electricity purchased and consumed inside A2A
The emission factor stated in the APAT Italian Greenhouse Gas Inventory Report 2009 (0.556 t/MWh)

The increase in the GWP is due for the most part to the entry into service of the Gissi power station
The decrease in the AP is due to the overall lower emissions of NOx and the decrease in SO2 emissions by the Lamarmora power station

CO2 - t 2008 2009

Energy production and distribution n.d. 64,683
Integrated waste cycle n.d. 10,166
Integrated water cycle n.d. 54,345
General services n.d n.d
Total 129,194

Indirect emissions of greenhouse gases 12

Indicator 2008 2009

Global warming potential - GWP (tCO2 eq) 3,922,941 4,354,613
Ozone depletion potential - ODP (kgR11eq) 9 7
Acidification Potential - AP (tSO2eq) 2,320 1,927

Global impact indicators 13

Discharges

2008 2009

Discharges into sewers Energy production and distribution 293 579
of which waste to energy 233 239

Integrated waste cycle 130 138
Total 423 717

Discharges into surface water bodies Energy production and distribution 467 387
of which waste to energy 0 0

Integrated waste cycle 1922 1919
Total 2,389 2,306

Industrial waste water - volume discharged (thousands of m³)

2008 2009

Energy production and distribution BOD 1.1 0.45
COD 12.8 9

of which waste to energy BOD 0 0

COD 0 0

Integrated waste cycle BOD 0 0.9
COD 44.2 66

Industrial waste water - polluting loads in superficial 
water bodies for plants required to prepare a PRTR statement (t)
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Waste

Non-hazardous special waste - t 2008 2009

Energy production and distribution 249,019 235,593
of which waste to energy 232,082 222,246

Integrated waste cycle 62,861 103,501
Integrated water cycle 26,581 25,055
General services 103 43
Total non-hazardous waste produced 338,564 364,192

Hazardous special waste - t 2008 2009

Energy production and distribution 68,762 62,194
of which waste to energy 67,632 61,852

Integrated waste cycle 58 181
Integrated water cycle 3 3
General services 2 7
Total hazardous waste produced 68,825 62,386

Special waste (hazardous and non-hazardous) 2008 2009
sent for recovery

Energy production and distribution (excluding waste to energy) 71% 70%
Waste to energy 66% 69%
Integrated waste cycle 3% 2%
Integrated water cycle 86% 88%
General services 71% 56%
A2A Group average 57% 54%
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Net electricity produced (MWh) 268,749
Net thermal energy produced (MWh) 842,604

Fuels (MWh)
Natural gas 398,220
Diesel 4,721
Combustible oil 13,321
Biomass 8,533
Heat (MWh)
from heat exchange 287,468

2009
(the 2008 figures are not reported as the company joined the Group during the year)

Activities and use of resources

Air and climate
Emissions of pollutants into the atmosphere

Discharges

Waste

Environmental data for A2A Coriance - France

Resources used in the production of electricity and thermal energy

NOx 96
SOx 36
N2O 4

Emissions of NOx, SOx, N2O (t)

Non-hazardous special waste (t) 6,901
Hazardous special waste (t) 0
Waste sent for recovery 25 %

Waste t

Cogeneration plants 49,047
Thermal plants 37,973
From motor vehicles 220

Other emissions: substances with a greenhouse effect and ozone harmful
R22 (HCFC22) 0

Emissions of CO2 (t)

Direct emissions of greenhouse gases and ozone harmful gases
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A2A people numbers

Men Women Total % Men Women Total %

Managers 107 13 120 1.4% 120 15 135 1.5%
Middle management 294 82 376 4.4% 330 90 420 4.6%
White collar workers 2,613 986 3,599 42.1% 2,677 1,039 3,716 40.4%
Blue collar workers 4,124 190 4,314 50.4% 4,530 192 4,722 51.3%
Permanent workers 7,138 1,271 8,409 98.3% 7,657 1,336 8,993 97.7%
Short-term contract workers 75 43 118 1.4% 150 47 197 2.1%
Training contracts and work-entry contracts 24 7 31 0.4% 12 1 13 0.1%
Contract workers 99 50 149 1.7% 162 48 210 2.3%
Total 7,237 1,321 8,558 100.0% 7,819 1,384 9,203 100.0%
Of whom with part-time contracts 19 212 231 2.7% 45 237 282 3.1%

