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LETTER FROM THE CHAIRMEN OF THE MANAGEMENT 

We have now reached our third appointment with the Sustainability Report, the tool the Group selected 
for the first time in 2008 as a means of accounting to the people with whom it comes into contact for 
its conduct and performance in terms of Sustainable Growth from an environmental and social and not 
just economic standpoint. 
The year 2010 was characterised by a moderate pick-up in the world economic system, which on the one 
hand saw the emerging countries continue growing at highly sustained rates, and on the other saw the 
more mature economies, such as Europe, begin growing again, although more slowly and with significant 
imbalances between the various countries, some of which are still tackling unresolved crisis risks.
In a difficult situation such as this, our Group continued to pursue its economic objectives successfully, 
without however losing sight of its values and growth model which are based on constant dialogue with 
our stakeholders, emphasis on local economic and social development, respect for the environment, 
the search for innovation and excellence in the quality of our services and relations with our customers. 
These values and this model count without exception for all of the Group’s companies and businesses 
and accompany their process of expansion both inside and outside the country’s borders as we integrate 
with different cultures and local worlds such as in the case of Montenegro, where in 2009 we started up 
a fruitful collaboration with the State energy company EPCG in which we hold a significant investment 
and which we manage.
If we wanted to summarise our Group’s ability to create and distribute wealth in a single number, 
we would note that in 2010 our generated Global Value Added grew by 20% over the previous year 
(calculated on the basis of principles complying with international standards and drawn up in Italy by 
the Social Accounts Group (Gruppo per il Bilancio Sociale - GBS)) and that we distributed around three 
quarters of the 1,644 million euros we produced to our major shareholders (investors, financial backers, 
personnel, the public administration and local communities).
This year we have intensified our commitment to encouraging awareness of the Code of Ethics, the 
Chart of Values and the Organisational Model and their application by all A2A personnel; these tools 
have now been extended to almost all of the Group’s companies, which identify Sustainable Growth as a 
fundamental guiding value. We have taken great strides in setting up an Integrated Quality, Environment 
and Safety Management System for all Group companies, and this will assist us in keeping the tension 
for improving our performance in these areas constantly high.
On an environmental level we have further increased the proportion of energy produced from renewable 
sources, which in 2010,exceeded 36% of the total energy produced by the Group and rose by 7% over 
2009, figures which fully reflect our strategy to diversify and place emphasis on the environment. This 
strategy is increasingly concentrated on the development not only of the hydroelectric sector but also 
the environmental (waste cycle) and district heating sectors, with considerable repercussions in terms 
of the fight against climate change and the reduction of pollution. It is in relation to these commitments 
that we are also presenting for the first time this year in the Sustainability Report the results of a survey 
conducted in 2010 to determine and apply a method within the Group for calculating the avoided 
emissions of CO2 and the energy savings achieved. Continuing on the theme of the environment, we 
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would like to mention the start up of a pilot project to introduce a recharging network for electric 
vehicles in Brescia and Milan, the first year of industrial use of the Acerra waste to energy plant and the 
significant steps taken to improve the environmental compatibility of certain plants.
In terms of customer relations, we have taken measures aimed at an increasingly high level of transparency 
and simplification; the sales companies have directed their work towards redesigning the graphics of bills 
to make them even easier to read and reducing the use of paper tools in favour of electronic ones (the 
bollett@mail service), while the distribution company A2A Reti Elettriche has virtually completed the 
replacement of the old electro-mechanical meters with new electronic equipment which permit the 
tele-reading of the units consumed. And then finally, in order to facilitate out-of-court solutions for any 
disputes that may arise, in 2010 we signed a specific “Settlement Protocol” with the 17 leading consumers’ 
associations which is already fully operational. As recognition for the high level of performance achieved 
by the sales companies in obtaining customer satisfaction, the A2A Group received the Bicsi Energy Prize 
again this year; this is awarded by an independent research institute on the basis of assessments made 
by thousands of customers (households and businesses).
In connection with the valuation of human resources, our Group introduced a performance appraisal 
system in 2010 aimed at optimising career opportunities and professional growth in the Group; this is 
based on a structured, homogeneous process which will gradually be extended to all A2A employees.
As far as relations with local communities are concerned, we confirmed our commitment to supporting 
artistic, cultural, social and sporting initiatives in 2010, especially in the local areas where we operate and 
also through the activities of our Foundations, consistent with our business values. Special emphasis 
was placed on promoting increasingly stimulating environmental education projects with the younger 
members of society, in whom we believe it is fundament to make an investment so as to build the 
foundations for a sustainable future. In conclusion, we look with satisfaction at the development of 
relations with the local and national bodies with whom we have effectively collaborated through a joint 
commitment to programmes directed at mutual objectives, such as in the case of the pilot testing of the 
Action Plan to Reduce Waste carried out in Brescia together with the Region of Lombardy. 
Having maintained our commitments, the projects and results summarised in this report enable us 
to feel satisfied with 2010, a year we will remember on our journey towards building an increasingly 
Sustainable future which we see as our goal and towards which we are working responsibly. Important 
targets we have reached thanks to the daily commitment of all the employees and collaborators of A2A, 
to whom our thanks must go.

The Chairman of the Supervisory Board 
Graziano Tarantini 

The Chairman of the Management Board
Giuliano Zuccoli

BOARD AND THE SUPERVISORY BOARD
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INTRODUCTION

Sustainability is one of A2A’s founding values, taking shape in the ability 
to generate and distribute value in a long-lasting and harmonious manner, 
reconciling the needs of the various people and bodies with whom it interacts: 
investors, workers, local communities, suppliers, customers and institutions. 
An approach that is the result of over one hundred years of history which 
grows and renews itself in the face of new challenges: the liberalisation of the 
markets, the economic crisis, internationalisation, climate change and the rise in 
the collective sensitivity to environmental issues. Underlying this commitment is 
the awareness that the main sectors in which the Group works - the generation 
of energy and heat, the distribution of water, electricity and gas, environmental 
services - have a fundamental impact on the economic wellbeing of businesses, 
the quality of life for the citizen, social development and the safeguarding of 
the environment.

In its very first year of existence A2A introduced the Group Sustainability 
Project, gradually setting up all the main tools for directing and governing 
the decisions which affect the environment and local communities, ranging 
from those regarding corporate governance (values, a code of ethics, specific 
bodies) to those ensuring systematic relations with stakeholders of all kinds 
and those inspiring choices made about quality, environment and safety, and so 
on up to the annual publication of a Sustainability Report which this year has 
reached its third edition.

In publishing the Sustainability Report, A2A has in particular found a 
fundamental means of sharing, enabling all those with whom it comes into 
contact to be aware of and be able to measure the commitment made and 
the practical results achieved by the Group on the matter of Sustainability, 
understood in its economic, environmental and social dimension. 
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The A2A Group’s Sustainability 
Report
The present edition of the A2A Group’s Sustainability Report 
provides a wide ranging set of information on the economic, 
environmental and social performance achieved by the Group in 
2010 by following presentational techniques that are very similar 
to those used to present its business results.
Besides being an essential communications tool, the Sustainability 
Report is a means of planning and management and is used annually 
by A2A management to assess the results obtained and the progress 
expected on Sustainability matters. The fact that the report appears 
on an annual basis enables all the Group’s stakeholders to participate 
fully in the Group’s projects and initiatives, draw up proposals and 
put forward constructive criticism and contribute to strengthening 
the Group’s social responsibility profile.
In the greatest detail possible it contains all the information of 
a qualitative and quantitative nature concerning 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, from sustainable 
mobility to energy efficiency); and for the local social environment 
in its widest sense (from outside collaborators to suppliers, small 
shareholder-investors and local communities).

Methodology
In order to communicate Sustainability clearly and transparently, the 
2010 Sustainability Report has been prepared for the third consecutive 
year in accordance with the standards of the GRI (Global Reporting 
Initiative), to which have been added the disclosures required by 
the Electric Sector Utilities Supplement - Sustainability Reporting 
Guidelines & Electric Utility (RG Version 3.0/EUSS Final Version).
The collection of the information included in this report, which was 
coordinated internally by the Social Responsibility and Environment 
functions and involved all the companies and functions concerned, 
was carried out by filling out a series of pre-determined tables. The 
environmental data were collected through the use of an EMS 
(Environmental Management System) software application which 
tracks, checks and approves all the data requested. By environmental 
data are meant both production data (energy, waste treated, etc.) and 
the data regarding the related effects (waste produced, emissions, 
etc.); the data were collected together into schedules divided into 
sections. The schedules completed by the business representative 
were associated to each Operating Unit (plant or organisational unit).
Certain sections of the report - Group Profile and Economic 

Responsibility - have been taken from the A2A Group’s Consolidated 
Financial Statements. The data presented in these chapters may 
therefore be based on a different consolidation scope and the 
main differences are described at the beginning of each chapter. 
In addition these sections do not include the consolidated data for 
2008 as these were prepared without applying interpretation IFRIC 
12 or using the “net presentation” approach, and as a consequence 
there is no obligation to publish the figures for 2008 and provide 
them as a comparison for those presented for 2009 and 2010.
The report has been subject to external assurance procedures 
performed in accordance with the principles and recommendations 
included in the International Standard on Assurance Engagements 
(ISAE) 3000, the international standard for the performance of 
assurance engagements other than audits or reviews of historical 
financial information, prepared by the International Auditing and 
Assurance Standards Board (IAASB), a body forming direct part of 
IFAC  - the International Federation of Accountants.
The A2A Group’s 2010 Sustainability Report may be consulted on its 
website - www.a2a.eu - in both Italian and English. It is also available in 
a navigable version which enables the document to be read on several 
levels: index, GRI ratios, reference stakeholders.

Reasoning behind the 2010 scoping
Economic responsibility
The scoping used for “economic responsibility” is the same as that 
used in the A2A Group’s Consolidated Financial Statements.

Environmental and social responsibility
Companies consolidated

The companies in which A2A has a holding greater than 50% and 
which are part of the Group for the whole year are consolidated 
(as a result any companies which are bought or sold during the year 
are not considered).
The concept of materiality by impact in environmental or social 
terms is then applied to the consolidated companies identified by 
means of the above criteria in the following way:
•  for environmental aspects: companies having industrial activities;
•  for social aspects: for PERSONNEL, companies having at least 

one employee; for CUSTOMERS, companies having commercial 
activities; for SUPPLIERS, companies which do not hold exclusively 
financial investments.

In the case of companies included in the scope which in their own 
turn hold equity investments, the investments are evaluated using 
the same reasoning (greater than 50%, present the whole year, 
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INTRODUCTION

The following are therefore not consolidated in the scope for environmental and social responsibility: • Assoenergia S.p.A. (in liquidation) 
• A2A Montenegro d.o.o. (financial investment) • Montichiariambiente S.p.A. (immaterial operations) • Ostros Energia S.r.l. (in liquidation)
• A2A Alfa S.r.l. (financial investment) • Proaris S.r.l. (immaterial operations) • Delmi S.p.A. (financial investment) • Mincio Trasmissione 
S.r.l ( immaterial operations ) • SEASM S.r.l. (immaterial operations)
Compared to the scope of the 2009 Sustainability Report, Itradeplace and Retrasm, which were sold in 2010, are no longer consolidated. In 
addition A2A Produzione no longer appears as it has been merged into A2A S.p.A..

A2A S.p.A.  YES YES - YES
A2A Reti Gas S.p.A. YES YES YES YES
A2A Reti Elettriche S.p.A. YES YES YES YES
AMSA S.p.A. YES YES YES YES
ASMEA S.r.l. - YES YES YES
A2A Servizi al Cliente S.r.l. - YES YES YES
BAS - Omniservizi S.r.l. - YES YES YES
A2A Calore & Servizi S.r.l. YES YES YES YES
Selene S.p.A. - YES YES YES
A2A Servizi alla Distribuzione S.p.A YES YES YES YES
A2A Energia S.p.A. - YES YES YES
A2A Trading S.r.l. Caption* YES Caption* YES
Partenope Ambiente S.p.A. Caption* YES - YES
A2A Logistica S.r.l. Caption* YES - YES
Ecodeco S.r.l. YES YES YES YES
Aspem Energia S.r.l. - YES YES YES
BAS S.I.I. S.p.A. YES YES YES YES
Aprica S.p.A. YES YES YES YES
A2A Coriance Sas - YES - -
 Abruzzoenergia S.p.A. YES YES - YES
Retragas S.r.l. YES YES Caption* YES
Aspem S.p.A. YES YES YES YES
Varese Risorse S.p.A. YES YES YES YES
Camuna Energia S.r.l. YES YES YES YES
Plurigas S.p.A. - YES Caption* YES
Coriance Sas YES YES YES YES

* The subject is possibly discussed in a separate caption

 Company name Environment Personnel Customers Suppliers

material from an environmental or social standpoint).
Owned or leased plants are consolidated at 100% if they appear as 
the fixed assets of consolidated companies (eg. the A2A Coriance 
plants). Plants which do not appear as the fixed assets of consolidated 
companies but which are material (eg. the Acerra waste to energy 
plant) are dealt with through the use of specific captions.

Companies not consolidated but included 
in the sustainability report 

Companies in which an interest not exceeding 50% is held or which 
are not part of the Group for the whole year but which are material 
from an environmental and/or social standpoint can be dealt with 
through the use of summarised captions and/or specific sections 
and/or qualitative information (for example EPCG).

Jointly owned plants

Plants in which A2A has a joint holding (which may be less than 
50%) and which are material are consolidated on a proportionate 
basis. As a result, the Mincio Thermoelectric Power Station has 
been consolidated on a proportionate basis at 45% as far as its 
environmental data are concerned.

The following are therefore consolidated  in the scope for 
environmental and/or social responsibility, with columns indicating 
the respective areas of materiality:



•  1st multiutility in Italy for revenues, operating margins and market 
capitalisation

•  Present in the energy, heat and services, environment, network 
sectors

•  Selective international growth in Montenegro, France, Spain,
Greece, United Kingdom

•  In 2010: revenues 6,041 million euros, gross operating margin 
1,040 million euros, employees 9,324
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Profi le of the Group

A2A - The Multiutility Group
The A2A Group was set up in 2008 out of the desire to create a multiutility of a size consistent with 
the challenges dictated by the gradual opening of the services markets, keeping a strict and special 
relationship with the local territory and the system of relations which distinguishes it.
Born out of the merger between AEM, ASM and Amsa, three companies with a history stretching back 
more than 100 years, today the A2A Group is:
•  the leading local Multiutility in Italy in terms of revenues, margins and market capitalisation 
•  an energy player with a customer base rooted profoundly in Northern Italy and a portfolio of assets 

distributed throughout the country;
•  an operator having selected growth at an international level in Montenegro (production and distribution 

of energy), France (cogeneration and district heating), the United Kingdom, Greece and Spain (the 
development of waste treatment plants) and Europe (energy trading).

A2A’s business model consists of a mixture of “green” activities, which represent a growth business, in 
particular through the contribution of activities with high industrial content in the fields of the production 
of electricity from renewable sources (hydroelectric, waste to energy and biomasses) and energy saving 
(cogeneration and network efficiency).
A2A is a joint stock company having its registered office in Via Lamarmora 230 - 25124 Brescia and its 
Headquarters and administrative department in Corso di Porta Vittoria 4 - 20122 Milan.

The Group’s activities

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

Sectors of the A2A Group

Thermoelectric
and hydroelectric

plants

Cogeneration
plants

Collection
and sweeping

Electric
networks

Other services

 Energy
Management

District heating
networks

Treatment Gas networks
Corporate 

services

Sale of electricity
and gas

Sale of heat and
other services

Waste
to energy

Integrated
water cycle

As discussed in the note on methodology, the data presented in this section refer to the scope of the A2A 
Group’s 2010 consolidated financial statements. The data presented in this section include EPCG and 
20% of the plants of Edipower but do not include BAS SII.

Energy

Heat and services

Environment

Network

Other corporate services

Green 
activities are 
growing in A2A’s 
mix
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Energy Sector
The activities of this sector are directed towards the sale of electricity and natural gas on the wholesale 
and retail markets. The support of the commercial areas is assured by fuel provisioning, the scheduling 
and dispatching of the electricity generation plants, portfolio optimisation and trading on domestic and 
foreign markets.
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.
• 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 “more highly protected” market.

The Group produced 12,869 GWh of electricity in 2010 to which should then be added purchases of 
29,741 GWh making a total availability of 42,610 GWh. The Group produced slightly less than the previous 
year. The decrease in thermoelectric production (-870 GWh), caused by a lower load factor at the 
Group’s power stations, was partially offset by the contribution made by the Monfalcone power station, 
purchased from E.ON Produzione on 1 July 2009, and that of the Scandale thermoelectric power station, 
which commenced operations in the second quarter of 2010.
The increase in hydroelectric production, which partially offset the decrease in thermoelectric 
production, is essentially due to the contribution made by the Calabria hydroelectric nucleus which in 
2009 only contributed in the second half of the year.
Purchases of electricity rose by 31.3% compared to the previous year, increasing from 22,644 GWh to 
29,741 GWh.
In addition, there was an increase in brokered electricity, in particular on the foreign markets, while the fall 
in sales to the protected market was fully offset by the increase in sales on the retail and wholesale markets.
As the result of consolidating Elektroprivreda Crne Gore AD Niksic (EPCG), acquired in September 2009, 
on a line-by-line basis from 2010, the A2A Group now has at its disposal an efficient product mix with total 
installed capacity of 6.5 GW, of which 4.4 GW is thermoelectric and 2.1 GW is hydroelectric.

Electricity Sector (GWh)  2009 2010

Net production    13,084 12,869
   - thermoelectric production   9,909 9,039
   - hydroelectric production   3,175 3,830
Purchases  22,644 29,741
Total sources    35,728 42,610
Total usage  35,728 42,610

Total sources  5,608 5,830
   - provisioning   5,479  5,901
   - withdrawals from stocks  -138 -39
   - self-use/GNC  -9 -32
Total usage  5,608 5,830
   - end uses   1,954 1,929
   - thermoelectric uses   1,562 1,320
   - heat uses   98 229
   - wholesalers  1,994 2,352

Gas Sector (million cm)  2009 2010

Clean energy: 
+21% 
hydroelectric 
production

Volumes of gas procured in 2010 totalled 5,901 Mcm, representing an increase of 422 Mcm over 2009, 
while withdrawals from stocks fell by 177 Mcm.
Total volumes for sale to end customers totalled 1,929 Mcm, essentially in line with the previous year.
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Profi le of the Group

The market 
is growing: +14% 
heat sold

Heat and Services Sector (GWht)  2009 2010

Sources  2,672 3,038
   - from plants   1,595 1,738
   - from purchases    1,077 1,300
Heat energy sold*  2,672 3,038

(*) net of losses
Note:
• The figures relate 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.

Environment Sector  2009 2010

Waste collected (kt)*  970 976
Waste disposed of (kt)    2,657 2,763
Electricity sold (GWh)  1,037 1,179
Heat sold (GWht)**  706 907

(*) Waste collected in the municipalities of Milan, Brescia, Bergamo and Varese.
(**) Quantities measured at the mouth of the power plant.

There was an increase of 366 GWht in the sale of heat to end customers in 2010, which was almost entirely 
satisfied by own production or the purchase of heat from A2A Group companies (Amsa and Aprica).

Environment Sector
This sector’s activities relate to the entire waste management cycle, from the collection and sweeping 
of waste to treatment and disposal and the recovery of materials and energy. The sector’s operations 
include the recovery of the energy content from waste through the use of waste to energy plants or 
biogas plants.
A brief description of these activities is as follows:
•  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.

In addition, there was an increase in volumes of gas for sale to wholesale customers, which rose from 
1,994 Mcm in 2009 to 2,352 Mcm in 2010.
As far as thermoelectric uses are concerned on the other hand, the fall in volumes is due to the lower 
quantities produced by the Group’s plants.

Heat and Services Sector
This sector’s activities are mainly directed towards the sale of heat and electricity produced by 
cogeneration plants (especially those owned by the Group). Cogenerated heat is sold through district 
heating networks. The sector also provides a management service for heating plants owned by third 
parties (heat management services) and carries out facility management activities.
A brief description of the sector’s activities is as follows:
•  Cogeneration and district heating: the production, distribution and sale of heat, the production and 

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

•  Heat and other services: the management of heating plants owned by third parties and facility 
management activities.
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In the year in question a total of 976 thousand tonnes of waste was collected, essentially in line with 
the figure for 2009.
The rise of 4.0% over the previous year in the amount of waste disposed of is due on the other hand to 
the increase in the number of hours in which the Brescia waste to energy plant was in service; this plant 
underwent a stoppage for extraordinary maintenance during the first few months of 2009.
For the reasons described above, there was also an increase in the quantity of energy sold (+13.7%) and 
heat produced (+28.5%). 

Network Sector
The sector’s activities consist of the following:
• Electricity networks: transmission and distribution of electricity.
• Gas networks: transmission and distribution of natural gas
• Integrated water cycle: water captation, aqueduct management, water distribution, sewerage and 
purification.
• Other services: public lighting, traffic regulation systems, the management of votive lights and plant 
design services.

+ 4%
waste treated

Network Sector  2009 2010

Electricity distributed (GWh)  11,321 11,375
Gas distributed (Mmc)  2,049 2,255
Gas transported (Mmc)  373 439
Water distributed (Mmc)  70 69

A total of 11,375 GWh of electricity was distributed in 2010, a slight rise over 2009.
A total of 2,255 Mcm of gas was distributed, a rise of 10.1% compared to the previous year, mainly as 
the result of the low temperatures of the winter months which affected the demand for gas for heating 
purposes.
Again as a consequence of the weather a total of 439 Mcm of gas was transported, representing an 
increase of 17.8% over 2009 (373 Mcm).
The volume of water distributed, amounting to 69 Mcm, was in line with the previous year (70 Mcm 
for the year ended 31 December 2009).
The electricity distribution network management activity of the EPCG Group, acquired in September 
2009 and consolidated on a line-by-line basis from the beginning of 2010, is also included in A2A’s network 
sector.
As a whole, A2A owns 8,000 km of low and medium pressure gas networks, 31,000 km of high, medium 
and low voltage electricity networks and 4,600 km. of water networks.

Corporate and Other Services Sector
The following is a brief description of the activities performed in this sector.
Corporate(1): direction, coordination and control activities, such as business development, strategic 
direction, planning and control, financial management and coordination of the Group’s activities; central 
services supporting the business and operations (eg. administration and accounting services, 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.
Other services: activities relating to videosurveillance, data transmission, telephony and internet access.

(1) Includes the Corporate and Market Area Headquarters, the staff of the Technical Operational Area Headquarters and the staff of the offices of 
the Chairman of the Management Board and Chairman of the Supervisory Board. 
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Profi le of the Group

Markets served

Size of the organisation

International 
growth:
A2A 
in Montenegro, 
France, Spain, 
Greece, UK

Summarised economic data  2009 2010

Revenues (M€)  5,401 6,041
Gross operating profit (M€)  1,023 1,040
Net income (M€)  80 308
Dividend (€ per share)   0.070 0.096*
Market capitalisation   4,593 3,224
A2A personnel  9,203 9,324

*Of which 0.060 euros as an ordinary dividend and 0.036 euros as a non-recurring additional dividend.

Hydroelectric plants

Thermoelectric plants

Cogeneration plants

Waste disposal plants

Technological partnerships
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Positioning of A2A in European and Italian markets 
The year 2010 was characterised by a rise in the prices of the main commodities, oil and coal at the top of 
the list, with a more contained increase seen on the front of electricity prices, which were affected by the 
current situation of over-capacity, with the resulting decrease in production margins. This occurred despite 
a widespread rise in demand throughout Europe for electricity, which in Italy amounted to 1.8% over 2009.
At the present time A2A operates directly, through its subsidiary A2A Trading, not only on the Italian 
market but also on the electricity markets of Germany, Austria, France, Switzerland and Greece, 
carrying out import and export activities linked to interconnection capacity; there was a considerable 
rise in the energy exported abroad in the year under consideration, especially to France and Switzerland. 
Trading activities concentrated on the German, Italian and French markets respectively.
The total energy traded in 2010 (Italy and abroad) exceeded 9.5 TWh. 

Group structure

The A2A Group at 31th December 2010

Import/export:
9.5 TWh 
of energy 
traded (Italy and 
abroad)

(1) The percentage of 61.28% relates to the ordinary shares owned by Transalpina di Energia (TdE). The percentage held in the share capital is 
60%. Edison holds 50% of Edipower.
(2) Of which 0.38% held through A2A Reti Gas.
(3) There are put and call options on an additional interest in the company.
(4) There are put options on an additional interest in the company.

This chart shows the main investments of the A2A Group. For full details of investments reference should be made to Attachments 3, 4, 5, 6 and 
7 of the consolidated financial statements available on the website www.a2a.eu
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Delmi (3)
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Signifi cant changes in the corporate structure
In 2010, continuing the process initiated on setting up the Group, A2A went further in its rationalisation 
of the capital employed and improvement of its financial position by selling non-core activities.
The most significant transactions carried out during the year were the sale of 5.16% of the share capital 
of Alpiq Holding SA for 306 million euros and the sale of 100% of Retrasm Srl for 36 million euros. In 
addition, the subsidiary A2A Produzione S.r.l. was merged into A2A S.p.A..
These initiatives do not cover all the M&A activities carried out. Numerous other operations were 
completed in 2010 which although involving smaller amounts made a positive contribution to the 
Group’s performance, such as the purchase of 5.00% of the share capital of Abruzzoenergia S.p.A. held 
by minority shareholders (to arrive at a total interest of 94.95% in the company’s share capital).
On 1 January 2011:
• ASMEA S.p.A., BAS OMNISERVIZI S.r.l. and A2A Servizi al Cliente S.r.l. merged into A2A Energia S.p.A.;
•  the company “A2A Ciclo Idrico”, formed on 1 October 2010 through the contribution of the “water 

cycle” business by the parent A2A S.p.A. and the demerger of the “Province of Brescia Water 
Customers” business by ASMEA, became operative.

The Organisation
The A2A Group’s Organisation is divided into two separate areas: the Corporate and Market Area, headed 
by the General Manager Renato Ravanelli, and the Technical Operational Area, headed by the General 
Manager Paolo Rossetti.
The responsibility of the Corporate and Market Area is to provide direction and support to benefit Group 
companies and maximise the value of the energy portfolio(2). 

The Technical Operational Area has the responsibility of optimising the operational management of the 
A2A Group’s networks, environmental services and generating plants, coordinating with the Corporate 
and Market Area(3). 

In addition, the following Structures report directly to the Chairman of the Management Board: Corporate 
Secretariat, Internal Audit, the Communications and External Relations Department, the Institutional 
Relations Department and the General Secretariat of the Supervisory Board.

(2) In particular, the Corporate and Market Area has direct responsibility for the processes and activities of planning, control and investment 
valuation and tenders, regulatory policies and relations with the sector regulatory bodies, 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, information systems. In addition it manages the fuel procurement processes, the planning, scheduling and 
locating of plants, portfolio optimisation and trading on national, foreign and environmental markets, marketing, commercial planning and the sale 
of all energy vectors, customer relations and commercial channel management, billing and commercial back office.

(3) In particular, the Technical Operational Area is responsible for developing and managing the businesses of electricity and gas distribution, 
environmental services, cogeneration, district heating, heat management and the integrated water cycle, rationalising activities and seeking 
improvements; presiding over engineering, project management and the construction of plants and infrastructure; determining the Group’s quality, 
safety and environment policies, checking that these are implemented and are being observed; ensuring that the A2A Group develops and implements 
its skills in the key technologies for the sector.

Sale of
Alpiq Holding
and Retrasm
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•  Dual Administration and Control System: Supervisory Board and 
Management Board 

•  Tools: Code of Ethics, Organisational Model, QES Policy

•  The main interlocutors: shareholders and investors, employees, 
institutions and communities, environment, customers, suppliers

•  Sustainability plan: 55 commitments monitored between 2009 
and 2011
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Introduction to Sustainability
By virtue of the function they hold in society organisations of any kind have an important role to play in 
attaining sustainable growth.
In an era characterised by unprecedented economic growth and at the same time by crises that can arise 
as the result of unsustainable growth models (even in limited sectors), the need for all stakeholders to 
identify and pursue a far-sighted approach to growth is clear.
While on the one hand the development of knowledge and technology contributes to economic growth, 
on the other it enables us to improve social relations and environmental and economic impact.
A2A has accepted this challenge since the day it was created and has decided to pursue sustainability 
by setting it up as one of the values on which it bases its activities.
A2A confirmed its commitment to sustainability in 2010 through numerous projects involving several 
business functions. The Group received wide-ranging recognition in the year, both for its business 
activities linked overall to Social Responsibility and for specific projects, such as for example:
•  first prize for Amsa at the International Environmental Communication Exchange (BICA) in the 

category “Communication of services” for “There’s a difference at Fair’s Fringe”, a campaign in favour 
of sustainability aimed at encouraging civil behaviour and good practice;

•  the prize of the Foundation for Sustainable Growth, awarded in Rimini at the Ecomondo for Apica’s 
project “Let’s Reduce Waste” and also given a special mention by the BICA;

•  the Arete Prize, Fifth Element, promoted by Confindustria and the association Pentapolis, which gives 
value to the experience of “responsible communication” for the E-moving project, for having known 
how to communicate successfully to a vast public that the innovation of sustainable mobility is feasible 
in practice in a key area of the country such as Lombardy.

Sustainability:
a founding 
value

A2A is one of the fi nalists for the 2010 Oscar for the best fi nancial statements

The Jury for the Oscar for the best financial statements, the award promoted and managed by FERPI, 
the Italian Public Relations Federation, has selected A2A as one of the finalists for the 2010 edition.
A2A been included as one of the three best companies for the Oscar for financial statements 
awarded to listed companies and large-scale businesses because “despite the typical complexity 
of these organisations, it has succeeded in presenting complete and exhaustive reports, giving 
an emphasis to issues such as sustainability and governance by using a graphic and editorial set-up 
which brings out conciseness and transparency”.

European recognition for A2A with the CEEP CSR Label for 2010  

For the third consecutive year A2A has been awarded the CEEP CSR Label, affirming itself as the 
only company to receive an award in all three editions.
The prize, 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 which 
promotes Social Responsibility in the European Union, and shows that in developing its business 
the Group also values relations with local communities its customers and the environment.
A2A was mentioned for its “Best CSR practices in Public Services” for its activity in enhancing the value 
of the residual fraction of urban waste, set up by Ecodeco by using a system of Intelligent Transfer 
Stations (ITS) and for its reduction of emissions from waste to energy plants by using new burners 
based on “Dry Low NOx 2.6+” technology which have an extremely low level of NOx emissions.

The Group’s emphasis on sustainability is also demonstrated by the fact that it has adopted voluntary 
standards of an economic, social and environmental nature, such as the Settlement Protocol and ISO, 
OHSAS and EMAS standards.
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Corporate governance

Corporate governance bodies

Corporate bodies
The Company has adopted the dual system of management and control pursuant to articles 2409-octies 
and following of the Italian civil code. The chart below sets out its main corporate bodies.

A dual system 
since 2008

SHAREHOLDERS’ MEETING

COMPENSATION COMMITTEE
The Committee has the duty of assisting 
the SB through enquiry, consultation 
and making proposals in determining 
the compensation of the MB and that of 
the members of the SB having specific 
responsibilities and in expressing an 
opinion on the incentive and loyalty 
schemes for the members of the MB, 
Group management and employees or 
groups of employees.

INTERNAL CONTROL 
COMMITTEE
The Committee has the duties assigned to it 
by law, the Corporate Governance Code for 
listed companies, the corporate bylaws and 
any duties specifically assigned by Company 
regulations and/or by virtues of resolutions 
of the SB. In addition, the Committee has 
the duty of assisting the SB through enquiry, 
consultation and making proposals in 
assessing the internal control system, with 
particular regard to the control of risks, the 
information and accounting system and 
the working of the internal audit function; 
in particular, the Committee supports 
the SB in performing the supervisory and 
control functions provided by law and by 
the Company’s bylaws.
Further, the Committee has the duty 
of assisting the SB through enquir y, 
consultation and making proposals for 
the purpose of reviewing the annual 
and consolidated financial statements, 
the half-year financial report and any 
interim management report sent by the 
Management Board.

DONATIONS COMMITTEE
The Committee has the duty of assisting 
the SB through enquiry, consultation and 
making proposals in defining the guidelines 
for cultural and charitable initiatives, 
managing relations with the AEM and ASM 
Foundations and promoting the image of 
the Company and the Group (as defined by 
article 22, paragraph 1c) of the Company’s 
bylaws).

 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 Capa-
rini, Gianni Castelli, Enrico Mattinzoli, Stefano 
Grassani, Franco Tamburini, Marco Miccinesi, 
Norberto Rosini, Giorgio Maria Filiberto Som-
mariva, Antonio Matteo Taormina, Massimo 
Perona, Giambattista Brivio

MANAGEMENT BOARD
T h e  M a n a g e m e n t  B o a r d  h a s  e x c l u s i v e 
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)

APPOINTMENTS COMMITTEE
The Committee has the duty of assisting 
the SB through enquiry, consultation 
and making proposals in performing the 
activities provided by the Company’s bylaws 
in connection with appointments made to 
the management and control bodies. In 
addition it exercises the powers delegated 
to it by the SB and conferred to the latter by 
the Company’s bylaws.
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Strategies and policies for Sustainability in A2A

The compensation of the members of the Supervisory Board is approved by the Shareholders’ Meeting, 
while 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, except that of the Chairman of the 
Management Board, is not linked to the company’s earnings. There are no stock incentive plans to the 
benefit of these people.
The Chairman of the Management Board receives (i) a fixed fee, (ii) a short-term variable fee, (iii) a long-
term variable fee and (iv) a participation and consolidated fee.
Reference should be made to the 2010 Annual Consolidated Financial Report published on the website 
www.a2a.eu. For the compensation of the members of the Supervisory Board and Management Board 
and the General Managers during the year ended 31 December 2010.

The age bands of the members of the Management Board and Supervisory Board are as follows:

  
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 

 Position Members Executive Non-executive Independent  

Age band Management Board Supervisory Board

Up to 30 0 0
From 31 to 40 0 0
From 41 to 50 2 2
Over 50 6 13

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 (the “Code”) approved in March 2006 by the Corporate Governance Committee promoted by Borsa Italiana S.p.A. (http://
www.borsaitaliana.it).

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

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. Sommariva X  X  
Director A.M. Taormina X   
Director M. Perona X   X
Director G. Brivio X   X

 Position Members Independent Internal Appointments Compensation Donations
    Control Committee Committee Committee
    Committee 
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The Management Board has as its responsibility the review and preventive approval of company 
transactions 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 functioning of the 
board. 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 for confirming 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 careers followed by each of its members and their professional experience. The Management 
Board additionally checked that the board had been working efficiently as a whole throughout 2010, 
including as 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.

Offi  cer in Charge of the Preparation of Corporate 
Accounting Documents
Subject to the required opinion of the Supervisory Board, the Management Board appoints and withdraws 
powers from - pursuant to article 41 of A2A’s bylaws - the officer in charge of the preparation of corporate 
accounting documents, pursuant to article 154-bis of Legislative Decree no 58/1998, and determines 
his compensation. In addition to the requirement of good standing required by current legislation for 
anybody performing administrative and managerial functions, the officer in charge of the preparation of 
corporate accounting documents must also possess the professional abilities characterised by specific 
skills in administrative and accounting matters. These skills, which have to be verified by the Management 
Board, must have been acquired through work experience in a position of suitable responsibility for a 
reasonable period of time. On 17 September 2009, the head of the Group’s administration department 
was appointed as the officer in charge of the preparation of corporate accounting documents.

Supervisory Body
On 24 March 2010 the Management Board appointed a new collegiate Supervisory Body, consisting of 
the head of the Personnel and General Services Department, the Head of Internal Audit and an outside 
professional.
More specifically the Supervisory Body has autonomous initiative and control powers, since when 
performing their function the members of this body are not subjected to any hierarchical restrictions 
and report to the highest executive level, represented by the Management Board; amongst its members 
the body additionally has an outside person who acts as its chairman.
The members of the Supervisory Body have suitable professional skills based on many years of work and 
have qualified experience in a context of accounting, control and organisational activities; they may use 
the services of internal personnel who have particular, specific professional abilities and experience in 
internal auditing, and outside consultants to perform the technical operations that are needed to carry 
out the control function.
The duties of the Supervisory Body are to ensure by supervision that the organisational, management 
and control model established pursuant to Legislative Decree no. 231/01 is working and is effective and 
that it is being followed, to be responsible for updating this model and to perform all the other activities 
and functions envisaged by the model, including reporting on a periodic basis to the corporate bodies 
on its implementation.
A Supervisory Body has been set up in all Group companies which have adopted an organisational, 
management and control model pursuant to Legislative Decree no. 231/01, and this body performs its 
activities in coordination with the parent company’s Supervisory Body.

24 March 2010
the new 
Supervisory 
Body arrives
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Strategies and policies for Sustainability in A2A

A stakeholder may report breaches or suspected breaches of the Code of Ethics and/or the Legislative 
Decree no. 231/01 Model to the Supervisory Body in writing and in non-anonymous form by using the 
suitable channels for confidential information; the body then reviews the report and discusses the matter 
with its author and the person who carried out the alleged breach to the extent required. Reports may 
be sent by email (odv@a2a.eu) or by letter (Organismo di Vigilanza A2A S.p.A., Corso di Porta Vittoria 4, 
20122 Milan, Italy).
A2A’s Supervisory Body reports to the Chairman of the Management Board (who informs the board 
itself), keeping it updated with any significant facts or circumstances needed for carrying out its activities 
whenever he believes it appropriate.
The Supervisory Body presents a written report to the Management Board and Internal Control 
Committee at least every six months, and prepares an annual summarised report of the work it has 
performed during the year and a plan of the work to be carried out the following year for presentation 
to the Management Board and Supervisory Board.
The Supervisory Body received two reports in 2010. These did not relate to the Code of Ethics and 
referred to claims of a commercial nature. 

Internal Control Offi  cer and Internal Audit
On 24 March 2010, the Management Board approved a resolution to appoint a new Internal Control 
Officer for the A2A Group, represented by the Head of A2A Internal Audit.
Using the services of the Internal Audit organisational unit, the Internal Control Officer extends 
his control activities to all the companies of the A2A Group, with specific emphasis being placed on 
those identified as having strategic importance. He has access to all their activities and the respective 
documentation and has the duty of checking the suitability of internal procedures and ensuring there is 
an adequate limitation on risks, and assisting the Group in identifying and assessing its greatest exposures 
to risk.
The Internal Audit unit assists the Internal Control Officer in checking the procedures and assessing the 
internal control system and the Group’s business risks by performing the audit procedures included in 
the annual work programme.

Internet 
for communicating 
better: reports to
odv@a2a.eu



2424

 Type of risk Description Exposure Hedging strategy

(4) Emissions Trading Scheme (or ETS): a scheme set up by Directive 2003/87/EC for exchanging greenhouse gas (GHG) emission allowances in the European Union, which provides for a maximum ceiling 
for emissions (a cap) for each Member State within a specific time period to which the allocated allowances for emissions also refer. In turn, the Member States allocate the cap amongst the various 
sectors involved in the ETS and each year must return a number of allowances equal to the amount of emissions produced and checked: a deficit of allowances may be made up by buying allowances 
on the market, otherwise it leads to penalties, while a surplus of allowances may be sold or held as a credit for future years (banking).
(5) European Unit Allowances (or EUAs): units of CO2 emissions which entitle the holder to issue greenhouse gases. 1 EUA is equal to one tonne of CO2.

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. The main risk factors are as follows:

Commodity risk including 
currency risk, 

Risk linked to the volatility in the price of
energy products (gas, electricity, fuel oil, 
coal, etc.) and environmental securities 
(ETS(4) EUAs(5), green certificates, white 
certificates).

High 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 economic 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.

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

Medium   A hedging strategy aimed at minimising any losses arising from 
fluctuations in floating interest rates by swapping these for 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 recently been developed in the Group.

Liquidity risk The likelihood 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 counterbalancing specific exposures 
without a significant drop in market 
prices due to insufficient market liquidity 
or possible market interruptions (market 
liquidity risk).

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

Credit 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.

Medium A credit policy has been introduced governing the assessment 
of the ability of a trade customer or trading counterparty 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.

Default and  
covenant risk

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

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

 Other risks Description

Legislative and 
regulatory risk

A potential source of significant risk are the constant and not always predictable changes in the legislative and regulatory 
situation in the electricity and natural gas sector. Among 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. 85/08, converted into law on 28 January 2009
d) the evolution of the regulations of the CIP 6/92 convention.

Operational and process 
risk

The main operational risk to which A2A is exposed is connected with the ownership and management of electricity power 
stations, cogeneration 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.
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The main issues concerning the risks connected with the Emission Trading Scheme (ETS) are as follows:
•  Legislative Uncertainty/Regulatory Risk: at an international level, the legislation arising from the 

Kyoto Protocol expires in 2012. On the other hand with Directive 2009/29/EC the European Union has 
determined that it will keep the ETS in force until 2020, envisaging a greater degree of centralisation, 
coordination and harmonisation of the rules applied by the various Member States.

•  Market Risk: the allowances to emit CO2, valid for the ETS EUAs (European Unit Allowances), are listed 
on organised stock exchanges (eg. ECX, Bluenext) and like all other commodities have prices which vary 
from one day to the next. An operator who has to buy or sell EUAs therefore has to assess the trends in 
the price of the product and the related opportunities.

•  Delivery Risk/Counterparty Risk: Delivery and Counterparty Risk refer to the possible failure to 
physically deliver the CO2 allowances bought previously due to problems of a technical nature (for 
example, the failure of the computer registers of the Member States or the EU to work) or the default 
of the counterparty. 

Corporate governance tools
All the documents presented in this section, excluding organisational measures and internal procedures, 
may be found on the Group’s website www.a2a.eu. 

Code of Ethics
Adopted through a resolution of A2A’s Management Board on 16 February 2009.

Excellence in 
results, 
responsibility, 
team spirit, 
innovation and 
sustainability

The Code is an integral part of the organisational, management and control model adopted by companies 
of the A2A Group pursuant to Legislative Decree no. 231/01, and the Supervisory Body of the parent 
company, set up in accordance with that legislation, is entrusted to ensure that this is being respected.

MISSION
The Group offers a level of service whose aim is to ensure that all those 
with whom it comes into contact are fully satisfied; all of its initiatives 
are carried out within a perspective of sustainable growth with the 
aim of excelling in the sectors of energy, environmental services, 
district heating and network services (water cycle, electricity, gas), 
keeping in line with competitive growth and complexity at both a 
national and international level.

•  Principles on which business activities are based: propriety, 
transparency, honesty, mutual respect, loyalty and good faith.

•  Rules of conduct which the Group must abide by when dealing 
with its stakeholders.

•  Responsibility which the Group acknowledges, observes and 
assumes as a value and binding imperative, to ensure an efficient, 
reliable and proper means of working based on relevant legislation 
and suitable ethical principles.

CHARTER OF VALUES
• Excellence in results
• Responsibility
• Team spirit
• Innovation
• Sustainability

A2A CODE OF ETHICS
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The organisational management and control model 
pursuant to Legislative Decree no. 231/01  
Legislative Decree no. 231/01 determines the “responsibility of enterprises for administrative offences 
of a criminal nature”.
A2A wishes to affirm and spread a business culture that is based on:
•  legality, as no illegal conduct can be considered to be in line with the policy adopted by the Company 

even if carried out in the interest or benefit of the business;
•  control which must govern all the decisional and operational stages of corporate activities, with the 

full awareness of the risks deriving from committing criminal offences.
These objectives are reached by having a consistent system of principles, organisational, managerial and 
control procedures and measures on which the model which the Company has prepared and adopted 
is based.

Since December 
training 
online on the 
A2A model 
for a thousand 
employees

OBJECTIVES: 
•  make the parties which collaborate with the Company in various 

capacities aware of the fact that they must adopt correct and 
transparent conduct, in such a away as to prevent the risk that the 
illegal acts contemplated in the decree are committed;

•  ensure that there is the awareness that if the Company’s instructions 
are not followed, there is the possibility that offenders will be subject 
to disciplinary and contractual action as well as being liable to 
criminal and administrative penalties;

•  establish and strengthen controls which enable A2A to prevent 
illegal acts from being carried out by persons which may lead to 
the administrative responsibility of the Company, by means of a 
monitoring system;

•  improve effectiveness and transparency in managing business 
activities; 

•  make the potential offender fully aware of the fact that committing 
an illegal act is highly condemned and in addition to being illegal is 
also contrary to the ethical principles which the Company abides 
by and is against its its own interests, even if it can apparently gain 
an advantage from this.

A2A MODEL

Following the adoption of the parent company’s new organisational, management and control model, 
training on Legislative Decree no. 231/01 in 2010 involved 179 employees of A2A (out of a total of around 
1,600 employees) and was mainly addressed to those people in management (department heads, 
managers and middle management) who are most exposed to the risks identified in the special section 
of the model regarding the importance of representative roles and the powers granted.
In addition, in December 2010 online training commenced on Legislative Decree no. 231/01 and on A2A 
S.p.A.’s organisational, management and control model; this is aimed at all those people in A2A’s staff 
who are not involved in the classroom training sessions referred to previously. This activity will involve 
around 1,000 employees.
Following the adoption by Partenope Ambiente S.p.A. on 9 March 2010 of the organisational, 
management and control model a training course on Legislative Decree no. 231/01 and on the company’s 
Legislative Decree no. 231/01 model was held which involved 31 out of 191 employees.
The 19 companies of the Group which have adopted the organisational, management and control model 
pursuant to Legislative Decree no. 231/01 are systematically monitored for any risks connected with 
corruption; no matters of this nature were identified in 2010.

Quality, Environment and Safety (QES ) Policy
At the heart of the Group’s approach to Sustainability is its Quality, Environment and Safety Policy, 
approved in May 2009 and signed by the Chairman of the Management Board.
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Extension 
of ISO 14001 
certifi cation 
to the whole of A2A

QES management systems and certifi cations
Aware of the opportunities and benefits that result from management systems, in 2010 the A2A Group 
put emphasis on the following two key areas:
•  the simplification of the range of certifications by means of a synthesis whose aim is to enable the 

Group to arrive at having one certification of each type (Quality-ISO 9001, Environment-ISO 14001 and 
Safety-OHSAS 18001, and EMAS registrations);

•  the extension of the Worker Health and Safety Management System to companies which do not yet 
have one or which are only partially certified (not because only a partial certification had been obtained 
but because they arise from companies that have been merged into others).

The salient events in 2010 were as follows:
• QES certification of Abruzzo Energia
• start-up of the OHSAS 18001 certification of Selene
• start-up of the OHSAS 18001 certification of BAS SII
• extension of the OHSAS 18001 certification to the whole of A2A Reti Gas
• OHSAS 18001 certification of the Mincio power station of A2A SpA
• extension of the OHSAS 18001 certification to the whole of Aprica SpA
• extension of the ISO 14001 certification to the whole of A2A SpA.

Activities were set up to:
•  rationalise - through combinations and/or extensions - the certifications of Ecodeco, which in 2011 will 

have QES certificates and EMAS registration integrated for the whole of the company;
• extend the ISO 14001 certification to the whole of A2A Reti Elettriche;
• rationalise the ISO 14001 certifications of Aprica through combination.   

The Ministry of Transport certifi es the quality of the transportation of 
waste by road by Amsa 
On 27 July 2010 AMSA obtained the “Code of Practice - Road transport safety management system 
(SSA)” certification for the “Design and provision of services for the transportation of hazardous 
and non-hazardous waste on behalf of third parties”. Since this activity is already included in the 
Integrated QES (Quality - Environment - Safety) Management System applied in Amsa, the Code of 
Practice certification has enabled safety matters connected with the provision of waste transportation 
services to be highlighted.
This initiative formed part of the pilot project of the Ministry of Infrastructure and Transport 
(Transport Branch - Central Committee of the National Roll of Road hauliers) aimed at promoting 
the voluntary certification of systems for the safety of road transport, which Amsa joined in January 
2011. Fifty companies specialising in the transport by road of hazardous goods, perishable foodstuffs, 
industrial waste and pharmaceutical products have been allowed to join the project
The audit, performed by a Certification Body recognised by the Ministry, enabled Amsa (the 14th 
company in Italy) to be added to the specific list of certified companies included on the website of 
the national roll of road hauliers.
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A2A S.p.A. YES YES YES YES
A2A Calore & Servizi YES YES YES YES
A2A CTE Mincio YES YES YES YES
A2A Energia YES NO NO NO
A2A Reti Elettriche YES extension in progress  YES NO
A2A Reti Gas YES YES YES NO
Abruzzo Energia YES YES YES in progress - new
AMSA S.p.A. YES YES YES YES
Aprica S.p.A. YES YES YES YES
BAS SII YES NO in progress - new NO
Ecodeco S.r.l. YES YES extension in progress YES
Selene S.p.A. YES NO in progress - new NO
Aspem S.p.A. YES YES NO NO
A2A Coriance YES YES YES NO

 Company ISO 9001 Quality ISO 14001 BS OHSAS 18001 EMAS
  Management Enviromental Occupational H&S 
  Systems Management Management 
  Requirements Systems Systems-  
    Requirements

The model chosen highlights the importance which management assigns to all three spheres in equal 
measure for the positive repercussion this has on:
• the Group’s effectiveness and efficiency (ISO 9001) 
•  respect for the environment and the populations which are affected in one way or the other by 

problems relating to the proximity of plants and the consequent effects of these, such as for example 
atmospheric emissions (ISO 14001) 

•  emphasis on the safety of the Group’s employees and of all the parties concerned (OHSAS 18001).
In addition to the companies already certified, as stated in the table above, the programme envisages integrated 
QES certification for “A2A Servizi alla distribuzione” and “A2A Ciclo Idrico”. The objective of arriving at an 
Integrated Quality, Environment and Safety Management System remains for all the certified companies.

The compliance of Quality, Environment and Safety systems is checked by means of the following:
•  first stage audits, performed internally, whose objective is to highlight the matters to be perfected 

and to direct the scheduling of improvement activities. In 2010, 129 internal audits were performed;
•  second stage audits, performed by specific control bodies, such as for example the Electricity and 

Gas Authority;
•  third stage audits, conducted by outside independent certification bodies for the purpose of issuing 

or renewing certifications. In 2010, 231 certification audits were performed, which enabled all the 
outstanding QES certifications and the new planned certifications, the EMAS registrations and the 
SINAL(6) accreditations to be confirmed.

The A2A Group awarded the Certifi cate of excellence 
The parent company A2A and five Group companies (A2A Calore & Servizi, A2A Reti Elettriche, A2A Reti 
Gas, Aprica and Amsa) have been presented with this important award, which certifies the excellence of 
the A2A Group for matters relating to Quality, Environment and Safety and the Integrated Management 
System. The award ceremony took place during the Certiquality conference “Product certification in 
defence of the consumer, from compliance with legislation to management excellence”.
Product certification in defence of the consumer, a highly topical issue, was the subject of the occasion 
and several authoritative speakers went into detail on the matter. 
The awards given act as recognition of the work performed by all the employees of the A2A Group 
and attribute value to the responsible behaviour performed in respect of the protection of the 
environment and worker safety.

