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CIRCULAR ECONOMY
Historically, and well before we began to talk extensively 
about circular economy, A2A had already adopted a 
business model oriented to the maximum recovery of 
resources in its activities: from the recovery of heat from 
plants for the district heating network, to the recirculation 
of water for self-consumption of thermoelectric 
power plants and the recovery of energy from sludge 
downstream of purification processes, just to name a 
few examples. For A2A and its activities, in fact, circular 
economy means managing all resources in a sustainable 
manner, not just waste, paying attention as much to the 
reuse of resources as to the reduction in the production of 
waste up to the maximum exploitation of each resource. 

DECARBONISATION
The issue of the circular economy is in many ways 
linked to the issue of decarbonisation, for example, if we 
consider the objective of zeroing landfilling, from which 
enormous quantities of greenhouse gases originate. 
Moreover, aware of our role and our impact on the 
issue of emissions, we have always been committed 
to putting into practice the guidelines of international 
agreements on climate and the National Energy 
Strategy: we focus on and invest in innovation to reduce 
emissions and the use of fossil fuels, to recover thermal 
energy and heat, to promote energy efficiency in end 
uses and the use of low-pollutant means. 

SMARTNESS IN NETWORKS AND 
SERVICES
Most of these aspects are related to sustainability in 
the cities and thus another pillar in our Sustainability 
Policy is smartness in networks and services, which for 
us means guaranteeing the reliability and resilience of 
the networks and the availability of energy required by 
the system, as well as offering "intelligent" services to 
the cities in which we are present that allow for better 
livability in all aspects of daily life in which we are 
involved as a Group. In this logic, innovation becomes 
crucial to continuously develop new services that are 
useful and functional to a better quality of life. 

PEOPLE INNOVATION
The attention to people, inside and outside A2A, is the 
leitmotif of the People Innovation pillar. In fact, we 
are committed to providing our employees with high 
standards of health and safety, training, benefits and 
welfare programs. In the same way, we are committed 
to the territories in which we operate, guaranteeing 
maximum transparency on our activities and 
performance, undertaking a great many stakeholder 
engagement initiatives, and implementing awareness-
raising and training activities in schools.

The 2019-2023 Sustainability Plan
The Sustainability Plan has been developed in conjunction with the Policy and is a tool that allows continuous 
monitoring and verification of the progress of the identified sustainability objectives, in line with the priorities 
and time frames of the Business Plan. The objectives are divided into the 4 pillars of the Sustainability Policy and 
contain specific actions and indicators, defined in agreement with all the Business Units of the Group. The 2018 
monitoring has shown that most of the more than 60 indicators are making significant progress: this means on the 
one hand that we are moving in the right direction, and on the other hand that we still have room for improvement 
to set more challenging targets in some areas.

In line with the ongoing revision of the Business Plan, a process has also been launched for the Sustainability Plan, 
seeking to update the goals with the time frame of 2019-2023. In reviewing the planning document, the objectives 
that had been achieved were eliminated, those confirmed were updated to 2023 and some new targets were added.

1. The methodology used is the Deloitte Sustainability Impact Metric.

relevance of the individual material issues by 
A2A's internal and external stakeholders.

This analysis made it possible to represent the 
impact of the implementation of the Capital Plan 
in a Radar Diagram, which represents how the 
annual performance (2017 and 2018) of each 
Capital approaches the target set during the 
reference period (2022). 

From this perspective, it should be noted that, for 
each Capital, performance in 2018 is closer to the 
objectives set (target 2022) than the performance 
in 2017, thus confirming the overall improvement 
of all the objectives included.

Of all the Capitals, the one that currently, in terms 
of performance, is closest to the 2022 target is 
the Manufacturing Capital, while, compared to 
the 2017 performance, the Intellectual Capital is 
the one that has recorded the greatest progress 
between 2017 and 2018. In any case, despite 
the progress made in 2018, the objectives of the 
Plan set remain challenging for all Capitals, in 
particular for Intellectual Capital, thus confirming 
the strategic nature of the Sustainability Plan.

The same type of representation can also be 
developed with respect to the Material Issues, 
which shows that the material issues that are 
closest to their respective targets, and therefore 

Assess the impact of the implementation of the Sustainability Plan on the Group's 
capitals and material issues
As described on page 14 of the A2A Business Model,  
the Sustainability Plan (and Policy), with its quantitative 
objectives, is the accelerator element that allows 
the Group to reinstate value within the individual 
capitals on which it depends in order to generate its 
services, with a view to sustainable development. To 
enhance this aspect, a new methodology1 was applied 
in 2018 to aggregate the KPIs of the 2018-2022 
Sustainability Plan, in order to assess the impact of the 
implementation of the Plan on the Group's capitals and 
material issues. 