Workforce 2008 2009

Men Women Total % Men Women Total %

Abruzzo 50 5 55 0.64% 53 5 58 0.63%
Calabria 0 0 0 0.00% 88 2 90 0.98%
Campania 4 1 5 0.06% 73 6 79 0.86%
Emilia Romagna 12 9 21 0.25% 11 9 20 0.22%
Friuli Venezia Giulia 0 0 0 0.00% 151 2 153 1.66%
Lazio 2 1 3 0.04% 2 1 3 0.03%
Lombardy 7,079 1,271 8,350 97.57% 7,321 1,328 8,649 93.98%
Piedmont 35 16 51 0.60% 28 10 38 0.41%
Sicily 1 0 1 0.01% 0 0 0 0.00%
Veneto 0 0 0 0.00% 17 4 21 0.23%
Abroad 54 18 72 0.84% 75 17 92 1.00%
Total 7,237 1,321 8,558 100.00% 7,819 1,384 9,203 100.00%

Personnel analysed by work location 2008 2009

Fasce di età Managers Middle White Blue TOT % Managers Middle White Blue TOT %
manage- collar collar manage- collar collar

ment workers workers ment workers workers

Up to 30 0 5 293 489 787 9.20% 1 251 217 338 807 8.77%
From 31 to 40 13 79 840 1,212 2,144 25.05% 18 713 563 844 2,138 23.23%
From 41 to 50 60 180 1,610 1,796 3,646 42.60% 55 1,391 1,169 1,184 3,799 41.28%
Over 50 48 127 782 1,024 1,981 23.15% 63 860 768 768 2,459 26.72%
Total 121 391 3,525 4,521 8,558 100.00% 137 3,215 2,717 3,134 9,203 100.00%

Average age 2008 2009

Fasce di età Managers Middle White Blue TOT % Managers Middle White Blue TOT %
manage- collar collar manage- collar collar

ment workers workers ment workers workers

Up to 10 years 62 139 898 1,810 2,909 33.99% 67 816 729 1,548 3,160 34.34%
From 11 to 20 34 104 1,187 1,561 2,886 33.72% 39 938 990 684 2,651 28.81%
From 21 to 30 21 115 1,162 1,031 2,329 27.21% 26 1,114 816 784 2,740 29.77%
Over 30 4 33 278 119 434 5.07% 5 347 182 118 652 7.08%
Total 121 391 3,525 4,521 8,558 100.00% 137 3,215 2,717 3,134 9,203 100.00%

Workforce 2008 2009
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Men Women Total % Men Women Total %

University degree 453 222 675 7.89% 491 250 741 8.05%
High school certificate 1,554 104 1,658 19.37% 2,433 697 3,130 34.01%
Professional qualification 1,433 713 2,146 25.08% 772 119 891 9.68%
Compulsory schooling 3,797 282 4,079 47.66% 4,049 301 4,350 47.27%
Not available* 0 0 0 0.00% 74 17 91 0.99%
Total 7,237 1,321 8,558 100.00% 7,819 1,384 9,203 100.00%

Educational qualifications 2008 2009

Men Women Total Men Women Total

Managers 7 0 7 10 1 11
Middle management 9 4 13 17 5 22
White collar workers 30 24 54 70 27 97
Blue collar workers 219 18 237 66 0 66
Permanent workers 265 46 311 163 33 196
Short-term contract workers 68 26 94 201 48 249
Training contracts and work-entry contracts 9 0 9 4 8 12
Total 342 72 414 368 89 457