An integrated 
QES system 
for all Group 
companies

(6) Included among the processes which have been audited by third parties are the two Group laboratories accredited by SINAL in accordance with 
standard CEI EN ISO/IEC 170254, namely the LCM laboratory of A2A Reti Gas and the BAS SII testing laboratory.

Certifi ed management system (updated march 2011)
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Versatility 
of tools: from 
guidelines to 
modules

Internal regulatory documents
The Group has introduced a series of standards regulating internal processes which can be applied to 
the whole Group or to individual companies. 

  
Guidelines  These state Group directions and policies for business processes and make 

up the main rule-base for the way in which the Group regulates activities 
and conduct; these constitute the governing rules used by the Group in the 
management and coordination of its companies by A2A. The directional and 
policy guidelines within the quality, environment and safety sphere form part 
of this category.

Procedures  These break down the process into various stages and define the activities and 
responsibilities within these; they form part of the governing rules, despite 
having a more operational nature than the guidelines; they may be applied 
to the whole Group or to individual companies. The regulatory documents 
defining activities and responsibilities for processes within the quality, 
environment and safety sphere form part of this category.

Provisions  These provide recommendations regarding the individual stages of a process, 
describing the operational manner in which the respective activities should 
be performed; together with the instructions, they form the operational and 
managerial regulations on which the Group’s operations are based; they may 
be applied to the whole Group or to individual companies. The documents 
issued to implement the QES systems and those issued to manage health safety 
and environment matters form part of this category.

Instructions   These describe the way in which specific activities relating to an organisational 
structure are performed, with reference also to the use of technical, computer-
based and technological  tools; together with the Provisions, they form the 
operational and managerial regulations on which the Group’s operations are 
based; they may regard individual companies or the whole Group.

Forms  These consist of documents with a pre-established structure used as a means 
of collecting and recording data of various types: process events, quality 
recording and  technical and administrative data.

 Document type Contents
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The regulatory framework

Competition rules
When dealing with customers the Group must base its activities on the observance of competition 
rules, as stated in the Code of Ethics. 
In 2010 two proceedings on the protection of competition in which the A2A Group was involved ended 
with the acceptance by the anti-trust regulator (the “AGCM”) of the commitments it made.
More specifically, in 2010 the AGCM accepted the commitments made by A2A and its distribution 
companies as part of the open procedure for possible conduct abusing a dominant position, consisting 
in putting obstacles in the way of switching (the changing of an electricity or gas supplier) and providing 
withdrawal data in an irregular manner. A2A Reti Elettriche undertook: (i) to make available to sellers of 
electricity the NetGate portal - already operational in the gas sector - which allows for the management 
of communication flows connected with switching; (2) to make available through NetGate the pre-check 
functionalities which enable sellers to check the reasonableness of the data they hold which are necessary 
for the switching; and (3) to make historically measured data available to sellers, again through NetGate. 
A2A Reti Gas, which has made the NetGate portal available to authorised sellers since 2009, on the other 
hand undertook: (1) to extend the functionality of the portal to allow for mass switching; (2) to set up a pre-
check service which enables sellers to check the reasonableness of the data they hold which are necessary 
for the switching; and (3) also to make historically measured data available to sellers through NetGate.
The second proceeding on the other hand involved A2A Trading in its capacity as a toller for Edipower 
(together with Edison Trading, Alpiq Energia Italia and Iren Mercato). Following a report by the Electricity 
and Gas Authority on an unusual trend in electricity prices on the wholesale market in Sicily, the AGCM 
initiated an enquiry into Edipower and the tollers - at the same time as it initiated a similar proceeding into 
ENEL - alleging a possible coordination in the tollers’ offering policies aimed at affecting the quantity and 
hence the price of electricity in Sicily. In December 2010, the AGCM accepted the commitments made 
by Edipower and the tollers, including A2A Trading, which by ceasing to apply the tolling contract for the 
San Filippo del Mela (ME) power station undertook to entrust Edipower alone with the provisioning of 
fuels and the formulation of the offers for electricity on the wholesale markets for this plant, in order to 
avoid any possibility of coordination between themselves. In addition, again in connection with the San 
Filippo del Mela power station, Edipower undertook to introduce a mechanism designed to guarantee 
contained levels of the prices offered on the electricity markets and of despatch services.

Compliance with laws and regulations
In 2010 the Electricity and Gas Authority issued three sanctions against Group companies, namely:
•  with resolution VIS 38/10 it ascertained the breach by A2A Reti Gas S.p.A. of the provisions relating to 

the tariff adjustment coefficient M as per deliberations no. 237/00, no. 138/04, no. 170/04 and no. 108/06 
and inflicted a monetary administrative penalty of 550,000 euros on the distributor pursuant to article 
2, paragraph 20c) of Law no. 481/95;

•  it inflicted a fine of 74,500 euros on the company A2A Energia following the matters ascertained during 
an inspection, performed pursuant to resolution VIS 28/10, aimed at checking commercial quality data 
as per resolution ARG/com 164/08;

•  in addition, in 2010, with resolution VIS n. 147/10, the Authority closed the enquiry proceeding previously 
initiated against A2A Energia SpA, referring to bills issued in 2006, for breach of the provisions on 
disclosure in bills of the coefficient M as per article 17, paragraph 1 of deliberation no. 237/00. A fine of 
25,823 euros was inflicted.

No matters were reported in 2010 for cases of non-compliance with regulations relating to marketing 
activities.

The Group’s 
commitment 
to respect 
competition 
and the free 
market
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The safeguarding of privacy
The safeguarding of personal data is treated by the Code of Ethics, which includes a statement of the 
Group’s explicit commitment to ensure that the personal data of its stakeholders are safeguarded in 
observance of current legislation and the principles of transparency, loyalty and the guarantee of the 
quality and accuracy of the data.
The Group guarantees that the data are processed in a manner pertinent to the objectives stated and 
pursued, in the sense that personal data will not be used for secondary purposes without the consent 
of the data subject.
No complaints relating to the violation of privacy or the loss of data were received from customers 
in 2010, thanks also to the Disaster Recovery system which enables data in the customer data base to 
be saved and recovered.

Protection of human rights
Companies have the moral duty to support and respect human rights in all of their business activities and 
in relations with all of their stakeholders.
The A2A Group encourages and respects human rights in full compliance with the laws and regulations 
effective in the countries of the European Community, which in substance are the countries in which 
it works; as a consequence, therefore, it incurred no risk of violating the human rights of employees, 
customers and national and local communities.
Non-EU suppliers to the Group represent fewer than 1% and in any case 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.
Collaboration activities with the investee Edison for the development and application of the human 
rights policy approved in 2009 continued in 2010. At the end of 2010 a working group was set up through 
collaboration with Global Compact which envisages the participation of various companies, including 
A2A and Edison, whose aim is to provide input on human rights, define new working areas, determine the 
operational means for cultural training and create tools for managing these topics internally.
No operations been identified that may contribute to exposing the Group directly to situations where 
child labour or forced labour is employed or where the rights of local communities have been violated.

No claims 
for breach 
of privacy 
or data loss
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The stakeholder chart and sustainability 
plan
Listening to and understanding the needs of its stakeholders to ensure stable and long-lasting relations 
over time is one of the Group’s main objectives.
Today the Group’s various functions have ways of listening to and consulting the people with whom they 
come into contact in their specific area. To define a more coordinated mechanism and one which is more 
integrated with the decisional process, work is currently taking place on introducing a methodology 
documenting stakeholders which will enable a structured engagement plan to be drawn up in this respect. 
To this end, it is first of all necessary to define a single approach identifying the stakeholders, the practical 
questions on which their involvement should be initiated, the intended objectives and the means of 
carrying this out.

Study of a 
methodology 
for charting 
stakeholders
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   STAKEHOLDER ENGAGEMENT INITIATIVES 2010

Who
A2A - A2A Calore & Servizi

Stakeholder involved
Communities

Tool deployed
Qualitative questionnaire by 
means of direct or telephone 
interviews

Subject
Consideration and 
management of the social 
aspects linked to the 
construction of new plants 
and new energy distribution 
networks - such as district 
heating - in the urban area

The introduction of district heating (DH) requires residents to accept the proposed change and to be 
prepared to participate in terms of economic investment and a change of habits.
Faced with a large project which will involve the whole of the city of Milan, it is therefore decisive to involve 
resident-stakeholders and listen to their expectations and their perception of the project in order for 
district heating to be accepted as part of the sustainable development of the city.
The general aim of the research was to gather data/elements which would enable the level of acceptability 
or resistance by residents to the introduction of district heating to be identified.
SURVEY PERIOD: October - November 2010.
AREA SURVEYED: the Lomellina - Canavese quarter, Milan (an area already covered by the service).
STAKEHOLDERS INVOLVED: fifteen privileged witnesses identified in the quarter (condominium 
administrators, public entity representatives) plus ten “simple” residents.
SUBJECT AREAS CONSIDERED: 
a) structural data/profile of the respondent; 
b) perception of the cost/benefit ratio for district heating; 
c) perception of the district heating/power station ratio and its influence on the environment; 
d)  inconvenience suffered due to the construction of the power plant and, following this, due to the 

expansion of the network, work in progress, etc.; 
e) discussion and comments.
CONCLUSIONS: those people interviewed, who showed great interest in taking part in the survey, 
expressed the request to have more information on the DH service. In fact it emerged clearly from 
many of the interviews that there was a need for direct contact with A2A, with the possibility of receiving 
specific technical, economic and also environmental information about the service
The response to the need to be able to enter into direct relations with the Group by means of a dedicated 
space located in the quarter (a temporary shop or permanent counter) could also be supported by 
specific local action, with the provision for residents to attend meetings and exchange views on questions 
of good practice connected with sustainability and energy service management. 
 
The survey carried out to assess customer satisfaction with the disposal/treatment/recovery of waste 
was conducted by sending out questionnaires containing a series of questions taking into consideration 
the various business processes by analysing the main activities making them up. Questionnaires were 
sent to customers at the same time as contract renewals. To increase the number of replies a simplified 
questionnaire was also drawn up for telephone interviews, aimed at those customers representing a 
large percentage of Ecodeco’s turnover.
SURVEY PERIOD: December 2009.  
AREA SURVEYED: customers using waste disposal/treatment/recovery services.
STAKEHOLDERS INVOLVED: the questionnaires were sent to around 300 customers, with 75 completed 
questionnaires received representing 56% of the turnover relating to this activity. 
SUBJECT AREAS CONSIDERED: 
a) communication (ease of contact, timeliness, information received); 
b) documentation (adequacy and clarity); 
c) quality of the service (adequacy, reliability, etc.).
CONCLUSIONS: the conclusions of the survey into customers using waste disposal/treatment/recovery 
services are reported below, separated into the individual aspects surveyed:
Communication
•  Ease of contact: all the sectors taken into consideration having relations with customers obtained a 

very high score.
•  Timeliness: the prevalent result was high, although a possible improvement in the timing relating to the 

despatch of offers and estimates was noted.
•  Information received: the need for greater clarity during the contractual stage in setting out certain 

limitations on the waste acceptance procedure. 

Who
Ecodeco

Stakeholder involved
Customers

Tool deployed
Questionnaires sent by email 
and telephone interviews

Subject
Customer satisfaction

1

2
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   STAKEHOLDER ENGAGEMENT INITIATIVES 2010

Documentation
•  Adequacy and clarity: positive results obtained, which demonstrate how the Group has always placed a 

great deal of emphasis in seeking to make the documentation sent to the customer as clear and simple 
as possible.

Quality of the service
•  Reliability, assistance and compliance with legislation: these factors received the highest score for 

customer satisfaction.
•   Adequacy of motor vehicles and competence of transporters: the overall assessment points to a good 

level of satisfaction.
•  Ratio between the quality of the services provided and the price charged: this item obtained the most 

negative score. The Group is aware of the economic level charged which, however, is a fully justified 
by the high level of technology of the plants deployed and, above all, by the full assurance that there is 
compliance with legislation (highly advanced disposal/recovery plants). It is therefore necessary to bring 
out this positive aspect.

The overall assessment of the survey may be considered positive because the majority of the replies 
received express full satisfaction, reflecting the efforts and commitment made by Ecodeco over the past 
few years to improve interfacing with customers.

A2A has been listening to and analysing customers’ needs since 2008 when the agreement for the dispute 
settlement procedure was signed. It is precisely in this context of constant growth that the Group has 
considered it essential to create a direct communication channel with the consumers’ associations, 
amongst other things in order to improve the quality of the service it provides to the citizen.
SURVEY PERIOD: November 2009 - June 2010.
AREA SURVEYED: External Relations Department; Legal Affairs Department; A2A Energia (commercial/
marketing and customer services); Administration Department (sales cycle).
STAKEHOLDERS INVOLVED: 17 national consumers’ associations. In particular: ACU Associazione 
Consumatori Utenti, Adiconsum, Adoc, Adusbef, Altroconsumo, Assoutenti, Casa Del Consumatore, 
Cittadinanzattiva, Codacons, Codici; Confconsumatori, Coniacut, Federconsumatori, Lega Consumatori,  
Movimento Consumatori, Movimento Difesa Del Cittadino, Unione Nazionale Consumatori. 
SUBJECT AREAS CONSIDERED: 
a) definition of the types of customers involved; 
b) definition of the types of dispute to be included in the protocol; 
c) definition of the means whereby disputes should be settled.
CONCLUSIONS: 
a)  only domestic customers were considered - or those not having a business, commercial or craftwork 

activity - as these are the only customers taken into consideration by the “Consumer Code” (Legislative 
Decree no. 206/2005 relating to the restructuring of current provisions on consumer protection);

b)  the types of dispute agreed and included in the Protocol were:
•   reperformance of the calculation of usage following the malfunctioning of the meter, ascertained 

pursuant to the resolutions of the Electricity and Gas Authority;
•   bills for unusual amounts compared to the average amounts billed to the customer;
•   management of the reduction in power or interruption of supply  due to the disputed non-payment 

by the customer;
•   problems relating to the taking over of contracts;
•   circumstances relating to the simultaneous billing of the same usage of electricity or gas by different 

sales companies, including problems relating to the refusal of the consumer to recognise the signature 
on contractual documents;

•   the failure to pay automatic compensation for billing adjustments not made within the terms, pursuant 
to the requirements of the Authority;

•   management of refunds, in the case of billings on account exceeding actual usage;
•   de-activation of the meter at the request of the customer not carried out;

Who
A2A 

Stakeholder involved
Consumers’ associations

Tool deployed
Workgroups

Subject
Drafting of a Protocol 
of Understanding 
for the settling of disputes

3
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•   failure to respect the right to a cooling off period;
•   circumstances connected with unilateral changes to the contract with a term of less than 60 days. 
c)  the following means of settling disputes was established: after sending a complaint to A2A and not 

receiving a reply within the term established by current legislation or receiving an unsatisfactory reply, 
the customer may apply to one of the consumer association signatories which initiates a settlement 
procedure by sending a completed form and subsequently meeting with the Group’s staff in charge 
of settlement.

In view of the fact that the resolution of the Electricity and Gas Authority on the transparency of billing 
documents became effective on 1 January 2011, A2A Energia took advantage of the occasion to review 
the layout of its bills with the aim of improving clarity, legibility and ease of understanding for the end 
customer.
To this end, a qualitative and quantitative survey was carried out on the customers of A2A Energia in 
September and October 2010 having the aim of:
•  assessing the positioning in terms of legibility and clarity of the present bills of A2A Energia compared 

to those of its competitors;
•  identifying the information considered important by customers and obtaining recommendations on 

the terminology and graphical elements to be used in the new bill to facilitate understanding;
•  assessing the potential of the new first page of the bill, submitting a variety of different proposed layouts 

to the interviewees.
The survey may be analysed as follows. 
1. Focus Groups (qualitative survey)
SURVEY PERIOD: first half of September 2010.
AREA SURVEYED: domestic segment and microbusiness/SME segment.
STAKEHOLDERS INVOLVED: 12 customers, organised in 2 focus groups by type of segment. 
SUBJECT AREAS CONSIDERED: aspects were assessed regarding legibility, immediateness of/ease of 
access to the main information, the clarity of the information provided and an analysis of three proposed 
new layouts. 
CONCLUSIONS: Taken overall the current bill is very clear on the first page, where all the important 
information is stated and is easy to read. On the other hand subsequent pages are not legible and 
appear more packaged for providing a response to a legal requirement than for meeting a customer’s 
transparency needs. 
The three proposals for a new bill submitted to the customers for their opinion were, from all the aspects 
considered, more pleasing and more understandable (both in terms of legibility and contents) when 
compared to the present layout and competitors’ bills. Both focus groups indicated proposal one of 
the three as the best, in terms of the fact that it was up to date, provided overall clarity and had a careful 
distribution of information, both on the first page (which contains the information which customers 
consider essential) and the following pages.
2. Online questionnaires (quantitative survey)
PERIOD OF THE SURVEY: second half of September - October 2010
AREA SURVEYED: domestic segment and VAT number holders segment
STAKEHOLDERS INVOLVED: around 65,000 customers of A2A Energia (registered on the portal Miservi.
it - now a2aenergia.eu) contacted by email. A total of 1,373 interviews were completed by customers 
belonging to the domestic segment and 377 interviews by customers belonging to the microbusiness 
segment.
SUBJECT AREAS CONSIDERED: the proposed new layout, refined even further thanks to the results of 
the focus group, was submitted for the assessment of a broader and more heterogeneous target, with 
the aim of: 
a) validating the results which emerged from the focus groups; 
b) identifying any other areas for improvement which did not emerge from the focus groups; 
c)  assessing the overall satisfaction with A2A’s new proposal, with a focus on the clarity of the language 

used and the contents. 

Who
A2A 

Stakeholder involved
Customers

Tool deployed
Focus groups 
and online questionnaires

Subject
Definition of the features 
of the new layout for bills

4
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CONCLUSIONI: In line with the results emerging from the focus groups, both the domestic segment 
and the microbusiness segment considered the new first page to be an improvement over the present 
one from all standpoints and around 80% of the sample interviewed stated directly that they preferred 
the new first page, in particular in terms of its legibility, completeness and ease of being able to find 
key information. Among the new internal contents of the bill, customer interest (in particular that of 
domestic customers) concentrated on the topic of usage (the analysis of consumption by hourly band; 
the trend in annual usage), which is also presented by the use of graphics..

Aware of the key role it plays in the economic and social development of the local area in which it works, 
A2A has always included in its business development plans the objective of teaching citizens to use energy 
resources, water, prevention and the differentiated collection of waste in a better manner.
The ContAgio project was developed in 2009 and 2010 by A2A and the Cauto Cooperative, with the 
financial support of the Cariplo Foundation, with the aim of making students, young people and families 
aware about the sustainable use of resources. The focus was placed on a pilot zone consisting of ten 
municipalities in the north east of the Brescia area.  
SURVEY PERIOD: October 2008 - March 2010.
AREA SURVEYED: municipalities in the north east of the Brescia area - Bedizzole, Botticino, Bovezzo, 
Nuvolera, Prevalle, Rezzato, Roè Volciano, Sabbio Chiese, Vestone, Vobarno - having a total of 20,000 
inhabitants.
STAKEHOLDERS INVOLVED: 1,379 families.
SUBJECT AREAS CONSIDERED: 
a) accustomed to using energy in the home and energy efficiency of domestic appliances; 
b) tendency to invest to save energy; 
c) expectations as to the role of energy suppliers in this sphere.
CONCLUSIONS: the results of the survey into families showed that at the end of the first stage of the 
project there was a good level of awareness on the topic. In particular:
•  50% of those interviewed showed an inclination to invest over the next few years in improvements to 

the energy efficiency of their home, in particular solar panels;
• concerning A2A’s intervention in the energy saving sector, the preferences were as follows:
 - a discount given in the bill for customers who reduce their usage during the year (64.8%);
 - discounts in the low usage bands (58.6%);
 - recommendations for engineers and installers with whom there are agreements (40.4%);
 - a heating management service at an all-inclusive fixed price (38.9%);
 - advances for intervention with refunds by instalment (37.4%).
These latter elements have been sent to the Marketing Departments of A2A’s  sales companies in order 
to direct strategies and programmes.
The survey was presented to the public as part of a series of recreational events dedicated to children 
and families organised in the municipalities involved (the Energy Show put on in theatres).

Who
A2A 

Stakeholder involved
Communities

Tool deployed
Questionnaires

Subject
Habits and propensity to invest 
in energy saving

5

   STAKEHOLDER ENGAGEMENT INITIATIVES 2010
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The Sustainability plan
The Group’s strategic priorities for Sustainability have been arranged into a Sustainability Plan in which 
the activities performed during the reporting year are presented and compared to the commitments 
made by the Group for the three year period 2009 - 2011. 

Practical 
action for 
sustainability is 
growing

COMMITMENT/ INDICATOR 2008 2009 2010 ACTIVITIES PERFORMED IN 2010
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To promote the new 
organisational, management 
and control model as per 
Legislative Decree no. 231/01

INDICATOR:
Ratio (%) between the number 
of people in the companies 
which have introduced the new 
model and the total number of 
people in the companies within 
the scope

Not 
availa-

ble

94.0% 94.1%

Following the adoption of the parent company’s new organisational, 
management and control model, in 2010 training on Legislative Decree no. 
231/01 in 2010 involved 179 employees of A2A S.p.A. (out of a total of 1,600) 
and was mainly addressed to those people in management (department 
heads, managers and middle management) who are most exposed to the 
risks identifi ed in the special section of the model regarding the importance 
of representative roles and the powers granted. In addition, in December 
2010 online training commenced on Legislative Decree no. 231/01 and on 
A2A S.p.A.’s organisational, management and control model; this is aimed at 
all those people in A2A’s staff  who are not involved in the classroom training 
sessions referred to previously. This activity will involve around 1,000 
employees. Following the adoption by Partenope Ambiente S.p.A. on 9 March 
2010 of the organisational, management and control model a training course 
on Legislative Decree no. 231/01 and on the company’s Legislative Decree no. 
231/01 model was held which involved 31 out of 191 employees.

To promote the Group’s new 
Code of Ethics

INDICATOR:
Ratio (%) between the number 
of people in the companies 
which have introduced the 
Group’s new Code of Ethics and 
the total number of people in 
the companies within the scope

Not 
availa-

ble 98.8% 98.60%

The Code of Ethics has been adopted by all Group companies included in 
the Sustainability Report scope, with the exception of A2A Coriance and its 
subsidiaries.

To optimise and rationalise the 
certifications held by Group 
companies

Various changes took place in the Group’s corporate structure in 2010 which 
led to the need to separate off  or amend the existing certifi cates (the Brescia 
waste to energy plant moved from A2A SpA to Aprica SpA; the Brescia 
district heating network and the Lamarmora cogeneration power station 
moved from A2A SpA to A2A Calore & Servizi SpA). As a consequence:
•  the A2A Calore & Servizi quality certifi cates relating to the Bergamo and 

Brescia areas have been combined; 
•  the safety certifi cates in Aprica and A2A Reti Gas have been extended to 

the whole of the corporate scope;
•  a safety certifi cate has been obtained for the Mincio power station which is 

added to those already obtained for quality and the environment;
•  an integrated QES certifi cate has been obtained for the Gissi power 

station.
The following activities are planned for 2011:
•  to merge the certifi cates in the former A2A Produzione into those of A2A 

SpA;
•  to combine the certifi cates of A2A Calore & Servizi which currently has 

two quality certifi cates and three environment certifi cates and extend the 
safety certifi cate to all the companies;

• to combine Aprica’s certifi cates;
•  to combine/extend Ecodeco’s current certifi cates in order to arrive at an 

integrated QES and EMAS certifi cation which covers the whole company;
•  to extend the environmental certifi cation to the whole of A2A Reti 

Elettriche’s corporate perimeter.

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

Reali-
sed

Realised Realised •  The Group has published a Sustainability Report for the third successive 
year.

•  For the second successive year the Sustainability Report has been certifi ed 
by an independent fi rm of auditors in accordance with GRI guidelines.

•  The number of GRI indicators for which replies have been given has 
increased from 122 in 2009 to 140 in 2010.
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To promote the Sustainability 
Report and sustainability 
culture

•  Presentation of the Sustainability Report to shareholders in general 
meeting, together with the presentation of the annual fi nancial statements 
(31 May 2010).

•  Event for the presentation of the report in Milan at the Sustainability Fair at 
the Bocconi University (29 September 2010).

•  Event for the presentation of the report at the Catholic University of the 
Sacred Heart in Brescia (14 October 2010).

•  Distribution of abstracts on Sustainability to visitors during the Open 
Plants course (3 October 2010).

•  Preparation of certain magazines such as Aff ariItaliani.it and attachments 
to Il Sole 24 Ore

•  Article in the in-house “A2A Magazine” and the periodical for the public 
administration “Energy in Common”.

•  Numerous initiatives promoting the culture of Sustainability (see 
“Communities” section).

To maintain and consolidate 
relations with the ethics 
ratings agencies

•  A2A was included for the fi rst time in the “Carbon Performance Leader 
2010” index of the Carbon Disclosure Project with a score of 81 out of 100 
(+47% over its 2009 score).

•  A2A was included in the new FTSE ECPI ITALIA SRI series of indices.
•  A2A replied to the SAM and VIGEO questionnaires.

To increase listening to people 
via the intranet area

In November an application was tested for managing questionnaires online 
by means of the internet: the test was carried out using a questionnaire/self-
assessment test of the level of awareness of sustainability issues.
At the end of the year a questionnaire was distributed with the house organ 
A2A Magazine to check the level of use and the contents of the Group’s 
intranet and to collect proposals for new interactive services.

To implement the training plan 
for the whole of the Group’s 
population

INDICATOR:
Total number of  training hours/
total number of employees 9.86 9.4 8.6

•  A total of 16 courses of management training were carried out, amounting 
to 18,700 hours, which involved 1,100 managers, middle managers and 
supervisors, professionals and new-hires.

•  Internal training in the Group on technical subjects with high professional 
content was designed and organised (involving 48 employees and 
developing more than 400 hours of training) but the opportunity was 
also taken of attending external seminars and conferences, involving 70 
employees and developing more than 1,100 hours of training.

•  A total of 206 managers, middle managers and white collar workers were 
involved in language courses, for more than 4,800 hours at the Milan, 
Bergamo and Brescia locations.

•  For technical training the Group started up an operational training plan 
which groups training connected with the needs of a specifi c sector 
and recipients with the acquisition of knowledge and technical skills - 
obligatory and non-obligatory - depending on role, position and task.

To introduce the 
recommendations emerging 
from the “Voices” project

Meetings held between middle management and general managers in 
restricted groups (around 50 persons per group) to encourage dialogue; 
around 400 people involved; this activity will continue in 2011.

To develop knowledge 
management tools

A computer platform was adopted in 2010 which enables e-learning training 
to accompany traditional learning in the classroom. The teaching method 
additionally allows the contents to be reviewed, understanding to be 
checked and the courses to be adapted to the Group’s reality.
Among the training courses the fi rst given by means of e-learning was that 
on the requirements of Legislative Decree no. 231/01. A further two training 
courses using e-learning - on privacy and Legislative Decree no. 81/2008 (the 
protection of health and safety) - are in the course of being launched and will 
involve a large proportion of the Group’s personnel.
The platform is also used for preparation activities (through e-work) and 
activities following the days in the classroom.
A practice technical community has been created for middle managers and 
supervisors who took part in project management training.

COMMITMENT/ INDICATOR 2008 2009 2010 ACTIVITIES PERFORMED IN 2010
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To implement a system of key 
performance indicators

INDICATOR:
Percentage of people taking 
part/people in the companies 
within the scope ND 7.10% 46.12%

Extension of the performance appraisal tool to the population of white 
collar workers. By doing this over 4,300 people will receive an assessment 
of their performance in the fi rst few months of 2011 together with 
recommendations to direct their organisational conduct towards the 
achievement of even better results.

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

•  Telephone assistance and consultancy service activities continued in the 
work, personal-social, health and legislative areas; this service is available 
to collaborators (employees and contract workers) and the family by 
using a toll free number.

•  The Equal Opportunities Commission activities continued.

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

INDICATOR:
Number of hours per person 
of “Safety and accident 
prevention” training 2.59 3.77 4.32

•  Courses relating to safety were held involving a total of 40,236 training 
hours on fi rst aid, fi re prevention, prevention and safety and other specifi c 
subjects (for example training in the use of specifi c equipment and 
machinery).

•  Extension of the OHSAS 18001 certifi cations.
•  Start-up for Amsa in a testing phase from 1 January 2011 of an emergency 

health service supplementing the 118 telephone call in order to provide 
better assistance to injured persons and enable them to be carried to 
hospital casualty units.

•  A project was set up which will be introduced in all Group companies 
to manage accidents by computer as a means of further improving the 
system for analysing the phenomenon for preventive purposes.

•  The rationalisation was planned of a system for managing safety cards 
for chemicals in accordance with recently introduced standards (REACH, 
CLP).

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

Following the experience in Abruzzo, in 2010 the A2A civil protection group 
concentrated its eff orts in particular on the post-earthquake emergency in 
Haiti:
•  participation in the scouting groups organised by the Lombardy Region 

Mobile Column to check for possible intervention and to transport 
medicines;

•  logistic support to the National Civil Protection Department, putting 
at its disposal a plumber and an electrician, on rotating shifts, for the 
maintenance of the Italian camp in Port au Prince;

•  the installation of solar panel equipment at the San Carlo Seminary in Port 
au Prince.

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

Design of specifi c steps for diff erent population clusters in order to improve 
the knowledge of group personnel having high potential. Certain measures 
will be introduced in 2011 aimed at going into further detail about the organi-
sational skills of interest to A2A.

To develop a system for 
measuring the professional and 
managerial capital in the Group

•  Introduced certifi cations systems for the selection stages.
•  Introduced the process for assessing people, with priority being given to 

the areas concerned in the reorganisation projects.
•  Introduced the documentation by assessment throughout the Group of 

critical and high potential people.
•  The scheme of professional families was established, useful for defi ning 

career paths.

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

•  The provision “Management of non-compliance, corrective action, 
preventive action” was issued. This determines the management of 
non-conformities found as part of business activities and processes or 
reported by external parties.

•  The provision “Review of quality, environment and safety management 
systems” was issued. This determines the way in which “Management 
Review” activities for Quality, Environment and Safety management 
systems in place in A2A Group companies must be carried out.

•  The provision “The management of documentation and recording” was 
issued. This determines the requirements necessary for a proper control 
of documents (and their recording), with the aim of ensuring: uniform 
criteria for the preparation and issue of documents, the archiving and 
traceability of documents and the use of updated documents.
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COMMITMENT/ INDICATOR 2008 2009 2010 ACTIVITIES PERFORMED IN 2010

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

•  Numerous customer satisfaction surveys were performed (A2A call 
centres, Amsa customer centres, Ecodeco customers). All these surveys are 
described in the Stakeholder Chart section and the Customers section.

•  A survey was carried out with domestic and non-domestic customers 
regarding the features of the new layout for bills.

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

•  A2A’s collaboration with the Region of Lombardy continued in 2010 for the testing 
in the pilot area of Brescia of the Waste Reduction Plan (Piano di Riduzione dei 
Rifi uti  - P.A.R.R.), the tool by which the regional administration aims at involving 
diff erent local entities in the demanding objective to reverse the rising trend in 
waste by reducing regional production by over one hundred thousand tonnes a 
year. The following fi ve steps were started up in Brescia in January:

•  an event attended by over 200 people which was organised by the 
Environmental League in Brescia on 20 March to make people aware of the use 
of tap water and the need to reduce the quantity of plastic bottles, with visits to 
the integrated water cycle plants;

•  participation by A2A in June in the national initiative arranged by the 
Environmental League and Ikea to encourage the use of tap water in twenty 
Italian cities. Twenty Ikea centres put glass bottles, specifi c for each town, on sale 
at a reduced price, each bearing a label stating the average fi gures for the water 
distributed by the local aqueduct and the slogan “Tap water is good to drink”;

•  on 24 October more than 500 Amsa employees together with their families 
and friends and local residents met in Sempione Park for a day of symbolic 
value dedicated to the extraordinary collection of leaves;

•  numerous environmental education initiatives collected together in the 
Communities section.

To reduce disputes by 
encouraging the use of 
settlement procedures

INDICATORE:
Number of disputes Not 

availa-
ble 60 44

•  On 1 July 2010 A2A’s General Manager for the Corporate and Market Area 
and the representatives/delegates of 17 national associations belonging to 
the National Consumers and Users Council (Consiglio Nazionale Consuma-
tori ed Utenti - CNCU) signed the National Protocol for the equal settlement 
procedure.

•  In 2010 A2A was the only gas and electricity sales company of the A2A Group 
involved in cases regarding requests for settlement; the outcome of these 
(meaning agreement was reached) was positive for 61.9% of the requests 
received.

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

•  Preparation of multilingual information booklets.
•  Contact centre workers capable of dealing with multilingual relations.
•  Availability of DPS telephones (telephone devices for the hard of hearing) 

for call centres.
•  Printing of bills in Braille for the visually impaired.
•  Counters opened having priority access for people with specifi c needs 

(the disabled, pregnant women, the elderly and the needy).
•  The placing of 250 bins in Brescia by Apica for undiff erentiated waste with 

front loading, rather than top loading, through the use of a specifi c key for 
encouraging the more disadvantaged people to take out their waste.

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

INDICATOR:
Number of plant visitors

Not 
availa-

ble 30,075 25,582

•  Over 25,000 visitors in 2010: students, lecturers, designers and planners 
and technicians, representing Italian and non-Italian government 
institutions, local administrators, delegates of not-for-profi t-organisations 
and simple citizens.

•  Inclusion of the dirt sweeping washing plant in the plan for guided tours 
(the Aprica headquarters).

•  Plants opened at nine locations for the sixth National Electricity Day, 
promoted by Assoelettrica on 3 October 2010: the waste to energy plants 
at Milan (Silla 2), Corteleona and Bergamo, the incinerator at Brescia, the 
thermoelectric power stations at Cassano D’Adda, Ponti sul Mincio and 
Monfalcone and the hydroelectric power stations at Grosio and Calusia.



4242

C
U

ST
O

M
ER

S 
A

N
D

 S
O

C
IE

T
Y

SU
PP

LI
ER

S
SH

AR
EH

O
LD

ER
S A

ND
 IN

VE
ST

O
RS

COMMITMENT/ INDICATOR 2008 2009 2010 ACTIVITIES PERFORMED IN 2010

To create and promote 
products which respect 
environmental and social needs

•  The possibility for all customers, private and business, to buy clean energy at 
a diff erentiated price through the two respective off ers PrezzoSicuroVerde 
Elettricità and EnergiaPulitaA2A, which guarantee the use of energy produced 
solely from renewable sources, RECS certifi ed, through the brand A2A 100% 
Renewable Energy.

•  The promotion of the “Bollett@mail” and “Storico Bollette” services, which 
continued in 2010, which enable customers to receive bills by email and to consult 
an online archive of the bills issued, avoiding the need to send a paper copy.

•  The eco-sustainable use of recycled paper by A2A sales companies in order 
to deal with certain types of commercial communications to customers.

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

•  Promotion of the sale of eco-sustainable products at considerably reduced 
prices as part of the “Let’s reduce waste in Brescia” campaign:

    -  domestic composters through a network of garden centres with whom 
agreements have been reached

    -  washable nappy kits through a network of pharmacists with whom 
agreements have been reached

    -  products on draught thanks to an agreement with COOP and SimplySMA.
•  Electricity and gas supply packages at a fi xed price on the free market 

to give the customers of the commercial companies the possibility of 
containing spending and planning this in a better way.

•  Off ers of discounts and agreed prices for the customers of ASMEA and 
BasOmniservizi when purchasing goods and services in shops, restaurants, 
museums and theatres throughout the local area under the Dinamo Club 
loyalty scheme, by simply showing their card or by reviewing the off ers on 
the dedicated website www.dinamoclub.it.

To limit the inconvenience 
caused to residents by worksites

See the paragraph “Worksite management” in the Communities section.

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

Revamping of the Investor Relations website area with the addition of new 
sections (to be pointed out in particular are those dedicated to strategy 
and the presentation of the main risk factors). Constant updating of the 
information included in the website area.

To increase the quality of 
relationships with retail 
investors

•  Correspondence (mainly by email) to reply to the most frequently 
occurring questions put by retail investors.

•  Enlargement of the Investor Relations unit with the arrival of a person 
dedicated to this type of investor.

To maintain the intensity of 
relationships with professional 
investors

Organisation of conference calls with top management present, other 
telephone calls, one-to-one meetings, group meetings.

To create a single Group 
supplier database 

Completion of the creation of a Group supplier database managed by a 
dedicated centralised department. Putting forward the names of candidates 
for entry into the Group’s database is free and can be carried out by means of 
the A2A portal.

To check that suppliers belong 
to certification systems

The inclusion in the questionnaire, on enrolment and registration on the 
supplier portal, of fi elds enabling suppliers to specify certain data relating 
to ISO 9001 (Quality), ISO 14001 (Environment) and OHSAS 18001 (Safety) 
certifi cations; compilation of these fi elds is compulsory and this allows these 
requirements to be checked in order that suppliers may be included in the 
Vendor List for under-threshold purchase procedures.

To encourage suppliers to 
comply with the principles 
inspiring A2A’s organisational 
model

In all contracts, requests for an off er or letters of invitation to take part in 
public and non-public tenders, there is always the requirement for adherence 
to the principles that inspired the Group’s organisational model.
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To develop supplier listening 
channels (suggestions, etc.)

•  Opportunity for suppliers to send requests for clarifi cation in connection 
with online tenders directly via the website.

•  The customer care service of the technological partner runs a helpdesk 
service for suppliers on all matters regarding the recording and use of 
electronic negotiation and/or qualifi cation tools; in addition, it provides a 
service as a go-between for all the Group’s suppliers, acknowledging needs 
and demands.

•  The Group’s Supplier Qualifi cation Department can be reached at any time 
at an email address dedicated to suppliers.

•  The Qualifi cation Department has set up a proactive communication 
process with suppliers in the case of non-compliance with a contract.

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

•  Widespread circulation of electronic negotiating tools to replace, where 
possible, the traditional paper process (over 50% of orders).

•  Introduction of digital signatures to encourage greater dematerialisation.
•  Awarding of tenders with clear eco-sustainability objectives (for example 

methane gas fuelling of the Amsa vehicle fl eet; methane gas or Euro 5 
fuelling for all of the Group’s operational cars).

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

The setting up of an assessment system for the single evaluation of a supplier 
on entering the Group’s database and at the end of the provision of the service.

To develop the district heating 
plan in Milan

INDICATOR:
Installed customer thermal 
power (MWt) 

346 
MWt

420
MWt

527
MWt

•  Further extension of the existing district heating network, in particular the 
development of the Figino network, which is fed by the Silla 2 waste to energy 
plant, to the San Siro quarter.

•  Development of the network, fed by the Canavese power plant, to the city 
centre to enable the court to be connected.

•  Start-up of the use of the large-scale heat pump (15 MWt) at the Famagosta 
power station.

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

INDICATOR:
Municipal plant converted from 
diesel to gas or connected to 
district heating

Not 
availa-

ble

17 for 
17,690 

kW

3 for 
5,200 

kW

Another three municipal buildings were connected to the district heating 
network in 2010:
•  a nursery in the municipality of Brescia
•  premises for after-work activities in the municipality of Brescia
•  a hospital structure for the National Institute for Rest Homes for the Elderly 

in the municipality of Ancona.

To increase urban waste 
differentiated collection 
activities

INDICATOR:
Differentiated collection index 37% 37.8% 36.6%

There was an average diff erentiated collection index of 37.9% in 2010 in 
the cities of Milan, Brescia, Bergamo and Varese, where A2A manages the 
diff erentiated collection of urban waste, in line with 2009. The index improved 
in the cities of Varese, Bergamo and Brescia. There was a fall of approximately 2 
percentage points in Milan, due to the diff erent method used, compared with 
previous years, of considering bulky waste in the index.
Waste which cannot be diff erentiated is sent to waste to energy plants for the 
recovery of thermal energy and electricity. Heavy ash is treated and then re-
used in cement works.
Dirt from road sweeping is treated in plants owned by the Group; following 
a washing process the treatment enables the inert fractions to be recovered 
(sand and gravel). These have specifi cations enabling the UNI standards for 
use in construction to be met and are certifi ed for use in the manufacture of 
concrete and the laying of road surfaces.
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To adopt new Group 
guidelines and procedures for 
environmental management

INDICATOR:
Stage of completion 20% 80% 90%

The provision “Preventing and managing emergencies” was issued, which regards:
•  the prevention of emergencies for worker safety and for the environment 

and identifi es the most suitable measures to take to avoid emergencies 
arising or limit the consequences;

•  the continuous update of and adjustment to the organisational structure in 
charge of managing emergencies;

•  the management of accident scenarios in order to introduce what is needed 
to safeguard the well-being of persons, the environment, the property of 
adjacent third parties and the Group’s assets, in order of priority.

This measure is applicable to Group locations used as offi  ces and to the parts 
used as offi  ces at certain other Group locations where plant is also to be 
found; for environmental emergencies it is also applicable at plant locations.
•  The provision “Monitoring of updates to Quality, Environment and Security 

legislation” was issued, which establishes the means and criteria used by 
the A2A Group to identify legislation and other applicable regulations 
concerning Quality, Environment and Security matters which apply to the 
processes of Group companies.

To develop economic 
accounting for environmental 
management

INDICATOR:
Stage of completion 0 10% 30%

Defi nition of an action plan designed to calculate the costs/investments 
relating to health, safety and environment, both at the budgeting and actual 
stages, by identifying a suitable classifi cation/pro-rata allocation of the 
reference components in the Group’s cost accounting system. The system is 
planned to be completed by the end of 2011.

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

INDICATOR:
Stage of completion 0 30% 100%

Determination of the methodology and how this will be presented internally 
in the Group. Use of the methodology throughout the whole of the A2A 
Group to calculate avoided CO2 emissions and the energy saving.

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

INDICATOR:
Stage of completion compared 
to planned

Not 
availa-

ble 80% 100%

Obtained ISO 14001 certifi cations for:
• the Brescia municipal water service;
• the Verziano (BS) purifi er;
•  the Environmental Technical Services organisational structure (design and 

realisation of networks in the Brescia and Bergamo area) as planned.

To construct a biogas energy 
recovery plant at Villafalletto

INDICATOR:
Percentage construction 
of the plant

Not 
availa-

ble 100% /

Completed in 2009.

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

INDICATOR:
Number of municipalities 
connected

4 5 5

•  Design and planning of preliminary collector: Municipality of San Zeno-
Verziano;

•  Preliminary design and planning pre-treatment and equalisation bath: Mu-
nicipality of Concesio;

•  Preliminary design and planning (revision 1) of the collector: Municipality 
of Concesio - Verziano;

•  Final project collector: Municipality of Mazzano - Municipality of Rezzato 
- Verziano;

•  Executive project and start of works collector: Municipality of Nuvolera - 
Municipality of Mazzano.

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

INDICATOR:
Stage of completion

Not 
availa-

ble 100%
 
/

Completed in 2009.



45

Strategies and policies for Sustainability in A2A

EN
VI

RO
N

M
EN

T

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

INDICATOR:
Number of fish repopulated 41,000 42,500 42,050

Sowing of 41,000 Mediterranean brown trout (local species, which 
represents the predominant species within the fi sh population present in 
the Group’s water course of the Valtellina and currently extinct) and 1,050 
adult brown trout (ready to fi sh).

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

INDICATOR:
Stage of completion ND 100% /

Completed in 2009.

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

Numerous plants and infrastructure monitored, amongst which:
• Mincio thermo electric power station
• Lifting stations of the city of Brescia water service
• North cogeneration power station (BS)
• Canavese cogeneration power station (MI)
• Tecnocity cogeneration power station (MI)
• Prevalle sul Chiese hydroelectric power station (BS)
• Ecodeco plants at  Barengo, Cavaglià, Villafalletto situated in Piedmont
• Northern receptor in Milan
• 20 pressure reduction cabins on the natural gas distribution network.

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

INDICATOR:
Percentage of the areas 
documented 40% 90% 90%

The stage of completion in 2010 is the same as that in 2009.

To encourage innovation aimed 
at respecting the environment 
and sustainability

•  Amsa has initiated a feasibility study relating to the application in the Silla 
2 waste to energy plant of an innovative process for the inertisation and 
recovery of the fl y ashes produced in the plant by the smoke purifying system.

•  In 2010 an internal work group completed the preparation of a methodology 
to calculate avoided CO2 emissions and energy saving which may be applied 
to all the Group’s plants and energy processes located in Italy.

•  Amsa developed a system for managing and controlling process parameters 
called CCC (Combustion Charge Control) which is capable of automating 
combustion in grate waste to energy plants, optimising the working of the plant.

•  By means of an E-moving electric mobility project 32 columns were installed 
in the Milan area in 2010 and 18 in the Brescia area, corresponding to a total 
of 64 and 36 public recharging points. On private land 9 recharging points 
have been set up at Renault dealers in Milan and Brescia, 6 in A2A areas and 
another 4 in areas pertinent to the Municipality of Milan. An additional 151 
recharging points will be aimed at company fl eets and private citizens.

•  Nitrogen oxide and ammonia emissions have been reduced at the Brescia 
waste to energy plant by using an SCR High Dust catalyser.

COMMITMENT/ INDICATOR 2008 2009 2010 ACTIVITIES PERFORMED IN 2010
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To develop the use of more 
efficient
and evolved technologies in 
local activities

•  An investment programme aimed at improving water captation capacity and the 
reliability and yield of the plants has begun at the Calabria hydroelectric nucleus.

•  The executive planning and the realisation of the intervention to be taken on 
the plant to improve generation effi  ciency began.

•  A portal measuring the radioactivity of the vehicles delivering the waste 
installed (active since December 2010) together with a second constant 
monitoring system of chimney emissions (SME), a constant monitoring 
system of the mercury in the fumes and a system for withdrawing micro-
pollutants (IPA, dioxins and furans, PCBs). These instruments are planned to 
be operational by the end of March 2011.

•  The completion of the construction of a heating-cooling plant with cogeneration 
and district heating at the new Varese hospital in order to satisfy the requirements 
for steam, hot water and ice-cold water for the technological, sanitary and 
conditioning uses of the new and old hospital building.

•  At its landfi ll at Corteolona (PV), Ecodeco has built a heat recovery plant on 
the line for the cooling of the motors for the production of electricity from 
the landfi ll biogas.

•  The biogas produced at the Bergamo purifi er during the anaerobic digestion 
process of the mud line is re-used in the same plant cycle for the working of 
the digester thermal power station, limiting the use of methane gas.

•  To reduce the concentration of NOx at the chimney, the installation has 
been completed of a system of catalytic reduction of the nitrogen oxides 
on Group 3 of the Lamarmora polyfuel cogeneration power station; this is 
recommended as a Best Available Technique by the IPPC 2006 guidelines 
and has begun operations. This enables current NOx emissions to be halved.

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

•  Two numbers have been published of “Energy in Common”, the Group’s ma-
gazine for municipal administrations and local authorities which discusses 
environmental and sustainable growth issues.

•  A2A is a member of and active participant in the main sector associations: 
Assoelettrica, Federutility, AIRU, Federambiente and ISWA. Also in France, 
through Coriance, A2A has set up work groups with the associations: Amor-
ce, Atee,  Fedene, Cibe, and Via Sèva.

•  A2A has the chair of the Distribution Committee of the International Gas 
Union for the four year period from 2009 to 2012.

•  A2A collaborates with the AEEG and sector associations through an active 
presence in the work groups set up in connection with the proceedings in 
course and provisions of the regulator which are being fi nalised.

To encourage the activity of the 
foundations of the A2A Group

INDICATOR:
Loans granted (€ million) 4 3 4

See the paragraph “The Foundations” in the Communities section.

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

The water service companies involved with the ATOs have:
• specifi c contacts to resolve critical matters and exchange information
• regular coordination meetings.

To collaborate with university 
research bodies to develop 
secondary energy basins

INDICATOR:
Percentage of completion of 
the work nd 100% /

Completed in 2009.



47

Strategies and policies for Sustainability in A2A



48

We assert s
us

ta
in

ab
ili

ty
: o

ur way of doing
, thinking, being.

Producing,

generating investments 
and REVENUES,

growing in technology
and knowledge:

our way of doing
is dictated by the awareness 

of our role.



Economic responsibility

49

SALES REVENUES (mln €)
2009 5,401
2010 6,041

GROSS OPERATING 
PROFIT (mln €)
2009 1,023
2010 1,040

NET INCOME (mln €)
2009 80
2010 308

VALUE ADDED
(mln €)
2009 1,367
2010 1,644

DISTRIBUTED VALUE 
ADDED
2009 88%
2010 75%

TAXATION (mln €)
2009 227
2010 268

LEVERAGE
2009 1.01
2010 0.8

ROE
2009 2.10%
2010 8.60%
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There has been a change in the consolidation scope in 2010 when compared with 2009, mainly as the 
result of the line-by-line consolidation of the results for the year ended 31 December 2010 of EPCG, 
the Montenegro company acquired in 2009, with the allocation of 56.3% of its results to third parties. 
The Montenegro company was included in the A2A S.p.A. consolidation scope the previous year but 
was accounted for using the equity method, while in the year ended 31 December 2010 it has been 
considered to be a subsidiary and has therefore been consolidated on a line-by-line basis as the parent 
A2A S.p.A. controls the company, being in a position to be able to govern its financial and operating 
policies. In addition, the comparative figures for 2009 have been reclassified to incorporate the effect 
of applying IFRIC 12 and, with reference to revenues and operating costs, have been reclassified to 
reflect the presentation of trading activities, only stating the “trading margin” (the “net presentation” 
approach). 

Key data from the Group’s income 
statement and balance sheet
The Group earned total revenues of 6,041 million euros in 2010. Gross operating profit of 1,040 million 
euros was achieved, resulting from the contribution of all the areas in which the Group does business; 
more specifically, 42% of this arose in the energy sector, 7% in the heat sector, 25% in the environment 
sector and  29% from the distribution networks. Corporate and other services had an effect of -3% on 
gross operating profit.
Consolidated “Invested capital” amounted to 8,738 million euros at 31 December 2010 and was funded 
by equity of 4,845 million euros (of which 1,344 million euros attributable to minority interests) and net 
debt of 3,893 million euros. 

Net income for the year pertaining to the Group, after deducting the income attributable to minority 
interests, was accordingly 308 million euros (80 million euros in 2009).