This methodology has made it possible to measure the 
extent to which the performance of the Plan's KPIs in 
the baseline year (2017) and in the current situation 
(2018) are far from the objectives set (target 2022) and 
their trend (2017 vs 2018). To support this assessment, 
the KPIs of the Plan were in fact related to the Material 
Issues and, therefore, to the 6 Capitals and the scope of 
Governance. After normalizing the individual KPIs on 
a scale from 0 to 1 in order to make them comparable, 
each Capital, Material Issue and KPI was assigned 
a specific weight in line with the assessment of the 

boast current performance in line with the expectations of the Sustainability Plan are: Circular economy 
( Environmental Cap.), Enhancement of human capital ( Human Cap.), Diversity and company welfare 
( (Human Cap.), Relationship with Group stakeholders ( Relational Cap.), Technological innovation and 
smart cities ( Intellectual Cap.), Sustainable economic value creation (Financial Cap.). In particular: 
•  in the area of governance, in 2018 the issue of Management of sustainability risks and opportunities 

reached the set objective, while the material issue of Respect for and promotion of human rights along 
the Group's value chain was considerably closer to the target; 

•  compared to 2017, Financial Capital recorded a general improvement in performance compared to its 
targets, even though the objectives still remain very challenging for the Group;

•  in Manufacturing Capital, the issue of Efficient management of the Group's infrastructure improved its 
performance compared to 2017, and is currently the issue most in line with the target set; 

•  the approach of the performance of Natural Capital, with respect to the respective 2022 targets, is 
mainly due to the substantial improvements recorded in the last year, mainly for the material issues 
Circular Economy and Sustainable Mobility; 

•  Human capital has recorded a considerable rapprochement between current performance and the 
targets set for all material issues, with particular reference to the issues of Enhancement of human 
capital and Diversity and company welfare, which are already close to their objectives; 

•  among the material issues of Relational Capital, the issue of Relationship with Group Stakeholders is 
the one that, compared to 2017, has shown a substantial improvement and rapprochement with the 
Plan's objective; 

•  the material issue Technological innovation and Smart city of the Intellectual Capital is the issue that 
has recorded the greatest rapprochement of its performance to the targets, which however still remain 
challenging. 

Governance

Intellectual capital
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Sustainability Plan

  CIRCULAR ECONOMY

ACTION KPIS 2016 2017 2018 2022 PLAN 
OBJECTIVE 2023

RECOVERY AND TREATMENT 
To improve the recovery process of waste collected 
(including through their transformation into energy) and 
promote separate waste collection to help reduce the 
environmental impact of cities

Percentage of municipal waste collected sent for recovery of 
material or energy 98.86% 99.00% 99.70% 99.00% 99.00%

Percentage separate waste collection in the municipalities served 
(apart from Milan) 60.0% 70.0% 74.3% 71.0% 76.0%

Percentage separate waste collection in the city of Milan 52.0% 54.0% 59.7% 60.0% 65.0%

Waste treatment capacity (municipal + special waste) aimed at 
recovering material at the Group's plants (kt) 658 888 926 1,239 1,280 

Δ compared to 2015 86% 151% 162% 250% 262%

Waste treatment capacity aimed at energy recovery at the plants 
managed by the Group (kt) 2,079 2,355 2,471 

REVISED
2,886 

Δ compared to 2015 1% 14% 20% 40%

 CSS produced by Group plants (kt) 126.78 132.29 128.66  NEW 469 

REDUCTION POLICIES 
To reduce the production of waste through a prevention, 
reduction and reuse policy

Territories where waste prevention and reduction actions are 
active (% of total population served)  -  - 81% NEW >80%/year

Number of waste prevention and reduction projects activated  -  - 30 NEW 80

Investments allocated to the development of technologies and 
services linked to the circular economy (k€) - year  - 49,035 42,181 450,000 670,000 

(cumulated 19-23)

RISK MANAGEMENT 
To verify that the system used to identify, manage and 
prevent business risks adequately covers sustainability 
risks (and, in particular, social-environmental risks), also 
in organisational terms