Hiring in the year by category 2008 2009

* Figures not available for A2A Coriance

*  calculated as: (leavers)/(workforce at 31.12.2009)

*  calculated as: (leavers)/(workforce at 31.12.2009)

Men Women Total Men Women Total

Retired 141 9 150 66 8 74
Voluntary termination 231 43 274 61 16 77
Deceased 22 0 22 8 0 8
Dismissals 48 12 60 19 3 22
Other (eg. end of short-term contract) 0 0 0 145 31 176
Total 442 64 506 299 58 357
Staff turnover rate* 6.11% 4.84% 5.91% 3.82% 4.19% 3.88%

Contract workers 2008 2009

Up to 30 31-40 41-50 Over 50 Total

Retired 0 0 0 74 74
Voluntary termination 22 22 11 22 77
Deceased 0 0 5 3 8
Dismissals 11 5 3 3 22
Other (eg. end of short-term contract) 64 48 36 28 176
Total 97 75 55 130 357
Staff turnover rate* 12.02% 3.51% 1.45% 5.29% 3.88%

Leavers in the year 2009
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Key: The table only includes accidents indemnified by INAIL; accordingly those not recognised, those within the waiver threshold and medication are excluded.
FI = frequency index (no. of accidents x 1,000,000 / hours worked)
SI = seriousness index (no. of days absence x 1,000 / hours worked)
OI =occurrence index (no. of accidents x 1,000 / workforce)
Accidents while travelling: accidents which occur on the way to and from work (in any case outside the hours of work)
* = the figures do not include A2A Coriance

Note: * working days per employee are calculated on the basis of the average workforce in the year in question

No. of accidents (excluding while travelling) 82 73 630 692
No. of days absence 2,174 2,577 16,134 15,944
Average duration 26.5 35.3 25.6 23.0
Frequency index FI 13.9 10.4 98.5 108.0
Seriousness index SI 0.37 0.37 2.52 2.49
Occurrence index OI 20.1 18.3 153.1 158.4
Accidents while travelling 40 48 n.d. 83

Accident data* Federutility sector Federambiente sector

2008 2009 2008 2009

Average number of employees 8,645 9,015
Total working days 2,189,342 2,298,825
Per head days of absence on workable days 8.52% 8.00%
Average annual days of absence per head 21.59 20.41

2008 2009

Managers 4,616 4,337 34.19
Middle management 13,503 12,077 32.15
White collar workers 49,301 38,438 13.27
Blue collar workers 19,015 9,596 4.03
Total 86,435 64,448 9.39

Training by category

Category Number of Hours training Average annual hours
hours excluding compulsory training per employee

training

no. of days % occurrence working days no. of days % occurrence working days
per employee* per employee* 

illness 103,677 4.74% 11.99 94,931 4.13% 10.53
maternity leave (compulsory. optional. feeding) 10,669 0.49% 1.23 9,163 0.40% 1.02
trade union leave 16,644 0.76% 1.93 12,071 0.53% 1.34
paid leave (medical visits. etc.) 7,702 0.35% 0.89 10,274 0.45% 1.14
unpaid leave/other leave 4,109 0.19% 0.48 5,156 0.22% 0.57
other absences (wedding leave. study leave. etc.) 22,211 1.01% 2.57 31,702 1.38% 3.52
local company strikes 1,358 0.06% 0.16 2,188 0.10% 0.24
national strikes 1,938 0.09% 0.22 0 0.00% 0.00
accidents 18,308 0.84% 2.12 18,521 0.81% 2.05
Total 186,616 8.52% 21.59 184,006 8.00% 20.41

Causes of absence from work 2008 2009
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Note: * The per head hours are calculated on the basis of the average workforce in 2009

Total % Total %

Managerial contract 120 1.40% 131 1.42%
Electricity contract 2,615 30.56% 2,869 31.17%
Single water and gas contract 1,146 13.39% 1,298 14.10%
Contratto commercio 262 3.06% 257 2.79%
Urban hygiene contract 3,412 39.87% 4,171 45.32%
Fise contract 695 8.12% 177 1.92%
Chemical contract 208 2.43% 191 2.08%
Other contracts 100 1.17% 109 1.18%
Total 8,558 100.00% 9,203 100.00%