Economic data  2009 2010

Revenues (millions of euros)            5,401 6,041

Gross operating income (millions of euros)            1,023 1,040

Net operating income  (millions of euros)              609 498

Net income attributable to the Group (millions of euros)                80 308

Net earnings per share (euros) 0.026 0.098

Unit dividend* (euros) 0.070 0.096

*dividend proposed by the Management Board

Gross operating income by sector (millions of euros) 2009 2010

Energy 538 441

            - electricity 404 359

            - gas 134 82

Heat and services 76 70

Environment 221 262

Networks 230 298

Other services and corporate -42 -31

Total            1,023 1,040

Revenues rise 
+ 12%
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Profi tability 
grows 
ROE 8.6%

Balance sheet (millions of euros) 2009 2010

Net fi xed capital            7,942 7,911

Working capital              891 763

Assets and liabilities held for sale *              406 64

Net invested capital           9,239 8,738

Net equity of which            4,595  4,845

           - Group share            3,690 3,501

           - Minority share              905 1,344

Net fi nancial position            4,644 3.893

Total sources  9,239 8,738

Total fi nancial debt            4,719 4,209

* excluding the balances included in the net financial position

Key ratios 2009 2010

ROE attributable to the Group (average income/average net equity) 2.1% 8.6%

Leverage (net fi nancial position/net equity including minority portion)               1.01 0.80

Turnover per permanent employee (€ million) 0.66 0.50

GOI per permanent employee (€ million) 0.12 0.09

Net income per permanent employee (€ million) 0.01 0.03

Average number of permanent employees            8,930 12,171
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The formation of value added
The reconciliation for accounting purposes between the audited consolidated financial statements 
and the Sustainability Report is to be found in the Value Added Statement. This enables the economic 
performance of operations to be measured, together with the Group’s ability to create wealth for its 
stakeholders. 
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 2010 the Group generated Gross Global Value Added of 1,644 million euros, being the difference 
between revenues and intermediate costs and accessory and extraordinary items. The way this was 
calculated is set out in the table below.

Reclassified income statement (in millions of euros) 2009 2010

+ A) Production vale 5,401 6,041

Revenues from sales and services (- revenue adjustments) 5,234 5,911

Changes in work in progress, semi-finished goods and finished goods 0 0

Changes in-contract work in progress 20 12

Other revenues and income 147 118

Public entity grants 0 0

Revenues from unusual production  0 0

 - B) Intermediate production costs 3,883 4,485

Raw materials and consumables 249 133

Energy and fuel 2,675 3,239

Services 742 789

Other operating costs 179 194

Accrual to bad debt provision 43 65

Accruals to provisions 10 41

Other accruals and write-downs 0 9

Other operating costs 23 47

Own work capitalised -38 -32

Gross ordinary value added 1,518 1,556

 C) Accessory and extraordinary items -151 88

 +/- accessory items 133 89

 +/- extraordinary items -284 -1

 +/- share of profits/losses of associates 0 0

Gross global value added 1,367 1,644

 - Operating depreciation and amortisation 361 427

Net global value added 1,006 1,217

Net global 
value added 
increases
+21%
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The distribution of value added
The Value Added generated has been allocated between the economic value distributed to the main 
categories of stakeholder and the economic value retained by the Group in the form of depreciation 
and amortisation and reserves.

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

 Distribution of value added (millions of euros) 2009 2010

 A Gross global value added 1,367 1,644

Staff compensation 363 430

Wages and salaries 313 368

Severance indemnity (TFR) 21 21

Other costs 29 41

Remuneration of risk capital 301 217

Distributed profits 301 217

Remuneration of lending capital 182 190

Transfers to the public administration 250 286

Direct State taxes 123 154

Other State taxes and duties 9 8

Social charges 118 124

Transfers to the local community 104 115

Direct local authority taxes 46 46

Local taxes and duties 49 60

Sponsorships 4 4

Contribution to AEM, ASM and Amsa foundations 3 4

Aid, donations, charity 2 2

 B Economic value distributed by the Group 1,200 1,238

 A -B
 

 Economic value retained by the Group 167 406

Depreciation and amortisation 361 427

Reserves -194 -21

As the table shows gross Global Value Added increased by 20.3% in 2010 over 2009.

In relative terms, the Global Value Added generated in 2010 was allocated as follows:
•  26% to employee compensation in the form of wages and salaries, charges for the employees’ severance 

indemnity (TFR) and other costs;
•  13% to the remuneration of risk capital through the distribution of dividends;
•  12% as interest paid to lending capital used to support production and investments;
•  17% 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;
•  7% 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 25% represents the economic value generated and retained by the Group for depreciation 

and amortisation and reserves.

The economic 
value 
distributed 
by the Group 
rises by 3%
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Investments
Out of a total of 332 million euros used in 2010 to make capital investments in the business, 14% was 
invested in the energy sector, 21% in the heat sector, 41% in distribution networks, 17% in environmental 
services and 7% in the corporate and other services sector.
The following table sets out the acquisitions made in 2009 by sector in order to arrive at total 
investments net of write-downs and extraordinary transactions.

INVESTMENTS IN MILLIONS OF EUROS BY SECTOR*

Capex

Increases in fi xed 
assets due to 
acquisitions

Total 
(A)

2009** 2010 2009 2010 2009 2010

Energy -67 -44 -28 -3 -95 -47

Heat & Services -74 -69 -25 / -99 -69

Networks -143 -134 -4 / -147 -134

Environment -80 -58 / / -80 -58

Services -23 -24 / / -23 -24

Total (A) -387 -329 -57 -3 -444 -332

Write-downs (B)   6 0

Total (A-B) -438 -332

Extraordinary transactions -469 333

Total -907 1

* For consistency with the corporate presentations, relating to the figures included in the annual financial statements, cash 
flows relating to investments activities are highlighted through the use of signs which indicate a payment or receipt within such 
flows. ** A difference of 1 million euros in the networks sector and the services sector compared to the table presented in the 
2009 Sustainability Report due to the transfer of responsibility for public lighting from the service sector to the networks sector.

The main investments in the energy sector, amounting to 47 million euros, related to extraordinary maintenance 
carried out at the Monfalcone thermoelectric power station and the Cassano D’Adda thermoelectric plants and 
the revamping of the Prevalle sul Chiese hydroelectric power station. In addition, extraordinary maintenance 
was carried out on the hydroelectric plants in the Valtellina and in Calabria and on the Gissi thermoelectric 
plant. Also included are investments relating to the electricity sector of the EPCG Group. In the heat sector, 
the investments made during the year, amounting to 69 million euros, mainly related to the development of 
the district heating networks in the Milan and Bergamo areas, extraordinary maintenance and development 
at the cogeneration plants in the Milan, Brescia and Bergamo areas and investment in development made by 
the Coriance Group. Investments for the year in the environment sector, amounting to 58 million euros, refer 
mainly to the maintenance and development of waste to energy plants, landfills and vehicles and containers 
for collection, as well as the maintenance and development of the treatment plants. Investments totalled 134 
million euros in the networks sector, which includes 11 million euros relating to the networks segment of the 
EPCG Group. The main investments in the Milan and Brescia areas regarded the following: 
•  within the ambit of electricity distribution, the maintenance and development of plants, and in particular 

the connection of new users, the maintenance of secondary cabins, the extension and refurbishment 
of the low and medium voltage network, the installation of new electronic meters and the maintenance 
and strengthening of primary plant;

•  in the gas distribution area, work regarding the maintenance and development of plants regarding the 
connection of new users and the replacement of low and medium pressure piping and gas meters;

•  in the integrated water cycle, work on the water transport and distribution network and on the sewerage 
networks.

Investments for the year in the other services and corporate sector totalled 24 million euros and mainly 
related to work on the information systems. Extraordinary transactions relate mostly to the gain realised 
on the sale of 5.16% of the capital of Alpiq Holding AG, the gains arising from the sale of Retrasm S.r.l. and 
Itradeplace S.p.A and the purchase of share capital in Abruzzoenergia and Ergosud.
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(1) Consumption relating to the production of electricity and thermal energy. This also includes consumption by auxiliary services and self-consumption by the gas reduction cabins of the Milan area 
and the Abruzzo area; self-consumption by the Group’s other distribution networks is excluded.
(2) Total emissions of the plants for the production and distribution of electricity and thermal energy.
(3) Average based on collection in Milan, Brescia, Bergamo and Varese.
(4) Excludes the 484 MW power of the Calabria hydroelectric nucleus which became part of the Group in July 2009 and the Abruzzo area; self-consumption by the Group’s other distribution net-
works is excluded.

The figures stated on this page refer to activities carried out in Italy.

WATER CONSUMPTION 2008 2009 2010
Water consumption (thousands 
of m3 ) 5,243 4,591 7,192

CLIMATE CHANGE 2008 2009 2010
Energy produced from renewable 
sources (% of the total) 30.9% 29.50% 36.50%

Green energy sold  (GWh) 87 331 128.3

Hydroelectric park power (MW) 787 787(4) 1,271

ENERGY 
CONSUMPTIONI(1) 2008 2009 2010
Energy consumption of natural 
gas (TJ) 34,902 43,921 34,744

Energy consumption of fuel oil (TJ) 1,312 1,271 1,636

Energy consumption of coal (TJ) 2,743 1,862 18,450

WASTE PRODUCED 2008 2009 2010

Total waste produced (103 t) 407 427 615

Waste sent for recovery 57% 54% 54%

WASTE COLLECTED 2008 2009 2010

Total waste collected (103 t) 1,942 1,891 1,938

Diff erentiated collection
(% of the total)(3) 37% 37.80% 36.60%

Urban waste collected and sent for 
the recovery of materials or energy 
(% of the total)

96% 98% 97%

ATMOSPHERIC
EMISSIONS(2) 2008 2009 2010

NOx (t) 2,079 1,925 4,427

SOx (t) 869 579 773

CO (t) 324 301 484

CO2 (t) 3,238,222 3,543,191 4,792,502

Dust (t) 10 11 109



58

The responsible use of natural resources, the considerable emphasis on growth and the search for 
technologies capable of minimising the effects resulting from its activities, the attention to the local 
area and biodiversity, the constant reduction of pressure on the environment by giving preference to 
measures enabling pollution to be avoided and the development of products and services, including 
those of an innovative nature, make up the Group’s guidelines for managing its industrial activities and 
growth. This chapter describes what the Group is doing in terms of environmental sustainability by 
highlighting policies, objectives, activities and performance.
In respect of a comparison of the data and environmental indicators for 2010 with those of previous 
years, it is noted that the information relating to the Monfalcone thermoelectric power station and 
the Calabria hydroelectric nucleus have been included in the indicators and global performance in 
2010; these were not included in the consolidation scope in 2009 because they only became part of 
the Group in June of that year.
It is additionally noted that consistent with the way in which the scope has been determined, as 
described in the introduction, the data for the Acerra waste to energy plant have not been consolidated 
because A2A does not own the plant but only manages it.

Policy and strategy for the environment
The A2A Group’s environmental policy forms part of its much wider Quality, Environment and safety 
Policy; this extends to the whole of the Group and may be accessed by internal and external stakeholders 
by means of the intranet and internet.
The Policy covers all the environmental aspects which are of importance for A2A, with specific 
emphasis being given to using resources efficiently, containing emissions, climate change, waste 
management, noise and the mitigation of effects on biodiversity and the countryside.
An expression of the Group’s Quality Environment and Safety Committee, presided over by the 
Chairman of the Management Board, this policy is implemented by minimising and reducing the impact 
of what the Group does and by developing sustainable products and services as part of its business. 
Some of the specific items which distinguish the Group from this standpoint are the high level usage 
of renewable energy sources (hydroelectric, biomasses), of cogeneration and of district heating and 
the optimisation of the waste cycle, with a limited resort to the use of landfills and a high material and 
energy recovery level.

Managing the environment
Managing environmental aspects in A2A is a priority activity conducted on a daily basis at the Group’s plants 
and companies. Group management gives a considerable boost to these matters, and in establishing 
policies and activities they use the support of the Quality, Environment and Safety (QES) Department. 
This is a broad panorama of activities, ranging from managing environmental legislation to personnel 
training and from communication to relations with all of the Group’s various interlocutors. In addition, 
site, departmental and/or company QES organisational structures are also active within the Group.
The reference model is that established by standard ISO14001 and by the EMAS Regulation, which 
requires the setting up of environmental analyses, checks to be performed that legislative provisions 
are observed, the setting up of control and monitoring procedures and the setting up of improvement 
programmes, audits and reviews. These activities are managed in specific committees set up at the 
various operational units under the coordination of A2A.
The Group’s environmental certifications - ISO14001 - cover the following:
Plants
• 100% of installed hydroelectric power 
• 100% of installed thermoelectric power
•  80% of thermal power and 85% of the electric power of the fossil/renewable fuel sources cogeneration park
• 100% of the waste treatment capacity of the waste to energy plants
• 87% of the treatment capacity of the other integrated waste cycle plants.

100%
of electric 
power ISO 
14001 
certifi ed
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MANAGEMENT OF THE EXCAVATED MATERIAL: MEETING AND TALKS WITH CONTRACTORS  
The Group’s commitment to environmental aspects is also displayed through involvement and collaboration with its suppliers in dedicated initiatives for 
providing information and exchanging views.
In this respect, mention is made of the meeting held at the end of March 2011 which saw A2A involved together with certain of the firms operating on the 
Group’s behalf. Subject of the meeting: “Management of excavated material: contractual aspects and A2A’s controls”. An occasion which in addition to being 
fully agreed by the 60 companies attending, enabled A2A to communicate its QES Policy and the importance that the Group places in managing worksites 
and excavated materials, together with anything which concerns legislation on the subject. The Quality, Environment and Safety Department is working 
on creating a permanent stakeholder engagement channel by setting up an electronic post box dedicated to these issues.

THE NEW SISTRI WASTE TRACKING SYSTEM 
Waste management has undergone a radical change with the establishment by the Minister for the Environment and Territorial and Maritime Protection of 
a control system for tracking waste called SISTRI. Under SISTRI, every company must record the data relating to the production, transport and management 
of waste by implementing a specific technological system (consisting of computer hardware and software).
A2A has been active in connection with these changes and in January 2010 arranged an internal information course on the innovations introduced by the 
system, which saw all of the Group’s companies involved.
These companies have registered themselves as producers of waste and/or as managers of treatment plants or landfills and/or of transporters, depending 
on the activity they perform.
At an operating level, in preparation for the full introduction of SISTRI from an operational standpoint which is planned for June 2011, A2A has set up internal 
discussion tables to identify and coordinate the changes to be made to its management software in order to ensure that it can interact with the new system 
required by law, thus allowing all the information already stored and existing functionalities to be preserved.
To this purpose A2A has also taken part in technical ministerial discussion tables dedicated to going into further detail on computer-related questions.

Networks
• gas distribution network Milan area
• electricity distribution network Milan area
• integrated water cycle of the Municipality of Brescia (including the Verziano purifier)
• district heating network Milan area and Brescia area.
In addition eleven assets are EMAS registered.
Each year the Group’s QES Committee, presided over by the Chairman of the Management Board, 
conducts an overall review of the management systems, which consists in a detailed and systematic 
analysis of the quality, environmental performance and safety of the activities carried out together with 
the highlighting of any anomalies and their causes; solutions are then identified with the names of the 
people in charge of implementing these and the time envisaged for doing this work.
The A2A Group also takes part in work groups, such as for example those coordinated by Assoelettrica 
and Federambiente, which deal with European and national legislation, establish common positions 
towards the bodies in charge and develop research projects on environmental, energy and waste 
matters.

Managing environmental risks 
when constructing new plants
The A2A Group’s engineering organisational unit has the responsibility for analysing the feasibility, 
design and development of large-scale plants and infrastructure (including waste to energy plants) 
and district heating and district cooling systems, assuring their safety and the quality of the service 
and ensuring that environmental legislation is being observed. The process is audited in A2A SpA in 
accordance with standard ISO 14001, from the standpoint of enhancing the value of the Group’s plants 
as assets. The environmental analysis of the process led to the identification of significant environmental 
aspects for each type of plant planned.
On the basis of the results of the environmental analyses specific checklists are being drawn up by each 
type of plant which indicate the reference legislation and the main means by which environmental 
aspects will be managed along the whole process of planning and construction; this is being carried 
out in order to facilitate the application of the plans in the individual projects. For plants subject to 
Integrated Environmental Authorisation (Autorizzazione Integrata Ambientale - AIA) plans are also 
being drawn up for disposal of these assets at the end of their life cycle, as required by the authorisations.

Eleven EMAS 
registered
assets

Environmental  responsibility
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Managing environmental risks
Business environmental management as carried out by A2A means in actual terms the prevention of 
the environmental, economic and financial risks arising from 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 taken 
out insurance against any damage that may arise from accidental and gradual pollution connected with 
the ownership and/or use of the plants. Coverage also includes any harm that may be done to protected 
natural species and habitats and any reclamation costs inside and outside the factory buildings.

Fines and sanctions
The Legal Department has no notice of any fines or non-monetary sanctions imposed in 2010 for the 
failure to comply with environmental laws and regulations, with the exception of the settlement of a 
proceeding regarding non-hazardous waste management.

Environmental accounting
A2A has created a system of environmental accounting that collects physical environmental data 
and the principal data concerning plant and service activities. The system is extended to all Group 
companies and the assets included in the scope for the Sustainability Report and is supported by 
software (EMS - Environmental Management System) which is managed by the parent company and 
may be used by any local site or location. The bases of measurement are the individual plants, processes 
and services. The data are combined in order to calculate summarised indicators and are subjected to 
horizontal and vertical controls to reduce the risk of error to a minimum. The system was translated 
into English in 2010 in order that the data relating to the A2A Group’s plants located in other European 
countries, such as France for example, may be managed by the same means1.  
As regards economic environmental accounting, the Administration and Finance Department and 
the Quality Environment and Safety Department have jointly drawn up an intervention plan for the 
development of a system for identifying and reporting the following types of cost, which has been 
extended not only to the environment but also to safety, as an implementation of the 231 organisational 
model:
• investments (or portion of such) relating to health and safety matters;
• costs for health and safety;
• costs for the protection and management of the environment;
• investments (or portion of such) for the sustainable use of resources.
These types of cost will be identified at the following times:
•  on the preparation of the Group’s budget and business plan, suitably highlighted to enable them to 

be identified and reported;
•  when the actual figures are available, with an appropriate classification, in order that they may be 

identified and presented in suitable reports.
The identifying and reporting system is planned to be completed in 2011.

(1) Energy production is calculated starting from 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 in part on the basis of the purchases for the year and in part on the basis of withdrawals from stock. 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 through periodic analyses 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 and micro-pollutants. 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.
Certain data were measured in 2010 with greater accuracy than in the previous year and may therefore display irregular trends when compared 
to the previous year. This, however, does not regard the most quantitatively significant data, for which changes between 2010 and 2010 are mainly 
due to the entry of the Monfalcone power station and the Calabria hydroelectric nucleus to the reporting scope, as stated earlier.

A system of 
environmental 
accounting
extended to the 
whole Group
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ELECTRICITY PRODUCED FROM RENEWABLE 
SOURCES - figure 4
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A2A: ENERGY PRODUCED IN 2010 
BY SOURCE - figure 5

The sustainable use of resources
The following resources are of particular importance for the A2A Group:
• energy resources;
• materials;
• water.
In the case of energy resources, sustainable use is achieved through the development of renewable 
sources and efficiency; as far as materials are concerned, however, the decisions taken as part of 
integrated waste cycle management are decisive; the use of water as a resource is important across 
of all the Group’s activities.

Energy sources and effi  ciency
Environmental issues are increasingly the subject of discussion and debate at a global level. Energy enters 
fully as part of this debate and scenarios open up through this which are linked to the development and 
growth of Italy and Europe as a system, where the use of renewable resources and efficiency have a 
competitive importance in the long term.
Within this framework, A2A moves on the basis of the following strategic lines:
• significant use of renewable resources;
• diversification of energy sources and the recovery of energy from waste;
• energy efficiency and the use of better technologies.

Renewables, 
diversifi cation
and effi  ciency, 
 the key words
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Renewable sources
The proportion of electricity produced from renewable sources by A2A is at levels exceeding national 
averages, and amounted to 18.2% in 2008 and 23.7% in 2009 (source GSE, Renewable energy source 
plants, Statistical report 2009).
A2A gives priority to hydroelectric energy amongst the renewable sources, both for traditional reasons 
and also because it represents a highly-prized source from the standpoint of production flexibility and 
economic sustainability.
There was an increase in hydroelectric production in 2010 due also to the acquisition of the Calabria 
hydroelectric nucleus and an increase in the energy produced from obtaining value from waste. 
The production of electricity from fossil sources increased only slightly: despite the acquisition of the 
polyfuel power station at Monfalcone (GO) (the production of which was not included in 2009) there 
was a reduction in the activities of the existing combined cycle plants - the power stations at Cassano 
d’Adda (MI), Ponti sul Mincio (MN) and Gissi (CH) - due to the lower request by the market of energy 
produced with natural gas. The main reason for the increase in the percentage of electricity produced 
from renewable sources in 2010 compared to previous years lies in this (figure 4).
An investment programme aimed at improving water captation capacity and the reliability and yield of 
the plants has been introduced at the Calabria hydroelectric nucleus, which will see total spending of 
around 30 milllion euros by the end of 2014.

In 2010, thanks to particularly favourable hydraulicity, the production of hydroelectric energy exceeded the historical average.

A2A IN MONTENEGRO   
A2A holds 43.70% of the Montenegro State energy company EPCG, whose installed power is mainly hydroelectric as the following table shows:

To decrease the use of fossil fuels and reduce the emission of greenhouse 
gases into the atmosphere, the Monfalcone power station recovers 
energy from biomasses using co-incineration with coal.
The biomasses used are of two types:
•  waste of animal origin, deriving from the treatment of the waste of the 

zootechnic chain (specific material at risk and high and low risk material, 
commonly known as “animal flours”);

•  non-hazardous waste of vegetable origin, coming from the agro-food 
chain and from the timber industry.

Since 2008 the power station has been given recognition by the Network 
Manager each year as a “plant fuelled by renewable sources”, thanks to the 
portion of energy produced by the burning of biomasses.

The graph shows the mix of fuels used since 2006.
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Diversifi cation of energy sources and recovery of energy 
from waste
Since 2010, with the acquisition of the Monfalcone power station, the proportion of energy produced 
with natural gas has fallen, while that produced from coal has increased significantly; in 2009 the 
latter related solely to a portion of the production of the Lamarmora (BS) power station. This has 
enabled sources to be more widely diversified. In addition, A2A places the greatest emphasis on the 
use of biomasses and waste, in this way pursuing the objective of further diversifying energy sources 
and increasing the use of renewable sources (the renewable fraction of waste).The waste to energy 
plants owned by A2A, which produce electricity and thermal energy, are to be found in Lombardy: in 
Brescia, Milan, Bergamo, Corteolona (PV) and Filago (MI). Considering both fractions - renewable 
and non-renewable - the electricity produced from waste amounted to 10.5% and thermal energy 
to 43.8%. For each tonne of waste on average 785 kWh of electricity and 580 kWh of thermal energy 
are produced. The increase over the previous year is partially due to extraordinary maintenance 
carried out oat the Brescia plant and partially to the greater energy content in the incoming waste
( figure 5). In Campania A2A manages the Acerra waste to energy plant.

Energy effi  ciency
The issue of energy efficiency is significant for A2A from two standpoints:
•  as part of the process of the production of the energy itself, intended for entry into the network 

and consumption by third parties
•  within the sphere of consumption by its own plants, especially in the environment sector and the 

networks sector.

INCREASE IN THE COGENERATION EFFICIENCY OF THE SILLA 2 WASTE TO ENERGY PLANT    
Following the positive outcome of the study carried out on the heat cycle of the Silla 2 waste to energy plant, which identified the possibility of increasing 
of increasing the maximum global cogeneration efficiency of the plant up to 87% from the current 58%, the executive planning and realisation of the work 
to be performed on the plant was begun. The first stage of this - planned for August-September 2011 - will enable maximum thermal power of 120 MW to 
be sent to A2A’s district heating network, with unchanged incoming waste, compared to the current 68 MW.

ACERRA WASTE TO ENERGY PLANT   
Partenope Ambiente SpA (an A2A Group company) began management of the Acerra waste to energy plant in 2010. This is a high technology plant for 
obtaining recovery from residual urban waste (not recyclable in a useful manner) and enhancing the energy contained in that waste. The plant consists 
of three independent lines, each made up of a section for burning the waste with the production of steam and a system of purifying the fumes which are 
made up of the following:
• a wet-dry system for reducing acid gases
• a mixed reagent system (a mixture of Ca(OH)2 and active carbons) and a double sleeve filter to reduce micro-pollutants and dust
• a catalyser reactor (De NOx SCR) for reducing nitrogen oxides.
Despite the fact that this was its first year of industrial use, the Acerra waste to energy plant treated 516,000 tonnes of waste in 2010 (compared to the 
600,000 tonnes/year authorised under the Integrated Environmental Authorisation) and produced, excluding self-consumption, 450,000 MWh of 
electricity, equal to the needs of 150,000 households.
The plant additionally produced positive results from an environmental standpoint, with emission values being within legal limits; the frequent and accurate 
emission monitoring campaigns conducted in April, May, July, August and November 2010 by accredited laboratories confirmed the plant’s reliability 
and the efficiency of the fume treatment system, with all values for atmospheric emissions being within the reference limits established in the Integrated 
Environmental Authorisation and well below the limit values established by European Directive 2000/76 transposed into Italian legislation by Legislative 
Decree no. 133/2005. A continuous monitoring system is in place to control gaseous emissions into the atmosphere (NOx, SO2, CO HCI, HF, COT NH3 and 
dust) for each combustion line.
A QES structure is in operation in Partenope Ambiente whose task is to monitor quality, environment and safety issues, in this way implementing the A2A 
Group’s QES Policy.
As part of the structural improvement measures envisaged by the Integrated Environmental Authorisation under the special charge of the Prime Minister, 
Partenope Ambiente has installed a portal measuring the radioactivity of the vehicles delivering the waste (active since December 2010), a second continuous 
system for monitoring chimney emissions (SME), a continuous system for monitoring the mercury in the fumes and a system for taking samples of micro-
pollutants (IPA, dioxins and furans, PCBs). These instruments entered full service in February 2011.
Thanks to the energy recovery from waste treated at the Acerra waste to energy plant, emissions of approximately 229,000 tonnes of CO2 were avoided 
in 2010. This calculation has been made by using the methodology set up by the A2A Group, which envisages as the baseline the production of energy with 
fossil fuels and disposal in a landfill.
As far as the methodology of the calculation applied is concerned, reference should be made to the specific caption included in the “protecting the 
environment” section.

From 1 tonne
of waste 
785 electric 
kWh and 
580 thermal 
kWh
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REDUCTION OF PURCHASED AND CONSUMED ENERGY 
At its landfill at Corteolona (PV), Ecodeco, the A2A Group company which works in the environment sector, has built a heat recovery plant on the engine 
cooling line for the production of electricity from landfill biogas. The heat recovered is used to:
• pre-heat the mud to render it innocuous before being deployed for agricultural purposes; this process provides incoming mud with the specifications it 
requires for legal purposes to be used subsequently for agricultural purposes
• heating of the site offices.

REDUCTION OF THE ENERGY REQUIREMENTS OF THE BERGAMO INTEGRATED WATER SERVICE
To reduce the energy requirements needed to operate the aqueduct system of the city of Bergamo, the A2A Group company BAS SII exploits the hydraulic 
energy of the incoming water in the city’s main reservoir (situated at the foot of the Veneto walls close to St. Augustine gateway), in part to take the water 
up to the old city through the use of two turbo-pumps, in part to produce electricity with two Pelton turbines having a total power of 55 kW, which in 2010 
produced around 469,000 kWh.
The biogas produced at the Bergamo purifier during the mud line anaerobic digestion process - around 1,800,000 cm/year - is re-used in the same plant 
cycle in the working of the digester thermal plant, thus limiting the use of methane gas which fell from 384,000 Sm3 in 2009 to 247,000 Sm3 in 2010.

Electrothermic production

A2A has available around 2,000 MWe of installed electric power based on high yield combined 
cycle technology. Around 340 MWe is installed at the Monfalcone (GO) power station based on 
conventional technology fuelled by coal and biomasses and 640 MWe is fuelled by heavy fuel oil 
(HFO). In the latter case the replacement with two high yield combined cycles of approximately 800 
MWe has been authorised. Nevertheless, A2A has put this project on ice due to the changed scenario 
in the electricity market, where this technology is no longer profitable. It is not a coincidence that 
production from this type of plant in 2010 has fallen significantly over 2009, which can only partially 
be explained by the general decrease in usage as a result of the economic crisis. In 2010, the total yield 
of A2A’s thermoelectric park amounted to 45.4% (the average national yield of the thermoelectric 
park amounted to 40.1% - calculations based on Terna figures 20092); referring solely to the Group’s 
natural gas combined cycle plants there was a yield of 51.5% (the corresponding average national yield 
was 51.8% - calculations based on Terna figures 2009).

Cogeneration and district heating

A2A Calore & Servizi is the Group company which designs, realises and introduces district heating in 
the cities of Milan, Sesto San Giovanni (MI), Novate (MI), Cassano d’Adda (MI), Brescia, Bovezzo (BS), 
Concesio (BS) and Bergamo. The objectives of A2A Calore & Servizi’s corporate policy consist in the 
distribution of heat and the production of electricity through a constant improvement in energy and 
environmental performance compared to legislative and regulatory requirements.
Cogenerating electricity and heat enables savings to be made in primary energy resources when 
compared to separate production. The use of new heat pump technologies, integrated in the new 
cogeneration power stations, which use water table water as the renewable heat source, contribute 
towards making savings in the consumption of conventional resources and enable a further saving in 
natural gas to be reduced.
The result of this policy is to have a decent plant system at the service of the citizen, where low 
environmental impact is obtained by using both renewable sources and low atmospheric emission 
technology to the best effect. To this is added a district heating network whose capillary distribution 
of heat in the city enables boilers to be switched off, thereby reducing atmospheric emissions in the 
surrounding city area.
In 2010 A2A Calore & Servizi recorded an increase in the number of users connected to the district 
heating network, which led to an increase of 10% in heated volume compared to the previous year, 
which totalled 73 Mm3 heated (see also the section “Customers and society”). 
Through the A2A Group company Varese Risorse A2A is also present in the city of Varese, with 
cogeneration and district heating plants.

(2) The figures for 2010 were not known at the date of the preparation of this report.
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PLAN TO DEVELOP DISTRICT HEATING IN THE CITY OF MILAN   
In 2010 A2A worked on the realisation of the “Plan to develop district heating in the city of Milan”, which is an integral part of the convention signed in May 
2007 with the Mayor of Milan and the Chairman of the AEM Group - now A2A. The protocol of understanding represents a tool for implementing the A2A 
Group’s business plan, which has as one of its priority objectives the spreading of district heating in the city and is consistent with the sustainable growth 
policies of the Municipality of Milan. The plan puts forward the idea of increasing the number of users reached by the service by strengthening the existing 
district heating systems and realising new systems, at the same time obtaining a significant reduction in polluting emissions deriving from the energy 
requirements for heating with an improvement in the quality of the air and the environment. To reach the objectives set out by the convention it is envisaged 
that the plan may be periodically adjusted to the administrative, town planning and environmental scenarios which develop at the local level of which it 
forms part or which are due to the effect of new restrictions and/or opportunities of a technical and economic nature which may arise.
At 31 December 2010 the district heating system in the municipality of Milan had reached a length of approximately 100 km (+17% compared to 
31 December 2009) with 800 sub-centres of installed use (19%), for a total installed power with users of 527 MWt (+12%). The number of “Inhabitant 
equivalents” served by district heating is estimated to be approximately 265,000. Among the most significant activities performed which have enabled 
these objectives to be reached are the further extension of the existing district heating networks, in particular the extension of the Figino network fed by 
the Silla 2 waste to energy plant to the San Siro quarter, and the extension of the network fed by the Canavese power station to the city centre to enable 
to the court to be connected.
Amongst the activities carried out in the production plants mention should be made of the installation and start-up of the large-scale heat pump (15 MWt) at 
the Famagosta power station. The use of the electrically fuelled heat pump enables thermal energy to be produced effectively without the direct emission 
of pollutants into the atmosphere, exploiting to around 2/3 the renewable heat contained in the water table waters. A similar water pump is installed at the 
Canavese power station. For 2011 the plan envisages the increase of a further 40,000 inhabitant equivalents (corresponding to an increase in installed 
thermal power of approximately 80 MWt compared to those served in 2010).

DISTRICT HEATING FROM THE CASSANO D’ADDA THERMOELECTRIC POWER STATION - AUXILIARY BOILER    
The Cassano d’Adda (MI) thermoelectric power station produces electricity through two combined cycles, for an installed power of 995 electric MW. The 
heat for the district heating of the residential area of the municipality of Cassano d’Adda is extracted from the combined cycles. The power installed with 
users today is around 33 thermal MW; under the plan for the development of the district heating network there will be a further increase in the number of 
users during 2011 and 2012 which will also regard the municipality of Truccazzano (MI), and more specifically the district of Albignano. In order to guarantee 
continuity of the district heating service, even when the thermoelectric production groups are at a standstill, and to adjust to use requirements which 
demand frequent stops, a new auxiliary boiler was installed in 2010 having a power of 39.3 thermal MW. This boiler has a continuous emission monitoring 
system and guaranteed emissions are in line with the best available technologies. In particular:
NOx  < 90 mg/Nm3 (legal limit 200 mg/Nm3)
CO  < 90 mg/Nm3 (legal limit 100 mg/Nm3).

DISTRICT HEATING IN BRESCIA   
District heating has been in place in Brescia since 1972. Today, the system consists of:
•  a network for transporting and distributing heat having a total extension of 600 km. of double piping which reaches almost every corner of the city of 

Brescia and also reaches into some of the neighbouring municipalities;
• three main production plants: the waste to energy plant, the Lamarmora plant and the Nord plant, this latter being used for supplementary and reserve  
 purposes for a thermal power available in cogeneration of over 450 MWt and an installed thermal power in boilers of almost 250 MWt.
Ecosistema Urbano, the annual survey carried out by the Environmental League and the Italian Environmental Institute, prepared in collaboration for 
editorial purposes with Il Sole 24 Ore, has awarded Brescia, with 201.15 m3 of heated volume per inhabitant, first place in the country for the diffusion of 
district heating, which in 2010 exceeded 40 million m3 of served volume, thus meeting the needs of around 70% of heatable volume.

DISTRICT HEATING IN BERGAMO   
District heating in Bergamo started up in 2005 when the first cogeneration plant, Carnovali, began operations. When connected to the distribution network 
of the city centre this plant, together with the Cavour simple production plant, supplied heat for the main public buildings and the first private buildings.
Between 2005 and the end of 2010 over 32 km of network have been laid to connect the central area to the new cogeneration plant in Via Goltara and serve 
the western and south western areas of the city. It is planned to lay over 80 km of piping by the end of 2018, to be distributed throughout a large part 
of the city, in order to be able to serve more than a third of its buildings with district heating, for a total volume of approximately 10 million cubic meters.
The new hospital in Bergamo has also chosen to have district heating to meet its energy needs, amount to around 17 MWt, combining the reliability and 
safety of this service with respect for the environment.

DISTRICT HEATING IN VARESE  
District heating in the city of Varese has been operational since 1992.
The cogeneration plant in Via Rossi feeds around 135 users, including the University of the Insubria with whom there is a protocol of understanding in force 
for the use of district heating at the new university hub being built, the Molina Foundation and the Municipality of Varese.
A heating-cooling plant  with cogeneration and district heating is being finalised at the new hospital in Varese in order to meet its needs for steam, hot water 
and ice-cold water for the technological, sanitary and conditioning uses of both the old and new hospital complexes. Trigeneration (heat cold, electricity), 
the new frontier of cogeneration, will be achieved with the implementation of this project.

Environmental  responsibility
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Energy recovery

A2A seeks all the technological possibilities for energy recovery that exist for its plants, in order to 
take self-sufficiency to the highest level possible and reduce the need to bring in energy from the 
outside. Recovery can be achieved in the following way for example:
• in the waste water treatment plants, where the anaerobic stabilisation of the mud at work 
 produces biogas, which can be exploited from an energy standpoint;
• in the waste landfills where biological decomposition produces biogas also in these plants;
• in the integrated water service networks, where any level differences enable hydroelectric energy  
 to be generated.

Effi  ciency in the fi nal uses of energy

As a distributor of electricity and gas, A2A is under an obligation to seek energy saving by the final users 
of gas and electricity. The savings target in terms of tonnes of oil equivalent (toe) is established by the 
Electricity and Gas Authority (AEEG). Each operator must obtain savings by introducing measures set 
up directly or by purchasing savings certificates (energy efficiency allowances or “white certificates”) 
from other operators. A2A has also established itself as an Energy Saving Company (ESCO) in order to 
exploit synergies with companies of the Group dedicated to energy saving measures.

Integrated waste cycle
 
The A2A Group is the leading operator in Italy in the waste to energy and waste management sectors. 
These are complex sectors which lead to a series of issues which are of key local importance and have 
considerable effects at that level. It is essential to work using criteria directed towards service quality, 
safety, technological innovation and investment capacity.
A2A provides services for millions of customers which consist of the collection, transportation and 
brokerage of hazardous and non-hazardous waste, street sweeping and the management of recovery 

2010 DESTINATION OF COLLECTED URBAN WASTE* - figure 7

CAPRIANO DEL COLLE (BS) EXPERIMENTS WITH “CAP” BINS     
 Of the many ways of collecting urban solid waste which Aprica proposes to local authorities, the Municipality of Capriano del Colle (BS), the first in the 
whole of Lombardy, has selected the use of “cap” bins which are opened by means of a personal electronic key.
Examples of the advantages of the new system are: 
• the fact that this avoids the bins being used by residents of other municipalities;
• the way in which waste is taken to the bins is the same as that used with the traditional bins (available 24 hours a day, 7 days a week), to which is added the
  incentive to crush waste to reduce its volume.
Personalised electronic key bins enable tariffs to be charged that are proportional to the quantity of non-differentiated waste actually taken to the bin, 
and this encourages people to reduce their waste.

� Disposal (landfill, incineration, other)

� Waste to energy

� Differentiated collection composting, biostabilisation, recovery

The figures stated in the graph refer to the activities performed 
in the municipalities which are provincial capitals (Bergamo, 
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and waste disposal plants, located mainly in the provinces of Milan, Brescia, Bergamo, Mantua and Pavia, 
and in the region of Campania through the management of the Acerra (NA) plant.
All of this requires a serious and careful management policy which determines the measures and 
criteria for acting in a sustainable way through activities ranging from differentiated collection, energy 
enhancement of the residual fraction, the recovery of materials, landfill disposal for waste only if cannot 
otherwise be recovered and local self-sufficiency in terms of disposal.
In 2010 the Group treated around 3 million tonnes of waste, 7% more than the previous year. This 
increase related to waste to energy plants, biodessication plants and plants for the production of fuel 
derived from waste, material recovery plants and dust inertisation plants. On the other hand there was 
a fall in the waste treated by landfills.

Urban waste
A2A manages the urban waste collection service in accordance with the following strategic lines:
• reduction of the need to use landfills to a minimum 
• search for innovative solutions to encourage the reduction of the waste produced. 
The service consists of the differentiated collection of all tractions (paper, glass, tins, plastics, 
organic waste, garden cuttings) in a different way and depending on the individual municipalities 
served. Organic waste and green waste are sent for composting, while waste collected through the 
differentiated approach is sent to consortia along the chain for recovery.
In 2010 in the cities of Milan, Brescia, Bergamo and Varese, where A2A fully manages differentiated waste 
collection, there was an average differentiated collection index of 36.6%. The index improved in the 
cities of Varese, Bergamo and Brescia. In Milan there was a fall  of approximately 2 percentage points as 
the method of calculating the proportion of bulky items was aligned to that of the other municipalities: 
only bulky waste sent for recovery is included in the calculation of the index.
Urban waste that cannot be differentiated is sent to the waste to energy plants for the recovery of 
thermal energy and electricity. After being treated, heavy ash is re-used in cement works.
A2A continues with its aim to minimise the need to use landfills as the end destination of urban waste. 
In 2010, 97% of waste was sent to energy or material recovery plants, and only 3% to landfills 
( figure 7). These numbers are proof of a good performance compared to the average at both a 
European and Italian level; in these cases a total of 38% and 45% of waste is sent to landfills (2009 data 
for urban waste management produced by Eurostat, the EU statistical office).
The proportion of waste sent for energy recovery purposes was unchanged compared to the previous 
year. Dirt from road sweeping is treated in plants owned by the Group. After a washing process, the 
treatment enables the inert fractions to be recovered (sand and gravel); these have specifications 
enabling the UNI standards for use in construction to be met and are certified for use in the manufacture 
of concrete and the laying of road surfaces.

Water resources
Water usage plays a key role in the Group’s activities. Water needs from the various processes are listed 
below, together with a description of the water bodies involved in extraction and a description of the 
planning initiatives and solutions introduced to limit consumption.

Energy production
The use of cooling water for the Group’s thermoelectric plants regards the following water courses:
• the Valentinis canal (Monfalcone thermoelectric power station  - GO);
• the Muzza canal (Cassano d’Adda thermoelectric power station  - MI);
• the River Mincio (Ponti sul Mincio thermoelectric power station  - MN).
The Gissi thermoelectric power station on the other hand has a dry cooling system based on aerotherms 
(air condensers) thanks to which water is not used for cooling at all.
Process water is procured by using wells situated at the production sites, other than at the Gissi plant, 
where water coming from the consortium purifier is treated and recovered.

97% of urban 
waste 
is recovered 
as energy 
or materials
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For hydroelectric production, the hydrographic basins mainly involved are the Rivers Adda and Spoel 
in the Upper Valtellina in Lombardy, and the Rivers Neto, Simeri, Ancinale and Savuto in Calabria.
Heat pumps which extract water from the water table in Lombardy are installed at some of the A2A 
Group’s plants to produce thermal or cooling energy.

Energy distribution
The electricity distribution network equipment is mainly cooled by air, due to the use of “ONAN” 
transformers; these are oil-based transformers with a natural circulation of oil and air. Certain 
equipment in the Milan network is on the other hand cooled by water taken from the aqueduct. 
In 2010, continuing with its maintenance programme which aims among other things at optimising the 
use of water resources, A2A Reti Elettriche achieved a further reduction in water usage. The measures 
taken to improve the efficiency of cooling equipment for the HV/MV transformers mainly involved two 
primary plants in Milan:
•  the Venezia primary cabin, where the radiators of the two 100 MVA 220/23 kV transformers were 

replaced;
•  the Gadio primary cabin, where the replacement of the cooling plant pumps was completed.

For district heating, water usage results mainly from the topping up of the vector fluid in the network, 
which despite being a closed system is liable to losses or emptying as the consequence of maintenance 
work. Topping up is mainly carried out with aqueduct drinking water and partially with water recovered 
from the emptying of the network and the boilers of the production plants.

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 when treating waste;
•  cooling in thermal waste treatment processes.
Urban hygiene activities consist of cleaning streets, rubbish bins and waste collection vehicles. Water 
is mainly procured from wells and the drinking water distribution system. The water 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 water. Examples of this are as follows:
•  the system for exchanging 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. 
Here water recycling is even bidirectional: the water flowing out of the sedimenter 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 and heated by a few degrees, allowing the kinetics of the biological purification 
process to be speeded up.

2008 2009 2010

A2A Reti Elettriche - water extracted from the aqueduct (Milan) [m3] 430,300 250,700 178,606

Water saving 
increases for A2A 
Reti Elettriche
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Integrated water service
An aqueduct covering a series of different municipalities is largely used by BAS SII (for over 220,000 
inhabitants) to guarantee the captation, treatment, transportation and distribution drinking water 
service for the municipality of Bergamo and a further 32 municipalities in 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. 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.
In the province of Brescia on the other hand springs only provide water needs to a minimum extent and 
requirements have to be met by well pumping, which covers around 76% of demand.
In conclusion, the main sources for the extraction of drinking water for the municipality of Varese are 
the Bevera valley and Luvinate springs.
The following tables provide a list of the springs with a flow exceeding 50 l/s.

In addition, the historical springs at Moretti, Pradelli, Vertegiana, Cugini, Fassi and Rio Re, situated in the 
municipality of Albino (BG), are noted.

Protecting the environment 

Biodiversity and the countryside  
Protecting the environment and safeguarding biodiversity form part of the A2A Group’s 
development objectives by right; working closely at a local level, it is the Group’s moral and social duty 
to place special emphasis on eco-systems. A2A acknowledges the extent of this country’s naturalistic 
and environmental heritage (10% of the country is made up of national, regional or local protected 
areas, parks, reserves and marine areas) and it is from this standpoint that the Group works daily with 
respect for the territory and the laws protecting it.
A2A promotes a series of initiatives to protect and enhance biodiversity and the local area, also in 
conjunction with institutions, organisations and associations. 

Municipality Springs Flow  l/s

Brescia Fonte di Monpiano 150

Villa carcina Fonte Cogozzo 55

Drinking water procurement springs  -  Province of Brescia

Municipality Source Flow  l/s

Algua Valle Serina 404

Casnigo Ponte del Costone 250

Parre, Premolo, Ponte Nossa Valle Nossana 540

Drinking water procurement springs  -  Province of Bergamo

Municipality Source Flow  l/s

Various Valle Bevera 250

Luvinate Luvinate 100

Drinking water procurement springs  -  Province of Varese

A2A protects
the naturalistic 
heritage and 
the Italian 
environment
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Situating the main plants in areas of outstanding natural 
beauty

Energy production

Certain of the Group’s production sites are located in areas of outstanding natural beauty. As far as
hydroelectric production is concerned, a large number of the plants may be found in the Stelvio 
National Park - 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 - and the Sila 
National Park which contains many artificial reservoirs (Lake Arvo and Lake Ampollino having a capacity 
of over 130 million cubic metres of water) and the plants of the Calabria hydroelectric nucleus. A part of 
the thermoelectric production on the other hand comes from plants that are situated within or bordering 
on regional parks, such as those of the Mincio (MN) and Adda Nord (MI)  

Integrated water service

In this sector the A2A Group works in the provinces of Brescia, Varese and Bergamo. Certain of the water 
springs used are in recognised areas of natural beauty, which are also indicated as Sites of Community 
Interest (SICs) or Local Parks of Multi-municipal Interest (PLISs). For this reason, Group companies 
operating in this sector have initiated various initiatives to safeguard the springs. One of the many 
examples of this type of activity is that of BAS SII - which operates in the city of Bergamo and in certain 
municipalities in the province - which, in correspondence with the protected areas of the main springs 
(Algua, Nossana, Costone, Albino, Roncola) and the open air canal of the Bergamo aqueduct system, 
manages a farming and woodland complex owned by the company Bergamo Infrastrutture, which 
occupies a total area of 170 hectares. Given the high defence value of the forestry areas in respect of the 
asset water, in order to ensure that management activities are aimed at the sustainable growth of the 
territory, BAS uses the assistance of the ERSAF, the Regional Entity for Services, 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.

Biodiversity safeguarding initiatives
A2A’s collaboration with Progetto Interreg Ecoidro for the management of sediment in the hydroelectric 
reservoirs continued in 2010; amongst its objectives, this project aims to safeguard and keep quality levels 
high in aquatic environments by supporting biodiversity and encouraging additional intervention which 
can increase the environmental capacity of the hydroelectric system. Interreg Ecoidro is a three-year 
(2009-2012) cross-border cooperation project consisting of a variety of actions which sees the Province 
of Sondrio and the Grigioni Canton in Switzerland involved for a total surface area of approximately 
61,000 square kilometres. This latest year of activities has led to the realisation of a key project objective, 
that obtained by clearing certain of A2A’s hydroelectric reservoirs in the province of Sondrio, thanks also 
to the close collaboration of the Sondrio Anglers’ Union (UPS) and bodies in charge of monitoring the 
operations with A2A. This work, which began in the second half of March 2010 and continued until April, 
involved the reservoirs of Cancano, Valgrosina and Sernio and led to the transfer of the sediment down 
valley, which for the major part consists of glacial lime and sand. For the floating activities carried out 
for the Cancano reservoir, at the request of the Province of Sondrio and the UPS the material was sent 
along the natural river bed of the River Adda as far as the area of the Pola Valley so that a large part of the 
suspended material could decant into this large natural reservoir, thus contributing to the environmental 
requalification of the new course of the Adda which is currently being carried out.

Vital Minimum Flow
The habitat in the courses from which water is extracted to produce hydroelectric energy is preserved 
by maintaining the portion of water in the bed flow required for this purpose which is known as the “Vital 
Minimum Flow” (VMF). For years, A2A has been involved in releasing pre-determined quantities of water 
from the main extraction facilities in both Lombardy and Calabria.

Many of the 
Hydroelectric 
plants in the 
Stelvio 
national park
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A2A AND THE PROJECTS PROTECTING AND SAFEGUARDING BIODIVERSITY   
A2A has come to an agreement with the Sondrio Anglers’ Union (UPS) to modulate the waters during the 
production of electricity at week-ends, in order to allow river bed flow without disturbances and, therefore, 
to enable fishing to continue with a particularly favourable quality and quantity of water.
In Calabria, where A2A carries out a part of its hydroelectric production, an agreement has been signed with 
the Sila National Park for the free of charge loan of an area of over 200,000 square metres on the banks of 
the artificial lake Ampollino, in the Trepidò district; part of this area will be requalified and an environmental 
information reception centre will be built there.

TESTING MINIMUM VITAL FLOWS IN VALTELLINA     
As part of the framework of the Plan for the Protection and Use of the Waters of the Region of Lombardy, A2A 
has presented a project for release testing that has been approved by the Region with decree no. 6443 of 26 
June 2009. The decree requires any testing to be spread over an initial three-year period, starting from 1 July 
2009, with the possibility to continue with this for a maximum of a further three years.
A total of 60 million cubic metres of water was released in 2010. The extraction facilities involved in the testing 
of the release of the VMF and the quantity of water to be released in accordance with the testing are set out 
in the following table.

The facilities involved are equipped with systems for the automatic control of the flow released in order to 
ensure that the planned flow takes place.
Since 2009 A2A has been using a monitoring campaign which it carries out by analysing physical and chemical 
parameters in the surface water courses involved in the testing, taking measurements of an ecological and 
flow nature and drawing up technical reports relating to the monitoring of the effects of the VMF in the water 
courses of the Valtellina downstream from the A2A plants.

Extracting 
facility1

Municipality 
(Province of 
Sondrio)

Height above 
sea level

Release for 
Minimum 
Vital Flow 
(November - 
April) l/s

Release for 
Minimum 
Vital Flow 
(May - 
October) l/s

Gavia Valfurva 2,190 0 40

Cerena Valfurva 2,222 57 57

Frodolfo Valfurva 2,164 52 52

Marmotta Valfurva 2,202 35 35

Campo Valfurva 2,236 70 70

Valle dei Vitelli Bormio 1,983 59 139

Lia Valdidentro 2,005 8 14

Cardonè Valdidentro 2,002 7 12

Verva Valdidentro 1,993 22 37

Viola Valdidentro 1,963 64 107

Minestra Valdidentro 1,966 11 18

Foscagno Valdidentro 1,957 13 22

Cadangola Valdidentro 2,069 9 15

Adda Valdidentro 1,224 152 253

Viola Valdidentro 1,222 279 359

Uzza Bormio 1,250 379 631

Eita e Sacco Grosotto 1,218 244 406

Le Prese Sondalo 949 662 662

Rezzalasco Sondalo 999 928 928

Boscaccia Sondalo 825 990 1,650

Adda Sernio 497 1,646 2,116

1) the extraction facilities Cerena, Marmotta, Campo and Rezzalasco are fl owing water facilities

Environmental  responsibility
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Air and climate
Many of the Group’s activities, including energy production, the conversion of waste to energy and 
motor transport, have a potentially important effect on the atmosphere. The reduction of emissions 
is therefore a priority for A2A.

Atomospheric emissions
In designing new plants A2A believes emission levels to be a strategic priority, one 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 room for improvement. 

A2A has invested in natural gas combined cycle plants. These are low emission plants which have 
minimum levels of concentration of NOx in the fumes, due also to the availability of low emission 
burners, the absence of significant emissions of SOx and dust and the lower quantities CO2 originated 
by the natural gas. These advantages are combined with the high electricity yield of these types of plant, 
allowing highly contained levels of emissions to be obtained for each kilowatt hour produced. In 2010 
the specific emissions of NOx from the combined cycles were extremely low (0.10 g/kWh), as in the 
previous year.
For the Monfalcone thermoelectric power station, which is currently fuelled by coal and heavy fuel 
oil (HFO), studies are being carried out into the new technical choices which may be made to reduce 
nitrogen oxide emissions, as A2A has suspended its investment in converting to the combined cycle.

There was a fall in total emissions and the specific emissions of NOx and dust coming from fossil fuel 
cogeneration plants in 2010, due to an increased use of natural gas as opposed to coal in the Lamarmora 
(BS) plant. Investments to reduce nitrogen oxides through the use of catalysers are currently being 
completed at the plant.

A2A places particular emphasis on emissions from waste to energy plants. The Group’s plants are 
equipped with reduction systems which are in line with the best emission-containing technologies, 
both as far as the “traditional” pollutants are concerned and those emitted in smaller quantities, the 
“micro-pollutants”. To eliminate micro-pollutants, “active carbons” are injected into the fume flow 
which absorb the undesired particles on their surface, eliminating them from the gases going into the 
atmosphere. The carbons “loaded” with the micro-pollutants are then treated by suitable filters and 
disposed of as waste or, if possible, recovered.
In 2010 a total 0.003 grams of dioxins were emitted by the Group’s plants, a result which was obtained 
thanks to concentrations in the fumes which remain well below the legal limits, namely one ten billionth 
of a gram per cubic meter (0.1nm/Nm3). 
A2A also encourages the search for innovative solutions and the testing of technologies and processes 
aimed at constantly improving emissions from waste to energy plants and maximising the recovery of 
the materials coming from fume purification (see the specific paragraphs and captions in this respect).
The total annual emissions of all the micro-pollutants emitted by the Group were calculated for 
the first time in 2010. This led to the need to initiate an internal comparison of the way in which this 
is calculated in order to have a uniform method, for example in the case when the laboratory analyses 
performed on the fumes give results that are lower than the measurable limit (such as for the cadmium 
+ thallium parameter and hydrofluoric acid HF). 

Minimum 
emissions 
of NOx from the 
gas combined 
cycles
0,10 g/kWh
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MONFALCONE (GO) THERMOELECTRIC POWER STATION - REDUCTION OF 
ATMOSPHERIC EMISSIONS: DESULPHERING PLANTS   
The wet limestone-chalk desulphurisation plants (wet flue-gas desulphurisation or wet FGD), which entered 
service in May 2009, were fully operational for the first time in 2010.
The purpose of these systems is to remove sulphur dioxide, SO2, from the fumes by means of a chemical and 
physical “washing” process using a mixture of water and limestone (or calcium carbonate) in the presence of 
air. This desulphurisation process is indicated as one of the Best Available Techniques (B.A.T.) in the European 
Commission paper “Integrated Pollution Prevention and Control - IPPC” issued in July 2006.
By adopting this technology, with a reduction efficiency of over 92% of incoming emissions, concentrations 
which are significantly lower than the limits set by the Integral Environmental Authorisation can be obtained; 
these in turn are more restrictive than Italian and European legislation. In addition, the residue consists solely 
of chalk, recovered by the construction industry, and does not give rise to discharges of water.

The above graph shows trends in specific emissions of SO2 since 2006.

SPECIFIC ATMOSPHERIC EMISSIONS 
2
 - figure 8

LAMARMORA DISTRICT HEATING PLANT (BS): THE DENOX CATALYSER TO 
REDUCE NITROGEN OXIDES  
To reduce concentrations of NOx at the chimney, Calore & Servizi has completed the installation of a system 
of catalytic reduction of nitrogen oxides, indicated as a B.A.T. in the 2006 IPPC guidelines, on Group 3 of the 
Lamarmora polyfuel cogeneration plant, and this has entered service. This device will enable the current 
emissions of NOx to be halved.

BRESCIA WASTE TO ENERGY PLANT: REDUCTION OF DUST IN THE FUMES   
In the twelve years in which it has been working, fume treatment at the Brescia waste to energy plant has shown 
itself to be particularly reliable and effective, thanks also to the additional improvements which have been 
introduced. The process is of the “dry” type and carried out by means of:
• the injection of hydrated lime for the de-acidification;
• the injection of active carbons to reduce micro-pollutants;
• “sleeve filters”, consisting of special synthetic fibres which are also extremely efficient in filtering the 
 ultra-fine dust.
Amongst the improvements worthy of mention is the fact that the sleeve filters on lines 1, 2 and 3 were replaced 
in 2009-2010, increasing the filtering surface and reducing emissions of dust by a further 25%.

2006

t/GWh SO2

2008 2009 20102007

3.532

2.781

1.602

0.508
0.272
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PLANT FOR REFIILING METHANE FUELLED MOTOR VEHICLES    
In its Silla 1 section the A2A Group company Amsa has constructed a fuelling plant consisting of one rapid 
fuelling column and 52 slow fuelling columns. Each column has two hoses. This enables it to increasingly 
develop its vehicle fleet by replacing diesel fuelled vehicles with methane fuelled vehicles whose effect on 
the environment is considerably lower.
A total of 354 methane fuelled vehicles are in circulation in the area served by Amsa, equal to 28.3% of its 
vehicle fleet, of which: 181 vehicles with a skip, 87 crushers, 1 sweeper and 85 cars and vans.

Emissions of greenhouse gases
In 2009 the European Union introduced a package of directives, the “Green Package”, better known as 
the 20-20-20 package,  which provides for a series of environmental objectives to be reached by 2020, 
including the reduction of greenhouse gas emissions 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. 
The A2A Group, which is present in sectors which are quite significant for all of these measures - 
the production, sale and distribution of electricity, gas, district heating; the management of urban 
and special waste and the integrated water service - is an operator capable of contributing to the 
attainment of the European targets.
For details of the measures taken and planned, reference should be made to the sections “Energy 
efficiency and renewable sources” and “Integrated waste cycle” in this report.
The total average CO2 emission factor for the A2A Group, calculated by adding together all energy 
production emissions and comparing them to total energy production, was 368 g/kWh, while the 
average emissions of A2A’s thermoelectric park were 544 g/electric kWh, slightly lower than the figure 
for the national average (2008: 559 g/kWh - source ISPRA National Inventory Report 2010).
The A2A Group’s average emission factors for its various production technologies are stated in the 
attached tables. In particular, the emissions of CO2 per kilowatt hour for the natural gas thermoelectric 
plants remain at values of 387 g/kWhe net produced, while for the coal power stations the value is 892 
g/kWhe net produced.
The specific emissions of the fossil fuel cogeneration plants have decreased thanks to a reduced use of 
coal by the Lamarmora (BS) plant. As for specific emissions from waste to energy plants, these can vary, 
also due to the variability of the features of the incoming waste. This is the case of the Brescia waste to 
energy plant, which in addition to urban waste, whose composition is quite constant, also disposes of 
a portion of special waste and biomasses.
One of the objectives which A2A sets itself is to limit the emission of the greenhouse gases which are 
generated by the waste degeneration process. In fact the “biogas” is mostly made up of methane, 
which has a heating power that is 25 times that of CO2. To reduce the emissions of methane into the 
atmosphere A2A constructs captation extraction wells for the biogas, which is burnt as a flame. In 
certain cases burning the biogas enables energy to be recovered, thereby avoiding the emissions of 
CO2 which would arise by producing the same quantity of energy with fossil fuels.
Finally, as far as the other direct emissions of greenhouse gases are concerned, the programme for 
replacing mixed air/SF6 (sulphur hexafluoride) isolation cells on the secondary cabins of the medium 
voltage networks with exclusively air equipment has been suspended because the production of this 
equipment is gradually coming to an end.

Eff ects connected with transportation
The A2A Group makes intense use of motor vehicles, in particular operational vehicles, in carrying out 
its activities, with daily movements across the various local areas; this leads A2A to increasingly adopt 
measures needed to minimise atmospheric emissions and the consumption of fossil fuels by its vehicles.
Also for movements made by the non-operational vehicles in the fleet (the moving of personnel) a 
policy is in place which limits the purchase of cars running on diesel to those with a Diesel Particulate 
Filter (DPF) and a limited engine size.

368 g/kWh 
average 
emissions 
from energy 
production



AVOIDED EMISSIONS AND ENERGY SAVINGS   
In 2010 an internal work group completed the determination of a method for calculating avoided CO2 emissions and energy savings which may be applied 
to all of the Group’s plants and energy processes in Italy. Indeed the services provided by A2A and the technological choices it has made can contribute to 
a reduction in emissions and the optimisation of the use of energy resources. The strategic need therefore arose to have the use of an agreed method to 
quantify these environmental benefits and to communicate these to the Group’s stakeholders by providing information which is homogeneous even if 
it arrives from different areas within the Group. This method falls within Scope 3 of the GHG Protocol and has been realised in order to obtain the actual 
annual figures for the plants in use as well as to prepare budget analyses of planned plants.

Each type of plant was compared to a reference scenario (baseline). The baseline emission factors, consumption and parameters were assumed on the 
basis of national legislation, the resolutions of the Electricity and Gas Authority, the ISPRA report “Italian Greenhouse Gas Inventory 1990-2008, the National 
Inventory Report 2010”  and the “2006 IPCC Guidelines for National Greenhouse Gas inventories”.
Cogeneration and district heating were compared with the separate production of electricity, heat and cold in quantities equivalent to those supplied by 
the plants. Waste to energy was compared to both the production of energy from fossil fuels and the alternative disposal in landfills of the same quantity 
and type of waste. The landfill taken as a reference point (baseline) corresponds to the best available technology, in compliance with Legislative Decree no. 
36 of 13 January 2003, “Implementation of Directive 1999/31/EC”. The production of electricity and thermal energy from renewable sources was compared 
to the same production from the national thermoelectric park fossil sources.
For the completeness of the valuation, the average performance of the Group’s non-cogeneration thermoelectric production was also compared to the 
emission factor that is representative of the national thermoelectric park (0.559 t CO2/MWh).
The results of the test application of the method on the 2010 data are set out in the following table. The average value of the emission factor for the A2A plants 
was 0.544 tCO2/MWh, which leads to avoided emissions of 94,274 tCO2. The emissions avoided with the portion of electricity produced with biomasses in 
the Monfalcone thermoelectric power station (around 64,000 tCO2) were considered in the calculation of A2A’s average thermoelectric emission factor, 
and therefore do not appear in the total attributed to the production of electricity from renewable sources.

The figures show that the conversion of waste to energy is also an important factor in contributing to the objective of reducing greenhouse gases. It should 
be emphasised that the A2A plants receive waste which would not otherwise be recoverable and for which, therefore, the alternative is disposal in a landfill. 
The lower emissions of CO2eq  are above all due to the non-dispersion of biogas from the reference landfill.

EMISSIONS AVOIDED DUE TO PRODUCTION OF RENEWABLE ENERGY ANALYSED BY SOURCE (t CO2 eq) - figure 9
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�� Hydroelectric

� Biogas

� Photovoltaic

98%
1,839,761

31,267

39

2%

0%

Year 2010 Avoided emissions    
(t CO2 eq)

Primary energy saved 
(tep)

Cogeneration plants with district heating with fuel other than 
waste and any 29,975 20,985

Energy obtained from waste (waste to energy plants) 1,047,454 274,105

Electricity production from renewable sources 1,871,067 380,970

Non-cogeneration thermoelectric production 94,274 176,221

Total 3,042,770 676,060
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Discharges of water
The energy producing plants and the waste to energy plants produce waste water as part of their 
processes. Some plants discharge this water into the sewerage system, while others - after a purification 
treatment - discharge it into surface water courses.
Continuous analyses are performed on certain parameters of these discharges such as their 
turbidity, pH value, electrical conduction, oils, dissolved oxygen and temperature. All discharges are 
analysed on a regular basis to ensure that the limits imposed by current legislation are being observed.
In the thermoelectric plants the water extracted for the cooling of the thermodynamic cycle is 
discharged at a higher temperature but remains unchanged from a chemical and biological standpoint.
The surface water bodies involved in the main discharges from the plants are as follows:
• the Muzza canal, for the Cassano d’Adda power station(MI)
• the Parea hollow, for the Silla (MI) waste to energy plant
• the Guzzetto bowl and the Garzett bowl for the Lamarmora (BS) plant
• the River Mincio, for the Ponti sul Mincio (MN) power station
• the Lisert canal and the Valentinis canal, which flow into the Panzano Gulf, for the Monfalcone (GO)  
 power station.
Since it is cooled by air and since it fully recovers the process waters and rainwater, the Gissi power 
station does not give rise to any type of process water discharge.

Noise and electric and magnetic fi elds
Noise is an environmental aspect that unites a great deal of the Group’s activities and which is 
especially important in areas of high residential density, where the plants and infrastructure dedicated 
to taking services to citizens are to be found. 
A2A deals with this issue by monitoring, assessing and mitigating acoustic emissions from plants 
and infrastructure along the whole of their life cycles.
Monitoring is carried out at intervals which differ depending on the basis of the type of plant or 
infrastructure, the sensitivity of the local area and the requirements of the authorising documents. 
A2A arranges to have skilled technicians in its workforce; in certain cases checks are carried out 
through discussions with local and controlling authorities by using specialised outside companies. 
Examples of the investigations carried out are provided in the Sustainability Plan.
The results of measuring campaigns are used to identify the need to carry out any intervention. A2A 
Reti Elettriche, for example, has scheduled measures to reduce the noise emitted which consist 
in replacing the present transformers with ONAN silenced equipment, namely lacking forced 
ventilation, on the basis of the measurements taken at certain primary cabins in the Milan area (the 
Porta Volta cabin and the North cabin - transformers and cooling plant). There are two stages to the 
intervention which will come to an end in 2011 and 2012 respectively. A great deal of emphasis is also 
placed on complaints made by residents. Targeted measurements are made on the basis of these 
reports, which if necessary are followed up by the appropriate mitigation work. When constructing 
new electricity distribution network plants, such as for example when developing primary cabins, 
A2A Reti Elettriche assesses the magnetic impact of the installation at the planning stage, not only 
to respond to legal requirements but also to identify the best technique to deploy.
In addition, a database exists to collect all the information regarding secondary cabins in respect 
of neighbouring premises, to determine those which may cause significant levels of electric and 
magnetic fields close to inhabited areas. A survey of the layout of the equipment is also envisaged in 
the case of these plants to check with a simulator the need to take any preventive steps for prudential 
reasons and in any case to ensure that legal limits are being observed. A total of 3,689 surveys had 
been carried out at 31 December 2010.

Electricity 
network 
transformers 
replaced by 
silenced 
equipment
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Protection against chemical substances 
- the REACH regulation
Regulation (EC) no. 1907/2006 lays down requirements for registration (with the European Chemicals 
Agency ECHA), evaluation, authorisation and restrictions concerning the use of chemical substances. 
The most significant effects of applying this regulation are as follows:
• substances which have not been registered may not be marketed and for certain substances this
  is the case if specific approvals have not been obtained;
• substances may not be used for purposes other than those envisaged in the registration and may 
 not be used where there are specific restrictions.
A2A has various roles regarding the REACH regulation: as producer, as in the case of the production of 
subproducts; as downstream user, in all the cases where preparations or substances 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.

An internal information course was held in 2010 covering all Group companies, to describe the main 
contents and principle requirements of the Regulation. Following this, internal technical discussion 
tables were set up, supported by a consultant, each of which having the scope of managing the formal 
requirements of the various activities of the A2A Group concerned.
In addition, various objectives were reached. Clauses designed to ensure that the following are 
complied with have been finalised and included in agreements entered into by the Group:
 a)the substances and preparations purchased by A2A must comply with the registration requirements
  of the European Chemicals Agency (ECHA);
b)A2A must not appear, without its knowledge, as the manufacturer, importer from non-EU countries
  or exclusive representative;
c)the purchased items must not contain, in a concentration exceeding 0.1% by weight, the hazardous
  substances included in the “Candidate List of Substances of Very High Concern” (SVHC) published
  on the ECHA’s website.
In addition, all new contracts for the supply of coal entered into by A2A Trading must only involve “not 
chemically altered coal” and hence exempt from registration requirements.

The ashes and chalk deriving from the purification of the fumes at the Monfalcone thermoelectric 
power station have then been registered; until now these substances have been managed as waste 
and accordingly not liable to the obligation. Nevertheless, registration allows them to continue to be 
sent to the construction: if this were not carried out by A2A, the recovery plants would have to deal 
with the matter, which could therefore refuse to accept the material deriving from the purification of 
fumes and prefer natural material. In that case, the ashes and the chalk would have to be disposed of 
in a landfill, at huge economic and environmental expense. In addition to this, registration creates the 
condition for considering these substances as subproducts and no longer waste in compliance with 
the rules established by article 184-bis of Decree no. 205/2010 which transposed European Directive 
2008/98/EC into Italian law.
Finally, during the first few months of 2011 the ammonium sulphate obtained from purifying the water 
table waters at the Gerenzano (MI) landfill has been pre-registered.
The Group’s objectives for 2011 are to continue with the discussion tables with the aim of monitoring 
the way in which legislation evolves and updating internal documentation. In addition, further detail 
will be obtained in connection with the means by which hazardous substances are managed on the 
basis of the REACH Regulation and the CLP Regulation (on the labelling of hazardous substances), and 
training days will be held that are addressed to worker representatives for safety and the environment. 

Internal 
training on
 changes in 
legislation 
on chemical 
substances
(REACH)
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PCBs and asbestos
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 
PCBs and asbestos. The main objectives achieved in this respect are described in the following.
All transformers containing PCBs in quantities exceeding 50 ppm were sent for disposal or 
restoration in 2010, in compliance with legal requirements. A2A plans to monitor and gradually replace 
equipment with lower concentrations.
In A2A the issue of asbestos regards certain buildings and plants and certain sections of its networks.
A meeting to harmonise the management of requirements on this subject was held in 2010, which 
involved all the persons appointed in A2A to be responsible for the control and coordination of the 
maintenance of materials containing asbestos. If the presence of asbestos is noted, it is compulsory 
for the employee in charge of the building to appoint such a person. The main duties of the people 
appointed is to keep a record of the items containing asbestos, assess any health risk and draw up 
suitable maintenance procedures and steps to inform the people potentially exposed. The law requires 
courses to be held for people who carry out or coordinate restoration activities but not for those 
appointed by the employee in charge of the building. It is important to stress that A2A has arranged 
a specific training course for the persons responsible for the control and coordination of the 
maintenance of materials containing asbestos. This training, lasting 16 hours, was given in March 2011
As scheduled, the process of monitoring, eliminating or making safe items containing asbestos 
continued in 2010. A few examples:
• ASPEM, an A2A Group company, disposed of 810 kg of asbestos concrete sheets deposited by
  unknown people at a multi-collection waste centre; in addition, it made safe 757 m2 of covering at the
  Varese premises by capping;
• BAS SII has updated its document for assessing the condition of the asbestos concrete covers still in
  place on the four reservoirs of the Bergamo aqueduct and along the open air canal of the Algua
  aqueduct by calculating the degeneration index in compliance with Lombardy Region council
  resolution no. 13237 of 18 November 2008. The restoration of the items at the Costone springs is  
 scheduled for 2011.
As regards the natural gas distribution networks, it is not known a priori which sections have a lining in 
material containing asbestos. As long as the piping remains buried underground there is no risk that 
the fibres may be dispersed into the air. On the other hand A2A Reti Gas has set up a suitable procedure, 
agreed with the bodies having responsibility in this respect, to manage accidental discoveries occurring 
when carrying out maintenance and/or emergency measures.

Production of waste
The waste produced by the Group is managed with the aim of maximising the amount sent for recovery 
(see the attached tables). There was an increase in 2010 of the total waste produced over previous years 

INERTISATION AND RECOVERY OF FLY ASHES AT THE SILLA2 WASTE TO 
ENERGY PLANT 
Amsa has initiated a feasibility study into the application at the Silla 2 waste to energy plant 
of an innovative process for inertising and recovering the fly ashes produced in the plant 
by the fume purification system.
This patented process, set up by the University of Brescia, envisages the cold and wet 
working of the ashes using colloidal silica as an additive in order to obtain an inert product 
which can then be used in the production of concrete.
Laboratory testing of this process, already tested successfully at the Aprica waste to 
energy plant in Brescia, has begun on the Silla 2 ashes.

Recovery of ashes 
and chalk at the 
Monfalcone 
power station
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because the Monfalcone power station became part of the Group; using coal, this plant produces a large 
quantity of residues from the fume purification process (ashes and chalk). In addition to being registered 
as chemical substances within the meaning of the Reach Regulation (see the specific paragraph in this 
respect), these substances are also sent for recovery in the cement and construction industries, with 
a double environmental benefit: 
• there is no need to dispose of them in landfills;
• there is a reduced use of natural materials coming from the local area.
The combustion residues of the waste to energy plants are partially used as consolidation material for 
depleted rock salt quarries, partially as a substitute for gravel in covering over landfills and partially in 
the cement and construction industries. Before being sent to these destinations, iron and non-ferrous 
metals (aluminium and copper) are extracted and recovered. The other waste materials recovered are 
mainly iron, electricity cables, packaging and wood. The total percentage of waste produced by the 
Group and sent for recovery amounted to 54%. For the individual processes, the proportion of waste 
sent for recovery ranges from 72% to 92%, with figures often higher than those of 2009 (see attached 
tables). The average value, though, has remained stable as the production of percolate collected from 
the bottom of landfills, which is sent - in the absence of alternatives - to purifiers which, pursuant to 
current law, are not considered to provide recovery, has increased. The increase in percolate is in part 
due to the high hydraulicity in 2010 and in part due to a more accurate measurement of the figure.

      
Environment markets
Environmental sustainability and the fight against climate change, subjects on the agendas of the media 
and national governments, see Europe determined to pursue environmental policies characterised 
by increasingly ambitious objectives, in order amongst other things to give a strong technological and 
economic boost to Member States. In 2010, the 2009 community law of 4 June transposed the European 
“Green Package” directives into the Italian legislative system and delegated the government to draw up 
a legislative decree amending the framework for supporting and providing incentives for renewable 
sources, which after approval by the cabinet on 30 November is currently awaiting publication in the 
Official Journal. In this situation, A2A has been active right from the start by setting up a Focal Point 
for coordinating initiatives which will be able to fall within the objectives of the Green Package and for 
encouraging the circulation of information in the Group. As far as environmental markets are concerned 
the directives form part of a regulatory frame work, which after already growing over the decade just 
ended envisages the significant involvement of businesses through “cap and trade” mechanisms which 
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:
• the Emissions Trading Scheme (ETS), linked to the 1997 Kyoto Protocol and defined by EU Directive
 2003/87 and subsequent amendments and supplements, whose aim is to contain carbon dioxide 
 emissions;
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• 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 and the use of 
 thermal renewable sources. 
Given the detailed nature of the activities it performs in the energy and environmental sector, A2A is 
significantly involved, and has adopted an interdisciplinary and intercompany approach which includes 
all the Group’s staff working in production, the distribution of energy vectors, environmental matters, 
design and planning, investor relations, communications and trading.
For this purpose a management 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 forming part of the environmental markets and these are to be found in a 
variety of Group companies:
• Emissions Trading Scheme: 27 plants of which 10 thermoelectric plants, 2 waste to energy plants and 
 15 cogeneration plants and boilers;
• Green Certificates: 30 plants directly involved in the mechanism including conventional source
  production plants and renewable source or cogeneration plants.
In terms of energy efficiency A2A is the third largest national operator for the energy saving objectives it 
must achieve, having a goal in 2010 of 228,357 toe (tonnes of oil equivalent), a figure which corresponds 
to around 5% of Italy’s objective of 4.3 Mtoe and which continues rising until 2012.
In 2010, A2A started up analyses and studies on certain projects to reduce emissions in developing 
countries which led to the formalisation of certificates (CERs) attesting to the reduction of greenhouse 
gas emissions and 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 Climate 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.

ENVIRONMENTAL MARKETS FOR THE A2A GROUP

Emission 
Trading

Green 
Certifi cates

White 
Certifi cates Green Pricing

Energy Production from 
conventional sources  
Trading Power Foreign Markets/
Import/Export of energy  
Energy Production from renewable 
sources  
Electricity Distribution 
Gas Distribution 
ESCOs/Services/sale of heat 
Waste to energy plants  
District heating/cogeneration   
Sales to end customers  
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228,357 Toe
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Research and innovation
Research and constant innovation are essential factors for pursuing the objectives that the A2A Group 
has set itself and which are also stated in its Charter of Values.
These are activities which thanks to the collaboration of outside bodies such as research institutes and 
bodies, provide considerable value added to the Group’s development and growth.

ENVIRONMENTAL AND SOCIAL ASPECTS OF INTRODUCING THE DISTRICT HEATING SERVICE 
- PILOT RESEARCH PROJECT IN THE LOMELLINA-CANAVESE QUARTER OF MILAN
In conjunction with the Catholic University of the Sacred Heart - Brescia and the CRASL - the Lombardy 
Research Centre for the Environment and Sustainable Growth, in the period between September and 
November 2010, A2A conducted a socio-environmental survey on the introduction of the district 
heating service in the Lomellina-Canavese quarter of the city of Milan. 
As far as the environmental part was concerned, the avoided emissions of NOX, SO2, PM10 and CO2 
were calculated in various scenarios for the extension of the district heating service and the related 
exposure of the population of Milan to the pollutants. On social acceptability and stakeholder 
involvement, on the other hand, the research made it possible to collect data/elements on inhabitant 
acceptability levels with respect to the district heating service. 

AMSA - COMBUSTION CHARGE CONTROL
Amsa has developed a system for managing and controlling process parameters called CCC 
(Combustion Charge Control) which is capable of automating combustion in grate waste to energy 
plants, optimising the working of the plant.
This system, which Amsa has begun to market, has already been implemented on both combustion 
lines of the ACSM-AGAM waste to energy plant in Como. 
Amsa has initiated the procedures required to obtain an industrial invention patent (covering Italy) 
for Combustion Charge Control.

REDUCTION OF NITROGEN OXIDE AND AMMONIA EMISSIONS AT THE BRESCIA WASTE TO 
ENERGY PLANT USING AN SCR HIGH DUST CATALYSER
The installation and testing of “SCR High-Dust” systems for the catalytic reduction of nitrogen oxides 
continued in 2010 thanks to the entry into service in November of the catalyser on line 1; systems 
were already installed on the other lines in 2006 (line 2) and 2008 (line 3). Emissions are contained 
within planned levels (NOx < 70 mg/Nm3 and NH3 < 5 mg/Nm3) and in the meantime a reduction has 
been achieved of approximately 20% in the usage of ammonia solution compared to the SNCR system 
alone (a non-catalytic system).
This initiative is being conducted as 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 innovative aspect of this system lies in the fact that this catalyser is capable of working inside the 
steam generator where the temperature of the fumes is optimal for the catalytic reaction (around 
270° C), even though the dust has not yet been removed from the fumes. In this way, as the use of 
methane or steam for the “post-heating” of the fumes is not necessary, a further reduction in the 
emissions is achieved without any loss of the plant’s energy yield.

PROJECT FOR THE SOUNDPROOFING OF DOUBLE CHAMBER COMPRESSORS FOR THE 
COLLECTION OF GLASS AND PAPER
The objective of this project is to identify measures to soundproof the rear part of the double chamber 
compressors used in the city of Milan to collect glass and paper and assess these by testing.
Between 2011 and 2012 36 vehicles will be equipped with a rear cap soundproofing system developed 
by Amsa which consists in the installation of sound absorption panels inside and outside the equipment 
and a hydraulic system aimed at slowing down the speed at which the glass falls into the collecting bin.
The sound absorption material has a composite and stratified nature, while the intervention on 
the equipment envisages the presence of a flap positioned on the mouth from which the glass falls, 
activated by a hydraulic cylinder which remains in a closed position when the bin is emptied and 

Innovation 
to reduce 
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subsequently assumes an open position. This interruption to the fall and the panel soundproofing 
have enabled a reduction of up to 12 decibels to be achieved at the rear part of the vehicle and at a 
distance of six metres when the glass is being collected, which in terms of noise peaks, measured in 
pascals, means a decrease from 40 to 10 Pa.

SUSTAINABLE MOBILITY: THE SITUATION WITH E-MOVING 
E-moving is the electric mobility project promoted by A2A in partnership with Renault and in 
conjunction with the Milan and Brescia Municipal Administrations.
The objective of E-moving is to test every component of the electric mobility operating model: the 
technology and the situating of the recharging infrastructure, the processes and commercial solutions, 
the interaction between the recharging network and the vehicles, the supply of energy, billing systems, 
battery management and car maintenance.
Consistent with the initiative’s environmental aims, the electricity to fuel the vehicles will mostly be 
produced from renewable sources.

In Milan there will be 32 columns installed on public land making a total of 64 recharging points. As of 
today, 23 columns have been installed making a total of 46 public recharging points.
On private land a total of 88 recharging points have been set up of which 6 are at Renault dealers, 6 on 
A2A areas, 4 on areas pertaining to the Municipality and the remaining 72 at the premises of companies 
or private individuals who have decided to take part in the project as pilot customers.
In addition, 10 recharging points were activated in December 2010 at Cadorna Station where the new 
electric car sharing service E-VAI has been started up, created out of the collaboration between the 
Region of Lombardy, A2A, Trenitalia - Ferrovie Nord and Sems, a company of the Fnm group. In a similar 
way an agreement has been signed with ATM for the installation of 20 recharging points at interchange 
stations with public transport. Collaboration has also begun with ATM for the GuidaMI car sharing 
service.
The first two electric cars were delivered to the Municipality of Milan in January 2011, while deliveries 
to private customers began in February. 

In Brescia there will be 18 columns installed on public land making a total of 36 recharging points. As 
of today, 15 columns have been installed making a total of 30 public recharging points.
For the private sector a total of 15 recharging points have already been installed at the premises of 
companies who have decided to take part in the project as pilot customers. 
The first two cars were also delivered to the Municipality of Brescia in January 2011 and those intended 
for private customers have been available since February.

The electric 
car recharging 
network 
is born in Brescia 
and Milan
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TOTAL EMPLOYEES (no.)
 2008 8,558
2009 9,203
2010 9,324

PERMANENT 
EMPLOYEES(*)

(% of the total)
 2008 98.2%
2009 97.7%
2010 96.4%

DONATIONS, 
SPONSORSHIPS AND 
CONTRIBUTIONS TO 
FOUNDATIONS(*) (mln €)
  2008 10.1
2009 8.8
2010 8.0

NUMBER OF ETHICS 
INDICES ON WHICH 
A2A IS LISTED  
2008 7
2009 8
2010 10

NEW HIRES (no.)
  2008 441
2009 484
2010 628

WOMEN EMPLOYEES(*)

(% of the total)
 2008 15.44%
2009 15.04%
2010 15.34%

 TRAINING HOURS PER 
PERSON(*) (hours)
 2008 9.9
2009 9.4
2010 8.6

HEALTH VISITS PER 
PERSON(*) (no.)
   2008 0.56(*)

2009 1.48
2010 1.71
(*) the 2008 figure does not include specialist health visits
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 PURCHASES BY VALUE 
FROM LOCAL SUPPLIERS
(% OF THE TOTAL)
2008 67%
2009 72%
2010 79%

 VOLUME SERVED BY 
DISTRICT HEATING (*)

(m3 million)
2008 60.7
2009 66.8
2010 73.1

(*) the figures refer to Italy
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Shareholders and investors
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.

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 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.
This latter percentage also includes the holdings of the Municipalities of Bergamo and Varese and 
treasury shares (2%, 0.7% and 0.8% of share capital respectively).
Institutional investors hold approximately 18.5% of share capital (19.5% in 2009); 62.7% of the floating 
capital in the hands of institutional investors is held by Italian investors, 9.3% by American investors 
and 7.0% by German investors. Included among the other important countries are France (4.6%), the 
United Kingdom (4.1%), Luxembourg (2.3%) and Switzerland (2.2% excluding the holding of Alpiq AG).
There are around 123,000 retail investors, who together hold 15.2% of share capital, an increase over 
the 14.5% of 2009. Of the retail investors 99.7% are resident in Italy and in particular 56.5% are resident 
in Lombardy, the region where historically A2A has the greatest local presence.

Shareholder remuneration
The Group earned net income of 308 million euros in the year ended 31 December 2010 which 
corresponds to earnings per share of 0.096 euros. The payment of an ordinary dividend of 0.060 euros 
per share in June has been proposed together with the payment of a non-recurring additional dividend 
of 0.036 euros per share in November, for a total distributed of approximately 298 million euros.

Municipalities 
of Brescia 
and Milan 
leading 
shareholders

A2A SHAREHOLDERS - figure 10
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Social responsibility

Stock exchange indices and sustainability rating of A2A

Share data 2008 2009 2010

Earnings per share (EPS) (€) 0.102 0.026 0.098

Cash-fl ow(1) per share (CFPS) (€) 0.175 0.076 0.269

Dividend per share (DPS) (€)  0.097 0.070 0.096(2)

Price/earnings per share (P/EPS) (€) 21.14x 49.42x 12.29x

Price/cash-fl ow per share (P/CFPS) (€) 12.32x 16.91x 4.48x

Dividend yield (DPS/P) 4.5% 5.4% 8.0%

Number of shares (million) 3,133 3,133 3,133

(1) Cash flow represents the monetary and non-monetary changes over a predetermined period in the liquidity of a business resulting from 
operations, and is a measure of the business’s ability to finance itself.
(2) Of which 0.060 euros as an ordinary dividend and 0.036 euros as a non-recurring additional dividend.

A2A on the stock exchange Mln €

Average capitalisation in 2010 €3,773 m

Capitalisation at 31.12.2010 €3,224 m

Average volume in 2010 9,610,984

Euros per share

Average price in 2010 1.204

Maximum price in 2010 1.469

Minimum price in 2010 0.987
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PEFORMANCE OF THE A2A SHARE DURING 2010
 - figure 11

Source: Bloomberg

COMPARISON BETWEEN A2A AND THE FTSE MIB 
- figure 12

� volume � price

� A2A � FTSE MIB (right hand axis)
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RATING

Sustainability ratings
Being included in sustainability indices means that the Group has undergone an assessment by third 
party bodies and has been certified as sustainable on the basis of a series of complex valuations. It 
additionally means making its shares the target of purchases by Ethical Funds and hence increasing 
and stabilising the share price, as in addition to being large in volume terms Ethical Funds tend to operate 
with long-term investors.

A2A was included in the following fi nancial ethics indices in 2010:

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 
gain detailed knowledge about the Group and 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 specifi c requests of fi nancial stakeholders which are as accurate and 
exhaustive as possible.
The fi nancial communication tools used by the Group are essentially the following: institutional 
documents (fi nancial statements, interim reports and corporate presentations), ad hoc documents 
(the Investor Annual Review, the Focus on Green Activities, the Group Profi le), press releases and 
face to face meetings with analysts and investors.
Meetings with analysts and institutional investors can be carried out in a variety of ways, depending on the 
complexity of the information which the Group has to communicate and the fi nancial community’s need 
for disclosures: roadshows in Italy and on the leading foreign fi nancial markets, one-to-one meetings, 
group meetings, conference calls and presentations when particularly important events for the Group 
occur (business plans, extraordinary transactions, etc.). As far as investor relations are concerned, the 
team has been increased with the addition of a new person dedicated to small (retail) investors.

Agency Current

Standard & Poor’s M/L term rating BBB+

Short-term rating A-2

Outlook Negative

Moody’s M/L term rating A3

Outlook Negative

Debt rating

Index Rating agency Rating

FTSE4Good Global EIRIS  

FTSE4Good Europe EIRIS  

ECPI Ethical Index Euro ECPI  

ECPI Ethical Index Global ECPI  

ECPI Ethical Index EMU ECPI  

Axia CSR Italia Axia A+++

Axia Ethical Italia Axia A+++

Solactive Climate Change Index Structured Solutions  

FTSE ECPI Italia SRI Benchmark Index FTSE ECPI EE-

CDLI CDP  

 AEI Standard Ethics EE- (outlook: Stable)

A2A 
listed on 
ten ethics 
indices
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A2A INCLUDED IN THE CARBON DISCLOSURE PROJECT ETHICS INDEX     
A2A was included for the first time as one of the Italian companies in the “Carbon Leadership Index 2010” of the Carbon Disclosure Project, the body 
which acts on behalf of over 500 institutional investors and which for more than 10 years has been providing an analysis of the means by which the largest 
companies in the world counter greenhouse gas emissions. 
The CDP 2010 - Italy 60 Report shows that in Italy too carbon management is firmly placing itself on the agenda of boards of directors as an important 
indicator which investors are looking at with increasing emphasis. Out of the 60 largest companies on the Italian financial market that were interviewed, 
for the first time the 21 that replied provided information not only about their strategies for a low-carbon future but also about the system of corporate 
governance that they have adopted, communications with stakeholders and results.
A2A turned out to be one of the top six Italian Groups, with a score of 81 out of 100, representing a clear improvement over 2009 (+47%) in the Carbon 
Disclosure Score.

THE INVESTOR RELATIONS (IR) ORGANISATIONAL UNIT   
The IR organisational unit responds directly to the General Manager of the Corporate and Market Area. The main objective of the IR unit consists in 
encouraging and promoting a proper understanding and valuation of the A2A share by the financial community by means of active, transparent, timely, 
constant correct and non-discriminatory communication. To this end the IR unit supports top management in the constant monitoring of the expectations 
of the financial markets as to the Group’s performance. In the fortnight preceding the approval of the results for the period no representative of the Group 
takes part in any meetings with analysts or institutional investors (one-to-one or group meetings) which relate to financial performance (the “black-out 
period”). The contents of the IR section of the website are constantly monitored, enriched and updated. Retail investors can contact the IR unit by email, 
fax or letter by following the instructions to be found on the website. The IR units have the responsibility of providing a reply to every question in the 
shortest time possible. The IR unit does not have any responsibility for issuing comments or interpretations on the performance of the Company’s share 
or providing financial advice on investing in the share.

In addition to the above, A2A also arranges specifi c initiatives with the aim of enabling fi nancial 
stakeholders to get to know the Group’s operations in a practical way. These initiatives include visits 
to the Group’s largest sites by single business area, often supported by qualifi ed technical staff .
Internet communication is of considerable importance (through the Group’s website and by 
email), as this enables the Group to provide complete and timely fi nancial information which is in 
compliance with legal requirements and Consob guidelines. For this purpose the Investor Relations 
section was extended in 2010 and enriched with additional contents. The website also contains a 
historical archive of corporate documents and price sensitive press releases regarding the previous 
three years, 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 a rapid and exhaustive manner. Furthermore, Investor 
Relations guidelines may be found in the contracts subsection.
In conclusion, A2A regularly commissions a perception study (every 2/3 years or following important 
strategic or managerial developments) in order to monitor the opinions of analysts and institutional 
investors on the Group and on the most important issues connected with the Group. The perception 
study carried out in 2010 was based on the replies collected by means of 18 interviews guided by a 
questionnaire. The panel of interviewees consisted of 11 institutional investors (of which 5 Italian and 
6 non-Italian), all of whom characterised by their detailed knowledge of A2A, and 7 equity analysts, 
selected from those in coverage who are preferred by managers. The panel was selected in order to 
have a representative sample of market views. The results of the perception study were presented to 
top management.

The Investor 
Relations 
section of the 
A2A website is 
revamped
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A2A people
Human resources are A2A’s main resource for creating a competitive advantage in achieving its business 
objectives. The Group’s Code of Ethics sees the person at the centre of work processes as a value 
bearer: in order to turn this principle into practice, a Human Resources Development System has been 
created which establishes a growth path along the whole of an employee’s working life, thanks to which, 
by means of a large variety of levers, steps and tools which ensure performance appraisal, ascertainment 
of potential and across the board and horizontal career paths, anyone working in A2A is able to reach 
high levels of responsibility.
As things stand today with the planning and definition stages completed, the A2A Development System 
performs measurements and carries out projects for each sphere of activity - selection, development, 
training, human resource management and compensation - which enables the Group to have staff who 
are always motivated and capable of pursuing strategic objectives. An approach which places emphasis 
on the professional growth of individuals of greater value by recognising merits and goals achieved in 
career terms. An appraisal of professional skills, which enables those people with the greatest success 
to be identified and which can therefore be used for covering key roles in the Group, is assigned to 
special tools which measure the extent to which a person and the organisation are congruent and 
personal traits and duties are consistent. The numbers provided in this section have been taken by 
skilled personnel from the Group’s data collection information system.

Composition
There were 9,324 employees in A2A at 31 December 2010, of whom 95% having a permanent 
employment contract and 3.5% having a short-term contract. The Group’s wish to limit the use of short-
term forms of contract has therefore been confirmed once again in 2010.
The percentage of employees working in Lombardy fell in 2010, even though this remains the area 
where the Group has the majority of its workers (93% of the total); its presence in other regions of 
Italy rose (6%), while the percentage of employees working in other EU countries remained unchanged 
(1%). No employees work in non-EU countries. The distribution of personnel throughout the various 
geographical areas is a faithful reflection of the development of the Group’s activities, not only in its 
historical locations but also throughout the whole of Italy and Europe.
The education level of employees has risen with 45% of workers holding university degrees or high 
school certificates. A total of 36.8% of the Group’s employees have a seniority of less than 10 years, while 
54.5% have a seniority of between 11 and 30 years.

Hiring policies and staff  turnover
Staff hiring policies were refined in 2009 and partly also in 2010 thanks to a structured plan of employer 
branding, designed to strengthen the positioning of the brand on the employment market and the 
certification of the selection process. Diagnostic tools are used increasingly more frequently and these 
enable selection to be more targeted and to respond to the Group’s needs.
As stated in the Legislative Decree no. 231/01 organisational model and in the standards of conduct 
referred to in the Code of Ethics, selection is carried out based on the principles of transparency, 
propriety and timeliness, which are consistent with the Group’s orientation in the sphere of quality, 
environment and safety. There are, however, no specific procedures which define the place of residence 
as a binding criterion for selection and possible hiring. 
The selection of staff is carried out in the following stages:
•   performing a search for candidates by consulting the database of the “Lavora con Noi” spontaneous 

candidatures, advertising in the leading recruitment channels, obtaining the assistance of outside 
specialist firms and using professional social networks;

•   employing assessment centres for identifying new graduates and persons with suitable qualifications 
through the use of a certified assessment process, with the aim of analysing attitude, organisational 
behaviour and the work motivation of potential candidates;

•   holding interviews with experts of the Human Resources Department, with line-heads and with the 
Manager/Head of the requesting organisational unit.

9,324 
is the number 
of A2A people
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PERMANENT EMPLOYEES - figure 13

TYPE OF CONTRACT - figure 14

PERSONNEL ANALYSED BY WORK LOCATION - figure 15
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The hiring of personnel from outside the Group leads on the one hand to direct research by experts 
where specialist roles geared towards particularly strategic activities are concerned (Trading, Risk 
Management, Controller, Engineering and Plant Maintenance), and on the other to the consolidation 
of employer branding, in conjunction with Milan Universities and leading Business Schools, with the aim 
of fostering a positive image of an employer capable of proposing a set of opportunities, advantages and 
benefits and in this way attracting the talent which will make up the Group’s future managerial class.
A total of 246 people were hired under permanent employment contracts in 2010 compared to 223 
in 2009. The number of people employed under short-term contracts also rose (figure 16).
A total of 417 people left the Group in 2010, the majority of which as the result of voluntary resignation 
and retirement.
The Group had a staff turnover of 4.47% in 2010, a figure calculated by dividing the number of workers 
leaving the Group by the number of workers at the end of the year (figure 17). This represents a slight 
rise over 2009 and a considerable fall over 2008.
There were no collective dismissals in 2010; as a result no specific policies for managing the 
corresponding effect on the Group’s workforce were developed.

Development and training
Appraising personnel through the use of gradual steps by preparing staff for the activities they will 
perform is one of the fundamental objectives that A2A has set itself from the day it was first created.
In 2008 it was considered of fundamental importance to encourage integration between the different 
business cultures and realities which went to make up the Group, with specific projects aimed at creating 
a group spirit and promoting mutual understanding. In 2009 and 2010, A2A concentrated on developing 
the managerial skills resulting from Group Values by means of targeted training courses, after dividing 

HIRING BY TYPE OF CONTRACT - figure 16
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the population into reference clusters.
A further two basic tools were started up and consolidated in 2010 in order to ensure managerial 
fairness: an internal job posting system and performance appraisal based on a structured and 
homogeneous process in the Group.
To achieve the planned objectives of covering strategic roles in the Group, in 2010 A2A was 
involved in setting up a model describing the complex organisational context, based on grouping into 
professional families consisting of homogeneous features in terms of the nature/type of activities, skills/
organisational behaviour, knowledge and abilities, independent of where an employee is located in the 
organisation. This approach enables career paths to be defined which are not exclusively linked to the 
development of a specialised know-how within the same activity, but which allow for the acquisition of 
transverse and heterogeneous skills, ensuring the existence of professional paths which have value to 
employees. The Group will continue developing this project in 2011 by increasing the level of involvement 
of the line, thereby ensuring the creation of a model firmly fixed to the Group’s situation which can be 
used as a valid tool for the Group’s managers in managing their colleagues.
 
Having consolidated the fundamental steps for managing and developing employees, concentration 
was placed on furthering the knowledge of certain population clusters having specific importance for 
the Group: an induction plan dedicated to around 200 new-hires has been designed with the aim of 
presenting the Group’s main activities and businesses, and in the first part of 2011 a project addressed 
to young professionals got under way to further the organisational behaviour and skills the Group 
considers to be of a core nature, stimulating the possibility for people to get to know each other and 
mix among themselves.

Meeting days between the Group’s General Managers and middle managers were arranged in 2010 
as the continuation of listening activities begun in 2008, aimed at middle managers and promoted by 
means of the “Voices” project” (an engagement survey to identify the level of satisfaction of middle 
managers and identify the factors which had a positive or critical effect on their involvement).

The 2010 training strategy and the consequent operational plan maintain the underlying framework 
envisaged in 2009; an overall vision was kept which supplements training with other development tools. 
This can be done due to an integration of values, A2A’s distinctive organisational skills, performance 
management tools and career paths, all of which must maintain consistency and homogeneity and all 
of which seen as cogs in the same machine. Managerial training has been designed on the basis of this 
reasoning; over a medium/long-term time scale this envisages the gradual addition of courses designed 
to accompany a person as his professional path evolves, essentially through four crucial stages (newly 
hired, professional, in-charge and manager).
A total of 16 managerial courses were begun as part of the 2010 plan (of which 12 on across-the-board 
subjects and four dedicated to training regarding a person’s specific position). All the courses proposed 
are diversified and personalised in contents/complexity in relation to a reference population divided into 
three clusters: newly hired graduates, professionals and middle managers/ heads of organisational units.
The twelve courses on across-the-board subjects, for which 16,687 hours of training were given, received 
very high ratings: the average was over 5.5 on a scale of 1 to 7. The training regarding a person’s position, 
which did not only involve professionals, included a part of the courses designed internally in relation to 
the specific needs of the functions: an ad hoc course was given for planning specialists, one for human 
resources coordinators, one for department assistants and one on public speaking for middle managers 
involved in internal teaching. A significant investment in training was made for these four courses, which 
involved 141 people for a total of 2,051 training hours. Participants rated this course highly (5.8 on a scale 
of 1 to 7). A total of over 18,700 hours of training were therefore given for managerial courses, involving 
around 1,100 managers, middle managers and supervisors, professionals and new hires.
Internal Group courses were designed and organised for training given on technical subjects with a high 
professional content (involving 48 employees who received 400 hours of training), but the opportunity 
was also taken for medium-high level professionals or middle managers, supervisors and managers to 
attend external seminars and conferences (involving 70 persons who received more than 1,100 hours 
of training).
Language training, structured on two levels (basic and intermediate/advanced), involved 206 managers, 
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AVERAGE HOURS OF TRAINING PER PERSON - figure 18

THE PERFORMANCE MANAGEMENT SYSTEM     
The Group’s performance management system, which was started up in 2009, ended its first round of appraisals in the first few months of 2010: all managers, 
middle managers and white collar supervisors (excluding those in A2A Produzione, ASPEM Energia Srl, ASPEM SpA, Gruppo Ecodeco, Partenope Ambiente 
SpA and Varese Risorse Srl) received an appraisal and recommendations for development and details of how to enhance the areas for which they are 
responsible.
Since 2010, all white collar workers have been involved in this process too: as a result, in 2011 a total of 4,300 people in the Group will receive structured 
feedback on their performance and the way they can achieve even better results.
There are 480 people involved as appraisers in the performance management system; all of these have undergone appropriate training, both on the model 
adopted by the Group and on skill appraisal and the feedback meeting. The training path began in 2009. In 2010 the courses involved 386 people, of whom 
48 were managers, 177 were middle managers and 161 were white collar workers, for a total of 2,900 hours of training given in a module entitled “From the 
allocation of objectives to the assessment of skills”, which introduced the concept of priority skills for the Group and the behaviour defined as an indicator 
of those skills. This path will continue in 2011 with the module “From the assessment of skills to the feedback meeting”, in which the emphasis will be shifted 
onto the stage when the assessment is returned and hence the stage of managing the meeting with colleagues. 
Finally, there was a brief survey to collect points and suggestions to be included in the process: a simple questionnaire carried out online with all the people 
involved in the 2009 course, appraisers and appraisees.

A MEETING BETWEEN THE GROUP’S GENERAL MANAGERS AND MIDDLE MANAGERS  
The “Voices” project. That is the name given to the 2008 survey which gave rise to the initiative to arrange the 2010 meeting between middle managers 
and the Group’s General Managers. A total of around 400 of the Group’s middle managers were involved, all of whom welcomed the initiative positively. 
In 2010 each of the Group’s two General Managers met half of the population of middle managers, who had been divided into two separate groups; during 
the first four months of 2011 each General Manager met the other half of the middle managers, who were subdivided into four groups. The decision to 
organise the meetings in groups with limited numbers was dictated by the wish to facilitate dialogue. Before the appointment, participants were invited 
to fill out a questionnaire on the e-learning platform in order to identify the issues of the greatest interest and the questions they would like to put to the 
General Managers, and this optional request to fill out the forms led to an excellent response: 89% of people viewing the questionnaire actually completed it.

PROJECT MANAGEMENT: THE CULTURE OF EFFICIENCY AND EFFECTIVENESS    
Following two pilot sessions carried out in 2009, the “Elements of project management course” was included in the Middle Management and Supervisors 
path in 2010. The aim of this course is to present participants with the basic elements of the main methods of planning and project management, from the 
standpoint of monitoring cost and time performance, in order to work on a day to day basis using the criteria of efficiency and effectiveness.
The reasoning behind the methodology proposed may be applied to projects in the strict sense of the word but also to detailed and complicated activities 
which have to be managed by supervisors, middle managers and also, potentially, professionals. Project management is, in fact, a set of methods and 
management tools that are useful for monitoring the group of managed activities and the interrelations characterising them. The approaches proposed 
enable a genuine and effective synergy to be realised between the various professionals involved and constitute an excellent tool for coordinating everyone’s 
efforts.
The two days spent in the classroom are filled with exercises and accompanied by activities performed on A2A’s e-learning platform. Nine sessions were 
completed in 2010 which were attended by 101 middle managers and supervisors.