Workers by type of employment contract

2008 2009

Total % Total %

Members of federal organisations 3,723 43.50% 3,898 42.36%
Members of other trade union organisations 1,237 14.45% 1,351 14.68%
Employees not members of trade unions 3,598 42.04% 3,954 42.96%
Total 8,558 100.00% 9,203 100.00%

Membership of trade unions

2008 2009

Total strike Total strike Total strike Total strike 
hours hours per head* hours hours per head*

Brescia. Bergamo. 10,321 2.22 4,324 0.89
Milan (excluding AMSA)
AMSA 11,628 3.26 11,547 3.25
Other areas 0 0 752 1.43
Abroad 0 0 0 0
Total 21,949 2.56 16,623 1.86

Strike hours

2008 2009
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Number of Customers
Type and features of customers and the services provided

2008* 2009** 2008* 2009**

Domestic 1,131,309 1,158,948 876,080 867,948
Other uses 67,788 79,581 203,307 186,166
Total 1,199,097 1,238,529 1,079,387 1,054,114

Type of supply Gas Service Electricity Service

Number of gas and electricity supply points

2008 2009 2008 2009

Km network 7,380 8,074 12,324 12,577
Users connected 1,204,401 1,262,890 1,103,237 1,108,339
Municipalities served 200 211 50 50

Distribution network GAS ELECTRICITY

BRESCIA (Bovezzo-Concesio) 19,505 40.1
BERGAMO 211 2.2
MILAN 1,579 21.98
VARESE 133 2.5
TOTAL 21,428 66.78

DISTRICT HEATING** USERS* (NO.) VOLUME (Mm³)

2008* 2009 2008* 2009 2008* 2009

Municipalities served 107 142 72 72 72 74
Total users 247,153 321,751 168,631 164,799 176,416 178,378
Residents 849,441 1,084,407 652,563 640,154 655,654 858,072

Number of water service users

Aqueduct service Purification service Sewerage service

*   Users may be a single residential unit in the case of independent heating or the whole building in the case of centralised heating.
**A2A Coriance is not included in the figure

*  A2A Energia, Asmea, BASOMNISERVIZI
** A2A Energia, Asmea, BASOMNISERVIZI, Aspem Energia, Camuna Energia

* ASPEM S.p.A. is not included in the figure as it was not included in the scope in 2008

2008 2009 2008 2009

AMSA 8 8 1,438,446 1,432,011
Aprica 76 73 680,011 667,242
Aspem 8 8 107,096 106,926
Total 92 89 2,225,553 2,206,179

Municipalities served Population served

Waste collection service
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Ecodeco 77 466* 1,885 1,759

Municipalities served Businesses served

Integrated waste management service

Lighting points (no.) 185,387 189,701
Lighting towers** (no.) 460 473
Lamp posts* (no.) 112,640 115,188
Suspensions* (no.) 10,665 10,631
Architectural sites lit (no.) 93 93

Public lighting 2008 2009

Traffic light regulators (no.) 710 716
Supports (no.) 10,408 9,728
Traffic light lanterns (no.) 20,991 21,102
Lamps (no.) 62,064 62,390

Traffic lights and videosurveillance - 2008 2009
Municipality of Milan

Security equipment - Municipality of Milan 2008 2009

Television cameras (no.) 728 860
Traffic monitoring (no.) 66 66
Environmental monitoring (no.) 10 10
SOS bollards (no.) 148 148

*  Figures not available for the municipality of Bergamo
**Figure not available for the municipality of Brescia in 2009

*  As a result of the merger of Cavaglià S.p.A. and Fertilvita S.r.l. into Ecodeco the number of municipalities served increased over the previous year by considering all the municipalities
that respond to consortia or mountain municipalities, in addition to those that transport directly to the plants

*  Aspem Energia currently does not offer these services
** Starting from 2008 and for the whole of 2009 A2A Energia has continued with the project making significant investments in replacing the old electricity meters, removing them
from customers’ premises and installing new electronic telereading meters

COMPANY* Increase in electronic Increase in online Increase in automatic
bill activations payments in 2009 readings in 2009

in 2009

A2A Energia +85% +9% -26%** 
ASMEA +48% +8% +51%
BASOMNISERVIZI +57% +18% +73%

Online services

2008 2009 2008 2009

Communication channels with customers and Customer Care
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2008 2009 2008 2009 2008 2009

Call Centers - Service accessibility as a percentage
of the total (in terms of a free line compared to the time  
when the operators are present) 99.9% 100% Nd 100% Nd 100%

Average waiting time on the telephone for end 
customer calls, stated in seconds 91 114 Nd 104 Nd 42

Percentage of successful calls out of the total 97.2% 96% Nd 81% Nd 94%

Call center quality indicators A2A Energia Asmea, AMSA
BasOmniservizi

A2A Energia Asmea Bas SII, ASPEM, 
BasOmniservizi Aspem Energia, 

Varese Risorse

Total number of customers served 336,905 289,891 44,667 52,212 Nd 46,085 / 29,300

Average waiting time at the 
counter in minutes 8.37 14 4.5 7 Nd 9 / Nd

Quality of counters

2008 2009 2008 2009 2008 2009 2008* 2009

Actual level 2008 Actual level 2009

Annual percentage of network under high 
or medium pressure inspected 30% 90% 97.65% 63.80% 100% 100% 66% 100%

Annual percentage of network under low
pressure inspected 20% 70% 81.72% 33.30% 34.50% 84.91% 37% 40%

Annual number of localised losses per 
kilometre of network 0.8 0.1 0.51 0.19 0.11 0.025 0.19 0.03

Annual number of localised losses reported 
by third parties per kilometre of network 0.8 0.1 ND ND ND 0.399 0.11 0.05

Conventional measurement of the degree 
of gas odourisation per thousand end 
customers 0.19 0.5 0.5 1.12 7.68 0.556 1.11 7.16

Number of end customers with period of 
notice greater than or equal to 3 working 
days for interruptions with notice / / ND ND ND 40,991 280 420

Number of end customers with period of 
notice less than 3 working days for 
interruptions with notice / / ND ND ND 5,058 135 71

Gas technical quality

Base Ref. Milan Brescia Bergamo Milan Brescia Bergamo
level level

* The Aspem Group was not yet part of the A2A Group in 2008

Commercial and technical service quality
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Base level Ref. level Milan Brescia Bergamo 

Annual number of calls to the switchboard with arrival 
of the team in < or = 60 min. 90% 95% 94.42% 100% 100%

Gas emergency service Actual level 2009

Time for making estimates for simple jobs 15 working days 97.81% 97.85% 4.5 4.46 

Time for performing simple jobs 10 working days up to 25D 98.80% 97.93% 5.0 5.18 
15 working days over 40D

Time for making estimates for complex jobs 40 working days 88.92% 95.34% 19.0 16.83 

Time for turning on supply 10 working days up to 25D 99.97% 99.91% 4.3 3.97 
15 working days over 40D 

Time for turning off supply 5 working days up to 25D 99.94% 99.89% 3.3 3.33 
7 working days over 40D

Time for reactivating supply following
suspension for default 2 weekdays 100% 99.92% 1.1 1.32 

Compared to the punctuality band for personal
appointments 2 hours 99.83% 99.40% - -   

Specific standards of commercial quality - gas

2008 2009 2008 2009

Type of service AEEG level Services provided within Average time for
the time indicated (%) performing the service

Type of service AEEG level Services provided within
the time indicated (%)

Minimum percentage of requests for complex jobs
completed within the maximum 
time of 60 working days 85% within 60 working days 99.50% 99.61%