INDUCTION: GET TO KNOW THE A2A WORLD    
An induction plan entitled “Get to know the A2A world” and aimed at A2A new hires was designed in 2010, having the objective of assisting employees who 
have been members of the Group for only a short time to get to know what is in actual fact a detailed and complex reality. The learning path consists of 
a classroom session (the A2A day which lasts two days) and visits to Group plants. The classroom session envisages around twenty lectures by internal 
instructors belonging to middle management of the individual departments/companies. Plant visits are organised on the basis of structured paths and 
sector/process logic and these will be held on a non-working day during the first few months of 2011.
In addition to new hires all the Group’s employees may take part -but nor more than once a year. The 2011 A2A day will see around 200 employees involved 
for each of the two editions of the plant visits, with a maximum of 400 employees being involved. This project is has also been described on the A2A intranet.
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middle managers and white collar workers in 2010 for more than 4,800 hours in courses given in Milan, 
Bergamo and Brescia. Certain of these courses were given by using online training, received by 21 people 
in 2010 for a total of 400 hours. English is the main protagonist in language training, of course, and this 
is accompanied by spot courses in other languages on the basis of individual needs: French, German 
and Italian.
In addition to managerial and language courses the Group has started up an operational instructional 
training plan which groups together training courses linked to the needs of a specific sector and aimed 
at acquiring technical knowledge and skills - compulsory and non-compulsory - which depend on roles, 
positions and responsibilities.  These instructional training courses, which are aimed at all of the Group’s 
employees, have subjects which are grouped together on the basis of the categories Safety, Quality, 
Environment, Technical Area and Computer Area. As of today the instructional training catalogue 
contains 150 different courses. In addition, there is also individual and specialist training and courses 
which have specific importance for professional development.
The instructional training courses are organised by using traditional means (classroom training) or 
by using more innovative didactic methods such as e-learning, to which a separate section is dedicated.
For classroom training courses teaching is given by specialised outside firms or by using the skills of 
internal personnel.

In total, therefore, a total of 80,506 hours of training were given in 2010, representing an average 
of 8.6 hours per person. 

The e-learning platform 

A computer based platform was introduced in 2010 which enables traditional classroom learning (as 
usual using training techniques which are experience-based and ensure that students take an active 
part) to be accompanied by e-learning training, which calls for initiative from the student and requires 
him to play an active part; with e-learning training, the student becomes an active player in his own 
training and not simply a user. This approach enables all the Group’s employees in Italy to be reached 
rapidly without any travelling costs, allows the times required for instructional training and other training 
to be reduced, cuts teaching costs and enables users to decide when they will carry out a course, within a 
set period of time. In addition, this way of learning allows the contents to be reviewed and understanding 
to be checked and enables courses to be adapted to the Group’s reality.
The first instructional course to be given using e-learning regarded the regulations regarding Legislative 
Decree no. 231/01 (A2A’s organisational, management and control model); this course lasts two and a 
half hours and has set itself the target of reaching approximately 1,000 employees in 2011, with the aim 
of subsequently being extended to all Group companies.
A further two instructional courses using e-learning methodology - on privacy and Legislative Decree 
no. 81/2008 (health and safety protection) - are currently being launched and will involve a good part 

Course content* Number of attendances** Number of hours

Environment 472 2,159

Administrative 1,064 2,613

Computer 1,366 9,942

Quality 117 362

Safety 5,053 21,820

Technical 3,026 18,416

High professional content training 150 1,586

Managerial training 1,788 18,738

Foreign language 206 4,870

Total 13,242 80,506

* A2A Coriance is excluded from the figure
** Each person is counted once every time he attends a course

Training 
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Environment 
and Safety 
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of the Group’s employees. The platform is also used for preparation activities (through pre-work) and 
for activities following the days in the classroom. In particular, for the project management course 
a “technical community for practice” has been initiated, namely a space where it is possible to talk 
to the instructors and where people united by similar technical skills may exchange information and 
experiences and ask questions.
The platform is used as a repository for course documentation (and accordingly as a knowledge 
management tool) and for performing surveys involving the Group’s employees. The first survey was 
carried out with middle managers on the occasion of meetings organised for them with the General 
Managers. In 2011 all the assessments rating the training will be collected through the e-learning 
platform, by using the questionnaire which in the past was distributed by email. Thanks to this platform 
up until today 101 participants at the nine project management sessions have been contacted.
This tool will therefore represent the environment in which it will be possible to establish constructive 
contacts between the Group and the employee, but also between colleagues experiencing common 
situations.

Internships and sandwich courses
The A2A Group offers new graduates and people who have just received their high school certificates 
the possibility of adding to or completing their studies with a training period in the Group, aimed at 
obtaining direct knowledge of the world or work.
Setting up internships envisages the collaboration of universities and entities in the Lombardy provinces 
who are responsible in this sector through the signing of framework agreements with the A2A Group. 
More specifically, the Group’s basic contacts for 2010 were the leading universities of the area and the 
specific “Employment centres” responsible for the location in which the internship or sandwich course 
is carried out.
The types of internship within the Group fall into four main macro classes.

Of all the interns working in the Group in 2010, 24 have been hired under various forms of collaboration.

Compensation and incentives
All the people in the companies of the A2A Group are put into categories consistent with the 
requirements of collective agreements and national legislation, both as concerns company level 
negotiation and the membership of pensions funds. For part-time employees contractual provisions 
are determined on a basis proportional to the time worked.
Labour costs for the year ended 31 December 2010, excluding those capitalised, amounted in total to 
554 million euros.

TYPE DURATION CONTENTS ACTIVE 
IN 2010

Secondary school students 4 weeks consistent with qualifi cation 63

Post high school certifi cate/
bachelor’s or masters’ degree 3/6 months

trading, engineering, 
procurement, commercial/
marketing area, administration, 
fi nance and control, human 
resources, legal

35

Curriculars and preparation of 
dissertation 3/6 months consistent with the university 

course 15

Obtaining licence for running 
steam generators

minimum 180 - 
maximum 240 
working days

technical training at the Group’s 
plants 14

Total 127

Young 
people take 
part in 
internships 
thanks to 
collaboration 
with 
universities 
and job centres
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Labour costs rose by approximately 3.9% over 2009 due to the increase in the scope due to:
• effectiveness for the whole of 2010 of the partial demerger of E.ON Produzione S.p.A., which was
  effective from 1 July in the previous year;
•  consolidation of the workforce of Partenope Ambiente S.p.A.;
• consolidation of EPCG which led to an increase of 54.3 million euros.

As regards the compensation payable to new graduates and people who have just obtained their high 
school certificates, who are at the joining stage, consistent with the profile A2A pays the minimum 
compensation due for the category as per the reference collective agreement.
 

Equal opportunities policy
As stated in the Code of Ethics the A2A Group insists that no collaborator should be discriminated 
against as part of internal and external relations for reasons connected with age, gender, sexuality, race, 
state of health, nationality, political opinion, religious creed, etc.. Any collaborator who believes that he 
has been discriminated against on the basis of any of the above matters may report the event to the 
Group, which will then assess whether there has been a breach of the Code of Ethics.
A2A is therefore sensitive to equal opportunity matters both as concerns the selection and management 
of personnel and the organisation of work. In addition, the work of the Equal Opportunities Commission 
continued in 2010; this body was set up in 2009 in compliance with legislative and contractual 
requirements and is made up of members appointed by the trades unions and Group representatives.

Labour costs (mln di €)* 2008 2009 2010

Wages and salaries 281 313 368

Social security charges 105 118 124

Severance indemnities 22 21 21

Other costs 45 29 41

Total 453 481 554

* The figures refer to the scope of the A2A Group’s 2010 consolidated financial statement.

FEMALE POPULATION AS A PERCENTAGE 
OF THE TOTAL - figure 19

AVERAGE AGE OF PERSONS - figure 20
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There were 1,430 women working in the A2A Group in 2010, representing 15.3% of the total number 
of workers; of these, 7.6% held positions of responsibility (managers or middle managers). 
With a view to reconciling time at work and time with the family the Group has granted 320 people the 
possibility of working part time; of these, 78% are women. Part time work is acknowledged as being 
functional to flexibility and the way in which service is provided, in order that a response may be given 
which is compatible with technical and business organisational requirements and the individual needs 
of workers. In addition to maternity requirements, requests for family reasons to provide assistance 
to disabled people and to people with serious illnesses are given priority. 
The majority of people working in A2A are aged between 41 and 50 (40.6%). In compliance with the 
requirements of Law no. 68/1999, the companies of the A2A Group guarantee the right to work to 
disabled persons and collaborate with the provincial authorities in selecting candidates, in order to 
optimise the possibility of a targeted entry into the Group.
There were 462 people belonging to protected categories in the A2A Group in 2010

Consistent with national legislation, A2A does not distinguish between men and women, including in 
the determination of the type of contract and compensation. The wage ratio between women and 
men was as follows in 2010:

Employee health and safety
Activities connected with this highly important aspect of the Group’s social responsibility towards 
workers, whether they be directly or indirectly involved in the production process or employed by 
subcontractors, continued along the following main guidelines:
•  adjustment for sector legislation, which is in constant evolution, initiated by the 2008 Consolidated 

Safety Law and continued by subsequent amendments and respective clarifications concerning the 
interpretation and application of the law;

•  standardisation of worker health and safety management systems, which became necessary as the 
result of the mergers between the groups forming A2A and the corporate rationalisation which followed.

New legislation on worker health and safety is extending the assessment of working risk and supervisory 
action in the direction of fields that are outside what an employer traditionally has to do.
One has only to think of the work-related stress risk, for which the required legislative clarification 
was only issued at the end of 2010, which has enabled the Group to set up a dedicated project whose 
fruits will be harvested next year. Concerning the new health tests for drug dependence (around 
900 checks without notice were carried out in 2010), a somewhat delicate area for the protection of 
employee privacy, a first conclusion may be drawn which is undoubtedly comforting: an initial key for 
interpretation is certainly the high age of operational staff in general and of the persons undergoing the 
testing in the specific; as the law requires these people were selected on the basis of the jobs they do.
The extension of safety management systems (to a large extent certified under the standard BS-OHSAS 
18001) continued in 2010; there was a considerable effect on these, coming amongst other things from 

Type

Prot. Cat. (Art.18 Para.2 Law no. 68/99)

Disabled

Needy sectors (laid off )

Total

2010

Men Women Total

          37           16           53 

        316           91         407 

            2            -               2 

355 107 462
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Managers
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the numerous intra-Group purchases and sales of businesses, the merger of A2A Produzione into A2A 
SpA, the reorganisation of A2A Servizi alla Distribuzione and the unification of the sales companies 
into a single corporate entity. The final aim is to achieve full integration with the other (quality and 
environment) management systems on all sensitive activities and to have the certification extended in a 
general manner. Worthy of mention are the important change in the identification of the employer in the 
holding company, which passed from the Management Board to the two General Managers (Corporate 
and Market Area and Technical Operational Area) in line with the approach introduced by the new 
Consolidated Law which identifies the employer no longer (or at least not only) as the party responsible 
for the whole business but as the party responsible for the organisation in whose sphere the worker 
provides his services.  In addition, the work of the Safety and Environment Observatory continued; 
this comprises the Workers’ Safety Representatives (RLSs) of each company and area representatives 
and has the objective of creating a common culture for current legislation and the related applications 
and analysing the Group’s policies on this subject (agreement of 12 December 2007). 

 Existing actions, systems and supervision
The work being carried out to integrate the Prevention and Protection Service at a Group level conti-
nued in 2010; this has the aim of standardising risk assessments for all the managed working processes 
and making the health supervision protocols uniform for all workers, whatever their position in the 
Group and wherever they may be located. This standardisation process enjoys the active support of 
the Security function as part of the Quality Environment and Safety Department which, in line with the 
specific features of the Group’s business lines, gives rise to processes each with their own differences. 
The structure of the Prevention Service has been kept in its dual form with a centralised Prevention and 
Protection Service head (the RSPP) and dedicated local units in each Group company.
Coordination consists in particular in the standardising of Individual Protection Devices (DPIs), ma-
naging the relative technical opinions on acquisition, drawing up a unified methodology for preparing 
Risk Assessment Documents (DVRs) and providing health supervisory service under the direction of 
the Coordinator of Doctors, a figure already existing in the Group before the Consolidated Safety Law 
made this a compulsory requirement. 

Accident analysis
In order to make Group data on accidents at work more easily understandable this information is 
presented by combining it into sectors on the basis of companies having similar working risk profiles.
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The following two sectors have been identified:
• Environment Sector (which includes Amsa, Aprica and Ecodeco, companies which work in the waste
  cycle)
• Energy Sector (which includes the rest of the A2A Group, where activities basically relate to the energy
  vector generation and distribution cycle and the water cycle.
This decision also enables certain positive effects to be achieved in terms of the analysis and 
management of the data, such as benchmarking with other companies, creating a historic series of data 
which may be compared over time and encouraging corrective action to be taken and improvements to 
be made which are more geared to the sector. As in all situations were data are combined and averages 
taken, 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.
There were both positive and negative aspects in 2010 as far as accidents are concerned. While there 
was a general deterioration in the energy sector, there was a consistent trend towards a reduction 
in all the indices in the environment sector. It should also be pointed out that in comparison with 
other industrial sectors the energy sector has very low accident rates and is therefore more liable to 
statistical changes when comparing different years. For the environment sector, in which the role of 
Amsa is predominant in number terms, it should be emphasised that the starting point was undoubtedly 
less favourable; the new direction taken by management and the reorganisation of the company’s safety 
system has therefore had a significant effect on trends (the result: 150 fewer accidents in Amsa in 2010).
As a result, therefore, it can be seen that the environment sector indices are moving closer to those 
of the energy sector, historically lower. There is still a big difference between the two sectors but this 
process of closing the gap continues, despite the fact that the whole of the environment sector - and 
collection in particular - is characterised by a high risk level, especially in the door to door type of 
collection, due to the high content of manual labour involved in the work and the interaction with the 
equipment required for the job, as well as the surrounding chaotic city environment.
Amongst the projects in progress are the following: 
• the supplementary service to dialling 118 for emergency health calls to provide better assistance to
  people who been involved in accidents and take them to hospital casualty departments; this has been
 active for Amsa on an experimental basis since 1 January 2011;
• a project for the computerised management of accidents, to achieve a further improvement in the
  system of analysis of the phenomenon with preventive aims, to be used at Group companies;
• rationalisation of the system for managing chemical safety cards in compliance with recently
  introduced standards (REACH, CLP). 
All Group companies have safety management systems; of these, those covered by BS OHSAS 18001 
certifications by SINCERT accredited entities include approximately 80% of the working population.
Safety training for employees continued and is structured in the following way: 

Workers’ health supervision
Almost all of the Group’s workers undergo health supervision in accordance with working risks. The 
most widespread form of supervision (services sector) is that relating to the use of equipment with 
a computer screen (a medical visit and ergophtalmologic check every five or two years for people 
respectively over or under 50); for operational areas supervision is differentiated on the basis of the 
various types of risk encountered.

 2008 2009 2010

First aid 3,045 4,656 3,901

Fire prevention 692 784 242

Prevention and safety 9,715 28,920 17,677

Various (eg. training in the use of specifi c equipment and machinery) Not available 382 18,416

Total 13,452 34,742 40,236

Note: safety training also includes technical training on subjects relating to safety (such as the proper use of specific equipment and machinery).
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Workers’ health supervision is carried out by a team of 20 doctors coordinated by two doctor-
coordinators. The standardisation of health supervisory programmes continued in the various Group 
companies in 2010 on the basis of the specific risks to be found and the initiatives for health promotion 
promoted by the doctors.
Activities in Amasa are still separate from those of the rest of the Group, also because of the different 
approach taken to the service in the pre-merger period: doctors with contracts in the A2A Group, 
“turnkey” services (San Raffaele Resnati SpA) in Amsa. A communications channel is however in place 
between the two Group workplace health services (centralised in the holding company) and Amsa.
The work perform by the doctors is supported by a nursing staff and the necessary infrastructures 
throughout the country (22 medical centres, partly run by personnel during working hours).
The health checks required for workers of the A2A Group are defined by the doctors in the Health 
Programmes and are updated on the basis of the risks to be found in the various activities. The tool 
used in the Group by which the doctors are informed about the working risks of a specific job is the 
document known as the risk card, which is linked to the Risk Assessment Document prepared for each 
Group company. The risk card summarises the risks existing for each type of activity (homogeneous 
group of jobs) and establishes the respective routine basic health supervision to be carried out in 
accordance with current legislation. It is agreed that depending on the physical condition of a worker, 
doctors always have the option/obligation to supplement, if necessary, the requirements of the normal 
health protocol in order to be able to arrive in full autonomy at a correct opinion about the suitability 
of the worker to perform the job assigned to him.
Routine health testing in 2010 was as follows:

Workers exposed to biological risks were given the normal preventive injection connected with that 
risk; more specifically, the following vaccinations were given: 259 anti-tetanus, 72 anti-hepatitis A, 138 
anti-hepatitis B and 39 anti-typhoid.
The introduction of Legislative Decree no. 81/2008 “Consolidated law on occupational health and 
safety” requires the employer to supplement health supervision to prevent the use of drugs and/or 
alcohol by staff in charge of driving Group vehicles or carrying out specific jobs identified in the law; 
in this respect the first testing campaigns were carried out in 2010 in full observance of the delicate 
questions of privacy connected with this type of testing:
• 44 tests for the assumption of alcohol (breathyliser - CTD)
• 1,128 drug tests.
This compulsory initiative was preceded by an important training and informational course aimed at 
obtaining full agreement for the initiative and providing an explanation of its preventive aims.
Worthy of note are certain important areas of activity looked after by the medical staff:
• the expression of toxilogical opinions (on selection and on purchase) regarding the use of chemicals
  by workers (140 opinions issued in 2010);
• the Amsa medical coordinator visited Bollate prison on 20 occasions in connection with the Protocol
 of Understanding signed by Amsa with the Milan Penitentiary Administration on the basis of article  
 21 of Law no. 354/75, aimed at facilitating the entry of detainees having the prerequisites for access to
 outside work back into a working environment; the people who were identified as suitable are currently
 carrying out cleaning jobs at cemeteries;
• a work group was set up in 2010 which has begun a process of assessing work-related stress using a

Compulsory tests (per health protocol) 4,674

Optional tests (workers’ requests, optional for health promotion, etc.) 682

Haemochemical tests 3,613

Audiometries 1,005

Spirometries 2,244

Electrocardiograms 2,421

Tests using instruments (x-rays, eye screening, scans, etc.) 294

Specialist tests (ocular, orthoptic, cardio, orthopaedic, etc.) 996

Twenty two 
medical 
centres 
throughout 
the country
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  method adopted by the employer which refers to the proposal of the ULSS 21 - Coordinamento SPISAL
  of the Province of Verona, which is in line with the recommendations of the consultative commission
  for the assessment of work-related stress of the Ministry for Employment and Social Policies of 18
 November 2010.

Health promotion
Included in this category are prevention activities recommended by the medical staff and promoted 
by the employer, in which workers take part on a voluntary basis.
As happens every year any interested staff are offered the possibility of receiving an anti-influenza vac-
cine at the Group’s medical centres; 903 workers took part in this initiative.
Health measures were taken regarding workers who on a voluntary basis underwent testing to measure 
the glucidic and lipid metabolism connected with their lifestyles.
A clinical and at-a-distance re-assessment was performed - for possible, modest and occasional past 
exposure to air-dispersed asbestos fibres - of the study carried out in 1999 in Milan (the former AEM) 
on a group of workers selected on a sample basis from those who between the 1960s and 1980s had 
performed their work in the presence of manufacture items containing asbestos. The recommendation 
has been made to persons still working in the Group and belonging to this group to undergo clinical 
reassessment and specialist tests on a voluntary basis.

Industrial relations
All the Group’s workers are employed on the basis of national collective labour agreements, which 
provide precise details of the procedures to be followed for dealing correctly with trades union 
relationships; for example each type of contract governs the minimum period of notice to be given to 
employees in the case of operational or organisational changes.
Supplementary negotiations are carried out at two levels:
• at a national level between the national employers’ associations and the national trades unions
 organisations for the specific sector;
• at a local company level with the involvement of the trades union organisations present in the 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 subject 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.
Employees belong to the supplementary pension schemes provided for on a contractual basis: Pegaso, 
Fonte, Fondichim and Previambiente; and Previndai and Mario Negri for managers. In addition, the 
Group provides forms of individual benefits or services in relation to specific situations regarding age 
or personal difficulties.
There were approximately one hundred and fifty employment-related disputes in progress during 2010. 
Twenty nine of these related to requests for the recognition of a higher category, twelve to requests for 
a reduction in job content or mobbing, twenty three to dismissal - mostly of a disciplinary nature - ten 
for claims regarding the establishment of a permanent employment relationship and one in respect of 
an investigation into an alleged professional illness at the request of a former employee.

Internal communication
Following the creation of A2A as a corporate entity and the first consolidation of its structures and 
organisational set-up, the need arose to create an “integration” tool capable of making internal 
communications easier and providing common services to all employees. The realisation of a Group 
intranet, or more precisely “Corporate Portal”, has acted as a unifying element and has given A2A a 
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unique and central area, capable of containing information and services and able to develop together 
with the Group by adapting itself to changing needs. The new intranet portal cww.a2a.eu was opened in 
January 2010 and this combines together the pre-existing intranets of AEM and ASM in both its contents 
and its applications. The project was inspired by principles based on the need for:
• uniqueness - to avoid the wasteful and harmful duplication of information; 
•  accessibility - the new Corporate Portal is easily accessible from every user workplace, without the 

need to use any particular technical tools or configurations, and complies with accessibility standards 
in order that it may be used by personnel with disability problems;

• simplicity - use is intuitive and immediate;
• reliability - the accuracy of the information is guaranteed together with the fact that it is updated;
•  innovation - new services have been proposed which did not necessarily arise from the specific needs 

of users.
A new browsing mode has been introduced, parallel to the classical mode and subdivided by function, 
which groups together the contents of the various sections by subject or service.
The new intranet has acted as a stimulus for business functions to create their own dedicated section. 
In 2010 the following sections have been implemented and then enhanced with contents: personnel 
and general services, ICT services (with the publication of manuals, procedures and online services), 
the QES system (with the realisation of suitable “mini-sites” for individual companies containing the 
documentation relating to quality, environment and safety management systems) and provisioning.
Access data show that there has been particular interest in the Group’s press reviews, which are 
segregated by area and subject discussed to facilitate reading: the figure relating to November 2010 
show that there were 8,000 visits. Access to the telephone directory are also in constant increase, 
thanks to the immediate updating of its contents; by using a suitable tool the directory is also accessible 
by employees with sight defects who work on the telephone switchboard. There were 180,000 page 
views in November.
The new portal has additionally introduced certain Amsa-related matters on the intranet such as its 
telephone directory and press reviews. For Amsa only the legislative documents pre- and post-merger 
still remain to be added and this work is at an advanced stage.
The publication of internal communications magazines continued in 2010, such as the “A2A Magazine”, 
which provides details to anyone working in the Group of the major things that have happened and all 
that is new in the A2A world, with articles going into specific details about any new acquisitions, such 
as the thermoelectric plant at Monfalcone and the hydroelectric nucleus in Calabria, and the monthly 
newsletter “Amsa Informa”, which is distributed with workers’ wage packets and keeps the relationship 
between the company and its employees alive by publishing news relating to projects that have been 
carried out or will be carried out in the future, events and the latest in the Amsa world.
Last year saw the start of the totems project; this makes access to the intranet portal possible in Group 
premises where staff are working who would otherwise not have access to this tool. There are currently 
23 totems installed: the aim is to enable all employees, including those not having a work station with 
a personal computer available, to have access to the intranet and all the services published there. This 
operation interprets the desire of top management to ensure there is effective, direct and interactive 
communication at all the points where A2A employees work, including those furthest from their offices.
In 2011, the installation will be accompanied by a communications campaign to facilitate access to the 
various services available on the intranet and to gather ideas and suggestions to enrich the Group’s 
intranet with various sections and activities. In the future the intranet will also see certain interactive 
functions being implemented (for example a notice board for announcements); the increasingly 
widespread use of the totem stations will enable operational personnel to have access to these new 
functionalities.    

Other initiatives benefi ting employees
Any initiative started up by the Group to benefit employees is available to all those people forming 
part of this category, whether they have been hired on a permanent or short-term contract basis and 
whether they work full-time or part-time.
The agreement signed between A2A and ATM Milan, the Milan transport company, enabling 
employees to purchase annual season tickets at a reduced price compared to that paid at the counter 

cww.a2a.eu a 
single intranet 
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continued in the Milan area in 2010. Under this agreement the Municipality and the Group provide a 
subsidy of 10% each. In addition, the season ticket may be paid for on extended terms in 12 monthly 
instalments without the addition of interest, with the season ticket being delivered directly to an 
employee’s place of work. Applications for 488 season tickets were made in 2010.

The agreements entered into by Amsa were also maintained, such as:
•  the agreement with the Province of Milan concerning the Gasati Project, namely the conversion of 

employees’ cars to natural gas or LPG, with eleven employees receiving grants;
•  the agreement between the Municipality of Milan, ATM and the Group to encourage the use of public 

transport through the use of discounts and the payment of season tickets on a monthly instalment 
basis;

•  the allocation of methane-fuelled Fiat Multiplas on rotation to groups of workers for the journey 
from home to work, as part of the car pooling project;

•  the coach service to and from Spirano and Missaglia to transport groups of workers coming from 
the Lecco and Bergamo areas;

•  contacts with all local public mobility references to provide recommendations and suggestions 
and forward complaints and requests to the public transport service managers close to the Group’s 
facilities to change the timetable and services.

In March 2006, on the initiative of A2A (formerly ASM) a Group crèche was started up, built close to 
the premises in Via Lamarmora in Brescia. A2A funded the building and the technological equipment 
and had these constructed and installed on the basis of bio-building criteria. The structure can take 
up to a maximum of 60 children aged from 12 to 36 months, and priority is given to the children of A2A 
employees and pro-rata to other companies forming part of the agreement. On request breast-fed 
babies may be taken from nine months. The opening hours and the way in which the service is managed 
have been studied on the basis of the working hours and special needs of the parent-workers in order 
to reconcile family and work in the best way possible. On the basis of specific agreements with the 
company in charge of running the crèche, A2A and its partner companies make a contribution to cover 
a part of the monthly fee payable by employees. Since 2010, the Group’s crèche has also become the 
place where A2A organises weekly educational meetings with the support of the EVA Association (an 
online not-for-profit organisation) which are addressed to parent-employees who are not resident in 
Brescia, in order to encourage the use of washable nappies instead of disposable ones.
Thanks to the sponsorships provide by the Group in the area in which it works admission to the events 
it finances is often available free of charge; this free admission is then made available to all employees 
by email, until it is used up. In 2010 this regarded exhibitions - such as the “Anima del Fuoco” show held 
in the Royal Palace in Milan -, concerts - such as those at the “Festival di Villa Arconati” at Bollate -, 
sporting events - such as the Stramilano - and entertainment shows.

RECREATIONAL CLUBS       
The scope of the Group’s recreational clubs (CRAEM Milan, CRASM Brescia, FIDAS Amsa and Cral ASM Bergamo) is to plan, coordinate and manage social, 
cultural, recreational, tourist, sporting and supplementary assistance activities aimed at improving the quality of the use of free time and defending the 
purchasing power of members’ wages. All employees are automatically registered as members of these clubs; retired persons and family members may 
also take part in the activities which are organised. Important items in supporting families are grants made to members and their children for activities 
in the scholastic and sporting fields, health contributions (subsidies and arrangements supporting costs incurred for medical treatment) and solidarity 
donations to not-for-profit organisations and charitable associations.
Several initiatives based on the synergy between the clubs were carried out in 2010: in particular, under the coordination of the Group, there was the 
“friendly nappy” campaign, which took the initiative of Aprica aimed at encouraging sustainable consumption to all Group employees; this promotion 
consisted of the sale of washable nappy kits to families at a price of 25 euros (80% discount on the market price). In addition a series of initiatives were 
carried out, organised with the LILT (Italian League for the Fight against Cancer), to support the prevention of cancer. An especially significant moment for 
the CRAEM’s activities in 2010 was then the realisation, in conjunction with the AEM Foundation, of the international competition  “Ex Libris - AEM DALLA 
SUA NASCITA A OGGI GLI EX LIBRIS NARRANO ED ILLUSTRANO”, included in the programme for celebrating AEM’s 100th anniversary.
Throughout 2010, 89% of the members of the CRAEM used the club’s services and the website www.craem.it received more than 68,000 visits.
In addition, in 2010 the CRAEM organised trips, (short- and long-range travel and stays, visits to exhibitions and musical events, study holidays abroad 
for adolescents or camps for younger children, a party for handing out presents to very small children on St. Lucia’s day, a Mayday party and a party for 
presenting awards to employees with 30 years of service.
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Customers and society
The liberalisation of the electricity and gas market
The A2A Group is a service company which through its sales companies supplies its end customers 
with electricity, gas, district heating and other services.
The electricity and gas market has undergone profound change over the past few years, especially 
following the liberalisation measures for gas introduced by the Letta Decree of 2000 and for electricity 
by the Bersani Decree of 2007 and subsequent Decree Law no. 73/2007, thereafter incorporated 
and supplemented by resolutions and provisions issued by the Electricity and Gas Authority. The 
liberalisation process began in February 1998 for electricity and in January 2000 for gas. The opening 
up of the energy markets has been a gradual process and initially regarded businesses with high levels 
of consumption, after which it was extended to all private customers. Liberalisation for all customer 
segments became effective on 1 January 2004 for gas and on 1 July 2007 for electricity. 
The liberalisation process led to the clear-cut separation (unbundling) between companies dealing 
with network management and the transmission of gas and energy through the network (‘distribution’ 
companies) and those having commercial and contractual relations with the end customer (‘sales’ 
companies). As the result of the liberalisation, the end customer is able to freely choose the sales 
company with which he would like to contract, with no restrictions on area or size. From the time it 
was started up until today, the ‘free market’ has led to the subsequent shifting of customers/consumers 
from the traditional supplier to sales companies freely chosen by the customer on the basis of his 
characteristic needs.
The customers of the electricity and gas service who have not yet ‘exercised’ this choice on the other 
hand belong to the ‘protected’ market or, for certain customer segments having high electricity usage, 
to the ‘safeguard market’.

These variations are also profoundly changing the way in which the sales companies work: working 
through A2A Energia S.p.A., ASMEA S.r.l., BASOMNISERVIZI S.r.l. and ASPEM Energia S.r.l., A2A has made 
its customers alternative commercial offers which are selected on the basis of type and the various 
needs of the customer, at the same time concentrating its attention on the quality of support accessory 
services (call centres, commercial counters spread throughout the area, internet services, customer 
care services) as critical success factors for winning customer loyalty over time.

94%
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89%

DISTRIBUTION OF GAS CONTRACTS 
BY MARKET TYPE - figure 23
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� Free market

DISTRIBUTION OF ELECTRICITY CONTRACTS 
BY MARKET TYPE - figure 24
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FRECCIA D’ORO PRIZE 2009-2010 FOR THE “STAY WITH US” CAMPAIGN       
The Freccia d’oro for the “Public commercial services” category and the Freccia d’oro for the strategic campaign “Integrated communication”: these are 
two important awards won with the “Stay with us” campaign, which arrived in the homes of A2A customers between October and December 2009 through 
personalised direct marketing and also involved a series of integrated and multi-channel communication measures: billboards, the press, radio, TV, the 
internet and local events. These prizes were awarded to the best direct marketing, digital and promotional marketing and in general relational marketing 
campaigns conducted in 2009 and up until March 2010.

DINAMO CLUB       
The Dinamo Club loyalty programme celebrated its third year of existence in 2010; the club is aimed at half a million domestic customers of ASMEA and BAS 
OMNISERVIZI. The programme was conceived with an original format that envisages the vast involvement of economic organisations and local cultures 
within the intention of creating a synergy and partnership between A2A and the local area. Numerous local operators playing an active role in the Dinamo 
circuit have subscribed to this agreement, proposing to members discounts and promotions for shopping, time out, services and eating out through the 
use of a series of dedicated and highly interactive communication tools (websites, electronic newsletters, text messages and hard copy guides). Registration 
with the Dinamo Club is completely free of charge for the customers of ASMEA and BAS OMNISERVIZI and represents an opportunity for its more than 
thirty thousand members to contain household spending. There are numerous initiatives in the programme for supporting informed consumer spending 
through the promotion of 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.). 

94.9%

4.2%

0.9%

GAS SERVICE - VOLUME SOLD
GEOGRAPHICAL DISTRIBUTION %
FIGURES FOR 2010 - figure 25
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ELECTRICITY SERVICE - VOLUME SOLD
GEOGRAPHICAL DISTRIBUTION %
FIGURES FOR 2010 - figure 26
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Type and features of customers 
and the services provided
Sale of gas and energy4  
he sales companies of the A2A Group have a consolidated presence for electricity and gas services 
throughout Lombardy and the north of Italy. The growth of the free market has extended the Group’s 
presence to the rest of the country, although Lombardy remains its main market (in fact it represents 
94.9% of the gas market and 80.4% of the electricity market). 
Residential segments, SMEs and industrial customers are the types of customer to whom the A2A Group 
supplies gas and electricity through its subsidiaries A2A Energia S.p.A., ASMEA S.r.l., BASOMNISERVIZI 
S.r.l., ASPEM Energia S.r.l. and Camuna Energia S.r.l.. A2A works in compliance with resolution AEEG ARG/
com 104/10 “Approval of the commercial code of conduct for the sale of electricity and natural gas to 
end customers”, which was supplemented by resolution ARG/com 239/10.
 In the marketing of the gas service, 93.3% of customers are domestic customers, 5.2% are SMEs and 
the remaining 1.5% are divided between large customers and condominiums. In a similar way, for the 
electricity service the majority of customers are domestic users (80.5%), while SMEs represent 14.3%. 
A dedicated back-office structure exists for large-scale customers, separated into electricity service 
customers and gas service customers and made up of skilled staff capable of satisfying even the most 
complicated requests.

(4) figures for Camuna Energia are not included.
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Note 
The comparison is only made over two years as a new classification of the type of user has been made on the basis of the 
following variables:
Domestic = identified on the basis of “Equipment type” for Gas and “Tariff category” for Electricity
SMEs = identified on the basis of “Equipment type” and usage (<= 50,000 cm a year ) for Gas and “Tariff category” and usage 
(<= 250,000 KWh a year) for Electricity
Large customers = identified on the basis of “Equipment type” and usage (> 50,000 cm a year ) for Gas and “Tariff category” 
and usage (> 250,000 KWh a year) for Electricity
Condominiums =  identified on the basis of “Customer Type”

ANALYSIS OF CUSTOMERS BY TYPE - figure 27

POINTS OF GAS SUPPLY - figure 28

POINTS OF ELECTRICITY SUPPLY - figure 29

� 2009

� 2010

Domestic All other uses

0

200,000

400,000

600,000

800,000

1,000,000 857,229
833,931

194,990
202,514

0

200,000

400,000

600,000

800,000

1,000,000

1,200,000

Domestic All other uses

� 2009

� 2010

1,152,470
1,138,238

81,80483,618

� Condominiums

� Large customers

� SMEs

� Domestic
Gas Service Electricity Service

0%

20

40

60

80

100%

Social responsibility



108

Gas and electricity distribution
To be a leader in terms of innovative ability, quality and service continuity, safety and respect for the 
environment and speed of response to all customers, in line with the objectives set by the Electricity and 
Gas Authority: that is the mission of the Group’s distribution companies. In addition, specific emphasis 
is reserved for technological innovation by means of adopting choices with high value added, and for 
environmental sustainability by giving preference to solutions which optimise relations with the local area 
and its inhabitants. A2A owns over 8,000 km of gas distribution network and 12,600 km of electricity 
distribution network. As an energy distributor A2A works exclusively in Italy, a country in which the 
percentage of the population not covered by this service is nil. Through the company Retragas, the Group 
also has 403 km of gas transportation network under high and medium pressure in the Brescia area.

District heating and heat management
A2A provides the district heating service to approximately 22,000 users in the provinces of Brescia, 
Milan, Bergamo and Varese, with an increase of 9% having taken place over the past three years. It is 
not possible to compare individual users as they are different by type: in Brescia a single user generally 
refers to a single residential unit while in Milan this may refer to a building or also to a whole quarter. 
It is therefore more useful to analyse the volume served, which in 2010 amounted to 73 million cubic 
metres (+ 9.5% over 2009). The knowledge that a method for the distribution of clean heat is being used 
in a critical urban environmental and local situation such as Lombardy has strengthened the Group’s 
commitment to develop the district heating network. In particular, the “Plan for the development of 
district heating in Milan” is currently being drawn up; this is an integral part of the convention agreed 
between A2A and the Municipality of Milan in 2007. The Group plans to develop this service also in the 
other areas for which it is responsible, as set out in the following table.
A2A also distributes heat and cooling in France through its subsidiary A2A Coriance, which works 
in the following areas: Ile-de-France (Paris suburbs: Meaux, Chelles, Ris Orangis, Fresnes, etc); south 
west (Toulouse,etc); south east (Manosque, Martigues, etc) and east centre (Dijon, Villeurbanne, etc). 
A2A serves around 150,000 users in France for a total of 870 GWh of heat supplied.

8,000 km 
of gas network 
and 12,600 km 
of electricity 
network

Clean heat 
for 22,000 
customers in 
Brescia, 
Bergamo, 
Milan and 
Varese

Objective

Brescia, Bovezzo, Concesio

Power in production plant in use MWt (accumulated)

Volume served Mm3

Bergamo

Power in production plant in use MWt (accumulated)

Volume served Mm3

Milan, Sesto San Giovanni, Cassano d’Adda, Novate Milanese

Power in production plant in use MWt (accumulated)

Volume served Mm3

Varese

Power in production plant in use MWt (accumulated)

Volume served Mm3

Total

Power in production plant in use MWt (accumulated)

Volume served Mm3

Actual Actual Budget Budget Budget Budget Budget

2009 2010 2011 2012 2013 2014 2015

 

694 694 694 694 774 625 705

40.1 40.6 41.2 41.7 42.1 42.6 43.0

 

73 73 96 136 136 136 136

2.2 3.4 4.3 5.7 6.4 7.2 7.9

 

604 650 768 835 939 1.033 1.055

24.2 26.6 30.7 36.2 42.1 47.0 51.1

 

76 76 77 79 79 79 79

2.41 2.52 2.57 2.62 2.67 2.72 2.74

 

1,447 1,493 1,635 1,744 1,928 1,873 1,975

68.91 73.2 78.7 86.2 93.3 99.5 104.8

District Heating Development Plan 
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La responsabilità Sociale

1,204,401

1,103,237

2008 2009 2010

1,112,9851,108,339

1,262,890 1,345,296

� gas distribution

� electricity distribution

Electricity Gas

0%

20%
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80%

100%

1,112,985 28,086

13,094

1,304,116

USERS CONNECTED TO THE DISTRIBUTION 
NETWORK - figure 30

GEOGRAPHICAL DISTRIBUTION OF USERS 
OF THE DISTRIBUTION SERVICE - figure 31

� Lombardy

� Other regions in the north of Italy

� Rest of Italy

� users          � volume served
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19,801
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135

3.40

26.60

2.52

56%

5%

36%

3%

� Province of Brescia

� Province of Bergamo

� Province of Milan

� Province of Varese

USERS AND VOLUME SERVED BY THE DISTRICT 
HEATING NETWORK - figure 32

GEOGRAPHICAL DISTRIBUTION 
OF THE VOLUME SERVED - figure 33

Users may be a single residential unit in the case of autonomous heating or the 
whole building in the case of centralised heating.

Social responsibility
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Integrated water services
The integrated water service consists of the set of the following functional sectors: captation, treatment, 
potabilisation and distribution of water for civil use, sewerage and purification of waste water. The 
service must be run in accordance with the principles of efficiency, effectiveness and economicity, 
in observance of national and community legislation (article 141, paragraph 2 of Legislative Decree no. 
152/06). The management of the aqueduct consists of the captation, treatment and distribution of 
drinking water, including sanification and potabilisation measures taken when necessary. The drinking 
water distributed originates in springs and wells.
The sewerage service consists in the collection and catchment of waste water at the purification 
plants. At the purifier the waste water is submitted to a biological treatment to eliminate polluting 
substances in order to make its quality compatible with safeguarding the environment to which it is 
returned. The integrated water service in A2A is run by three companies: A2A Ciclo Idrico (which began 
operations on 1 January 2011 and which groups together all the water cycle activities previously managed 
in the parent company), BAS SII and ASPEM.
In 2010 the Group distributed water to around 330,000 users in 141 municipalities; on the other hand 
sewerage and purification services regarded around 183,000 and 170,000 users respectively.

Environmental services
ncluded among A2A’s positions of excellence and leadership is the management of waste and 
its conversion to energy. The Group is active in the area concerning the service involving waste 
management - collection and sweeping, treatment and disposal of waste - through its subsidiaries 
Amsa, Aprica, ASPEM and Ecodeco. The urban hygiene services is carried out by Amsa in eight 
municipalities in the province of Milan, by Aprica in 72 municipalities in the provinces of Brescia, Bergamo 
and Mantua and by ASPEM in six municipalities in the province of Varese. 
The waste treatment and disposal service provided for municipalities and private individuals and entities 
is run in the Group by Amsa, Aprica and Ecodeco, companies which work exclusively in developing 
systems for the treatment of waste, the production of energy and the proper disposal or recovery of 
the products of combustion. In 2010 Ecodeco served 1,646 companies.
Aprica served 2,849 companies, private individuals and municipalities, providing them with waste 
treatment and disposal services but also services carried out for a specific charge, such as the renting 
of containers, the collection, transportation and treatment of special non-hazardous waste, etc..
In addition to the services offered by Aprica, Amsa also offers other services at a charge, such as: 
personalised subscriptions for the elimination of graffiti, the removal of asbestos, the collection of 
toners and electrical and electronic equipment, the collection of vegetable and animal oil and grease, 
the collection of bulky waste from floor level, the safe destruction of documents, the management of 
mobile hygiene services and many others. In 2010 these services involved 8,027 customers by way of 
private individuals and companies (the company had 7,208 customers in 2009).

Public lighting, traffi  c lights and videosurveillance
A2A Reti Elettriche manages over 193,000 light points in the municipalities of Milan, Brescia and 
Bergamo and in a further nine municipalities in Lombardy. It is directly involved in the planning 
and design, the execution and the maintenance of public lighting equipment, including that of 
an architectural nature, for historical centres, squares and monuments, with the aim of making a 
contribution to enhancing the value of the local area.
Selene, the A2A Group’s telecommunications company, has a network of approximately 300 km of 
fibre optic cables, which in addition to covering the whole area of the city of Brescia extends to Bergamo 
and Milan, and also has a copper network of over 230 km in Brescia, both of which are integrated into 
the technological networks.
Using these, Selene provides data transmission services, telephone services, internet access services, 
videosurveillance services, video-conference services and services for which it holds licences and 
permits issued by the telecommunications authority, such as the individual licence for the installation 
and supply of telecommunications networks open to the public and permits to offer data transmission 
services, telephone services and internet access services to the public.

Aqueduct 
management 
in more than a 
hundred 
and forty 
municipalities

300 km 
of optic fi bre cables 
for Selene
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LIGHT POINTS INSTALLED - figure 37 VIDEOSURVEILLANCE CAMERAS INSTALLED 
N THE MUNICIPALITY OF MILAN - figure 38

3,000,000

2,000,000

1,000,000

0

2,225,553 2,206,179 2,280,315

2008 2009 2010
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POPULATION SERVED BY THE URBAN HYGIENE SERVICE - figure 36

STREET SWEEPING SERVICES IN THE MUNICIPALITY OF MILAN        
Street sweeping services in the municipality of Milan were strengthened in July 2010, with special emphasis being given to the city’s suburbs, under a plan 
agreed with the municipal council. The service of emptying of large and small bins has been increased and this is now carried out seven days a week 
at all points. The Global Sweeping service has also been strengthened. Under this, teams of workers sweep and wash the pavements, the kerbs and the 
roads in a single shift; the stretch of road covered by using this method has increased from 1,550 km/week to 2,836 km/week (+83%). The number of roads 
and squares cleaned by using the traditional mechanised sweeping method, with parking not allowed, has therefore fallen, thus freeing up additional car 
parking places on the road.
In 56 quarters which are either in the suburbs or especially critical, the figure of the Road Sweeper has been introduced; this person carries out manual 
work in the morning and afternoon, the periods when the roads are the busiest, to keep pavements, kerbs and pedestrian crossings clean, empties full bins, 
takes away small pieces of rubbish or abandoned rubbish bags and reports situations to the area head where a team must intervene to remove any abusive 
dumping. This change has been warmly welcomed by the residents: as a result at the end of the year it was decided to double the number of manual sweepers.

(*) Aspem S.p.A. is not included in the 2008 figures as it was outside the scope

GEOGRAPHICAL DISTRIBUTION 
OF WATER SERVICE USERS - figure 35

TOTAL INTEGRATED WATER SERVICE USERS
figure 34(*)

Social responsibility
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THE SALE OF ENERGY AND THE ENVIRONMENT        

Green energy
A2A’s commitment to protect the environment continued in 2010 thanks to the proposal made to the 
Group’s customers to purchase green energy produced from renewable sources in its plants (water and 
biomasses), with the reduction of greenhouse gases. A2A energy produced from renewable sources is 
RECS certified 1 and is given enhanced value by the brand “A2A 100% Renewable Energy”, which is also 
an excellent communication tool for public and private entities, commercial and industrial operators who 
would like to strengthen their image for environmental support, as it gives value to the Group’s commitment 
and sensitivity towards ethical and environmental values. A2A therefore offers all its customers, private and 
business alike, the possibility of buying clean energy at a differentiated price, by proposing the two certified 
offers PrezzoSicuroVerde Elettricità and EnergiaPulitaA2A respectively. Both of these guarantee the use 
of energy produced solely from renewable sources through the RECS certified brand A2A 100% Renewable 
Energy. In 2010, A2A’s sales companies sold 128.3 million kWh of green energy to their customers.

Bollett@Mail Service
As part of the strengthening of its environmental sustainability commitment, during 2010 A2A continued 
promoting the Bollett@mail” and  “Storico Bollette” services which enable customers to receive bills by email 
and consult the historical situation of bills issued online, thereby eliminating the need to send paper bills.
Bollett@mail is a service which is available to all of the customers of the A2A Group’s sales companies and may 
only be activated for the supplies for which the customer already makes payments by direct debit through 
his bank.
On activation, the customer may opt for two different methods by which the invoice may be sent electronically:
• Portal - The issue of the electronic bill is notified by email to the customer, who by clicking on the link in
 the  email may then view the bill on the portal www.miservi.it or alternatively save a copy of it on his pc. The  
 portal  miservi was replaced by the new portal www.a2aenergia.eu following restyling in 2010.
• Attachment - The electronic bill is sent by email to the customer as an attachment. This second option may
  only be activated by customers having fewer than 10 supply points in the same contract.

Percentage of material used deriving from recycled material
In 2010, the A2A sales companies decided to introduce recycled paper for certain types of commercial 
communications to customers. The following table shows the proportion of communications carried out 
by means of recycled paper as a percentage of the total number of communications of an informative and 
commercial nature sent to customers in 2010.

A2A 
Energia ASMEA BAS 

OMNISERVIZI
ASPEM 
Energia

No. of activations 
at 31.12.2010 63,000 19,000 6,000 Service

not in use

BOLLETT@MAIL service

 A2A 
Energia ASMEA* BAS OMNI-

SERVIZI TOTAL %

Recycled paper 1,255,106 480,883 98,257 1,834,246 8%

Paper 15,916,906 6,241,714 314,450 22,473,070 92%

Total 17,172,012 6,722,597 412,707 24,307,316 100%

Number of sheets for commercial communications by type of paper

(5)The Renewable Energy Certificate System (RECS) is an international programme of which the A2A Group is a member whose 
objective is to promote, recognise and give economic support to the environmental value of electricity produced from non-
polluting sources by marketing certificates that confirm the production of electricity from renewable sources.

* also includes former Tidonenergie customers; ASPEM Energia did not use recycled paper for commercial purposes in 2010.
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Customer communication channels 
and customer care  
Effective communication with customers is important. The A2A Group carries this out 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:
• call centres accessible 24 hours a day which have toll free numbers;
• local desks;
• paper/via fax/email communications managed by using evolved document management systems;
•  secure and reliable computer systems and infrastructure based on leading edge technologies 
 (ERP, CRM, IVR, web applications);
• a communications included in bills.
In specific cases, such as for example the promotion of new activities or offers, direct communications 
tools are also used such as direct mailing, the press, posters, brochures distributed on a capillary basis 
and local events and initiatives.
A2A is extremely attentive to ensuring and providing communication which is clear, transparent and 
suited to the person to whom it is addressed (domestic customer, businessman, craftsman, energy 
manager). In 2010, in compliance with the provisions of the regulations of the Electricity and Gas 
Authority, the A2A sales companies completed a project to change the layout of bills in order to make 
them clearer and easier to read. This project was agreed with the main Consumers’ Associations and 
developed with the support of focus groups and market surveys aimed at understanding customer 
needs. These activities envisaged that the new bills would be in use from 1 January 2011 and introduced 
gradually across all the brands used by the sales companies.
More specifically, the A2A Servizi al Cliente 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. The following measures which regard all the 
aspects of the organisation are noted as being among the recent steps taken to constantly improve 
contact centre services:
• operational processes and mechanisms;
• technological infrastructure (the strengthening of the IVR system, the SAP-Billing/CRM system, the
 document system);
• organisational and managerial operational aspects. 
A2A is currently working on integrating the processes managed at the various local levels where it 
operates in order to create a single information system supporting commercial activities for the 
gas and electricity businesses. For this reason an evolved contact centre using a CRM (Customer 
Relationship Management) system has been created; this system, already in use in the main local areas 
in which A2A works, enables all the needs of the end customer to be managed and the marketing and 
sales processes to be optimised. As far as the services provided are concerned, A2A’s sales companies 
take great care in ensuring that their offer is targeted and personalised, suitable for satisfying the 
demands of all types of customer: for smaller customers the importance of direct contact is given 
priority and this is implemented by the opening of local desks to the public or by the availability of 
a telephone service that is easily accessible and run by skilled staff. For all customers, then, a web 
desk service is available 24 hours a day, guaranteed by means of differentiated access depending on 
the traditional presence of the Group’s companies at a local level. Regarding the web channel, the 
service portals of the sales companies were renewed in 2010 in order to improve the quality of the 
contents, browsing on the portals and the usability of the online services. In addition, steps were taken 
regarding the registration method and access to data in reserved areas, in order to ensure a higher 
level for the security of transactions and adherence to privacy legislation. A2A allows its customers to 
make payment through a variety of channels, some of which are free of charge. The payment methods 
chosen by customers in 2010 are shown in the following table.