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% 91.30%

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% 94.22%

General standards of commercial quality - gas

2008 2009
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Time for making estimates for work on the LV network 20 working days 98.48% 97.64% 6.50 7.34 

Time for carrying out simple jobs 15 working days for LV 99.84% 98.87% 6.89 7.49 
30 working days for MV 

Time for turning on supply 5 working days 99.79% 99.22% 3.05 2.96 

Time for turning off supply 5 working days for LV 99.86% 99.44% 3.19 2.98 
7 working days for MV 

Time for reactivating supply following
suspension for default 1 weekday 99.62% 99.04% 0.22 0.25 

Compliance with punctuality bands for appointments 2 hours not comparable 99.49% - -   

Time for reinstating supply following
a fault in the group on working days between 8.00 am and 
6.00 pm on the LV network 3 hours 86.57% 90.28% 2.15 2.67 

Time for reinstating supply following a fault in the group on
on working days between 6.00 pm and 8.00 am
on the LV network 4 hours 96.51% 97.98% 1.94 2.22 

Time for communicating the result 
of measure group checks 15 working days 99.70% 95.28% 4.75 8.03 

Time for communicating the result of voltage checks 30 working days 100% 90.00% 5.78 16.00 
-   

Specific standards of commercial quality - electricity

2008 2009 2008 2009

Type of service AEEG level Services provided within Average time for
the time indicated (%) performing the service

Type of service AEEG level Services provided within 
LV the time indicated (%)

Minimum percentage of requests for complex jobs
completed within the maximum time of 
60 working days 85% within 60 working days 99.20% 99.66%

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 87.26% 71.83%

General standards of commercial quality - electricity

2008 2009

Type of service AEEG level Services provided within
MV the time indicated (%)

Minimum percentage of requests for jobs on 
the MV network where the estimate was put
at the customer’s disposal within

a maximum of 40 working days 90% within 40 working days 92.53% 91.34%

Minimum percentage of requests to perform 
complex jobs which were completed within a 
maximum of 60 working days 90% within 60 working days 99.21% 99.08%

Minimum percentage of motivated replies to 
written complaintsor information requests communicated 
within a maximum of 20 working days 95% within 20 working days 98.56% 97.76%

2008 2009
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2008 2009 2008 2009

No. of MV customers with more than 3 interruptions
a year in high concentration environments 42 19 7 0

No. of MV customers with more than 4 interruptions
a year in medium concentration environments 0 0 0 0

No. of MV customers with more than 5 interruptions
a year in low concentration environments - 0 15 0

MILAN BRESCIA

Electricity emergency service

High Average

Concentration of environments

Electricity service continuity indicators - Milan

Average minutes of interruption per year for LV users
due to long interruptions without notice 29.09 31.7 30.4 25.0 73.66 76.18 74.92 42

Average number of interruptions per year for LV users
due to long interruptions without notice 1.52 1.55 1.5 1.59 2.99 3.07 3.03 2.32

2008 2009 Two- AEEG 2008 2009 Two- AEEG
year target    year target

average 2008-2009 average 2008-2009

High Average Low

Concentration of environments

Electricity service continuity indicators - Brescia

Average minutes of interruption 
per year for LV users due to long 
interruptions without notice 8.76 9.46 9.1 25.0 28.92 20.89 24.9 40.0 41.68 24.84 33.3 60.0

Average number of interruptions 
per year for LV users due to long 
interruptions without notice 1.5 1.14 1.3 1.22 2.52 1.93 2.2 2.41 3.57 2.68 3.1 4.00

2008 2009 Two- AEEG 2008 2009 Two- AEEG 2008 2009 Two- AEEG
year target year target    year target

average 2008-2009 average 2008-2009 average 2008-2009
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Statement of the level of compliance with GRI guidelines

1 Strategy and analysis
1.1 Chairman's statement 5 
1.2 Key impacts, risks and opportunities 12; 19-20; 29; 31-32; 39-44

2 Organisational profile 
2.1 Name of the organisation 6
2.2 Primary brands, products and/or services 14-19
2.3 Operational structure 20-21; I
2.4 Location of headquarters 11
2.5 Countries where the organisation operates 18 
2.6 Nature of ownership and legal form 11
2.7 Markets served 14-18; 103-106
2.8 Scale of the organisation 14-19
2.9 Significant changes 21
2.10 Awards/prizes received 23; 24; 64; 82; 108; 116
EU2 Net energy output 14-15
EU4 Length of transmission and distribution lines 104

3 Report parameters
3.1 Reporting period 1
3.2 Date of most recent previous report 7
3.3 Reporting cycle 7
3.4 Contact point for questions on the report XXVII
3.5 Process for defining report content 7-8; 36-44
3.6 Boundary of the report 7-8
3.7 Limitations on the scope or boundary of the report 7-8
3.8 Information regarding affiliates 8; 21; 54; 57
3.9 Data measurement techniques and bases of calculations 7; 56; 90; 121
3.10 Restatements of information provided in earlier reports 8; 21; 55; 57
3.11 Significant changes from previous reporting periods 8; 54; 57
3.12 Reference table XXV-XXVI
3.13 External assurance XXIII-XXIV

4 Governance, commitments and engagement
4.1 Governance structure 25-26 
4.2 Indicate whether chairman is also an executive officer 26
4.3 Independent and non-executive directors 26
4.4 Mechanisms for shareholders

to provide recommendations 24; 28; RGS 63
4.5 Linkage between compensation for directors

and top management and performance 26; RGS 48-49
4.6 Conflicts of interest 27; RGS 29-30; 37; 41-42; 62
4.7 Directors’ qualifications 27; RGS 47-48
4.8 Mission, values, codes of conduct and principles 13; 24
4.9 Procedures for identification and management of

economic, environmental and social performance 39-44; RGS 35-36
4.10 Process for evaluating the highest

governing body’s performance RGS 42
4.11 Means by which the precautionary approach or 

principle is addressed 29;32-33;54
4.12 Externally developed economic, environmental and social 

charters, principles or other  initiatives subscribed or 
endorsed 23; 33; 34; 36

4.13 Membership of trade associations 124
4.14 List of stakeholders engaged 36
4.15 Basis for identification and selection of stakeholders 

with whom to engage 36-37
4.16 Stakeholder engagement activities 37-38
4.17 Key topics and concerns raised through stakeholder 

engagement and response 37-38

ECONOMIC PERFORMANCE

DMA EC Disclosure on management 
approach 7-8; 47; 49-51
EC1 Direct economic value generated and distributed 49-50
EC3 Coverage of pension plan obligations 99
EC4 Significant financial assistance received from government 49
EC5 Ratios of standard entry level range compared to 

local minimum wage 95
EC6 Policy, practices and proportion of spending on

locally-based suppliers 121
EC7 Procedures for local hiring at significant locations of operation 91
EC8 Development of investments for public benefit 127-136
EU9 Decommissioning of nuclear power sites N/A
EU11 Average generation efficiency of thermal plants III

ENVIRONMENTAL PERFORMANCE

DMA EN Disclosure on management 
approach 53-56
EN1 Materials used III; XI
EN2 Percentage of recycled materials* III
EN3 Direct energy consumption by source** III; XI
EN4 Indirect energy consumption by source*** III-V
EN5 Energy saving 56-63; III
EN6 Products and services for energy efficiency 

or based on renewable energy 62; 79; 80; 132
EN8 Water withdrawal by source 64-67; III-IV
EN9 Water sources for withdrawal 64-67
EN10 Recycled and reused water 64-67
EN11 Land adjacent or in protected areas 68-69
EN12 Description of major impacts on biodiversity 53; 68-71
EN13 Protected or restored habitats 69-71
EN14 Strategies for managing impacts on biodiversity 68-71
EN16 Emissions of greenhouse gases 74-75; VIII; IX; XI
EN18 Initiatives to reduce greenhouse gas emissions and 