The  bill 
changes 
its face 
listening to 
customers

Social responsibility
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The figures for internet portal accesses, transactions carried out online and bill payment services 
confirm the growing appreciation by customers of the services offered by A2A. In fact there was an 
increase of electronic bill and online payment activations in 2010. On the other hand the decrease 
in the use of the self-reading system by customers continued, given the progressive introduction of 
the new electronic meters equipped with distance reading.

Amsa too maintains direct contact with customers and residents thanks to its customer centre. In 
particular, by using a variety of channels the Amsa Customer Centre responds directly - or arranges for 
replies to be made - to the reports received concerning collection and city cleaning services arriving from 
the various municipal departments and from residents. While the trend in calls to the Toll-free Number 
shows significant increases, there has been an even greater rise in the emails in which residents not only 
report problems to Amsa where intervention is necessary but often also express their satisfaction and 
gratitude for the speed with which the working teams eliminate situations of degradation and the speed 
of the customer service. The average time taken by the Customer Centre in 2010 to respond to letters 
and emails was on average less than five days.
In addition, Amsa is the recipient entity and qualified reporter for the Municipality of Milan’s application 
“CRM Ambrogio” (a computer system for managing the reports of problems throughout the area), 

Direct 
debit 
(bank 

and 
post)

POST
(payment 

slips)

BANK 
(not 

direct 
debit)

Desks
Payment 

channels in 
shops

Online

OTHER
(eg.

 intercom-
pany 

payments, 
etc)

A2A Energia 55.74% 29.38% 5.02% 3.22% 4.24% 1.85% 0.56%

ASMEA 55.84% 31.74% 2.95% 7.94% 0.00% 0.66% 0.87%

BASOMNISERVIZI 62.75% 30.17% 2.94% 1.91% 0.00% 0.83% 1.40%

ASPEM Energia 61.48% 19.40% 19.12% 0% Service not 
active

Service 
not active 0%

SALES companies - % BILL PAYMENTS BY CHANNEL (2010)

A2A Energia

ASMEA

BASOMNISERVIZI

ASPEM Energia

2010

Electronic bill activations Number of self-readings 
communicated online

Number of 
activations

Potential 
activations

% of 
total

Number of 
self-readings 

 
self-readings

% of
total

63,000 1,600,000 4% 130,336 316,488 41.18%

19,000 525,000 4% 23,046 96,146 23.97%

6,000 115,000 5% 4,534 19,285 23.51%

1,288 14,020 9.19% Service not active   

Note: the figures relating to online payments are reported in the paragraph discussing payment channels. Potential activations refer to the sales 
campaign target.

2009 2010

Toll-free number (guaranteed 24 hours a day) 91% 91%

Desk open to the public from Monday to Friday 90% 97%

Online booking for the removal of bulky waste - 92%

Relation between perceived satisfaction and importance attributed - Amsa Customer Centre*

* Periodic customer satisfaction surveys (Euromedia Research).

Customer 
online 
transactions 
grow
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TREND IN CALLS TO THE AMSA TOLL-FREE NUMBER 
figure 40

through which in 2010 it received and cleared 2,061 reports, mainly to do with small abusive dumping, 
made by local police officers working in the various quarters of the city.
For the unregulated services, such as the water service, the district heating service and the environmental 
hygiene service, residents are assured of having constant and complete information about the way 
in which services are provided through the use of appropriate documents (regulations and service 
charters), bills and the website.
In addition, in the case of BAS SII, all staff coming into contact with customers, whether at the company’s 
desks or by telephone, are required to provide their personal details in either direct or codified form. 

Figures on the quality of Contact Centres
The Electricity and Gas Authority has established compulsory quality standards for call centres, 
which are scrupulously observed by the sales companies. These regard the simplicity of the automatic 
answering service, opening hours, the fact that the call must be free of charge for the customer (at 
least from land lines), the information provided to the customer concerning data for accessibility to 
the service, implemented by publication on the internet, and the fact that the call centre’s telephone 
number must be stated on bills together with the hours of opening and the types of call which qualify.
In 2010 the A2A sales companies, including ASPEM Energia, dealt with almost 1.2 million calls, managed 
by consultants for the gas and electricity businesses.
The authority has also established standards for the average waiting time for end customer calls (AWT), 
service levels (SL percentage of calls ended successfully) and service accessibility (SA in terms of free 
line time compared to the time when the operator is present), in order to avoid “queues” which are 
too long and reduce the phenomenon of engaged lines, another front on which the Group is working.
The main indicators for the quality of the service provided by the call centres may be viewed on A2A 
Energia’s website (www.a2aenergia.eu); these are constantly updated. In 2010 A2A Energia positioned 
itself in fifth place in the overall league table of call centres drawn up by the AEEG.
The figures for call centre activity in 2010 confirm once again the high performance levels obtained by 
the various Group companies.

The figure for visitors to commercial desks in 2010 shows a sharp reduction in waiting times for all 
the sales companies involved in the service. In 2010, more than 400,000 customers were received at 
the Group’s desks with an average waiting time of 6 minutes.

Customers 
satisfi ed with 
the Amsa 
Customer 
Centre

Social responsibility
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FEWER ACCESS BARRIERS FOR PROVIDING CUSTOMER SERVICES 
The public service is provided on the basis of principles of equality, impartiality, continuity and participation, efficiency and 
effectiveness. The rules determining the relationship between the person entering the contract and the operator are equal for 
everyone and the service is guaranteed for the residents of the whole of the local area involved. A2A has always been careful 
to make it easier to lower cultural, language and disability barriers by proposing solutions designed to ensure that everyone 
can obtain access to its services.
By way of an example are the multi-lingual information pamphlets which are available at the commercial desks of A2A Energia, 
operators capable of dealing with multi-lingual relations, the availability of DPS telephones (telephone devices for the hard of 
hearing) at the service of call centres, the printing of bills in Braille for the visually impaired and the opening of desks with priority 
access for people with special needs (the disabled, pregnant women, the elderly and the needy). The A2A sales companies 
have also complied with the recent provisions of the decrees issued by the government on 28 December 2007 and 28 January 
2009, following which the AEEG issued resolutions ARG/elt 117/08, ARG/elt 152/08 and ARG/gas 88/09, which relate to the 
operational implementation of the measures for the compensation for the costs incurred for the provision of electricity 
and gas for domestic customers in a state of need or in whose household there are people whose state of health is such to 
require the use of therapeutic medical equipment necessary to keep them alive. Bonuses are given to all domestic customers, 
both on the additionally protected and free markets, who satisfy the requirements and have made an application for the social 
tariff at the municipality in which they are resident. In 2010, active customers entitled to the social bonus were as follows:

Special emphasis is also placed on persons with a low level of motor ability; in order to encourage disadvantaged persons to 
take out their waste, Apica has introduced in Brescia 250 bins for undifferentiated waste with front loading, rather than top 
loading, which can be used with a special opening key.

A2A Energia 

ASMEA 

BAS OMNISERVIZI

ASPEM Energia

Total

SOCIAL BONUS: active customers 2010

gas electricity

10,772 20,032

7,692 7,311

2,452 19

728 7

21,644 27,369

Service level 2010 (%) 

AEEG target A2A Energia ASMEA BAS OMNISERVIZI ASPEM 
Energia Amsa

>=80% 98.50% 93.20% 94.10% 98.00% 95.00%

Service accessibility 2010 (%)

target AEEG A2A Energia ASMEA BAS OMNISERVIZI ASPEM 
Energia Amsa

>=80% 100.00% 100.00% 100.00% 100.00% 100.00%

Average waiting time 2010 (sec.)  

target AEEG A2A Energia ASMEA BAS OMNISERVIZI ASPEM 
Energia Amsa

<=240’’ 84’’ 75’’ 76’’ 6’’ 70’’

Note: the figures for ASPEM refer to the period from July to December 2010. The company is not required to have its figures monitored as it has 
fewer than 50,000 customers.
There is no requirement for Amsa either to have these figures monitored as it works in the environmental services sector and is not regulated 
by the AEEG.
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TARIFFS, COSTS AND SERVICES OF THE ELECTRICITY AND GAS SALES SERVICE        
Another important channel of customer contact is represented by the bill, which commercial companies use to channel important information also by 
attaching information pamphlets.
Thirteen million bills are issued each year by the sales companies of the A2A Group for electricity and gas services alone; these are issued on a monthly, 
two-monthly or quarterly basis depending on the type of service provided to the customer.
For customers on the restricted market the prices applied in the bill are regulated by the Electricity and Gas Authority on a periodic basis, as far as tariffs are 
concerned. The components forming the final price charged to the customer in this market segment - measured by comparing the figures for an ‘average’ 
family with 3kW of committed power and an annual usage of 2,700 kWh of electricity, and with autonomous heating and an annual usage of 1,400 m3 of 
gas - are shown in the graphs below.
In particular, in the last quarter of 2010, 60% of the price of electricity consisted of the cost of provisioning raw materials, 16% of network and measurement 
costs, 14% of taxes and the remaining 10% of systems charges.

ELECTRICITY - IV QUARTER 2010 - figure 41 
GROSS PRICE = 15.59 €/KWh

In the same period 34% of the price of gas consisted of the cost of provisioning raw materials, 38% of taxes, 19% of infrastructure 
costs and the remaining 9% of marketing costs.

The service for delivering bills by “certified” means was extended further in 2010; this method allows deliveries to be tracked 
as far as the end customer throughout a large portion of the country by using a GPRS geo-referencing system with a satellite 
system capable of measuring the day, time and place of delivery of each single bill. The status, together with the outcome of 
the delivery, are made available to all contact centre operators, allowing them to provide customers with information in real 
time, including that regarding the actual delivery of bills. This service has considerably reduced the percentage of complaints 
which in the past arose from the failure of bills to be delivered.

GAS - IV QUARTER 2010 - figure 42
GROSS PRICE = 70.07 €/M3
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The commercial and technical quality of services 
The quality of electricity and gas distribution services 
The Electricity and Gas Authority has introduced a system for monitoring the figures for the commercial 
and technical quality of the gas and electricity distribution service, which Group companies are required 
to report on a periodic basis on the Authority’s website. 
As part of this process the Authority has established reference standards, and the failure to observe 
these leads to the Group having to pay compensation to the customer.
In 2010, A2A Reti Gas observed the specific levels of commercial quality in 98.27% of the cases of 
making estimates for simple jobs - with an average time of 6.4 days -  and in 98.39% of the cases of 
performing simple jobs, which were carried out on average in 5.7 days. In Varese, ASPEM maintained 
the observance level at 100% in cases when making estimates for simple jobs. In the same way, as far 
as the electricity distribution service is concerned, A2A Reti Elettriche observed the specific levels of 
commercial quality in 95.86% of the cases of making estimates for simple jobs - with an average time of 
10.1 days - and in 99.37% of the cases of performing simple jobs, which were carried out on average in 
8.45 days. One of the most important factors of the quality of the electricity supply service is continuity 
of service, meaning the lack of any interruption to the electricity supply. The annual average number 
of interruptions to the service for users was lower in 2010 than the target set by the AEEG, except 
for the high concentration sphere in Milan, where it was exceeded by only 0.2 points and there was an 
annual average of 1.7 interruptions compared to the permitted level of 1.53.

The technical quality of the electricity production process
The main reference contacts for the electricity production process are the Electricity Services Operator 
(GSE), with whom the producer undertakes to make available the energy produced by the plants 
dedicated to it (for example CIP 6 and mini hydro), the electricity market managed by the Electricity 
Market Operator (GME), which determines the convenience of selling and producing energy, and 
finally Terna, the network management company, to whom the producer undertakes to make the 
despatch services available. Both markets (the energy market and the despatch service market) can 
cause frequent and sudden changes in load for the plants of a production plant such as that of A2A, 
which has therefore decided to establish a set of parameters to measure the response of the plants 
to these needs. The following table has been extrapolated from the set of internal indicators used by 
A2A to monitor the working, the use potential and the reliability of its plants. There are no references 
values imposed externally for the indicators, they are simply levels established by internal objectives. 

The quality of the district heating service
Satisfying customers needs is one of the priority objectives for the Group and its companies: where 
service standards are not regulated by State bodies, the valuation of quality is carried out internally and 
governed by Regulations, Contracts and Service Charters.
A2A Calore & Servizi is working on extending its valuation process throughout all the local areas and having 
documentation the same as that already existing in certain areas. Considerable emphasis is being placed 
on communications with residents and the principles directing the provision of services: safeguarding 
the environment and sustainability, equality and impartiality, effectiveness and efficiency, and clarity and 

Type of energy source

Traditional coal

Traditional dense fuel oil

Natural gas combined cycle

Hydroelectric - fl owing

Hydroelectric - dams

Hydroelectric - reservoir

Average availability factor (%)

2008 2009 2010

- 94 86

- 91 84

- 77 80

- 65 76

- 87 86

- 69 79

Fast estimates 
and jobs for
 A2A Reti Gas 
and A2A Reti 
Eletriche



REPLACEMENT OF ELECTRO-MECHANIC METERS FOR ELECTRICITY SUPPLY  
The programme to replace the old electro-mechanic meters with new electronic ones has been completed in the province 
of Brescia, while in the province of Milan the figures at 31 December 2010 show that 802,061 electronic meters have been 
installed, equal to 93.3% of the total of installed measurement groups. There are 736,731 electronic meters tele-managed 
by SAP with an active contract, which represents 85% of the devices installed. The following graph provides a summary:

MANAGEMENT OF EMERGENCY SITUATIONS  
Following the publication of AEEG resolution no. 333/07, with particular reference to article 52 and the resulting issue of 
standard CEI 0-17, an internal document has been prepared for managing emergency situations other than those already 
defined in the Electric System Safety Emergency Plan (PESSE).
In this case Emergency Situation refers mainly to the occurrence of interruptions of an extended nature and/or of a sustained 
nature to the provision of the electricity distribution service (by the number of users involved), due to internal causes regarding 
the network (breakdowns or anomalies) and external causes (weather conditions, etc.). In addition, emergencies from a safety 
(for personnel or users and residents) and environmental standpoint are also considered.
The aim is to determine in advance the activities and people to be activated to manage the various possible emergencies and 
to make internal and external coordination as effective as possible in order to reduce to a minimum the effect for the end user. 
In this context the public authorities are also involved and a special telephone number has been set up with the Municipality 
of Milan to exchange information.
In particular, emergencies for the area of the municipality of Milan also include the flooding of the Rivers Seveso and Lambro 
in collaboration with the Civil Protection Agency.
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ELECTRICITY DISTRIBUTION - AVERAGE TIME FOR 
PERFORMING THE SERVICE (DAYS) - figure 44

GAS DISTRIBUTION - SERVICES PROVIDED WITHIN 
THE TIMES ESTABLISHED BY THE AEEG - figure  43

The above data refer to the distribution of gas in Milan, Brescia and Bergamo areas

� Time for providing estimates (simple jobs)

� Time for performance (simple jobs)
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� Installed and ready for tele-management

� Tele-managed by SAP

� Meters to be tele-managed for 31 December 2010 (735,000)

� Installed (mass + ordinary man.)

� Tele-managed by AEM2

� Total EM area Milan (860,000)

� Accumulated tele-readings (IRC)
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simplicity. Service quality also arrives from the decision to use modern and effective technologies, such as the 
tele-reading and the tele-management of thermal plants, which enables the management and regulation 
of the district heating system and the management of heat to be improved.
A2A Calore & Servizi also plays an active part in the work performed by the technical committees of 
the Italian Association of Urban Heating (AIRU), as it considers exchanges of views and updating to be 
necessary factors for maintaining the level of quality high. Varese Risorse essentially manages the quality 
of its service through the supply contract it enters with the customer, in which the features and price 
of the supply are stated. The description of tariffs identifies the parameters which are liable to possible 
changes during the winter period.

The quality of the water service
Service Charters are also established for the quality of the aqueduct, sewerage and purification 
water services; these determine the principles and criteria on which the services are based and act 
as an annex to supply contracts.
The new BAS SII Service Charter was approved on 28 May 2010: this facilities participation by 
residents by granting them the right to have access to information and the right to express an opinion 
on the operator. The Service Charter establishes the times to be observed for the various types 
of intervention and situations, with standards which can be immediately checked and, in the case 
of non-fulfilment, with refunds made to the user at the expense of the operator.
In addition, the means and timing of the notification that work is to be carried out have been 
determined: for example in the case of scheduled maintenance which leads to the suspension of 
the supply the customers concerned are informed with at least 24 hours notice; in the case of an 
individual user the customer is informed personally; in the case of one or more buildings notices are 
placed outside the buildings or properties; if the work to be performed involves large areas notice 
is also given in the press, on television, on local radio stations and on the website. Furthermore, the 
annex to the document provides details of all the contacts available depending on the type of work 
to be performed. BAS-SII additionally offers its customers the possibility of taking out a policy to 
measure usage and report possible hidden water losses in buildings. The company guarantees a 
monthly or quarterly reading service and the control of the meter for each customer, informing 
them if a post-meter loss has been noted.
ASPEM has its own Water Services Charter which defines the means and timing of making estimates, 
making connections, switching on or re-switching on the supply, waiting at desks, replying to written 
customer requests and complaints, billing adjustments, checking meters, checking pressure and 
scheduling suspensions.
In order to improve the quality of its service A2A Ciclo Idrico has promoted an initiative, in addition 
to its Service Charter approved by the Ambit Authority, to assist customers in adopting the measures 
necessary to control any water leaks in private equipment after the delivery point and reduce the 
risks of economic loss. This promotion provides for a contribution towards the costs incurred 
to transfer the water meter to the edge of the private property and a contribution towards the 
purchase of a manometer. It is also possible to take out insurance cover (reserved for domestic 
users) against water leaks, proposed by A2A Ciclo Idrico at extremely advantageous conditions.
Resolution no. 17 of 16 December 2009 of the National Supervisory Commission on the use of Water 
Resources introduced a new Information System for Supervising the use of Water Resources 
(SiViRI). The new legislative framework, which became effective in February 2010, governs the 
annual collection of data concerning tariffs, operating and technical variables, regulatory accounting 
and investments, starting from 2009: this is a tool which allows the Commission to collect, process 
and return data on the state of infrastructure, the organisation and working of water services, tariff 
levels, investments and the way in which the Authorities of the Optimal Territorial Ambit (AATOs) are 
working. The system identifies a series of indicators which provide information on the efficiency and 
effectiveness with which operators provide the integrated water service and on the type of tariffs 
charged, the way in which the tariffs are structured and the extent to which they comply with the 
commitments resulting from the ambit plan. A2A Ciclo Idrico is the only Group company working in 
this sector which underwent a monitoring of the above-mentioned indicators, as it is the only one 
recognised as an operator of the service by the provincial AATO.

Commitments 
on the quality 
of water in the 
Charter 
of Services
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A2A WATER CYCLE SERICE QUALITY INDICATORS (DAYS) - FIGURE 45

LABORATORY ACTIVITY TO CHECK BAS SII’S WATER 
BAS-SII has an internal laboratory for checking drinking water, from captation to usage, and for analysing the waste water 
of the purifiers it manages and of the industrial discharges connected to the sewerage network. This laboratory, accredited 
under standard UNI CEI EN ISO/IEC 17025 by ACCREDIA, No. 0222 (the National System for Accrediting Laboratories), also 
performs control services for A2A’s Brescia Water Service. 

Drinking water
BAS-S.I.I. carries out checks on captation, the treatment and storage plants and the distribution networks in all the 
municipalities served. Sampling and analyses are additionally carried out for the parent A2A and for external bodies and 
customers having specific agreements. The laboratory also provides technical and scientific advice regarding the resolution of 
pollution problems and problems concerning potabilsation plants and relations with local health authorities (ASLs), assistance 
to the Water and Sewerage Department of the Municipality of Bergamo for the analysis and resolution of problems connected 
with potabilisation and the analysis of the purity of the products used in chlorination plants and scientific laboratory support.
A total of 18,638 samples were taken in 2010 in the drinking water sector for the Bergamo and Brescia water networks, which 
may be analysed as follows:

ANALYSIS BY TYPE - figure 46

A total of 239,492 parameters were tested on crude water (wells, springs, surface water), on treatment plants and on the 
distribution network, of which 89,161 for the BAS-SII catchment area and 150,331 for the A2A catchment area for the Brescia 
water service.               

Waste water
In 2010 the internal operational laboratory tested 40,193 parameters on waste water and water discharged by production 
sites, of which 17,786 for the BAS-SII catchment area and 22,407 for the A2A catchment area  for the Brescia water service.
In conclusion, checks are also carried out on the TBM odouriser for the networks managed by A2A Reti Gas (Bergamo, 
Seriate etc.).

2009 2010

� Response time for requests for aqueduct connection estimates

� Response time for requests for sewerage connection estimates

� Time for aqueduct connection

� Time for activating supply

� Time for sewerage connection
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The quality of the environmental service
In the Amsa Service Charter, which is published every year, a list is given of all the services which the 
company provides to the city, together with a description of the means by which the company ensures 
quality. In addition, if important changes to the services are made, Amsa also publishes regular updates 
during the year on its website www.Amsa.it. In this Charter, Amsa undertakes to guarantee the quality 
of the service and listen to the city to improve the service by means of customer satisfaction surveys, 
and requests residents to become actively involved by observing the rules contained in the Municipal 
Regulation for the disposal of waste and in the Mayor’s Ordinances.
Aprica is drawing up its new Service Charter, which has been agreed by the consumers’ and users’ 
associations recognised by the Region of Lombardy and which has been made available to all the 
residents of the local area of reference. If this service is divided up between several operators, Aprica 
will provide the Municipality with a precise description of the services for which it is responsible and the 
relative quality standards, in order to integrate these into a single Service Charter. The Service Charter 
can in all cases be obtained free of charge by downloading it from the company’s website or the websites 
of the Municipalities which have adopted it.
For ASPEM the urban hygiene service is governed by the Regulation for the urban hygiene service for 
the Municipality of Varese, approved by the municipal council through Resolution no. 70 of 5 June 1998.

Customer satisfaction
Customer satisfaction and call centres

The Electricity and Gas Authority carries out demoscopic surveys on a regular basis, as part of resolution 
168-04, to measure the quality of the commercial telephone services as perceived by end energy 
customers using the call centre services. The interviews regard all sales companies having more than 
50,000 end customers, included amongst whom, for the Group’s sales companies, are A2A Energia and 
ASMEA, whose service structures have turned out to be one of the points of absolute excellence. The 
main activities performed by means of A2A’s call centres have received a very high level of appreciation 
from customers, as may be seen in the tables below which present the calculation of the CSI (customer 
satisfaction index), with appreciation peaks well above the national index, for example as far as the 
politeness of the operators is concerned and their ability to resolve problems in the shortest time 
possible.

A2A Energia

Contribution 
(‘weight’) 

to the 
indicator

A2A Energia
Total 

(national 
average)

Diff erence 
%

Net
 customers 

satisfi ed

Net 
customers 

satisfi ed

Time taken to fi nd the line free 9.70% 95.5% 90.8% + 4.7%

Simplicity of the automatic answering 
service for being able to speak to an 
operator

7.20% 91.0% 90.2% + 0.8%

Waiting time to speak with an operator 7.9% 95.2% 90.6% + 4.6%

Politeness of operators 7.0% 98.6% 95.9% + 2.7%

Clarity of answers 30.0% 96.7% 87.3% + 9.4%

Ability to resolve the problem 
in the shortest time possible 38.2% 94.9% 80.1% + 14.8%

Customer Satisfaction Index (PSC)  94.3% 85.3% + 9.0%

First half of 2010

For cleaner 
cities, 
an ear to what 
residents say 
and active 
involvement 
in good practice
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Asmea

Contribution 
(‘weight’) 

to the 
indicator

Asmea
Total 

(national 
average)

Diff erence 
%

Net
 customers 

satisfi ed

Net 
customers 

satisfi ed

Time taken to fi nd the line free 9.70% 94.8% 90.8% + 4.0%

Simplicity of the automatic answering 
service for being able to speak to an 
operator

7.20% 90.6% 90.2% + 0.4%

Waiting time to speak with an operator 7.9% 92.9% 90.6% + 2.3%

Politeness of operators 7.0% 98.2% 95.9% + 2.3%

Clarity of answers 30.0% 95.3% 87.3% + 8.0%

Ability to resolve the problem in the 
shortest time possible 38.2% 90.8% 80.1% + 10.7%

Customer Satisfaction Index (PSC)  91.9% 85.3% + 6.6%

First half of 2010

Note: The companies Camuna Energia and Aspem Energia, which have fewer than 50,000 customers, are not monitored, nor is BasOmniservizi, 
since despite having more than 50,000 customers it receives fewer than 200 telephone calls a day (the AEEG allows companies receiving fewer 
than 200 calls to be excluded from the survey). 

Customer satisfaction with the Amsa customer center 
The objective of the customer satisfaction survey performed annually by Amsa is to check the quality 
of the services provided to the city of Milan; a company capable of providing innovative services to its 
customers must also analyse the positive and critical aspects identified by its customers, because it is 
only possible by carrying out a constant check over time to understand the needs of a local area, which 
may change.
In order to check service quality an analysis is made of the importance that customers assign to certain 
feature of the different services and the satisfaction perceived in regard to those features.
The analysis was conducted by carrying out telephone interviews with 1,000 households resident in the 
municipality of Milan, 500 interviews with households resident in neighbouring municipalities served 
by Amsa and 200 face to face interviews with commercial operators having activities in Milan. 

 AMSA Services’ valuation 2009 2010

Waste collection 7.7 7.9

Fine sweeping 6.8 6.8

Global sweeping (eff ectiveness of the system) 6.9 6.9

Pavement washing 6.4 6.4

Numerousness of street bins 8.6 8.7

Aesthetics of street bins 7.8 8.1

Ashtray in bins 7.5 8.2

Home collection of bulky waste 8.6 8.5

* Euromedia Research – Score out of ten (May 2010)

700 
interviews 
with residents 
and traders 
throughout 
the territory 
to improve
the service
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Customer satisfaction and Ecodeco’s Marketing Unit 
The quality of the commercial service in Ecodeco, is monitored by sending out two-yearly customer 
satisfaction questionnaires. The survey was carried out in two different ways, in order to measure the 
satisfaction level of the company’s two main types of customer:
• customers who use the disposal/treatment and recovery of waste services; 
• customers who mainly require engineering and plant construction services.
For the first type of customer, the survey was conducted by sending a questionnaire containing a series 
of questions on the various business processes, analysing the main activities making them up. The results 
of this survey are provided in Chapter 2 (paragraph “The stakeholder chart and sustainability plan”).
As far as the survey relating to the customers of the service for the design, planning and construction 
of plants is concerned, the questionnaires sent were prepared in order to assess, in particular, the 
customer’s perception on matters connected with technical competence, clarity in the technical 
documentation and the extent to which estimated times are respected.
Customers were satisfied with the service and in general it may be concluded that assessments remain 
broadly positive; for this reason, it was not considered appropriate to take any preventive action, 
without altering the Group’s commitment to keep its emphasis on the quality of critical activities high.
For activities where scores were more lacking, such as the extent to which contractual times were 
respected and the management of complaints, certain assessments are currently in progress to identify 
measures aimed at improving these.

Management of complaints and disputes
Through its sales companies, A2A is equipped with a structure dedicated to the management of 
customer satisfaction, which is the sole contact point for all complaints arriving from customers, 
where complaint means a communication made by a customer in writing which identifies possible 
inconsistencies with contractual provisions or provisions of current legislation. 
Complaints are managed, where possible, as part of the service levels pre-determined by the AEEG 
through the consolidated text on the quality of sales services, which determines that the time which 
should be taken to provide a reply to complaints should be within 40 days of receipt, requiring the 
supplier of the service to provide automatic compensation to customers if the standard is not met.
The number of complaints received in 2010 as a percentage of customers was considerably low, as 
may be seen from the following table.

Customer satisfaction with Ecodeco’s engineering unit 2009

Very satisfi ed 42%

Satisfi ed 56%

Average satisfaction 1%

Unsatisfi ed 0%

ele gas ele gas ele gas ele gas

A2A Energia     1,482     1,092     1,373     1,232 0.19% 0.14% 0.18% 0.16%

ASMEA 180    72   652  460 0.09% 0.03% 0.33% 0.17%

BAS OMNISERVIZI 2 35 5 238 0.57% 0.04% 1.17% 0.26%

ASPEM Energia -     2       -   1  n/a 0.005%          -   0.002%

Total 1,664 1,201 2,030 1,931 0.17% 0.10% 0.22% 0.17%

complaints 2009 complaints 2010
% complaints 2009 

on no. of customers
% complaints 2010 

on no. of customers

NOTE: the figures for ASMEA include the figures for the company Tidonenergie, acquired by ASMEA on 1 January 2010.

Structure 
dedicated 
to Customer 
Satisfaction 
in the sales 
companies
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At a Group level, in 2010 A2A extended the range for monitoring written complaints in its companies; 
the A2A Group recorded 5,596 written complaints in 2010 (excluding the companies Selene and A2A 
Coriance).
As far as disputes are concerned, according to the legal affairs department forty four legal cases were in 
progress at 31 December 2011 regarding relations with the customers of the various services provided 
by in the Group.

EQUAL SETTLEMENT: AN ADDITIONAL RIGHT FOR A2A CUSTOMERS    
To facilitate a swift and speedy resolution of possible disputes with customers, on 1 February 2009 started up a trial equal 
settlement project limited geographically. The project was then introduced on a final basis at a national level on 1 July 2010. 
Customers who may use this procedure are those on the domestic market, and as of today A2A Energia, ASMEA and BASOM-
NISERVIZI have initiated the service with the involvement of the seventeen consumers associations which have joined.
This represents a simpler and faster way of resolving problems and disputes relating to the supply of electricity and gas and 
avoids the need to go to court.
The equal settlement procedure has been set up to achieve an out-of-court settlement for any disputes arising between con-
sumer customers and A2A Energia in connection with relations due to the supply of electricity and gas in both the protected 
market and the free market which have not been positively settled as part of an internal complaint.
The procedure may only be initiated where a reply to a complaint - compliant with the resolutions of the Authority - has not 
been received within the terms envisaged by such or where a reply has been given that is unsatisfactory in the customer’s view. 
Access to the settlement procedure is free; it may be initiated through one of the consumers’ associations which are party 
to the agreement by completing the Settlement Application which is available on the website or at A2A’s commercial desks.
 
In 2010 A2A Energia was the only one of the A2A’s gas and electricity sales companies involved in requests for settlement; 
the outcome of these (understood as the reaching of an agreement) was positive in 61.9% of the cases where applications 
were received. 

Applications 
received in 2010

Settlements dealt 
with since the date of 
signing the Protocol 
(01/02/2009)

Results in 2010 Length of the 
procedure

Most frequent 
disputes

21 36
Positive: 61.9 %
Negative: 14.3%
Pending 23.8%

From 15 to 70 days
Bills: 94.44%
Usage: 2.78%
Takeovers: 2.78%

SETTLEMENT PROCEDURES A2A ENERGIA 2010

Official data provided to ‘Consumer Forum’.

Social responsibility
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BICSI PRIZE - DATABANK-CERVED GROUP OBSERVATORY SURVEY  
On 2010 the Databank-Cerved Group Energy Observatory reviewed a sample of gas and electricity customers in the Milan 
and Brescia areas, segregated between domestic customers and self-employed customers and SMEs, who confirmed their 
positive opinions, which in some cases were better, of the previous year. For each of the four groups, the main market 
operators were involved; the questionnaire was sent to 300 customers per group. The survey Customer Satisfaction Index 
(CSI) and the perception of the level of awareness of the information and advertising messages transmitted.
The opinions which emerged were extremely positive. More specifically:

GAS
•  for the domestic market, the Group is the benchmark for the Italian market, with a CSI of 93.5%, an improvement over the 

previous year, and an overall satisfaction level of 97.4%;
• for the non-domestic market, the Group was in first place in the survey with a CSI of 93.5%, compared to a market standard
  of 89%.

ELECTRICITY
•  for the domestic market, the Group was in third place with a CSI of 93.7%, an improvement over the previous year, and 

global satisfaction of 94.4% compared to a market standard of 93.6%;
•   for the non-domestic market, the Group was in second place with a CSI of 93.4%, compared to a market standard of 87.9% 

and 87.6% on the free market, confirming a high level of global satisfaction, equal to 95%.

On the basis of the information produced, therefore, five excellent companies were rewarded for the quality of their com-
mercial relations with customers, amongst which was A2A. The BICSI Energy prize is a confirmation for all Group companies 
taking care of customer relations and is in line with the surveys carried out by the Electricity and Gas Authority, the highest 
of its kind in the sector.

Business 
segment CSI Market 

standard Position CSI Market 
standard Position

Domestic 93.7 92.2 3/8 89 88.1 2/7

VAT codes 
and SMEs 93.4 87.9 2/9 91.1 87.8 1/9

Domestic 93.5 90.3 1/8 89.9 86.3 3/9

VAT codes 
and SMEs 93.5 89.0 1/6 91.7 87.9 2/7

2010 2009

Service 
provided

Electricity

Gas
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Suppliers
The processes of the Procurement area were optimised in 2010. The new organisational structure 
is arranged by line of purchase and is supported by area planning and monitoring activities, which 
also have the task of spreading the use of tools aimed at dematerialising the purchase process 
(e-procurement) and managing the Group’s register of suppliers. This new arrangement allows for 
increased concentration on the needs of the different business areas and, thanks to the setting up of 
a transversal purchase group, enables the coordination of activities to be strengthened and relations 
with suppliers to be facilitated.
In particular, in this sphere the dematerialisation process has led to key changes occurring: a qualification 
portal in a more highly evolved version now exists, which suppliers can use in an easier and more 
immediate way, and there is the possibility of using digital signatures in pre-contractual relations.
The address of the new internet portal for suppliers is http://www.a2a.eu/gruppo/cms/a2a/it/acquisti/.

Type of supplies and tenders and territorial 
distribution of suppliers and contractors
Purchase planning is given considerable emphasis in A2A, where the best strategies and practices in 
terms of the quality-price ratio are identified and put into practice. As the following table shows, a 
total of 11,770 orders were made in 2010 by all the companies of the Group for an overall amount of 
603 million euros including expenses. The figures stated refer to the whole of the A2A Group with the 
exception of Ecodeco (as it is not yet in the Group’s computerised system), Partenope Ambiente (from 
August to December 2010) and Aprica (direct orders). In addition, orders relating to the purchase of 
electricity, gas and heat for operating and commercial activities are also not included.

Type of tender No. of suppliers  awarded 
contracts* No. of orders Amount of orders 

Supplies 2,122 5,371 181,575,915

Services 1,941 5,295 231,723,368

Works 650 1,104 189,544,158

Total 4,713 11,770 602,943,440

* The figures refer to awards by type of supply, therefore the total number of suppliers awarded contracts does not reflect the sum of the individual 
suppliers of Group companies since a supplier may be counted more than once if he took part in tenders of different types.
A2A Coriance is not included in the figures

TERRITORIAL DISTRIBUTION OF SUPPLIERS - figure 47

� Lombardy

� Other Italian regions

� EU

� Non-EU

79% by value 
of purchases 
made from 
Lombardy 
supplies
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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 80% of its purchases in Lombardy, consistent with the 
fact that its main activities are carried out in that area.
 

Policies for managing, selecting and monitoring 
suppliers
The A2A Group is inspired by the 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. In its relations with suppliers, Group companies are guided by principles of economicity, 
effectiveness, quality, propriety, equality of treatment, transparency, proportionality, impartiality and 
fairness in business dealings, referring also the Group’s Code of Ethics.
Tenders for works, supplies and services within the ordinary and special sectors (urban hygiene, 
electricity, gas and district heating networks) 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 and supplies, which implements 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.
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 website. 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 threshold that it intends to award during the following twelve months. 
When public tenders are not called the announcement is replaced by an invitation letter by which a 
request for bids of a purely economic nature or also including technical matters is made; in addition 
to noting specifications this also includes the terms and conditions of the tender.
The Group carries out an increasing part of its tender activities using electronic negotiation tools 
as a means of increasing transparency and ensuring efficiency in its relations with the supplier system, 
and these involved more than 1,200 tenders in 2010, representing around 50% of the ordered amount.
Thanks to the development of the web areas for suppliers, an initiative which is closely linked to the 
e-procurement platform(http://www.a2a.eu/gruppo/cms/a2a/it/acquisti/), marketing activities have 
also been intensified in the direction of suppliers, 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. A pre- and post- supplier assessment system has also got under way 
which at the earlier stage takes into account references and certifications and at the later stage assess 
the supplier’s performance regarding various parameters based on structured feedback obtained 
from internal Group users.
For each type of tender, assurance is given that the above principles are followed together with anti-
mafia regulations and prefect’s provisions by carrying out each individual stage, from the publication 
procedure to the assessments of bids, in a proper manner. The overall aim is to obtain the best technical 
and economic result in the case of a bid that is economically more advantageous or one made at a 
lower price.

Quality policies and certifi cations 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 tendered activities.

Maximum 
transparency 
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of electronic 
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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 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 ac-
cordance 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 addi-
tional 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 addition, in the case of tenders, the Group makes a specific 
request for the contractor to ensure that its personnel are given training on, and are informed about, 
the risks to which they may be exposed.
In tenders to award contracts for works, services and supplies in which there is no requirement for an 
open publication of the tender itself, communication with suppliers is ensured through an internet 
portal to which access may be obtained via the website http://www.a2a.eu/gruppo/cms/a2a/it/acquisti/, 
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. The first step 
enables the Group to gather information regarding the company’s background and details of a financial 
and organisational nature, adding to this elements relating to quality, environment and safety and the 
related certifications. The second step allows the supplier to communicate more specific information 
relating to the references for each individual product or service category. 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 technolo-
gical 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 5,300 suppliers have been enrolled, registered and qualified. 
The existing codification of products and services was improved in 2010, unifying those relating to 
purchasing activities. Special emphasis is placed during the enrolment, registration and qualification 
stage as to whether suppliers hold the three main certifications: Quality, Environment and Safety. 
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. The number of suppliers holding environmental certificates has more than doubled over 
2009. Ecodeco too monitors its suppliers’ certificates, while for other Group companies it has not been 
possible to extrapolate the exact number of certified suppliers.

Disputes with suppliers
Sixty five legal cases were in progress or were closed in 2010. Many of these consist of challenges to the 
awarding of tenders or exclusion from tenders called by Group companies; others regard the alleged 
non-performance of contracts by Group companies or by their suppliers. In six of these cases certain 
Group companies may be called to respond jointly with the contractors for differences in compensation 
requested by certain of their employees. One case, finally, regards compensation for damages following 
the death of a subcontractor’s employee following an accident.

Amsa 2009 2010

Iso   9001 515 880

Iso 14001 86 173

Iso 18001 23 64

Other 121 289

No. of certifi ed suppliers

Ecodeco 2009 2010

Iso   9001 Nd 28

Iso 14001 Nd 3

Iso 18001 Nd 1

Other Nd 0

No. of certifi ed suppliers

The number 
of suppliers with 
environmental 
certifi cation 
doubled
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Institutions and communities of reference
The A2A Group knows that providing services of first necessity and setting up industrial plants locally 
leads to a high level of responsibility and the need for constant dialogue with its stakeholders. Systemic 
decisions, such as the development of hydroelectric power in the Valtellina, methane conversion, 
cogeneration and district heating and the start-up of treating waste in waste to energy plants, arise 
from sharing a long-term vision with the institutions and the communities involved and represent 
milestones in the economic and social development of Lombardy in the last century.
In order to make the exchange of information smooth and the relationship transparent, the Group 
identifies specific contacts in the institutions, the communities and the authorities and increases their 
awareness of the matters under discussion. The Group’s expansion at a national and international level, 
which has risen over the past few years, has led it to export these good practices beyond its historic 
borders and to aim at achieving dialogue and transparency and placing emphasis on and giving respect 
to the needs of local communities and administrations.
The Group bears these needs in mind in order that it may choose the local initiatives of a social, sporting 
and cultural nature which it supports in the most consistent and effective manner.

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.
A2A monitors the legislative and regulatory activities of national institutions and those concerning the 
various authorities on a constant basis, including by means of its Rome-based Institutional Relationships 
Department, undertaking to provide constructive support to the evolution of the legislative scenarios 
of the sectors in which it works.
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 also due to the fact that their 
communities are its customers. 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.
To guarantee an adequate level of information, the publication of “Energy in Common” continued 
in 2010 with the issue of two numbers; this Group magazine, which was started up in 2009 for 
communicating with municipal administrations and local councils, is dedicated to environmental 
and sustainable growth matters. In addition to mailing around 2,500 readers (administrators, public 
managers and technicians of territorial entities and associations), since the end of the year A2A has also 
made it possible for everyone to receive the electronic version of the magazine by registering on the 
website www.a2a.eu. Included among the subjects discussed in detail this year was a broad summary 
of the results of the 2009 Sustainability Report.
The local authorities are also a privileged partner for a variety of projects directed towards common 
objectives of an environmental and social nature, aimed in particular at teaching residents to use eco-
sustainable behaviour.

Sector associations
A2A is a member of the main trade associations of the sectors in which it operates, in which it is quite 
actively involved: Assoelettrica (National Association of Electric Companies), Federutility (Federation 
of energy and water companies), AIRU (Italian Urba Heating Association), Federambiente, through 
its three environmental companies (Amsa, Aprica and Ecodeco) and ISWA (Internation Solid Waste 
Association). In France, too, through Coriance, A2A has created work groups with the associations: 
Amorce, Atee,  Fedene, Cibe, Via Sèva. For the four year period 2009-2012, A2A is in charge of the 
Distribution Committee of the International Gas Union, the most important association in the gas 
sector at an international level. A2A Group management is present in numerous directive bodies of 
sector associations and in particular the Chairman of the Management Board of A2A is the Chairman 
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CONTAGIO PROJECT     
The ContAgio project was brought to a close in 2010. This project, started up in 2008 
by A2A and the Cauto Cooperative with the contribution of the Cariplo Foundation and 
having the objective of making students and families aware about the sustainable use 
of resources, regarded a pilot area consisting of ten municipalities in the Brescia area: 
Roè Volciano, Sabbio Chiese, Vestone, Vobarno, Nuvolera, Bedizzole, Botticino, Bovezzo, 
Prevalle and Rezzato. 
In 2009 A2A organised a specialisation course for tutors on energy saving (110 hours), 
using the services of university lecturers, external teachers and technicians of the 
company and of the Cauto Cooperative. Participation in the course was free of charge 
for all students with a high school certificate and university students in the province of 
Brescia. Ten of the youngsters taking part in the course were given charge of the energy 
saving information desks set up by A2A in December 2009 in the municipal offices in 
conjunction with the administrations. These trials ended in March 2010.

LET’S REDUCE CITY WASTE     
A2A’s collaboration with the Region of Lombardy continued in 2010 for carrying out the 
testing in the pilot area of Brescia of the Action Plan for the Reduction of Waste (P.A.R.R.), 
the planning tool with which the regional administration would like to involve different 
entities at a local level in the demanding aim of reversing the trend in the rise of waste by 
reducing regional production by over one hundred tonnes a year. Implementation of the 
following five steps selected by the promoter began in January:
•  Reduction of packaging, through the promotion of the purchase of detergents on 

draft in rechargeable bottles and unpackaged products at the Simply Sma and Coop 
supermarkets.

•  Distribution of unsold products, through the free delivery by supermarkets of food 
and non-food products to solidarity bodies which arrange for distribution to the needy 
via their circuits.

•  Domestic composting, by encouraging the reduction of organic waste, enabling 
resident families to purchase a composting kit at a subsidised price which also includes 
a simple guide and inviting them to a free lesson on the subject.

•   The use of washable nappies: in order to encourage the usage of a healthier, cheaper 
and more ecological alternative to traditional disposable nappies a contribution has 
been made to the sale of washable nappies kits at a reduced price in pharmacies taking 
part in the project, leading to a reduction of waste of over 800 kg per baby.

•   Re-use day: to give new life to furniture, accessories and bulky items, clothes and other 
items which are no longer used, these are made available free of charge to anyone 
wanting them through an annual calendar of events for the area concerned.

The sixth step, the “Spending in the box” initiative, is planned to start in 2011. This service 
consists in the weekly supply of a box of mixed fruit and vegetables, biological and 
seasonal, to each family joining the scheme; the container is re-used to reduce packaging 
waste to a minimum.
All of the plans envisage a plan to monitor the results achieved.
To encourage awareness of the project at an international level and to circulate 
information about it, A2A attended a seminar forming part of the INTERREG IVC 
European project “Cradle To Cradle Network (C2CN)”, an approach which opens the 
door to a transition from the current production model which takes (resources), creates 
(products) and pollutes, to a system made up of ecologically planned (or re-planned) 
products. New products, therefore, which have life cycles which are ‘healthy’ and safe 
for human health and the environment and whose components may be re-used for ever 
(closed loops).

Social responsibility
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of Assoelettrica. In February, the ISWA work group on energy recovery met for the first time in Italy, in 
Naples. The members of the group were the guests of ASIA Napoli and Partenope Ambiente, the A2A 
Group company which manages the Acerra waste to energy plant, where the delegation went for an 
informative visit. On the other hand Ecodeco is the main sponsor of the “ISWA world congress” which 
will be held in Florence in September 2012.

The authorities of the energy sector
A2A has constant contact with the Regulatory and Competition bodies (the Electricity and Gas 
Authority and the Antitrust Authority) and checks that Group companies satisfy the requirements of 
the regulator and take part in consultations to determine the discipline of the sectors in which the Group 
operates. A2A takes part in the work carried out by the category associations by actively participating in 
the work groups studying proceedings in course or provisions of the Regulator currently being finalised, 
in close collaboration with the business functions of Group companies, and promotes their interests.
This activity also involves monitoring the work of the European Union, which directs national and 
supranational energy policies and national primary legislation both during preliminary consultation 
and after the new regulations have been introduced, in order to check that the Group has implemented 
the requirements of these.

Associations of consumers and environmentalists
Following the signing of the agreement for settling disputes in September 2008, A2A has intensified 
its activities of systematic listening and analysis of consumer needs, creating a direct channel of 
communication with the consumers’ associations. Following a trial period of the equal settlement 
procedure in February 2009, applicable only to certain types of complaints relating to domestic gas and 
electricity users and only in the Milan area, on 1 July 2010 the National protocol for an equal settlement 
procedure at a national level was signed. The parties involved - A2A and the 17 officially recognised 
consumers’ associations - agreed to extend the scope of cases, maintaining the feature of the vis-à-vis 
settlement (unless otherwise requested by the association), which turned out to be a winning approach.
In 2010 A2A’s Communications and External Relations Department organised certain events in 
conjunction with the various Group companies: from local meetings in Brescia, Bergamo and Milan 
to visits to the hydroelectric plants in the Valtellina. There were various subjects involved: an advance 
presentation of the new layout of the energy bill, the league tables of call centres and the projects 
linked to sustainability. For the first time a meeting dedicated to Amsa’s environmental services for 
the residents of Milan was organised. A2A also took part in seminars, conferences and workshops on 
subjects connected with consumerism, organised by the consumers’ forum or individual associations.
The collaboration between A2A and the associations was put into practice, amongst other things, 
by means of certain initiatives aimed at making consumers aware about energy saving (with the 
circulation of information material created by certain associations), about waste reduction and 
about gas safety. On this subject, in particular, A2A arranged a communication campaign aimed at the 
numerous non-Italian residents living locally, distributing manuals and pamphlets in seven languages 
(Italian, English, French, Spanish, Arabic, Chinese and Romanian). Certain associations joined in this 
campaign and distributed the information material to their members, attending the press conference 
for the presentation of the campaign and the annual gas safety forum.
The environmental associations are fundamental interlocutors for A2A. They represent a reference 
point for all the issues regarding the improvement of the environmental impact of the services, 
initiatives to make the public more aware about the need to adopt an eco-sustainable lifestyle, energy 
efficiency, the avoidance of waste and waste recycling, the protection of the environment, the territory 
and the ecosystems of the areas in which the Group’s plants are located. Contact activities are part of 
the responsibilities of the Communications and External Relations Department but also of the Quality, 
Environment and Safety Department and the Business Unit Departments for specific subjects. The 
scope is to monitor and listen to the position of the associations on decisions connected with the 
Group’s industrial activities which have an effect on the environment and the local area, but also to 
identify and carry out initiatives in partnership that are directed towards common goals.
The activities worthy of mention in this field in 2010 were the following, by way of example: 
•  the four guided tours of the Mompiano Spring which took place in Brescia between March and 
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September, with the “Serafino Zani” study and research centre;
•  the event organised in Brescia with Legambiente on 20 March to bring to people’s awareness the need 

to use tap water and reduce the number of plastic bottles, with tours of the integrated water cycle 
plants attended by more than 200 people;

•  participation in the national initiative of Legambiente and Ikea to encourage the use of tap water 
in twenty Italian cities in June. More specifically, twenty Ikea centres put bottles of water on sale at 
a reduced price with a different label for each city, each bearing the average figures for the water 
distributed by the local aqueduct and the slogan “Tap water is good to drink”;

•  collaboration by Aprica in the “Change of season” event promoted by the Municipality of Brescia 
and organised by Legambiente on Saturday 10 April and Sunday 11 April at Cascina Maggia; a 
free admission and free of charge market for exchanging old items so that their “lives may be 
extended”;

•  the testimony given by A2A at the conference promoted by Legambiente in Monfalcone on 25 
November on the subject “Energy production sites at Monfalcone: from the thermoelectric plant 
to the nuclear power station?”.

Within the sphere of collaboration of a permanent nature, A2A provided the Middle Valtellina 
Legambiente club with a free of charge loan of the wood bordering the dam and the old guardian’s 
house in the “Le Piane” nature area at Lovero (SO), to ensure the conservation and requalification of 
the various eco-systems, thickets, flooded meadows, reeds, ponds and undergrowth. This location, 
which extends over an area of 37,000 m2, contains a considerable variety of flora of both the dry and 
wet type, and important species of marshland birds. Legambiente has built a “renaturisation” path 
in the area and has converted the guardian’s house into a space for putting up volunteer camps and 
schools.

The communities of reference
The A2A Group has always supported initiatives of an artistic, cultural social and sporting nature, in 
particular in the local area in which it works. To this end, the Group carries out a careful analysis of the 
opportunities available in order to select those offering greater guarantees as far as benefits or the local 
community are concerned and consistency with business objectives and values. 
In 2010 sponsorships and donations made by the Group amounted to 2,659,150 euros and 1,535,606 
euros respectively. The graphs provide an analysis by sector of activity of the sponsorships and donations 
of A2A, Amsa, and Ecodeco. A2A provides details of its rules of conduct for managing contributions and 
sponsorships in the Code of Ethics adopted in February 2009, where in particular it is stated that 
the Group does not make contributions of any nature, either directly or indirectly, to political parties, 
movements or committees or to political or trades union organisations, or to their representatives or 
candidates, either inside or outside Italy, other than those due on the basis of specific legislation. “The 
Group”, the Code of Ethics says, “may accept requests for contributions only if they are proposals made 
by not-for-profit bodies or associations or if they have a high cultural or charitable value, and always 
on the basis of the maximum transparency”. By providing opinions and proposals the A2A Donations 
Committee has the task of assisting the Supervisory Committee in determining the direction of cultural 
and charitable initiatives and in managing relations with the AEM and ASM Foundations. The direction 
established by the Supervisory Committee with the Assistance of the Committee for the activities for 
which it is responsible is presented every year to the Management Committee. In addition, A2A has 
contributed to the work of the Foundations, in particular by giving support to the AEM, ASM and Amsa 
Foundations, to which it has handed over an amount of 3.8 million euros.