reductions achieved 74-75
EN19 Emissions of ozone-depleting substances VIII-IX
EN20 Other air emissions 72-73; VIII; XI
EN21 Water discharge IX; XI
EN22 Production of waste and disposal method**** 63; X-XI
EN24 Waste deemed hazardous***** X-XI
EN25 Impact on biodiversity affected by discharges of water 69-71
EN26 Initiatives to mitigate environmental impacts 

of products and services 53-85
EN27 Products sold and their packaging materials that are reclaimed N/A
EN28 Fines for non-compliance with environmental laws and 

regulations 55
EN29 Environmental impacts of transporting

products and members of the workforce 75; VIII; XI

* The figure of combustibles deriving from waste is provided
** Reference to calorific values of fuels: Emission Trading regulations
*** Only the consumption (electricity) is reported without an analysis 

by primary source
**** The destination of the urban waste collected is also provided
***** Only quantities of hazardous waste produced
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Key
RCG: Report on Corporate Governance and Ownership Structure - CFS: Consolidated Financial Statements - RO: Report on Operations - CE: Code of Ethics on Operations - CE:
Code of Ethics - Mod 231: Organisational, management and control model as per Legislative Decree no. 231/01

The documents referred to in the key may be found on the website www.a2a.eu

SOCIAL PERFORMANCE

DMA LA Disclosure on management approach 90
LA1 Total workforce by employment type, employment contract 

and region 91; XII
LA2 Turnover by age group, gender and region 92; XIII
LA3 Employee benefits 101
LA4 Percentage of employees covered by collective 

bargaining agreements 99
LA5 Minimum notice period regarding operational changes 99
LA7 Occupational injuries and diseases 96-98; XIV
LA8 Training prevention and risk-control programs 

in place to assist workforce members regarding 
serious diseases 98

LA10 Employee training 92-94; XIV
LA12 Employees receiving performance and career 

development reviews 94
LA13 Composition of personnel by gender and other indicators 

of diversity (eg. disability) 95; XII
Composition of governance bodies by gender and other 
indicators of diversity 25; 27

EU14 Programs to ensure the availability of a skilled workforce 92-94

HUMAN RIGHTS

DMA HR Disclosure on management approach 32
HR1 Operations that have undergone human rights screening 32
HR2 Suppliers and contractors that have undergone screening 

on human rights 32
HR3 Employee training on human rights N/A
HR4 Incidents of discrimination and actions taken N/A
HR5 Freedom of association and collective bargaining 99
HR6 Operations having significant risk for incidents of child labor 32
HR7 Operations having significant risk for incidents of forced labor 32
HR8 Security personnel trained in human rights N/A
HR9 Violations involving rights of indigenous people 32

SOCIETY

DMA SO Disclosure on management approach 30-31
SO2 Business units analyzed for risks related to corruption 30
SO3 Employees trained in the prevention of corruption offences 30
SO4 Actions taken in response to incidents of corruption 30
SO6 Contributions to political parties, politicians and related 

institutions by country 24
SO7 Legal actions for anti-competitive behaviour, anti-trust and 

monopoly practices 31
SO8 Fines and non-monetary sanctions for non-compliance 

with laws and regulations 31

PRODUCT RESPONSIBILITY

DMA PR Disclosure on management
approach 102
PR2 Non-compliance concerning health and safety impacts 

of products and services during their life cycle 118-120
PR4 Non-compliance concerning product and service 

information and labeling N/A
PR5 Customer satisfaction 115-117
PR6 Programs for adherence to laws and voluntary codes related

to marketing 103
PR7 Non-compliance concerning marketing activities 31
PR8 Complaints regarding breach of privacy 31-32
PR9 Fines for non-compliance with laws and regulations 31
EU24 Information provided to clients on the safe use of energy 

and support services 108
EU25 Number of injuries and fatalities to the public including legal 

judgments 118
EU28 Power outage frequency XXI
EU29 Average power outage duration XXI
EU30 Average plant availability factor 111
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