Local area initiatives
The A2A Group once again supported numerous initiatives benefiting local communities in 2010, 
consistent with its objectives and values.  In a social sphere the following are worthy of a specific mention: 
•  support for the campaign of the not-for-profit Benedetta D’Intino Association, whose work involves 

looking after and treating babies and adolescents having psychological disorders, supporting their 
families and encouraging babies lacking in or deprived of oral language to communicate and gain 
autonomy;
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SPONSORSHIPS - figure 48 DONATIONS - figure 49

A2A: ITALIAN ART AND MUSIC IN MONTENEGRO
Together with its investee EPCG, A2A sponsored the show “Caravaggio in Montenegro, Narcissus”, an important cultural 
initiative which was promoted by the Ministry for Heritage and Cultural Activities in conjunction with the Montenegro Ministry 
of Culture as part of diplomatic and cultural relations between Italy and Montenegro. The painting “Narcissus”, which hangs 
in the rooms of the National Gallery of Classical Art in Palazzo Barberini in Rome, was put on exhibition from 3 to 16 June 2010 
at the “Dvorac Petrovica” Museum of Modern Art in Podgorica. This was a huge success with the public, with 20,000 visitors 
attending during the 13 days.
On 19 August 2010 EPCG celebrated the centenary of its foundation with the opening of the Elektroprivreda Museum, which 
was the first electricity plant in Montenegro in 1910, situated in the old capital of Cetinje. These celebrations ended in Decem-
ber with a prestigious concert given by the Milan Verdi Orchestra in the presence of the leading authorities of the State and 
the government, as a sign of recognition of the relationship, by now consolidated, with A2A, which since September 2009 has 
been a strategic partner of the national electricity company EPCG.
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•  participation at the event Live4ant, the Gigi D’Alessio concert organised in Brescia on 30 September 
to collect funds for the National Cancer Association;

•  support for the construction of dwellings intended for the elderly in Via Stadera in Milan through the 
purchase of equipment and furnishings, in conjunction with the Social Policies Department of the 
Municipality of Milan;

•  the campaign against cheating the elderly, which involved the public in theatrical plays inspired 
by frauds actually carried out to the cost of thousands of Brescia pensioners. This campaign was 
promoted by A2A and the Municipality of Brescia, with the collaboration of the “Not only Pensioners” 
association, the La Betulla theatre company, the State Police, the Town Police, the Carabinieri and the 
Finance Police;

•  the donation by ASPEM of hospital equipment on the anniversary of its first 50 years; this enabled 
the first centre for the treatment of pelvic pain to be opened in November in the mother and child 
department of the Filippo del Ponte hospital in Varese.

Managing worksites
As part of relations with the local communities, the companies of the A2A Group undertake to 
introduce operational models aimed at limiting the inconvenience caused by digging works and 
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network laying. In particular:
•  they agree the planning of the worksite with municipal offices and the local police in order to limit the 

number and duration of worksites in the individual areas and reduce traffic problems to a minimum, 
also working where appropriate on Saturday and Sunday;

•  they limit the area of the worksite by suitably dividing the work up over time and having several work 
teams all working simultaneously;

•  they do not carry out any digging or network laying work at night, other than in exceptional cases 
and in any event only after obtaining the authorisation of the municipal offices responsible;

•  at places where traffic conditions are critical (large junctions, tram crossings), they carry out laying 
work using thrust techniques;

•  they require their subcontractors to use low noise emission machinery and equipment;
•  they provide residents and shops and businesses in the area concerned and neighbouring areas with 

widely distributed information.
As far as the fight against noise is concerned, detailed work and assessments are currently in progress 
which confirm the Group’s commitment on a variety of matters, from identifying criteria for limiting 
alternative inconvenience to the simple counting and controlling of the equipment used by the 
companies. A2A Reti Elettriche lays its network (low and medium voltage cables) using precise criteria 
for determining the course. Under normal laying conditions, meaning in the absence of appreciable 
mechanical overloading, cables are laid in the ground in piping without abutment to limit the effect 
on the neighbouring environment. The construction of long pipes for the subsequent cable laying is 
typical of those situations where, such as in a division into lots, it is possible to plan the development of 
the network in advance. These recommendations are stated in the new provision 460.0011 “Secondary 
network planning”. There were twenty three legal cases pending at 3 December 2010 in connection with 
injuries to the public, the majority of which relating to falls with only slight consequences, on sites where 
work was being carried out by or on behalf of Group companies. A2A Reti Elettriche acts as the focal 
point to which the municipalities of the province of Milan send complaints regarding the management of 
road works. The stakeholders are represented by the residents, the offices of the municipality involved 
in the works, the councillors, the local police and any third parties in general who may report any unusual 
matters at the worksites of A2A Reti Elettriche, A2A Reti Gas e A2A Calore & Servizi. The figures for 
complaints are taken into consideration when determining the reliability of a subcontractor and hence 
establishing or updating his vendor rating.
The number of reports began increasing in 2010, also as the result of the increased activities of the city 
police who are now equipped with PDAs supplied by the Municipality of Milan as part of the “Ambrogio 
Project”. Thanks to a dedicated computer system, reports are tracked and forwarded in real time to 
the persons handling them.

COMPLAINTS RECEIVED ABOUT WORKSITE 
MANAGEMENT IN MILAN - figure 50
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A2A Calore & Servizi is very careful to inform residents, commercial entities and institutional bodies 
when it carries out work involving the extension of the district heating network, using the following tools:
•  information in the local media and the preparation and distribution of notices for residents when 

piping is to be laid, in agreement with the Municipal Administrations (for worksites having the greatest 
effect in Milan - Palace of Justice, Bergamo, Concesio, Brescia - Via Malta, Villaggio Badia – Brescia);

•  direct mailing to shops and businesses in the areas affected by the works (Bergamo and Villaggio 
Badia – Brescia);

•  updating of the work in progress in the appropriate section of the website;
•  billboards, for the district heating works in Milan.
To sound out public opinion about the impact of the worksite for the laying of the district heating 
network in the Milan quarter of Lomellina-Canavese, A2A commissioned the Catholic University of 
Brescia to carry out a qualitative survey through sample interviews with residents, condominium 
administrators, shopkeepers and businesses and offices close to the site. 
The report analysed the environmental and social aspects of the introduction of the use of the district 
heating service, pointing out the benefits resulting from this in terms of safety, the rational use of energy 
and energy efficiency. Various scenarios were analysed depending on the percentage adherence to 
the district heating service, calculating for each of these the avoided atmospheric emissions and the 
obtainable environmental benefits.
 It additionally emerged from the survey that residents had a pronounced sensitiveness to the 
formulation of proposals aiming at increasing environmental quality in the area in which they live and 
work, indicating the need for greater preventive communication, both of a commercial nature and 
regarding the activities taking place at the worksites, and an active involvement of the zone committees 
as an information channel and interface for the Group.

AMSA IN MILAN: INITIATIVES FOR THE CITY AND WITH THE CITY   
Zone sweepers reach 117 in number. This project, launched a year ago in Via Padova, is being taken forward with great 
conviction by the Municipality of Milan and Amsa. Today there are 117 zone sweepers; this figure, accompanying the traditional 
services supplied by Amsa, is enabling Milan to take a leap in quality by enhancing and giving prominence to the city’s image.
The zone sweeper, who is rapidly entering the collective mind of the residents of Milan, is appreciated for the delicate role 
he plays: he ensures constant local monitoring, in particular in the more sensitive areas, assures greater cleanliness and is a 
reference point in the city quarters. His positive relationship with residents acts as a guarantee for the active involvement of 
everyone in improving the cleaning of the city and its decorum.
Environment at the “Furniture Fair Fringe”. The Furniture Fair is one of the most important and popular events for Milan 
and places the city at the centre of national and international attention.
On the occasion of the “Fair Fringe” initiatives in the Tortona area of the city, Amsa entrusted twenty zone sweepers 
with the task of cleaning the streets and, in conjunction with the Amsa Foundation for the Environment, carried out a 
direct communication campaign aimed at residents and visitors. In addition, for the occasion the company set up several 
differentiated collection points for stand builders and exhibitors and for residents and visitors. 
A group of university students was also involved in awareness activities. The initiative was supported by an intense 
communication campaign based on innovative tools: “ilgiornale.it”, as media partner, tested a new formula of real time 
journalism, reporting the event by using messages “posted” on Facebook and Twitter. The news was also broadcast on the 
maxi-screen in Piazza Duomo. As a result of the Fair Fringe” it was possible to inaugurate the testing of new more sustainable 
models for events in Milan. Visitors and exhibitors were increasingly involved in a more careful and responsible use of resources 
and display stand materials, respecting and improving the collective care of public spaces. 
Amsa and the Milanese together at Sempione Park. On Sunday 24 October more than 500 Amsa employees, together with 
their families, friends and residents, met in Sempione Park for an extraordinary leaf-gathering event. A day of work, but above 
all a holiday, a day of respect for the environment, for the love of Milan and for solidarity, which ended in a chestnut roasting 
party to celebrate a fine moment of “active citizenship” together. The presence of the mayor, Letizia Moratti, gave strength 
to the initiative’s message: that of celebrating and stimulating the approach of a positive synergy between the company, 
residents and the institutions towards achieving a more beautiful and cleaner Milan.

Survey 
into district 
heating 
in the Lomellina
-Canavese 
quarter
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THE A2A GROUP CIVIL PROTECTION VOLUNTARY ASSOCIATION 
The Civil Protection Voluntary group, set up 1976 at the time of the Friuli earthquake and existing in the form of a not-for-profit 
voluntary group since 2000, is made up of volunteers, the majority of whom are employees or former employees of A2A and 
members of their families. The scope of the Association is to assist in providing aid in the event of ecological catastrophes 
and national disasters at a local, national and also international level and, more generally, to contribute to the protection of 
the safety of the local community by providing information to people and teaching them about natural and technical risks, 
self-protection and first aid.

The professional path followed in A2A allows members to ensure that top quality measures are carried out on high, medium 
and low voltage electricity plants, as well as on low and medium pressure water and gas networks.
After its experience concerning the Abruzzo earthquake, in 2010 the group concentrated its efforts on events following the 
Haiti earthquake by carrying out a variety of activities:
taking part in the scout group organised by the Lombardy Region Mobile Column to check for any possible measures to be 
• taken and transport medicines;
• providing logistic support to the National Department of Civil Protection, putting at its disposal a plumber and an electrician, 
 on rotating shifts, for the maintenance of the Italian camp in Port au Prince;
• installing solar panel equipment at the San Carlo Seminary in Port au Prince.

The Foundations
The Group’s Foundations have for many years been the promoters of activities in the spheres of 
sustainability, innovation, research, education, cultural and social life. The Foundations are private 
not-for-profit entities which have capital that may be used for cultural, educational. social, scientific 
or public purposes.

The AEM Foundation
The AEM Foundation, established in 2007 by what was then AEM, has continued its activities in the 
pursuit of institutional goals, above all those of a cultural nature or regarding the preservation of the 
country’s heritage as referred to in its bylaws, the safeguarding and enhancement of the Group’s history 
and culture and the support of scientific research and of the implementation of innovative technologies 
in the field of energy and network services, together with training and updating in these sectors.
The Foundation carries out its work in the “House of Energy”, a modern and welcoming space 
constructed out of an electricity substation. The building is a place dedicated to teaching and the culture 
of energy: from its production to its rational use, passing by way of the issues of safety and energy saving.
The Foundation’s main areas of activity are as follows:
•  study grants and degree awards in technological and managerial disciplines;
•  assets forming part of the cultural heritage of the AEM Foundation;
•  the administrative historical archive (1903-1997);
•  the photographic historical archive (around 180,000 print and plate images with 23,000 digitalised 

images, some of which are available online);
•  film and audio-visual documentation, consisting of 400 works which include certain films signed by 

important directors;
•  the picture gallery and artistic items;
•  collections of material exhibits connected with energy production and distribution;
• the Tremelloni fund and Communications Archive (seven thousand volumes deposited with the ISEC
  of Sesto S. Giovanni).
The Foundation’s website (www.fondazioneaem.it), which was given a new look in 2010, documents 
the initiatives that have been realised on a day to day basis by means of a calendar that is updated for 
the major events.

The 
foundations 
active in cultural, 
social, educational 
and scientifi c 
projects
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CELEBRATIONS FOR THE AEM CENTENARY   
The centenary of AEM fell in 2010, and A2A handed over responsibility to the AEM Foundation for the activities connected with 
this important anniversary. The initiatives proposed were aimed at encouraging the people of Milan to reappropriate the history 
of their city, through the story of the places testifying to the construction over a period of decades of a place that has reached the 
top from a technological and economic standpoint. The emphasis was not only placed on the past but also on the future and on 
the challenges of the appointment with EXPO 2015, whose ambition to represent a new look on the world can also be seen in the 
tag-line accompanying it: “energy for life”.
“Electric monuments”. This exhibition, which began a tour of the Milan Area Councils in May 2010, runs through the history of the 
economic, social and cultural development of the city of Milan by way of the history of its industrial plants - the thermoelectric power 
station in Piazza Trento, the southern Receptor and the gas manufacturing plan of La Bovisa. 
“Milan energy, 100 years of AEM for the growth of the city”. This exhibition, consisting of seven highly innovative multi-media 
installations, was held in the Impluvium Roo of the Triennale from 9 November 2010 to 6 January 2011. Another important event, 
“The AEM 100 years postmark”, the issue of a stamp reserved for the occasion by the Italian Post Office took place on 8 December 
2010, exactly one hundred years after the date on which AEM was formed.
Ex Libris international exhibition. This show was held in the room of the Bertarelli Civic Collection of Prints in Sforzesco Castle 
from Sunday 14 November 2010 to Sunday 16 January 2011. The protagonists of the show were the works which had taken part in 
the Ex Libris competition “AEM from its birth to today: energy, its places and industrial progress. The Ex Libris narrate and describe” 
, promoted by the Foundation itself together with the company’s recreational club (CRAEM). The graphical representation of AEM, 
from its birth until today, was represented with great creativity on original xylographs and calcographs. All of the exhibits, displayed 
in around 50 cases, were collected together in a  catalogue. The Foundation will make a donation of a specimen copy of the whole 
collection to the Bertarelli Library, one of the most important in Europe for the Ex Libris collections. 
Landmarks. The Foundation realised a series of Landmarks, measures on the urban countryside, in order to make visible to the city 
the insoluble link between the Municipality of Milan and the electricity company which the people of the city wished to create to be 
put at their service, selecting it with a unanimous vote in a referendum called for the purpose in April 1910.
The initiatives to render the city more beautiful by means of technical lighting regarded certain of the city’s churches, squares and 
monuments, with some of these intended to serve the city at places of collective historical memory or those concerning the city’s identity.
Cross in the Main Cemetery. Since All Saints Day, 1 November, two floodlights have been shining light on the large cross of the 
Main Cemetery which, thanks to the installation of new permanent equipment, can now be seen from the whole of Viale Certosa.
Cathedral Glass. In conjunction with the Venerable Workshop of the Cathedral and the Urban Furnishing Sector of the Municipality 
of Milan, permanent equipment to backlight the church’s windows has been donated to Milan Cathedral. This project, which bears 
the signature of the architects Ravelli and Castagna, was inaugurated during the Christmas period with an important ceremony 
attended by the mayor of Milan Letizia Moratti and Monsignor Luciano Manganini.
Central Station. Based on a project by the international renowned French designer Alain Guilhot, the lighting of Central Station is an 
operation aimed at enhancing the architectural work of the building, which is not only considered one of the most beautiful stations 
in the world but is also a place of excellence for communication and social and urban relations; this was realised in conjunction with 
Grandi Stazioni and the Urban Furnishing Sector of the Municipality of Milan. 
Sant’Eustorgio Church. The project to light the Basilica, one of the most palatial and ancient churches of the city, “paints” its 
architectural structure, exalting its splendour. The light enhances the conservative restoration work carried out on the façade and 
the noble chapels of the southern side.

CELEBRATIONS FOR THE ASM CENTENARY 
The Foundation received an important engagement from A2A to organise the festivities for the 100 years of ASM which in terms of 
local history, and more than just local history, is an important point of reference.
As a result, in May the Foundation arranged a cultural and festive appointment at the prestigious Santa Giulia auditorium in Brescia to 
which all the city’s inhabitants were invited. During the meeting the fundamental events characterising the company’s history were 
traced by projecting a video, prepared especially for the occasion, which through historical and more recent images and footage 
transferred a feeling to the public that the events were actually happening, that they were following one after the other. In addition, 
the volume “ASM a century” prepared by Marcello Zane and the AS Borsoni studio was presented: this book, chronicling the path 
intimately weaved between ASM, the city and the history of this country, reconstructing local transformations and relating how the 
fruits of technology in daily life have spread, was offered free of charge to all those attending.
An important moment during the meeting was when awards were presented to the former chairmen of ASM and employees with 
thirty years of seniority in the company, and this was celebrated by numerous speeches. On the same evening the Foundation 
sponsored the concert given by the Orchestre des Champs Elysées which, as part of the International Piano Festival of Brescia 
and Bergamo, performed a programme entirely dedicated to Schumann: for this occasion the public was able to take advantage 
of benefits to attend the concert
Over the following days the main A2A plants, the waste to energy plant, the Mompiano spring and the Verziano purifier were opened 
to allow all residents to make a tour.
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The Amsa Foundation
After only slightly more than one year of existence the Amsa Foundation for the Environment is already 
considerably busy in supporting two main objectives: civic education and social responsibility. During 
2010, the city its schools and its residents were able to touch by hand the vast variety of activities 
undertaken by this not-for-profit entity which has accompanied the company in its communications 
with residents. Among the most important initiatives, which are explained in further detail in the 
paragraph dedicated to environmental education, the following should be recalled:
• the first edition of the “Green Parade”, realised as part of the International Festival of the   
 Environment to celebrate 2010 World Environment Day, which by mobilising thousands of children
 attending primary and secondary schools in Milan contributed to encouraging the adoption of 
 virtuous behaviour in favour of the environment;
• the establishment of the figure of the “Zone Sweeper” which saw the Amsa Foundation for the
  Environment in the role of spokesman. The physical presence of Amsa staff inviting residents to adopt
  their own area by taking care of it in a practical way;
• the “Green Race”, the first Italian eco-running event hosted in the Lombardy capital. A new and
  original international discipline which promotes racing, running and movement with new competitive 
 recreational and environmental criteria.
In 2010, in order to unite the Foundation with the residents and to get them to join in more, an 
interactive website www.fondazioneamsa.it was set up, developing the social area in particular, in this 
way encouraging the use of an information channel for acquiring and understanding local needs better.

The ASM Foundation
The ASM Foundation has been working for more than a decade in the Brescia, Bergamo and Piacenza 
areas; the Foundation was set up in 1999 on the initiative of ASM S.p.A. to keep alive the consistent 
and direct relationship which the municipal service company has been able to strike with the Brescia 
community since its foundation in 1908 and cause this to grow through the use of new tools.
The Foundation has taken important decisions for the overall growth of the city’s inhabitants, 
distinguishing itself for its precise identity and marked sensitiveness in the field of social problems, 
its promotion of artistic and cultural expression, its support of education and its protection of the 
environment. During 2010 the ASM Foundation made grants for the activities it considers essential 
for the growth of the city’s inhabitants; in particular, it has supported projects for improving the health 
and social involvement of the elderly; it has encouraged young people to take part in various cultural 
and sporting activities; it has strengthened services in favour of the needy. And finally, it has promoted 
the spreading of different artistic expressions, carrying out the first project for coordinating events in 
Brescia connected with music and dance, and has played a role in extending environmental issues and 
saving resources by training people and making them more aware.
Worthy of additional note is the theme day on water, carried out in May, during which different 
initiatives were proposed depending on age band: recreational proposals for the tiniest, educational 
and cultural cartoons for the young and a round table for exchanging views on water services, together 
with an evening show with a highly emotional effect, for adults. The ASM Foundation’s website, 
www.fondasm.it, which was renovated in 2010, contains details of the main initiatives carried out and 
the means by which it is possible to obtain financing.

The Energy Lab Foundation
Besides the AEM Foundation, the founders of the Energy Lab were the Region of Lombardy, RSE (Ricerca 
sul Sistema Energetico - RSE S.p.A.) and the five Milan universities (the Catholic University of the Sacred 
Heart, Milan Polytechnic, the Bocconi Business University, the Milan University of the Studies and the 
Milano-Bicocca University of the Studies), the Edison Foundation and the Municipality of Milan. In 2010, 
the Energy Lab Foundation, in its fourth year of existence, strengthened its commitment to create tools 
and set up initiatives for spreading information on the issues of energy, the environment and the local 
area, with special emphasis being given to the following sectors of activity:
• Popularisation laboratories and multi-disciplinary learning .There were five dates in 2010 dedicated
  to renewable energy, nuclear power, smart grid, sustainable mobility and access to energy;

Social responsibility
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• Area for Promoting Skills.Work continued during the year on the database collecting the skills of 
 the five university members  in the energy sector by gathering data from 2,300 human resources
  (lecturers and researchers) working on around 300 lines of research connected with the energy world
 in order to facilitate the encounter between the offer of skills and the industrial market, and to achieve
  synergies so as to gain access to  the tenders funded by the European Community through Project 
 Services Europe.
• Area for the growth of young people. The Foundation started up two important tools aimed at 
 u n i v e r s i t y  s t u d e n t s  i n  2 0 1 0 :  “ Tw e n t y  f o r  Tw e n t y ”  ( T 4 T )  a n d  “ E n e r g y  Tr a d e s ” . 
The “T4T” is a project addressed to twenty year olds who are enrolled in all the faculties of the Milan 
universities and who after a training course are called to work on project ideas on the energy scenario 
for 2020. “Energy Trades” on the other hand, which started up in the autumn, is a cycle of testimonial 
encounters held by young managers working in the various sector of the energy world and aimed at 
new graduates and students about to graduate.

Residents visit the plants
The guided tours of the Group’s plants act as a particularly significant moment for meeting stakeholders 
and exchanging views with them. There is nothing like a direct experience to allow visitors to really 
enter the world of A2A - in all of its complexity - a place where they can come into contact with the 
technological aspects of our work and the human and professional values of the people involved every 
day in running the Group’s industrial assets. The over 25,000 visitors in 2010 were students, lecturers, 
planners, technicians, representatives of Italian and non-Italian government institutions, local 
councillors, delegates from not-for profit bodies and simple residents. The plant for washing swept-
up dirt in Via Codignole in Brescia (APRICA headquarters) was added to the plan of guided tours in 2010. 
The sixth national electricity day promoted by Assoelettrica on Sunday 3 October 2010 was highly 
successful. The A2A Group opened the gates to nine of its plants: the waste to energy plants at 
Milan Silla 2, Corteolona, Bergamo, the heat utilisor in Brescia, the thermoelectric power stations at 
Cassano D’Adda, Ponti sul Mincio and Monfalcone and the hydroelectric power stations at Grosio 
and Calusia. There was a total of 2,920 visitors, with the peak being at the Ecodeco waste to energy 
plant at Corteleona (PV): almost 850 people attended and there was a significant participation by local 
institutions, with a total of forty municipal and provincial councillors taking part.

A2A GROUP COMPANIES 25,582 VISITORS  - figure  51 A2A TOTAL VISITORS 8,071 -  figure 52
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Environmental education
For decades environmental education acts as one of the points of strength of the dialogue between 
the A2A Group and local communities. Centred on the subjects of sustainability, energy efficiency and 
renewable sources, the prevention of waste and differentiated waste collection, the protection of the 
environment and the water heritage, this represents a constant commitment for the Group which is 
implemented in synergy with educational establishments and local administrations in order to turn 
today’s youngsters into tomorrow’s aware and active citizens.

   ENVIRONMENTAL EDUCATION FOR YOUNG PEOPLE

Energy education paths 

Who
A2A Calore & Servizi

Where
Brescia and Bergamo

Aimed at
Elementary and middle school 
students from Bergamo and 
Brescia

Subject
Energy saving, cogeneration 
and district heating

TELEVISION PROGRAMME “GET TO KNOW ENERGY”
The students took part in a television quiz on energy subjects. The classes were prepared beforehand by 
expert personnel of A2A Calore&Servizi. The final prize consisted in vouchers to buy learning material.

Bergamo
The programme was recorded at the television studios of Bergamo TV and was a great success with 
the public. The figures for the project:
• eight groups of first grade secondary school students (seven State schools and one of equivalent standing)
• four groups of primary school students (two State schools and two of equivalent standing)
• around 620 pupils took part in the project.
The nine programmes were broadcast by BGTV and BergamoSat every Saturday in the early evening 
from 13 March to 22 May 2010.

Brescia
The programme was broadcast on Teletutto every Saturday during the same period.
The figures for the project:
• eight groups of first grade secondary school students (four State schools and four of equivalent standing)
• four groups of State primary school students.
• Around 460 pupils were involved. 

Environmental education project in conjunction with the Pastori Institute of Brescia
The meetings saw lecturers from the universities of Milan and Brescia and expert personnel from A2A 
Calore & Servizi as the protagonists. The experience of A2A Calore & Servizi in the Buffalora area of 
Brescia was described by means of a guided tour of the Buffalora cogeneration plant. For the two-year 
students discussions revolved around waste and differentiated collection; for the three-year students 
the subjects concerned district heating cogeneration and the sources of renewable energy (thermal 
solar panels and photovoltaic panels).
 
WORKSHOP-MUSEUM
The House of Energy has been a point of reference for Milan schools for several years. Guided tours 
take place on Tuesday, Wednesday and Thursday mornings when the schools are open. There are also 
workshops for primary schoolchildren during the summer holidays.

Special projects
Energetically Project: every Tuesday and Thursday afternoon shows and recycling events open to 
children. In February 2010 the amusing and highly followed Energetically project started up again at 
the House of Energy, a new, intelligent and free of charge learning offer designed for children (aged 
from 7 to 13) and families which is aimed at spreading an eco-sustainable  culture that is attentive to 
energy resources.More than a thousand children took part in these workshops between October and 
December.
If you want to entertain your children then the date is with Energy as a game, workshops prepared 
exclusively for the House of Energy by the TeatroCinque educators’ group - a De Agostino Editore 
thematic channel dedicated to children. In 2010 the I Riciclattoli cycle was relaunched; these are 
workshops run by DeAKids - a De Agostini Editore thematic channel for children.

1

House of Energy

Who
Fondazione AEM

Where
Milan

Aimed at
Elementary and middle school 
students

Subject
Energy, waste
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   ENVIRONMENTAL EDUCATION FOR YOUNG PEOPLE

These meetings run by expert staff of ASPEM are mainly based on two-way communication (with 
questions and answers). The language is calibrated to the public in question and the meetings last 
around an hour. The meetings are generally held in school, followed by a visit to the plants looked 
after by ASPEM.
During the plant visit, the parts of an aqueduct and the way they work are explained schematically. 
Emphasis is given to the use of drinking water in our homes and the possibility of avoiding wasted water.
The meetings with first grade primary and secondary school children centre on telling the story of a 
drop of water which from the aqueous vapour which arrives from the sea travels down a long road, 
which via the aqueduct reaches the taps in our homes.
In addition, a series of statistical data are analysed with high school children (volume supplied per 
inhabitant, rate of losses, energy deployed, resources). Discussions are also held on the danger of 
chemical and bacteriological pollution, treatment and filtering techniques and the main potabilisation 
systems.
Attention is additionally given to the subject of water crises and the lack of homogeneity in the 
distribution of water resources throughout the territory.

DVD “RECYCLES, WASTE IS TRANSFORMED”
repared by Aprica in 2010 this is a DVD which describes in an amusing manner what an integrated waste 
management system based on differentiated collection, recycling and the recovery of energy from 
non-recyclable waste is and how it works.
The waste encountered by the protagonist in the film transforms itself into friendly animated characters 
who help to explain how differentiated collection must be carried out and how, through recycling, the 
waste can be given new life by being converted into other items.
Non-recyclable waste on the other hand is sent along an eco-sustainable path through a waste to energy 
process.

LEARNING PROJECT “DON’T TURN DOWN THE SCHOOL”
Aimed at first grade primary and secondary schoolchildren in Bergamo, this project began in November 
2010 and will come to an end in May 2011. Ten schools took part in the project for a total of twenty four 
classes with over 500 pupils.
This is the first initiative of its kind carried out in Bergamo on the subject of waste. The programme 
includes a presentational meeting with teachers to illustrate the goals of the project and two teaching 
meetings in the classes, each of one hour.
At the end of the meetings the classes are invited to take part in a competition by preparing an 
operational plan to manage waste produced in their schools, which includes a communication plan.
The best eight proposals presented will be awarded a prize of a cash voucher which can be spent on 
teaching material.
The award ceremony will take place as part of an event in May 2011.

LEARNING PROJECT “GREEN QUIZ”
Aimed at first grade primary and secondary schoolchildren in Brescia, this project has already reached its 
fifth edition. A total of 70 classes and over 1,500 students were involved in 2010.
The project is divided into two separate sections: Green Quiz and Green School.
A class meeting lasting around 90 minutes takes place in the Green Quiz section in which pupils are involved 
in a quiz containing questions on waste prevention, differentiated collection, energy and water resources. 
At the end of the cycle of meetings a final league table is drawn up.
The aim of Green School is to involve not only pupils but also the whole school so as to encourage the 
increasingly wide adoption of “good practices” in environmental matters in the schools, with awards being 
given to those which the previous year have introduced the greatest number of measures regarding respect 
for and the protection of the environment.

Educational meetings 
on water
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Green Parade 
and the School Project

Who
Amsa

Where
Milan

Aimed at
Elementary, middle
 and high school students
 and university students

Issue
Waste
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THE GREEN PARADE
In June 2010, Amsa, the Amsa Foundation and the Municipality of Milan took part together in the 38th 
edition of World Environment Day, promoting the “Milan Green Parade”.
This event was built around the fourth of June, the day before the World Environment Day called by the 
UN, with the patronage of the Regional Scholastic Department and the Social Policies Department of the 
Municipality of Milan, and involved 4,000 students in a parade from Sempione Park to Piazza Duomo.
This long march saw the pupils of the primary and secondary schools walking alongside sportsmen 
and women, testimonials and associations to the centre of the city in order to remind everyone of the 
value of personal commitment in favour of the environment in which we live.
The second stage of the initiative then took place in the Loggia dei Mercanti, with a ceremony to award 
prizes for the work performed by the children who had given a creative interpretation to the message 
of the need for “good habits” linked to respect for the environment and the city, which was contained 
in the Amsa 2010 calendar sent to all the elementary and middle classes in Milan.

ENVIRONMENT SCHOOL PROJECT
The Green Parade forms part of a broader context, the Environment School Project. The first 
environmental education project carried out by Amsa for Milan schools goes back to 1991 when it 
bore the title the “Differentiated Collection Project”. Since then, the attention which the company 
has placed on involving schools on questions of the environment and waste has been gradually rising, 
involving an increasing number of children to arrive at almost four thousand students in 2010 coming 
from elementary schools (33%), middle schools (40%), high schools (21%) and universities (6%).
Since environmental and civic education topics are being increasingly included as fixed modules in 
teaching programmes, Amsa, in collaboration with the Family, School and Social Policies Department of 
the Municipality of Milan, has published its proposals in the “Educational initiatives 2010/2011” booklet 
which is distributed to teachers every year.
Thanks to the separate paths based on age bands, Amsa manages to reach a very wide target: from 
elementary schools, which visit the Company at its premises in Via Olgettina, up to middle and high 
school pupils and university students, for whom meetings at the Silla 2 waste to energy plant are 
arranged.

Amongst the other activities are the following:
• Experimental meetings organised at the schools together with the GEV (Voluntary Ecological   
 Guard) on cleaning the city and differentiated collection.
• Promotion in schools of the recently introduced company figure of the “Street sweeper”, with the  
 involvement of around 300 pupils.
• The website www.fondazioneAmsa.it, which offers a wide space to the section “educate”,   
 dedicated to the School Project. 
• Events held throughout the territory such as “P as in Play” and “Do the Right Thing”, moments  
 which make up a fundamental occasion for distributing information material and removing any  
 doubts about the right way to deal with waste.

Social responsibility
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The A2A Group on the web
To facilitate access to the information regarding A2A and ensure greater transparency towards 
stakeholders, in 2010 A2A began revising the Group’s institutional website www.a2a.eu, which 
involved both the graphical sections and the contents.
This commitment was undertaken in order to privilege relations with its contacts, exploiting the web’s 
specifics to cancel the distance between the suppliers and users of information.
Specific emphasis has been given to the sustainability section, which provides details of the economic, 
environmental and social figures included in the sustainability report, the main projects and initiatives 
(the part dedicated to the e-moving project is one of those most visited in the section) and, finally, a 
tool for making requests online for the Group’s documents. 
Important steps were also taken regarding the Investor Relations section of the website, where it 
is possible to download financial statements and reports together with all of the other documents 
produced, price sensitive press releases and focuses on the most important of the Group’s activities.

The figures for access to the institutional website appear to reward these efforts: over 423,000 visitors 
found information by using the portal www.a2a.eu during 2010, for a total of 2.5 million pages viewed. 
“Clients”, “Company” and “Careers” were the sections most visited. Among the pages most consulted 
were those relating to the figures for emissions from the Cassano power station.

All of the most important contents on the A2A website are included in both Italian and English, given the 
considerable number of visitors to the site from abroad over the past year (United Kingdom, France, 
Germany, USA, Switzerland and India were the countries with the highest number of visits).

At the end of the year the Social Responsibility Organisational Unit and WEB began a systematic 
monitoring of the access figures to the Group’s websites and of its brand reputation in the vast universe 
of the web (blogs, forums, portals, news). This analysis is summarised in a report which is sent every 
two months to Group management in order to spread awareness of the impact that communication 
via web has on perception by the Group’s shareholders.

HOUSE OF ENERGY
A wide range of initiatives which in 2010 accompanied the traditional educational activities on eco-sustainability addressed 
to children. An Observatory on Light, a series of meetings on the subject of light, art and energy, was arranged on the occa-
sion of the AEM centenary. The idea arose from the desire to have a follow up on the subject of light, art and energy after the 
success of the two advance showings in March and April of “Luces. Light art from Italy” prepared by Gisella Gellini, and “Light 
Abstraction”, the multi-media installation prepared by Cristiana Fioretti, organised to celebrate energy as the poetic sign of 
visual language. Then there was “Light and colour: a photographic exhibition by Michelle Standbridge”, in which the author 
tackled the theme of a Light City as the formal condition required to document light events, informal occasions of chromatic 
luminescence, by tracing kinetic perspectives, dynamic flows and compositions of atoms of energy, shot after shot.
Significant events in partnership were also organised, such as those connected with “I’ll light myself less”, a day for the reduc-
tion of the use of electric lights organised by the radio programme Caterpillar, the meeting with the members of the LILT for 
the Pink Ribbon campaign, the Smart Grid conference with the company Reti and, to conclude, the sixth Market for hobbyists 
arranged by A2A in conjunction with CRAEM, FIDAS and the ATM Foundation.
Finally, mention should be made of the Citizens’ information desks, which are open at any time of the day for requests relating 
to energy efficiency and the new legislation in the electricity and gas fields together with a telephone line available from 2.30 
to 4.30 p.m. each day which in 2010 handled around 2,500 contacts, and the courses on the energy certification of buildings 
for professionals, organised in conjunction with Casa Clima - Autonomous Agency of Bolzano - and this year for the first time 
also with the Cened.

More than 
400 thousand 
visitors to the 
www.a2a.eu 
website
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Figures on the environment
The changes in the figures for 2010 compared to the previous years are mainly due to the inclusion of 
the Monfalcone thermoelectric power station and the Calabria hydroelectric nucleus in the reporting 
scope.

Figures on activities and the use of resources - Italy
Energy production and distribution 

2008 2009 2010

Thermoelectric plants
High yield natural gas combined cycle
Polyfuel plants
Waste to energy (including biogas)

4,592
-

529

5,778
-

569

4,280
1,927

568

Cogeneration plants Polyfuel plants 
Waste to energy (including biogas)

347
569

291
430

272
575

Hydroelectric plants 1,902 2,240 3,291

Photovoltaic plants <1 <1 <1

Total 7,939 9,308 10,913

Net electricity produced analysed by type of plant and sources (GWh)

2008 2009 2010

Cogeneration and 
thermal recovery plants

Polyfuel plants
Waste to energy

762
661

788
717

733
916

Thermal plants
Polyfuel plants
Waste to energy 
Heat pumps

276
5
3

389
2
5

441
1

4

Total 1,707 1,901 2,095

Net electricity produced analysed by type of plant and source (GWh)
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2008 2009 2010

Renewable sources (hydraulic, renewable fraction of waste1, biogas, solar) 30.9% 29.5% 36.5%

Coal 2.4% 1.3% 16.0%

Natural gas 58.8% 63.1% 40.8%

Oil products 1.0% 0.8% 1.5%

Nuclear 0% 0% 0%

Waste: non-renewable fraction1 6.9% 5.3% 5.2%

Percentage of net electricity produced by source

(1) It is assumed that there is a renewable fraction of 51% for waste  (ref. Decree of the Ministry for Economic Development of 18 December 2008). 
As a consequence it is assumed that the non-renewable fraction amounts to 49%.

2008 2009 2010

Thermal energy from waste to energy2 39.0% 37.8% 43.8%

(2) Energy produced by waste to energy plants and biogas plants as a percentage of the total energy produced by the Group.

Energy performance

2008 2009 2010

Average thermoelectric power station yield 51.0% 51.5% 45.4%

           high yield natural gas combined cycle yield 51.0% 51.5% 51.5%

          yield of polyfuel plants n.a. n.a. 35,0%

Global cogeneration yield of fossil fuel plants 72.9% 79.9% 79.7%

Average energy saving of fossil fuel cogeneration plants3 19.0% 22.5% 18.1%

Average electricity produced by 1 tonne of waste (kWh/t) 819 772 785

Average thermal energy produced by 1 tonne of waste (kWh/t) 463 541 580

(3) This indicator has been calculated by referring to the method described in resolution no. 42/02 of the Electricity and Gas Authority; the formula, 
created for single plants (IRE), has been applied to all of A2A’s plants taking into consideration total production and usage.

2008 2009 2010

Electricity distributed (GWh) 12,160 11,321 11,375

Thermal and cooling energy (GWh) 1,741 1,939 2,127

Natural gas (Mm3) 2,095 2,121 2,320

Electricity and thermal and gas energy put into the network
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The usage of water from surface water bodies and the usage of fuel in 2009 have been adjusted.
(4) Also included are consumption by the auxiliary services and self-consumption by the gas reduction cabins of the networks of the Milan area 
and the Abruzzo area; self-consumption by the other distribution networks of the Group is excluded.

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

2008 2009 2010

 Fuels4 (TJ)

Natural gas 34,902    43,921 34,744

Coal   2,743 1,862 18,450

HFO (heavy fuel oil)     1,312 1,271 1,636

Diesel 0.3 0.5 111

Waste and biomasses 13,350 12,710 15,136

RDF from external suppliers 720 315 398

RDF (from Group plants) 1,005 1,440 1,344

Biogas (from Group landfi lls and purifi ers) 683 718 665

Petrol 12,155 12,608 10,207

Diesel 19,611 20,072 20,578

Methane 9,806 9,072 6,877

Thermal energy (MWh) 156 186 227

Electricity (MWh) n/av 116,336 128,165

Water consumed (thousands of m3)

From aqueducts 501 569 627

From wells 4,385 3,615 5,467

From surface water bodies 33 27 19

Hydroelectric production 2,324,399 2,363,990 3,457,880

Thermoelectric production 437,754 390,124 746,573

Chemical products and materials (t)

Lime and neutralisers 30,342 28,426 39,893

Ammonia (solution) 5,569 4,820 5,274

Cement, sand and inert materials 2,287 2,213 2,466

Urea (solution) 2,080 1,885 2,063

Sodium hydroxide solution 1,631 1,158 1,258

Active carbons 1,066 838 868

Mineral acids 706 716 1,008

Additives/ water conditioners 227 252 261

Sodium chloride 109 94 108

Oils and lubricants 82 59 86

Odourisers 49 50 57

Technical gases (nitrogen, CO2, hydrogen)3 212 254 230

Other (various) 28 15 15

Surface water derived for the production of electricity and fully returned (thousands of m3)

Vehicle fuel for production, transport and distribution (GJ)
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2008 2009 2010

Group hydroelectric plants n/av n/av 389,977

Water released for VMF (Vital Minimum Flow) (thousands of m3)

Integrated waste cycle

2008 2009 2010

Collected urban waste 1,312,661 1,280,461 1,249,293

Collected and transported special waste 629,718 610,380 689,087

Intermediate special waste 29,532 22,190 28,220

Quantity of waste collected (t)

Quantity 
collected 

(t) 
2008

Diff eren-
tiated 

collection
index 
2008

Quantity 
collected 

(t)
2009

Diff eren-
tiated 

collection
index 
2009

Quantity 
collected 

(t)
2010

Diff eren-
tiated 

collection
index 
2010

Bergamo 33,246 50.2% 32,301 50.4% 32,581 51.0%

Brescia 56,056 40.3% 55,131 40.2% 57,180 40.7%

Milan 264,043 35.2% 254,036 35.7% 240,413 33.8%

Varese - - 20,430 47.4% 21,203 48.6%

Total/average 353,345 37.0% 361,898 37.8% 351,377 36.6%

Diff erentiated collection5

(5) These figures refer only to municipalities that are also provincial or regional capitals; the quantity collected and the differentiated collection 
index have been calculated on the basis of the recommendations of the Region of Lombardy.

Resources used for the integrated waste cycle

2008 2009 2010

 Fuels  (GJ)

Natural gas 0 0 0

Diesel 22,527 30,828 33,131

Petrol 393 3,610 2,858

Diesel 283,852 290,791 306,695

Methane 75,668 79,722 106,661

Electricity 120 162 177

Electricity  (MWh) n/av 18,284 23,378

Water consumed - plants6 (thousands of m3) 

From aqueducts 92 83 492

From wells 232 297 323

From surface water bodies 0 0 0

Vehicle fuel - urban waste collection and sweeping (GJ)

(6) In 2010 the figure for water also includes the quantity used for urban waste collection and street sweeping.
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2008 2009 2010

Waste to energy plants 1,449,480 1,387,771 1,563,583

Landfi lls 621,873 585,659 539,295

Bioessication plants and RDF production 405,835 390,479 409,861

Other material recovery plants 571,633 397,805 454,296

Dust inertisation plants 13,492 13,747 21,287

Total 3,064,321 2,777,470 2,988,321

Waste treated by Group plants by type of plant7 (t)

(7) All waste entering the Group’s plants has been considered.

Integrated water service

Technical data 2008 2009 2010

Wells (n°) 191 273 274

Springs (n°) 308 298 298

Drinking water plants (n°) 81 64 58

Total network length (km) 5,183 6,086 6,061

Water supplied (Mm3) 98 110 109

Water withdrawn (Mm3) 140 164 159

Network losses (Mm3) 33 44 40

Drinkability analysis - samples (n°) 14,226 17,616 16,760

Drinkability analysis - total parameters (n°) 191,861 212,597 220,829

Environmental indicators 2008 2009 2010

Analysis per m3 of water supplied (n°/Mm3) 1,958 1,934 2,026

Network losses 23.5% 26.4% 24.9%

Litres/inhabitant/day 292 278 275

Procurement and distribution service
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Technical data 2008 2009 2010

Sewerage - Network length (km) 2,588 2,329 2,350

Waste water treated (Mm3) 71 75 79

Purifi ers (number) 69 62 62

Loads treated - COD (t)  25,844 21,025 18,724

Loads treated - BOD (t)  11,766 9,562 8,811

Loads treated - Total nitrogen (t)   2,473 2,236 2,041

Loads treated - Total phosphorous (t)  309 335 392

Environmental indicators8 2008 2009 2010

Removal yield - COD 94% 90% 87%

Removal yield - BOD 97% 93% 92%

Removal yield - Nitrogen 58%     63% 62%

Removal yield - Phosphorous 57% 74% 70%

Catchment and purifi cation service

(8) The annual change 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. As regards nitrogen and phosphorous, new sections were started up in certain 
purifiers in 2009 to remove these pollutants.

2008 2009 2010

Fuels  Methane (GJ) 20,020 13,405 8,688

Diesel (GJ) n/av 29 18

Electricity  (MWh) 79,444 97,744 87,904

Vehicle fuel
Petrol (GJ)
Methane (GJ)
Diesel (GJ)

2,451
4,221
2,233

1,815
4,198
2,810

871
3,191

2,830

Total (GJ) 8,905 8,823 6,892

Chemicals (t)

Active carbons
Products in solution for treating water
Methanol and organic carbon
Oxygen and technical gases
Dolomite and other producers

65
1,902

n/av
0
0

30
4,410

945
0

37

19
5,177

833
138
50

Resources deployed in the integrated water service

General Services

2008 2009 2010

Fuels (GJ) n/av n/av 86,708

Electricity (MWh) n/av n/av 18,350

Water (thousands of  m3) n/av n/av 264

Fuels  (GJ)
           Petrol
           Diesel
           Methane

n/av n/av 2,974
9,233
5,201

Total 17,408

Resources deployed in General Services9

(9) Building usage refers only to the Milan offices.



152

Environmental protection fi gures 
and indicators - Italy
Air and climate
The changes in the emissions for 2010 compared to the previous years are mainly due to the inclusion 
of the Monfalcone thermoelectric power station in the reporting scope.

Atmospheric emissions 

2008 2009 2010

Thermoelectric plants
High yield combined cycle
Polyfuel power stations
Waste to energy

579
n.a.
377

583
n.a.
385

442
2,793

386

Cogeneration plants Fossil fuels
Waste to energy

754
322

638
257

387
342

Thermal plants Fossil fuels (natural gas)
Waste to energy

46
  1

61
  1

75
<1

Energy distribution n/av n/av <1

Total 2,079 1,925 4,427

Total NOX (nitrogen oxides) emissions from electricity and thermal energy production/
distribution plants10 (t/year)

(10) Estimate for the networks of the Milan area and the Abruzzo area based on self-consumption of natural gas.

2008 2009 2010

Thermoelectric plants
High yield combined cycle
Polyfuel power stations
Waste to energy

0
n.a.

2.3

0
n.a.
2.8

0
102.0

1.9

Cogeneration plants Fossil fuels
Waste to energy

5.8
1.9

5.0
2.8

3.0
1.6

Thermal plants Fossil fuels (natural gas)
Waste to energy

0
0

0
0

0
0

Energy distribution 0 0 0

Total 10.0 10.6 108.5

Total dust emissions from electricity and thermal energy production/distribution plants 
(t/year)
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2008 2009 2010

Thermoelectric plants
High yield combined cycle
Polyfuel power stations
Waste to energy

0
n.a.

2

0
n.a.
3.2

0
524

2.1

Cogeneration plants Fossil fuels
Waste to energy

858
9

570
6

241
6

Thermal plants Fossil fuels (natural gas)
Waste to energy

0
0

0
0

0
0

Energy distribution 0 0 0

Total 869 579 773

Total SO2 (sulphur dioxide) emissions from electricity and thermal energy production/
distribution plants (t/year)  

2008 2009 2010

Thermoelectric plants
High yield combined cycle
Polyfuel power stations
Waste to energy

93
n.a.

89

101
n.a.

85

78
188

67

Cogeneration plants Fossil fuels
Waste to energy

68
70

62
47

45
94

Thermal plants Fossil fuels (natural gas)
Waste to energy

2.5
1

5.2
1

10
2

Energy distribution n/av n/av n/av

Total 323.5 301.2 484

Total CO (carbon monoxide) emissions from electricity and thermal energy production/
distribution plants (t/year)   

2008 2009 2010

Thermoelectric plants
High yield combined cycle
Polyfuel power stations
Waste to energy

0.13
n.a.

0.61

0.10
n.a.

0.59

0.1
1.45

0.68

Cogeneration plants Fossil fuels
Waste to energy

0.70
0.28

0.60
0.25

0.39
0.25

Thermal plants Fossil fuels (natural gas) 0.14 0.16 0.16

NOx emission factors for electricity and thermal energy production plants, net (g/kWh)

2008 2009 2010

Thermoelectric plants
High yield combined cycle
Polyfuel power stations
Waste to energy

0
n.a.

<0.01

0
n.a.

<0.01

0
0.05

<0.01

Cogeneration plants Fossil fuels
Waste to energy

<0.01
<0.01

<0.01
<0.01

<0.01
<0.01

Thermal plants Fossil fuels (natural gas) 0 0 0

Dust emission factors for electricity and thermal energy production plants, net (g/kWh)
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2008 2009 2010

Thermoelectric plants
High yield combined cycle
Polyfuel power stations
Waste to energy

0
n.a.

<0.01

0
n.a.

<0.01

0
0.27

<0.01

Cogeneration plants Fossil fuels
Waste to energy

0.79
<0.01

0.62
<0.01

0.31
<0.01

Thermal plants Fossil fuels (natural gas) 0 0 0

SO2 emission factors for electricity and thermal energy production plants, net (g/kWh)   

2008 2009 2010

Hydrofl uoric acid (HF) 0.7 1.2 4.3

Hydrochloric acid (HCI) 30 29 36

Total organic carbon 37 25 23

Other pollutants (t) 

2008 2009 2010

Dioxin (gram equivalents) 0.03 0.03 0.03

Polychlorinated biphenyls – PCBs (kg) 0.003 0.011 0.163

Metals (Sb+As+Pb+Cr+Cu+Mn+Ni+V+Sn) (kg) n/av n/av 873

Cadmium (Cd) + Thallium(Tl) (kg) n/av n/av 9.85

Polycyclic aromatic hydrocarbons (PAHs) (kg) 0.029 0.134 0.248

Mercury (Hg) (kg) 18.2 24.8 22.1

Micropollutants  

Total CO2 emissions from electricity and thermal energy production/distribution plants11 
(t/year)   

2008 2009 2010

Thermoelectric plants
High yield combined cycle
Polyfuel power stations
Waste to energy12

1,809,623
n.a.

   479,212

2,245,866
n.a.

508,300

1,657,493
1,717,946

499,819

Cogeneration plants Fossil fuels
Waste to energy12

431,831
   457,731

359,967
339,692

302,617
509,896

Thermal plants Fossil fuels (natural gas)      59,825 89,366 103,337

Energy distribution n/av n/av 1,394

Total 3,238,222 3,543,191 4,792,502

(11) The figures reported are not relevant for the requirements of the 2003/87 Emissions Trading directive.
(12) Only includes the CO2 emitted by the combustion of the non-renewable fraction.
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2008 2009 2010

Thermoelectric plants

High yield combined cycle 
(natural gas)
Polyfuel power stations
Waste to energy

392

n.a.
777

387

n.a.
828

387

892
953

Cogeneration plants Fossil fuels
Waste to energy

396
400

341
325

306
372

Thermal plants Fossil fuels (natural gas) 217 226 216

CO2 emission factors for electricity and thermal energy production plants, net (g/kWh)

2008 2009 2010

Energy production and distribution 2,820 2,907 2,650

Integrated waste cycle (collection and urban hygiene) 25,440 26,391 29,029

Integrated water cycle 580 574 452

General services 599 780 1,192

Total 29,439 30,652 33,323

CO2 emissions from vehicles13  (t)

(13) The analysis between the contribution of energy production and distribution and general services has been estimated by starting from the 
total consumption of measured fuel.

2008 2009 2010

Sulphur hexafl uoride (SF6) 5 116 122

R134a 568 208 360

R22 (HCFC22) 242 211 80

R407C 96 97 29

R410A 28 24 39

R427A 0 0 183

Methane (CH4) - losses from natural gas distribution networks14 24,766,704 29,100,990 24,475,014

Methane (CH4) - from biogas dispersed in the landfi ll14 1,378,828 1,729,839 1,798,034

Other emissions: substances with a greenhouse eff ect and ozone harmful substance (kg)

(14) Figure calculated as the difference between the amount put into the network and the amount withdrawn; where the figure for the amount 
withdrawn is not available a loss of 2% has been estimated.

Portion of emissions of CO2 assigned (Emissions Trading)

2008 2009 2010

CO2 (t)15 3,343,734 5,120,425 5,702,882 

Emission Trading

(15) All the plants included in the consolidation scope of the environmental data.
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Indirect emissions of greenhouse gases16

2008 2009 2010

Energy production and distribution n/av 65,148 71,772

Integrated waste cycle (collection and urban hygiene) n/av 10,239 13,091

Integrated water service n/av 54,736 49,226

General services n/av n/av 10,276

Total 130,123 144,366

Emissions of CO2  (t)

(16) Emissions of CO2 relating to electricity purchased by and consumed within A2A (Scope 2); the mix of primary sources is the national average; 
the emission factor indicated in the APAT Italian Greenhouse Inventory report for 2010 (0.559 t/MWh).

Avoided emissions of CO2 through energy processes17

2008 2009 2010

Avoided CO2 (t) n/av n/av 3,042,770

(17) See the specific caption for details.

2008 2009 2010

Global warming potential - GWP (tCO2eq) 3,922,941 4,354,613 5,494,574

Ozone depletion potential - ODP (KgR11eq) 9 7 3

Acidifi cation potential - AP (tSO2eq) 2,320 1,927 3,889

GWP: source IPCC 2001 conversion factor. ODP: source IPCC AR4 conversion factors.
The increase in the GWP is for the most part due to the entry into service of the Gissi power station (2009 figures) and the fact that the Monfalcone 
power station is in operation (2010 figures).
The decrease in the ODP is due to a reduced use of fluorinated gases which are harmful to the ozone layer.
The variations in the AP are due to:
• the lower overall emissions of NOx and the decrease in SO2 emissions by the Lamarmora power station (2009 figures); 
• the addition of the emissions of the Monfalcone power station (2010 figures).

(18) These indicators consist of the contributions of all the direct pertinent emissions stated in the previous tables.

Global impact indicators18
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Discharges

2008 2009 2010

Discharge into sewers Energy production
        of which waste to energy

293
233

579
239

553
190

Integrated waste cycle 130 138 179

Total 423 717 732

Discharge into surface water bodies Energy production
        of which waste to energy

467
0

387
0

2,129
0

Integrated waste cycle 1,922 1,919 2,033

Total 2,389 2,306 4,162

Industrial waste water - volume discharged (thousands of m3)

2008 2009 2010

Energy production and distribution

                             of which waste to energy

BOD
COD
BOD
COD

1.1
12.8

0
0

0.45
9
0
0

2.3
13.5

0
0

Integrated waste cycle BOD 0 0.9 19.4

COD 44.2 66 102.1

Industrial waste water - polluting discharges into surface water bodies for plants required to 
fi le a PRTR declaration (t)

Waste

2008 2009 2010

Energy production and distribution
                               of which waste to energy
Integrated waste cycle

249,019
232,082

62,861

235,593
222,246
103,501

319,234
225,861

194,966

Integrated water cycle 26,581 25,055 25,122

General services 103 43 40

Total non-hazardous waste produced 338,564 364,192 539,362

Non-hazardous special waste (t)
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2008 2009 2010

Energy production and distribution
                               of which waste to energy
Integrated waste cycle

68,762
67,632

58

62,194
61,852

181

75,101
74,177

133

Integrated water cycle 3 3 7

General services 2 7 18

Total hazardous waste produced
                                     of which from PCBs

68,825
11

62,386
0

75,259
4

Hazardous special waste (t)

2008 2009 2010

Energy production and distribution (excluding waste to energy) 71% 70% 92%

Waste to energy 66% 69% 72%

Integrated waste cycle 3% 2% 2%

Integrated water cycle 86% 88% 86%

General services 71% 56% 76%

A2A Group average19 57% 54% 54%

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

(19)  Reference should be made to the paragraph Environmental responsibility - Production of waste.

Environmental data for A2A Coriance - France
The 2008 figures are not reported as the company joined the Group during the course of that year.

Activities and use of resources 

2009 2010

Net electricity produced by cogeneration 269 289

Net thermal energy produced by cogeneration 292 298

Thermal energy from thermal plants 443 515

Net energy produced (GWh)

2009 2010

Fuels (GJ)

Natural gas 2,726,080 3,084,690

Diesel 18,796 53,404

HFO (heavy fuel oil) 49,358 17,300

Biomasses 30,720 139,184

Thermal energy  (GWh)  311 286

Resources used in the production of electricity and thermal energy
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Air and climate 
Atmospheric emissions

Total emissions (t) 2009 2010

NOx 201 227

SO2 12 11

Direct emissions of CO2 (t) 2009 2010

Cogeneration plants 167,916 191,003

Thermal plants 17,930 23,160

Total 185,846 214,163

Motor vehicle emissions of CO2 (t) 2009 2010

220 n/av

Other emissions:  substances with a greenhouse eff ect and harmful 
to the ozone layer (t) 2009 2010

R22 (HCFC22) 0 0

Discharges
There are no liquid discharges.

Waste

Waste (t) 2009 2010

Non-hazardous special waste 0 0

Hazardous special waste 12.74 11.00

Waste sent for recovery 59% 17%
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A2A people numbers

2008 2009 2010

Workforce Men Women Total % Men Women Total % Men Women Total %

Managers 101 13 114 1.4% 114 15 129 1.5% 114 15 129 1.4%

Middle management 279 72 351 4.2% 310 81 391 4.6% 298 83 381 4.1%

White collar workers 2,584 980 3,564 42.7% 2,634 1,032 3,666 40.4% 2,596 1,038 3,634 39.0%

Blue collar workers 4,120 188 4,308 51.7% 4,524 191 4,715 51.3% 4,519 199 4,718 50.6%

Permanent workers 7,084 1,253 8,337 97.4% 7,582 1,319 8,901 96.7% 7,527 1,335 8,862 95.1%

Short-term contract workers 75 43 118 1.4% 150 47 197 2.1% 228 64 292 3.1%

Training contracts and work-entry 
contracts 24 7 31 0.4% 12 1 13 0.1% 32 5 37 0.4%

Contract workers 99 50 149 1.7% 162 48 210 2.3% 260 69 329 3.5%

Non-Italian workers 54 18 72 0.9% 75 17 92 1.0% 107 26 133 1.4%

Total 7,237 1,321 8,558 100.0% 7,819 1,384 9,203 100.0% 7,894 1,430 9,324 100.0%

Of whom with part-time contracts 19 212 231 2.7% 45 237 282 3.1% 71 249 320 3.4%

2008 2009 2010

Personnel 
analysed by 
work location

Men Women Total % Men Women Total % Men Women Total %

Abruzzo           50             5               55 0.6%           53             5              58 0.6%           53             6               59 0.6%

Calabria            -              -                 -   0.0%           88             2              90 1.0%           91             2               93 1.0%

Campania             4             1                5 0.1%           73             6              79 0.9%         179           10             189 2.0%

Emilia Romagna           12             9               21 0.2%           11             9              20 0.2%           44           11               19 0.6%

Friuli Venezia 
Giulia            -              -                 -   0.0%         151             2            153 1.7%         155             3             158 1.7%

Lazio             2             1                3 0.0%             2             1                3 0.0%             2             1                 3 0.0%

Lombardy       7,079       1,271          8,350 97.6%       7,321       1,328          8,649 94.0%       7,224       1,357           8,617 92.0%

Piedmont           35           16               51 0.6%           28           10              38 0.4%           26           10               36 0.4%

Sicily             1            -                  1 0.0%            -              -                 -   0.0%            -              -                  -   0.0%

Veneto            -              -                 -   0.0%           17             4              21 0.2%           13             4               17 0.2%

Abroad           54           18               72 0.8%           75           17              92 1.0%         107           26             133 1.4%

Total       7,237       1,321          8,558 100.0%       7,819       1,384          9,203 100.0%       7,894       1,430           9,324 100.0%
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Average age 

 2008 2009 2010

Age 
band

Mana-
gers

Middle 
ma-

nage-
ment

White 
collar 
wor-
kers

Blue 
collar 
wor-
kers

TO-
TAL % Mana-

gers

Middle 
ma-

nage-
ment

White 
collar 
wor-
kers

Blue 
collar 
wor-
kers

TO-
TAL % Mana-

gers

Middle 
ma-

nage-
ment

White 
collar 
wor-
kers

Blue 
collar 
wor-
kers

TO-
TAL %

Up to 30            -               5         293         489         787 9.2%             1           10         285         511         807 8.8%            -             10         304         515         829 8,9%

From 31 
to 40

          13           79         840       1,212       2,144 25.1%           18           84         822       1,215       2,139 23.2%           16           85         786       1,207     2.094 22,5%

From 41 
to50

          60         180       1,610       1,796       3,646 42.6%           55         185       1,667       1,891 3,798 41.3%           55         179       1,630       1,922      3.786 40,6%

Over 50           48         127         782       1,024       1,981 23.1%           63         142       1,007       1,247 2,459 26.7%           67         143       1,109       1,296       2.615 28,0%

Total 121 391 3,525 4,521 8,558 100.0% 137 421 3,781 4,864 9,203 100.0% 138 417 3,829 4,940 9.324 100,0%

Group seniority

 2008 2009 2010

Seniority 
band

Ma-
na-

gers

Middle 
ma-

nage-
ment

White 
collar 
wor-
kers

Blue 
collar 
wor-
kers

TO-
TAL % Mana-

gers

Middle 
ma-

nage-
ment

White 
collar 
wor-
kers

Blue 
collar 
wor-
kers

TO-
TAL % Mana-

gers

Middle 
mana-

gement

White 
collar 
wor-
kers

Blue 
collar 
wor-
kers

TO-
TAL %

Under 10 
years

62 139 898 1,810 2,909 34.0% 67 140 978 1,977 3,162 34.4% 71 146 1,065 2,146 3.428 36.8%

From 11 
to 20

34 104 1,187 1,561 2,886 33.7% 39 99 1,072 1,439 2,649 28.8% 31 78 913 1,281 2.303 24.7%

From 21 
to 30

21 115 1,162 1,031 2,329 27.2% 26 128 1,365 1,221 2,740 29.8% 31 141 1,373 1,235 2.780 29.8%

Over 30 4 33 278 119 434 5.1% 5 54 366 227 652 7.1% 5 52 478 278 813 8.7%

Total 121 391 3,525 4,521 8,558 100.0% 137 421 3,781 4,864 9,203 100.0% 138 417 3,829 4,940 9.324 100.0%

Educational qualifi cations

2008 2009 2010

Men Women Total % Men Wo-
men Total % Men Women Total %

University degree         453         222         675 7.9% 491 250 741 8.1% 540 293 833 8.9%

High school certifi cate      2,341         635      2,976 34.8% 2,433 697 3,130 34.0% 2,641 730 3,371 36.2%

Professional 
qualifi cation      588         173      761 8.9% 772 119 891 9.7% 604 94 698 7.5%

Compulsory schooling      3,802         273      4,075 47.6% 4,048 301 4,349 47.3% 4,043 301 4,344 46.6%

Information not 
available           53             18             71   0.8% 75 17 92 1.0% 66 12 78 0.8%

Total 7,237 1,321 8,558 100.0% 7,819 1,384 9,203 100.0% 7,894 1,430 9,324 100.0%
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Hiring in the year by category

2008 2009 2010

Italy Men Women Total Men Women Total Men Women Total

Managers             7           -               7           10             1           11             7           -                  7 

Middle management             9             4           13           17             5           22             4             3                7 

White collar workers           30           24           54           70           27           97           41           14              55 

Blue collar workers         219           18         237           66           -             66         130             5             135 

Permanent workers         265           46         311         163           33         196         182           22             204 

Short-term contract workers           68           26           94         201           48         249         276           57             333 

Training contracts and work-entry 
contracts             9           -               9             4             8           12           25             6              31 

Contract workers           77           26         103         205           56         261         301           63             364 

Total         342           72         414         368           89         457         483           85             568 

Hiring in the year by category

2008 2009 2010

Abroad Men Women Total Men Women Total Men Women Total

Managers             1           -               1           -             -             -             -             -                 -   

Middle management             4             6           10             6             1             7           10             2              12 

White collar workers           13             3           16           17             3           20           24             6              30 

Blue collar workers           -             -             -             -             -             -             -             -                 -   

Permanent workers           18             9           27           23             4           27           34             8              42 

Short-term contract workers           -             -             -             -             -             -   13             5                 18   

Training contracts and work-entry 
contracts           -             -             -             -             -             -             -             -                 -   

Contract workers           -             -             -             -             -             -   13             5                 18   

Total           18             9           27           23             4           27 47             13              60 

Leavers in the year

2008 2009 2010

Italy Men Women Total Men Women Total Men Women Total

Retirement           141             9         150           66             8             74           143             8           151 

Voluntary termination           231           43         274           61           16             77           101            10           111

Deceased             22           -             22             8           -                8           10           -             10 

Dismissals             48           12           60           19             3             22           36             2           38 

Other (eg. end of short-term 
contract)             -             -             -           145           31           176           77           11           88 

Total           442           64         506         299           58           357         367           31         398 

Turnover rate 6.15% 4.91% 5.96% 3.86% 4.24% 3.92% 4.71% 2.21% 4.33%
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Leavers in the year by age band

2008 2009 2010

Italy up to 
30

31-
40

41-
50

over 
50 Total up to 

30
31-
40

41-
50

over 
50 Total up to 

30
31-
40

41-
50

over 
50 Total

Retirement n/av n/av n/av n/av n/av             -             -             -   74 74 -             -             -   151 151 

Voluntary termination n/av n/av n/av n/av n/av 22           22           11 22 77 16           35           16 44 111 

Deceased n/av n/av n/av n/av n/av             -             -               5 3 8 1             1             3 5 10 

Dismissals n/av n/av n/av n/av n/av 11             5             3 3 22 8           18             8 4 38 

Other (eg. end of short-
term contract) n/av n/av n/av n/av n/av 64           48           36 28 176 38           28           16 6 88 

Total n/av n/av n/av n/av n/av 97           75           55 130 357 63           82           43 210 398 

Turnover rate n/av n/av n/av n/av n/av 12.42% 3.56% 1.45% 5.33% 3.92% 7.89% 3.99% 1.14% 8.13% 4.33%

Leavers in the year

2008 2009 2010

Abroad Men Women Total Men Women Total Men Women Total

Retirement             -             -             -             -             -               -             -             -             -   

Voluntary termination              5             5           10             1             2              3             5           -               5 

Deceased             -             -             -             -             -               -             -             -             -   

Dismissals              3             1             4             1             1              2             1           -               1 

Other (eg. end of short-term 
contract)              4             2             6             4             3              7           11             2           13 

Total             12             8           20             6             6             12           17             2           19 

Turnover rate 22.22% 44.44% 27.78% 8.00% 35.29% 13.04% 15.89% 7.69% 14.29%

Leavers in the year by age band 

2008 2009 2010

Abroad up to 
30

31-
40

41-
50

over 
50 Total up to 

30
31-
40

41-
50

over 
50 Total up to 

30
31-
40

41-
50

over 
50 Total

Retirement n/av n/av n/av n/av n/av  -             -             -             -             -   -             -             -    -             -   

Voluntary termination n/av n/av n/av n/av n/av   -       3           -             -       3      4       1           -       -     5 

Deceased n/av n/av n/av n/av n/av       -             -             -             -             -        -             -             -       -             -   

Dismissals n/av n/av n/av n/av n/av     2           -             -             -       2     1           -             -      -    1 

Other (eg. end of short-
term contract) n/av n/av n/av n/av n/av    5     2           -             -      7    2    6             4    1 13 

Total n/av n/av n/av n/av n/av     7      5           -             -      12    7       7             4     1  19 

Turnover rate20 n/av n/av n/av n/av n/av 26.92% 16.13% 0.00% 0.00% 13.19% 22.58% 17.50% 13.33% 3.13% 14.29%

(20) The turnover rate is calculated as follows: Turnover = (leavers)/(workforce at 31/12/10).
Leavers are those people leaving employment due to: retirement, voluntary termination, death or dismissal. If there are any other type of leaver indicate these and specify the type.
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Training

2008 2009 2010

Number of 
hours 

Average 
number 
of hours 

training by 
employee

Number of 
hours 

Average 
number 
of hours 

training by 
employee

Number of 
hours 

Average 
number 
of hours 

training by 
employee

Managers 6,456 53.8 4,616 34.19 1,949 14.3

Middle management 8,938 23.8 13,503 32.15 11,734 28.1

White collar workers 46,175 12.8 49,301 13.27 42,503 11.4

Blue collar workers 22,794 5.3 19,015 4.03 24,320 5.2

Total 84,363 9.9 86,435 9.39 80,506 8.6

Accident data21
Energy sector Environment sector

2008 2009 2010 2008 2009 2010

No. of accidents (excluding while travelling) 82 73 96 630 692 592

No. of days absence 2,174 2,577 2,928 16,134 15,944 14,882

Average duration 26.5 35.3 30.5 25.6 23.0 25.1

Frequency rate FR 13.9 10.4 14.7 98.5 108.0 77.3

Severity index SI 0.37 0.37 0.45 2.52 2.49 1.94

Occurrence rate OR 20.1 18.3 22.8 153.1 158.4 123.5

Accidents while travelling 40 48 32 n/av 83 68

(21)  The table only includes accidents indemnified by INAIL; accordingly unrecognised accidents, accidents within the waiver threshold and medication are excluded.
FR = frequency rate (no. of accidents x 1,000,000/hours worked)
SI = severity index (no. of days absence x 1,000/hours worked)
OR = occurrence rate (no. of accidents x 1,000/workforce)
Accidents while travelling: accidents which occur on the way to and from work (and in any case outside the hours of work)
The figures do not include A2A Coriance

 Occupational illness rate22 2008 2009 2010

Hours lost for occupational illness                                                                 

Italy                  -                          -                    -   

Abroad                  -                          -                    -   

Total hours worked               

Italy       139,140.80       140,759.60 135,257.20

Abroad                        n/av                       n/av      n/av

Occupational illness rate

Italy 1.14% 1.06% 0.97%

Abroad     n/av     n/av     n/av

(22) The occupational illness rate is the frequency of illness at work divided by the total time worked by employees in the reporting period.
Occupational illness means an illness caused by the working environment or by professional activity (eg. stress or regular exposure to harmful chemical substances) or an illness resulting from an 
accident. 
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Causes of absence from work

2008 2009 2010

no. of days % occur-
rence

working 
days per 

employee 
no. of days % occur-

rence

working 
days per 

employee 
no. of days % occur-

rence

working 
days per 

employee 

Illness 103,677 4.7% 11.99 94,931 4.1%             10.53 102,318 4.5%   11.31 

Maternity leave (compulsory, optional, 
feeding) 10,669 0.5% 1.23  9,163 0.4%               1.02 12,562 0.5%     1.39 

Trade union leave 16,644 0.8% 1.93            12,071 0.5%               1.34 12,018 0.5%          1.33 

Paid leave (medical visits, etc.) 7,702 0.4% 0.89            10,274 0.4%               1.14 12,282 0.5%            1.36 

Unpaid leave/other leave 4,109 0.2% 0.48              5,156 0.2%               0.57 4,112 0.2%             0.45 

Other absences (wedding leave, study 
leave, etc.) 22,211 1.0% 2.57      31,702 1.4%               3.52 27,558 1.2%           3.05 

Local company strikes 1,358 0.1% 0.16 56 0.0%               0.01 301 0.0%            0.03 

National strikes 1,938 0.1% 0.22 2,132   0.1% 0.24   2,022 0.1%         0.22 

Accidents 18,308 0.8% 2.12            18,521 0.8%               2.05 17,797 0.8%            1.97 

Total 186,616 8.52% 21.59 184,006 8.00% 20.41 190,970 8.34%   21.11 

2008 2009 2010

Average number of employees 8,645 9,015 9,046

Total working days 2,189,342 2,298,825 2,288,514

Total hours worked 12,295,220 13,426,638 14,213,063

Per head absence on working days 8.52% 8.00% 8.34%

Average annual days of absence per head 21.59 20.41                 21.11 

 Absence rate23 2008 2009 2010

Total days absence        146,034        132,867        138,568 

Italy        145,806        132,550        137,321 

Abroad               228               317            1,246 

Absence rate 6.68% 5.79% 6.06%

Italy 6.67% 5.78% 6.01%

Abroad 1.27% 1.37% 3.98%

(23) The absence rate is the number of days lost for absence divided by the total days worked by employees in the reporting period.
Absence means the inability to do work of any kind and not only for accident or illness. The following are excluded: holiday leave, paid leave, maternity leave, social leave, contractual leave.
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Workers by type of employment 
contract

2008 2009 2010

Total % Total % Total %

Managerial contract 120 1.4% 131 1.4% 131 1.4%

Electricity contract 2,615 30.6% 2,869 31.2% 2,939 31.5%

Single gas and water contract 1,146 13.4% 1,298 14.1% 1,283 13.8%

Commercial contract 262 3.1% 257 2.8% 247 2.6%

Urban hygiene contract 3,412 39.9% 4,171 45.3% 4,236 45.4%

FISE contract 695 8.1% 177 1.9% 170 1.8%

Chemical contract 208 2.4% 191 2.1% 166 1.8%

Other contracts 29 0.3% 18 0.2% 19 0.2%

Abroad 72 0.8% 92 1.0% 133 1.4%

Total 8,558 100.0% 9,203 100.0% 9,324 100.00%

Membership of trade unions
2008 2009 2010

Total % Total % Total %

Members of federal organisations                3,723 43.5%              3,898 42.4% 3,838 41.2%

Members of other trade union 
organisations                1,237 14.5%              1,351 14.7% 1,216 13.0%

Employees not members of trade 
unions                3,527 41.2%              3,863 42.0% 4,137 44.4%

Abroad - Members of other trade 
union organisations                      2 0.0%                    2 0.0% 1 0.0%

Abroad - Employees not members of 
trade unions                    69 0.8%                  89 1.0% 132 1.4%

Total 8,558 100.0% 9,203 100.0% 9,324 100.0%

Strike hours

2008 2009 2010

Total strike 
hours

Total strike
hours

per head24

Total strike 
hours

Total strike
hours

per head24

Total strike 
hours

Total strike
hours

per head24

Brescia, Bergamo, Milan 25,050               2.98            16,526            2.00        16,897            2.08 

Other areas                     -                    -                   103            0.15             759            0.96 

Abroad                     -                    -                     -                 -                  8            0.06 

Total 25,050               2.98 16,629            1.86        17,656            1.90 

(24) The per head hours are calculated on the basis of the average workforce.
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A2A customer numbers

Type and features of customers and the services 
provided 

Marketing of gas and electricity

Number of supply points for the gas service

Type of supply25
A2A Energia ASMEA Basomniservizi ASPEM Energia Totale

2009 2010 200926 2010 2009 2010 2009 2010 2009 2010

Domestic 768,388 760,435 258,887 254,407 88,363 87,218 36,832 36,178 1,152,470 1,138,238

SMEs 34,067      32,851    19,501    18,869     9,888       9,490 2,746 2,575         66,202         63,785 

Large customers 5,543       5,669        752        890       298          243 521 495          7,114          7,297 

Condominiums 7,604       8,135      1,298      1,212  n/av  n/av 1,400 1,375         10,302         10,722 

Total other uses 47,214 46,655 21,551 20,971 10,186 9,733 4,667 4,445 83,618 81,804

Total 815,602 807,090 280,438 275,378 98,549 96,951 41,499 40,623 1,236,088 1,220,042

Number of supply points for the electricity service27 

Type of supply
A2A Energia ASMEA Basomniservizi ASPEM Energia Totale

2009 2010 200926 2010 2009 2010 2009 2010 2009 2010

Domestic 678,681 660,586 178,386 172,857 162 220 0 268 857,229 833,931

SMEs 101,964      97,986    44,036    49,884 216 338 0 306       146,216       148,514 

Large customers 23,869      26,094      1,029      1,090 24 19 0 9         24,922         27,212 

Condominiums 23,852      26,774  n/av  n/av n/av n/av 0 15         23,852         26,789 

Total other uses 149,685 150,853 45,065 50,974 240 357 0 0 194,990 202,184

Total 828,366 811,439 223,451 223,831 402 577 0 598 1,052,219 1,036,445

(25) Domestic = identified on the basis of “Equipment type” for gas and “Tariff category” for electricity.  
 
SMEs = identified on the basis of “Equipment type” and usage (<= 50,000 cm a year ) for gas and “Tariff category” and usage (<= 250,000 KWh a year) for electricity (<= 250.000 KWh a year)
Large customers = identified on the basis of “Equipment type” and usage (> 50,000 cm a year ) for gas and “Tariff category” and usage (> 250,000 KWh a year) for electricity
Condominiums =  identified on the basis of “Customer Type”.
(26)The figures include Tidonenergia.
(27)The figures do not include Camuna Energia.
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Gas and electricity distribution

Gas distribution 2008 2009 2010

km network 7,380 7,680 8,070

Connected users 1,204,401 1,262,890 1,345,296

Municipalities served 200 211 209

Electricity distribution
A2A Reti Elettriche Camuna Energia Total

2008 2009 2010 2008 2009 2010 2008 2009 2010

km network 12,324 12,577 12,655 n/av n/av 19 12,324 12,674 12,674

Connected users 1,103,237 1,108,339 1,111,668 n/av n/av 1,317 1,103,237 1,108,339 1,112,985

Municipalities served 50 50 50 n/av n/av 2 50 50 52

Number of users by geographical distribution Electricity distribution Gas distribution

Lombardy 1,112,985 1,304,116

Other regions in the north of Italy 0 13,094

Rest of Italy 0 28,086

2008 2009 2010

Users28

(n°)

Volume 
served
(mm3)

Users28

(n°)

Volume 
served
(mm3)

Users28

(n°)

Volume 
served
(mm3)

A2A Calore & Servizi 20,156 60.7 21,295 64.3 21,804 70.6

Varese Risorse n/av n/av 133 2.5 135 2.5

Total 20,156 60.7 21,428 66.8 21,939 73.1

District heating

Geographical distribution

2010

Users28

(n°)

Volume 
served
(mm3)

Provincia di Brescia 19,801 40.6

Provincia di Bergamo 256 3.4

Provincia di Milano 1,747 26.6

Provincia di Varese 135 2.5

Totale 21,941 73.1

(28) Users may be a single residential unit in the case of independent heating or the whole building in the case of centralised heating.
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Integrated water service

A2A
(province of Brescia) 

Aqueduct service Purifi cation service Sewerage service 

2008 2009 2010 2008 2009 2010

Municipalities served 73 74 74 64 65 65 67 68 68

Total users 236,157 206,758 211,067 154,066 155,060 152,705 147,837 162,281 167,270

Inhabitants 568,436 578,268 584,842 517,641 526,684 532,600 532,021 541,223 547,314

ASPEM
(province of  Varese)

Aqueduct service Purifi cation service Sewerage service 

2008 2009 2010 2008 2009 2010

Municipalities served n/av 34 34

no service provided no service providedTotal users n/av 62,844 63,634

Inhabitants n/av 220,201 220,450

BAS SII
(province of  Bergamo)

Aqueduct service Purifi cation service Sewerage service 

2008 2009 2010 2008 2009 2010

Municipalities served 34 34 33 7 7 7 5 5 5

Total users 53,265 53,862 52,751 15,557 15,830 17,025 15,950 16,097 16,139

Inhabitants 282,273 285,938 282,728 126,758 113,470 138,248 123,933 125,231 125,547

Total
Aqueduct service Purifi cation service Sewerage service 

2008 2009 2010 2008 2009 2010

Municipalities served 107 142 141 71 72 72 72 73 73

Total users 289,422 323,464 327,452 169,623 170,890 169,730 163,787 178,378 183,409

Inhabitants 850,709 1,084,407 1,088,020 644,399 640,154 670,848 655,954 666,454 672,861

Environmental service

Urban hygiene service 
(collection and sweeping)

Municipalities served Population served

2008 2009 2010 2008 2009 2010

Amsa 8 8 8 1,438,446 1,432,011 1,452,616

Aprica 76 73 72 680,011 667,242 728,192

ASPEM 8 8 6 107,096 106,926 99,507

Total 92 89 86 2,225,553 2,206,179 2,280,315

Waste disposal service
Municipalities served Population served

2008 200929 2010 2008 2009 2010

Ecodeco 77 466 461 1,885 1,759 1,646

(29) 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.
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Charged services (waste disposal and other specifi c services for private parties)
Users served

2008 2009 2010

Amsa n/av 7,208 8,027

Aprica n/av n/av 2,849

Public lighting
Milano Brescia Bergamo Total

2008 2009 2010 2008 2009 2010 2008 2009 2010 2008 2009 2010

Lighting points (no.) 129,788 133,220 135,387 38,653 39,107 40,143 16,946 17,374 17,992 185,387 189,701 193,522

Lighting towers (no.) 454 473 473 6 n/av 6 0 0 0 460 473 479

Lamp posts (no.) 87,041 88,245 89,115 25,599 26,943 27,713 n/av n/av n/av 112,640 115,188 116,828

Suspensions (no.) 9,597 9,563 9,541 1,068 1,068 1,063 n/av n/av n/av 10,665 10,631 10,604

Architectural sites lit (no.) 78 78 78 10 10 10 5 5 5 93 93 93

Other services

Traffi  c lights and videosurveillance (municipality of Milan) 2008 2009 2010

Traffi  c light regulators (no.) 710 716 722

Supports (no.) 10,408 9,728 10,687

Traffi  c light lanterns (no.) 20,991 21,102 21,308

Lamps  (no.) 62,064 62,390 63,073

Security equipment (municipality of Milan) 2008 2009 2010

Television cameras (no.) 728 860 936

Traffi  c monitoring (no.) 66 66 66

Environmental monitoring (no.) 10 10 10

SOS bollards  (no.) 148 148 148

Communication channels with customers
and customer care

Online transactions  - 201030

Electronic bill activations Number of self-readings 

Number of 
activations 

Potential 
activations % of  total

Number of 
online self-

readings 

Total self-
readings % of total

A2A Energia 63,000 1,600,000 4% 130,336 316.488 41.18%

ASMEA 19,000 525,000 4% 23,046 96.146 23.97%

BASOMNISERVIZI 6,000 115,000 5% 4,534 19.285 23.51%

ASPEM Energia Service not active 1,288 14,020  9.19 %

(30) The figures relating to online payments are reported in the paragraph discussing payment channels. Potential activations refer to the sales campaign target.
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Attendance at the 
desks31

A2A Energia ASMEA BAS OMNISERVIZI ASPEM Energia

2008 2009 2010 2008 2009 2010 2008 2009 2010 2008 2009 2010

Total number of customers 
served                                                 336,905 289,891 266,227 44,667 52,212 77,505 n/av 30,838 23,076 n.a. 13,000 14,522

Average waiting time at the 
desk in minutes 8.37 14 10 4.5 7 8 n/av 9 4 n.a. n/av n/av

Attendance at the 
desks31

BAS SII ASPEM Total

2008 2009 2010 2008 2009 2010 2008 2009 2010

Total number of customers 
served                                                 n/av n/av 8,351 n.a. 29,300 20,767 381,572 415,241 410,448

Average waiting time at the 
desk in minutes n/av n/av 4 n.a. n/av n/av 6.4 10 6

(31) The figures relating to the customers of BAS SII (water service) have been removed from the 2009 figures for BASOMNISERVIZI. Until May 2010, the desk also dealt with the urban hygiene service 
which was then sold to the Municipality of Bergamo. The figures relating to the ASMEA desks for 2010 include those in the Brescia area and the Piacenza desk (formerly Tidonenergie). The figures 
for ASPEM Energia for 2009 are estimated. Multi-function “desks” are not applicable for Camuna Energia. Clerks work on the “desk” and also manage Camuna’s activities.

Base 
level

Ref.
level

Actual level 2008 Actual level 2009 Actual level 2010

Milan  Brescia Bergamo Varese Milan  Brescia Bergamo Varese Milan  Brescia Bergamo Varese

Annual percentage of 
network under high 
or medium pressure 
inspected

30% 90% 97.65% 63.80% 100% 34% 100% 66% 100% 34% 100% 94% 100% 31%

Annual percentage 
of network under low 
pressure inspected

20% 70% 81.72% 33.30% 34.50% 37.70% 84.91% 37% 40% 45% 86% 52% 35% 43%

Annual number of 
localised losses per 
kilometre of network 
inspected

0,8 0,1 0.51 0.19 0.11 0.0019 0.025 0.19 0.03 0.0036 0.017 0.31 0.014 0.0044

Annual number of 
localised losses repor-
ted by third parties per 
kilometre of network

0,8 0,1 n/av n/av n/av 0.42 0.399 0.11 0.05 0.49 0.42 0.18 0.09 0.52

Conventional measu-
rement of the degree 
of gas odourisation 
per thousand end 
customers

0,19 0,5 0.5 1.12 7.68 0.99 0.556 1.11 7.16 0.97 0.55 1.09 0.68 1.8

Number of end custo-
mers with period of 
notice greater than or 
equal to 3 days for inter-
ruptions with notice

/ / n/av n/av n/av 9 40,991 280 420 0 42,781 85 606 0

Number of end custo-
mers with period of 
notice less than 3 days 
for interruptions with 
notice

/ / n/av n/av n/av n/av 5,058 135 71 0 7,277 82 145 0

Commercial and technical service quality

Gas technical quality
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Specifi c indicators (Milan - Brescia - Bergamo area)

Type of service AEEG level
Services provided within the time 

indicated (%)
Average time for performing the 

service (days)

2008 2009 2010 2008 2009 2010

Time for making estimates 
for simple jobs 15 working days 97.81% 97.85% 98.27% 4.5 4.46 6.44

Time for performing simple jobs 10 working days up to 25D
15 working days over 40D 98.80% 97.93% 98.39% 5 5.18 5.66

Time for making estimates for 
complex jobs 40 working days 88.92% 95.34% 98.21% 19 16.83 17.77

Time for turning on supply 10 working days up to 25D
15 working days over 40D 99.97% 99.91% 92.54% 4.3 3.97 4.05

Time for turning off  supply 5 working days up to 25D
7 working days over 40D 99.94% 99.89% 97.25% 3.3 3.33 3.04

Time for turning on supply again 
after suspension for default 2 weekdays 100.00% 99.92% 95.82% 1.1 1.32 1.18

Punctuality band observed 
for personal appointments 2 hours 99.83% 99.40% n/a n/a         -   -

Gas commercial quality

Specifi c indicators (Varese area)

Type of service AEEG level
Services provided within 

the time indicated (%)
Average time for perfor-
ming the service (days)

2008 2009 2010 2008 2009 2010

Time for making estimates for simple jobs 4D-6D 15 working days 97.40% 99.70% 100.00% 4.7 3.5 4.8

Time for making estimates for simple jobs 10D-25D 15 working days 100.00% 100.00% 100.00% 3.4 3.9 5.4

Time for making estimates for simple jobs > 40D 15 working days 100.00% 97.00% 100.00% 3.5 6.6 5.5

Time for performing simple jobs 4D-6D 10 working days 98.20% 99.20% 98.10% 3.8 3.5 8.3

Time for performing simple jobs 10D-25D 10 working days 98.20% 100.00% 100.00% 2.4 2.1 4.2

Time for performing simple jobs > 40D 15 working days 100.00% 100.00% 100.00% 2.8 3.9 6.6

Time for making estimates for complex jobs 4D-6D 40 working days 100.00% 100.00% 100.00% 4.7 0 7.8

Time for making estimates for complex jobs 10D-25D 40 working days 100.00% 100.00% 100.00% 16 0 5

Time for making estimates for complex jobs > 40D 40 working days 100.00% 90.00% 100.00% 11 11.2 14.2

Time for turning on supply 4D-6D 10 working days 99.45% 99.70% 98.90% 3.7 3.4 4.1

Time for turning on supply 10D-25D 10 working days 100.00% 100.00% 100.00% 3.4 3 3.7

Time for turning on supply > 40D 15 working days 100.00% 100.00% 100.00% 3.3 2.2 1.5

Time for turning off  supply 4D-6D 5 working days 98.50% 97.30% 99.40% 4 2.7 2

Time for turning off  supply 10D-25D 5 working days 95.45% 100.00% 100.00% 5 2 1.8

Time for turning off  supply > 40D 7 working days 100.00% 100.00% 100.00% 2 3.3 1.3

Time for turning on supply again after suspension for default 2 weekdays 100.00% 99.60% 100.00% 0.16 0.2 0.3

Punctuality band observed for personal appointments 2 hours 100.00% 98.70% 95.00% n/av n/av n/av
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General indicators (Milan - Brescia - Bergamo area)

AEEG level
Services provided within the time 

indicated (%)

2008 2009 2010

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% 99.52%

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% 99.37%

Minimum percentage of motivated replies to written complaints or informa-
tion requests communicated within the maximum time of 20 working days

90% within 20 working 
days 94.12% 94.22% 92.56%

General indicators (Varese area)

AEEG level
Services provided within the time 

indicated (%)

2008 2009 2010

Minimum percentage of requests for complex jobs completed within the 
maximum time of 60 working days

85% within 60 working 
days 100.00% 100.00% 100.00%

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 100.00% 100.00% 93.70%

Minimum percentage of motivated replies to written complaints or informa-
tion requests communicated within the maximum time of 20 working days

90% within 20 working 
days 90.90% 100.00% 100.00%

Gas emergency service

Base level Reference
level

Actual level

Milan  Brescia Bergamo Varese

Annual number of calls to the switchboard with arrival of 
the team in <= 60 min. 90% 95% 94.42% 100% 100% 98.9%

Electricity technical quality

Milan

Service continuity 
indicator

High concentration environment Medium concentration environment Low concentration environment

2008 2009 2010 AEEG 
target 2010 2008 2009 2010 AEEG 

target 2010 2008 2009 2010 AEEG 
target 2010

Average minutes of inter-
ruption per year for LV users 
due to long interruptions 
without notice

29.09 31.7 31.9 25.0 73.66 76.18 81.94 41 n.a. n.a. n.a. n.a. 

Average number of interrup-
tions per year for LV users 
due to long interruptions 
without notice

1.52 1.55 1.7 1.53 2.99 3.07 2.17 2.29 n.a. n.a. n.a. n.a.
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Brescia

Service continuity 
indicator

High concentration environment Medium concentration environment Low concentration environment

2008 2009 2010 AEEG 
target 2010 2008 2009 2010 AEEG 

target 2010 2008 2009 2010 AEEG 
target 2010

Average minutes of inter-
ruption per year for LV users 
due to long interruptions 
without notice

8.76 9.46 5.0 25.0 28.92 20.89 15.0 40.0 41.68 24.84 23.6 60.0

Average number of interrup-
tions per year for LV users 
due to long interruptions 
without notice

1.5 1.14 0.7 1.20 2.52 1.93 2.2 2.37 3.57 2.68 2.6 4.00

Electricity emergency service
Milan Brescia

2008 2009 2010 2008 2009 2010

No. of MV customers with more than 3 (2 from 2010) interruptions a year 
for high concentration environments 42 19 148 7 0 1

No. of MV customers with more than 4 (3 from 2010) interruptions a 
year for medium concentration environments 0 0 6 0 0 5

No. of MV customers with more than 5 (4 from 2010) interruptions a year 
for low concentration environments n.a. n.a. n.a. 15 0 11

Electricity commercial indicators

Specifi c indicators

AEEG level
Services provided within 

the time indicated (%)
Average time for perfor-
ming the service (days)

2008 2009 2010 2008 2009 2010

Time for making estimates for work on the LV network 20 working days 98.48% 97.64% 95.86% 6.5 7.34 10.14

Time for carrying out simple jobs 15 working days for LV              
30 working days for MV 99.84% 98.87% 99.09% 6.89 7.49 7.6

Time for turning on supply 5 working days    99.79% 99.22% 99.13% 3.05 2.96 2.08

Time for turning off  supply 5 working days for LV                
7 working days for MV 99.86% 99.44% 99.06% 3.19 2.98 2.18

Time for turning on supply again after suspension for 
default 1 weekday 99.62% 99.04% 99.26% 0.22 0.25 0.24

Punctuality band observed for personal appointments 2 hours n/av 99.49% 94.76% -    -   -

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 (hours)

3 hours 86.57% 90.28% 89.92% 2.15 2.67 0.09

Time for reinstating supply following a fault in the 
group on working days between 6.00 pm and 8.00 am 
on the LV network (hours)

4 hours 96.51% 97.98% 95.96% 1.94 2.22 0.08

Time for communicating the result of measure group 
checks 15 working days 99.70% 95.28% 91.64% 4.75 8.03 8.66

Time for communicating the result of voltage checks 30 working days   100.00% 90.00% 88.89% 5.78 16 15.61
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General indicators

Type of service AEEG level LV
Services provided within the time 

indicated (%)

2008 2009 2010

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

85% within 60 working 
days 99.20% 99.66% 99.75%

Minimum percentage of motivated replies to written complaints or informa-
tion requests communicated within a maximum of 20 working days

90% within 20 working 
days 87.26% 71.83% 88.10%

Type of service

Tipologia di prestazione AEEG level MV
Services provided within the time 

indicated (%)

2008 2009 2010

Minimum percentage of requests for jobs on the MV network where the esti-
mate was put at the customer’s disposal within a maximum of 40 working days

90% within 40 working 
days 98.56% 97.76% 98.73%

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% 100%

Minimum percentage of motivated replies to written complaints or informa-
tion requests communicated within a maximum of 20 working days

95% within 20 working 
days 98,56% 97,76% 98,73%
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STATEMENT OF THE LEVEL 
OF COMPLIANCE WITH GRI GUIDELINES

1 STRATEGY AND ANALYSIS
1.1 Chairmen’s statement  4-5
1.2 Key impacts, risks and opportunities 38-46

2 ORGANISATIONAL PROFILE
2.1 Name of the organisation  11
2.2 Primary brands, products and/or services  11-14
2.3 Operational structure  16-17
2.4 Location of headquarters  11
2.5 Countries where the organisation operates  15
2.6 Nature of ownership and legal form  11
2.7 Markets served 11-15
2.8 Scale of the organisation  15
2.9 Significant changes 17
2.10 Awards/prizes received  19; 28; 89; 106; 126
EU2 Net energy output 146-147; 158
EU3 Number of customers analysed by type  107; 167
EU4 Length of transmission and distribution lines  108; 168
EU5 Allocations of emissions allowances
 and observance of the Kyoto protocol  155

3 REPORT PARAMETERS
3.1 Reporting period  1
3.2 Date of most recent previous report  8
3.3 Reporting cycle  8
3.4 Contact point for questions regarding the report  180
3.5 Process for defining report content  8-9; 33; 38-46
3.6 Boundary of the report  8-9
3.7 Limitations on the scope or boundary of the report 8-9
3.8 Information regarding affiliates  9
3.9 Data measurement techniques and bases 
 of calculations  8; 50; 60; 90; 127
3.10 Restatements of information provided in earlier reports  8-9; 50
3.11 Significant changes from previous
 reporting periods  8-9; 50
3.12 Reference table  178-179
3.13 External assurance  176-177 

4 GOVERNANCE, COMMITMENTS AND ENGAGEMENT
4.1 Governance structure  20
4.2 Indicate whether the chairman is also an executive officer  21
4.3 Independent and non-executive directors 21
4.4 Mechanisms for shareholders to provide 
 recommendations 22; RGS 66
4.5 Linkage between compensation for directors  
 and top management and performance 21; RGS 49-50
4.6 Conflicts of interest  22
4.7 Directors’ qualifications  22; RGS 48
4.8 Mission, values, codes of conduct and principles  25-30; 58
4.9 Procedures for identification and management of economic
 environmental and social performance 26-27; 38-46; 58-59
4.10 Process for evaluating the highest governance
 body’s performance  20;  RGS 44
4.11 Means by which the precautionary  
 approach or principle is addressed                                          24; 26-29; 58 

4.12 Externally developed economic, environmental 
 and social charters,principles or other initiatives 
 subscribed or endorsed  19; 28-29; 52; 58-60; 132
4.13 Membership in industry associations 59; 130
4.14 List of stakeholders engaged  33
4.15 Basis for identification and selection of stakeholders with   
 whom to engage  33
4.16 Stakeholder engagement activities  34-37
4.17 Key topics and concerns raised through stakeholder 
 engagement and response  34-37

ECONOMIC PERFORMANCE
DMA EC DISCLOSURE ON MANAGEMENT APPROACH  48-55
EC1 Direct economic value generated and distributed  52-53; 55
EC2 Risks and opportunities due to climate change  25; 27; 74
EC3 Coverage of pension plan obligations 102
EC4 Financial assistance received from government  52
EC5 Ratio of standard entry level wage to local minimum wage 97
EC6 Policy, practices and proportion of spending
 on locally-based suppliers  127-128
EC7 Procedures for local hiring at locations 
 of significant operation  90
EC8 Development of investment for public benefit  44; 132-134
EU6 Management approach to ensure short- and long-term 
 electricity availability  118-119
EU7 Demand-side management programmes  105-107
EU9 Decommissioning of nuclear power sites not applicable
EU11 Average generation efficiency of thermoelectric plants 147

ENVIRONMENTAL PERFORMANCE
DMA EC DISCLOSURE ON MANAGEMENT 
APPROACH  43-45; 58-60
EN1 Materials used 148-149; 151; 158
EN2 Percentage of recycled materials   61; 63; 148
EN3 Direct energy consumption by source  148-149; 151; 158
EN4 Indirect energy consumption by source 148-149; 151; 158 
EN5 Energy saved  61-66; 75; 147
EN6 Energy efficient or renewable energy based products 
 and services  61-66; 75; 79-80
EN7 Initiatives to reduce indirect energy consumption 
 and reductions achieved  66
EN8 Water usage by source  67-69; 148-149; 151
EN9 Water sources for withdrawal  67-69
EN11 Land adjacent or in protected areas  69-70
EN12 Description of significant impacts on biodiversity  69-71; 76
EN13 Habitats protected or restored 69-70
EN14 Strategies for managing impacts on biodiversity  69-71
EN16 Greenhouse gas emissions  74; 154-156; 159
EN 17 Indirect greenhouse gas emissions  155-156; 159
EN18 Initiatives to reduce greenhouse gas emissions
 and reductions achieved  61-66; 74-45
EN19 Emissions of ozone-depleting substances  155; 159
EN20 Other air emissions  72-73; 152-154; 156; 159
EN21 Water discharge  76; 151; 157; 159



179

Attachments

EN22 Production of waste and disposal method
  66-67; 78; 149-150; 157-159
EN24 Waste deemed hazardous  158-159
EN25 Impact on biodiversity affected by discharges of water  69-71
EN26 Initiatives to mitigate environmental impacts 
 of products and services  56-82
EN27 Products sold and their packaging materials 
 that are reclaimed not applicable
EN28 Fines for non-compliance with environmental laws 
 and regulations  60
EN29 Environmental impacts of transporting products 
 and members of the workforce  74; 155; 159

SOCIAL PERFORMANCE
DMA LA DISCLOSURE ON MANAGEMENT APPROACH  39-40; 90
LA1 Total workforce by employment type, employment 
 contract and region 90-91; 160-161
LA2 Turnover by age group, gender and region 90-92; 162-163
LA3 Employee benefits  103-104
LA4 Percentage of employees covered by collective
 bargaining agreements 102; 166
LA5 Minimum notice period regarding operational changes 102
LA7 Occupational injuries and diseases 98-100; 164
LA8 Employee prevention and risk-control training programmes 
 regarding serious disorders and diseases 100-101
LA10 Employee training 92-96; 164
LA11 Programmes for skills management 92-96
LA12 Employees receiving performance and career 
 development reviews 93-94
LA13 Composition of employees by gender and other indicators 
 of diversity (eg. disability) 97-98; 160-161
 Composition of governance bodies by gender 
 and other indicators of diversity  20-21
LA 14 Ratio of basic salary of women to that of men 
 in the same category 98
EU14 Programmes to ensure the availability 
 of a skilled workforce 92-96
EU15 Percentage of employees eligible to retire 
 in the next 5 to 10 years  161
EU16 Policies regarding health and safety of employees 
 and third party employees 98-102; 129
EU18 Third party employees who have undergone health 
 and safety training 129

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 
 human rights screening 32
HR3 Employee training on human rights not applicable
HR4 Incidents of discrimination and actions taken not applicable
HR5 Freedom of association and bargaining 102; 166
HR6 Operations having significant risk for incidents 
 of child labour 32

HR7 Operations having significant risk for incidents 
 of forced labour 32
HR8 Security personnel trained in human rights not applicable
HR9 Violations of the rights of indigenous people 32

SOCIETY
DMA SO DISCLOSURE ON MANAGEMENT APPROACH  22-26; 130
SO1 Management of impacts on the local 
 community not applicable
SO2 Business units analysed for risks related to corruption  26
SO3 Employees trained in the prevention of corruption offences 26
SO4 Actions taken in response to incidents of corruption 26
SO5 Public policy positions and lobbying 130
SO6 Contributions to political parties, politicians 
 and related institutions by country 133
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
EU20 Approach to managing the impacts of displacement 92
EU21 Contingency and disaster management 119
EU22 Number of people physically or economically displaced 
 and compensation not applicable

PRODUCT RESPONSIBILITY
DMA PR DISCLOSURE ON MANAGEMENT APPROACH 40-42; 105
PR3 Information requested by services and procedures 
 subject to such information requirements  118-122
PR4 Non-compliance concerning product and service 
 information and labelling not applicable
PR5 Customer satisfaction  122-124
PR6 Programmes for adherence to laws and voluntary codes 
 related to marketing activities  106
PR7 Non-compliance concerning marketing activities 31
PR8 Complaints regarding breaches of customer privacy 
 and losses of customer data  32
PR9 Fines for non-compliance with laws and regulations 31
EU23  Programmes to improve or maintain access 
 to electricity 102; 110; 119; 130
EU24 Information provided to customers on the safe use 
 of energy and support services 116
EU25 Number of injuries and fatalities to the public including 
 legal proceedings 135
EU26 Population unserved in distribution areas  108
EU28 Power outage frequency  173-174
EU29 Average power outage duration 173-174
EU30 Average plant availability factor   118

RGS: Report on Corporate Governance and Ownership Structure. This document may be 
consulted on the website www.a2a.eu
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