Specific risk intelligence system for sustainability risks  - started ongoing finalize  
integration

finalize  
integration

WATER 
To implement actions aimed at reducing water 
consumption in the collection and distribution processes, 
so as to improve water quality and reduce water 
dispersion

Linear water losses (m3/km/days) - Group average  - 27.6 27.8
REVISED

22.5

Δ compared to 2017  -  - 0.6% -18%

Percentage of population equivalent without access to sewage 
treatment (% of total AE at 12/31/2016 in the municipalities 
served)

 - 21.7% 21.7% REVISED 8%

BIODIVERSITY 
To adhere to projects aiming to protect the soil and 
protected species, monitoring and protecting biodiversity 
in the territories of competence

Plants monitored with respect to the protection of biodiversity  - 0% 0% 100% 100% (at 2022)
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 DECARBONISATION

ACTION KPIS 2016 2017 2018 2022 PLAN 
OBJECTIVE 2023

DISTRICT HEATING 
To help reduce the environmental impact of the cities, 
paying close attention to air quality, implementing 
district heating and district cooling

Volumes served by district heating and district cooling (Mm3) 98 108 110 118 118

∆ compared to 2015 3% 13% 15% 23% 23%

NOx avoided thanks to the extension of district heating (t/year) -125 -138 -139 -180 -260

CO2 avoided thanks to the extension of district heating (t/year) -161,498 -181,136 -211,197 -220,000 -350,000 

Finalization of the decarbonisation project of the Brescia district 
heating system (105,000 tonnes of CO2 savings)  -  -  -  realization  start-up 

EFFICIENCY IN END USE 
Develop energy efficiency measures for public and 
private real estate assets 

CO2 avoided thanks to the installation of new boilers for end 
customers (Caldaia2a + Caldaiapiù offer) - cumulative value (t) 8 31 49 REVISED 360

CO2 avoided thanks to measures to promote energy efficiency in 
end use: offer LED kit - cumulative value (t)  - 5,185 11,778 REVISED 45,000

CO2 avoided thanks to measures to promote energy efficiency in 
end use: industrial ESCO activities - cumulative value (t)  - 696,963 1,844,329 REVISED 6,500,000

Number of projects to convert boilers (condominiums/tertiaries) - 
cumulative value  -  - 35 REVISED 580 

SUSTAINABLE MOBILITY 
To develop sustainable mobility solutions (low-emission 
waste collection vehicles and vehicle fleet, replacement of 
obsolete vehicles with new ones)

Percentage of low environmental impact waste collection vehicles 
(Euro 6 vehicles, methane gas, electric) - (% of total)  - 27% 38% REVISED 68%

Percentage of replacement of Unareti vehicles with low 
environmental impact (Euro 6, methane gas and electric powered) 
- (% of total)

 - 36% 48% 60% 69%

EMISSIONS 
To develop actions aiming to reduce the environmental 
footprint, like direct and indirect emissions of greenhouse 
gases

CO2 emissions of electric power generation plants (kt CO2) 5,047 6,299 5,701 6,270 5,700 

Δ on average levels for 2008-2012 (9,500 kt CO2) -47% -33% -40% -34% -40%

Emissions factor for power production plants (gCO2/kWh) 420 419 374 394 361 

Δ on average levels for 2008-2012 (438 gCO2/kWh) -4% -4% -15% -10% -18%

Total emissions avoided by reducing methane gas leaks - 
cumulative values compared to 2015 (tCO2eq) -6,216 -17,145 -24,078 -112,000 -86,000

RENEWABLES 
To increase (keep high) the proportion of energy 
produced from renewable sources

Percentage of thermal energy produced from renewable sources 
and process recovery with respect to total thermal energy 
collected into the district heating network (Networks & District 
Heating BU)

50% 50% 51% 49% 55%

Thermal energy recovered from third party production processes 
(GWh)  - 45 43 60 60

Installed photovoltaic capacity (MW)  -  - 94 NEW 253

GREEN MARKETING 
To implement customer sensitisation and communication 
campaigns

Green energy sold to the mass market segment (GWh) 545 909 1,065 1,818 2,000

Δ compared to 2017 - - 17% 100% 125%
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 SMARTNESS IN NETWORKS AND SERVICES

ACTION KPIS 2016 2017 2018 2022 PLAN 
OBJECTIVE 2023

QUALITY
To maintain high quality standards of the services 
supplied by keeping high customer satisfaction levels

Total CSI of "Reference multi-client customer satisfaction" of 
CERVED - Databank for customers of A2A Energia

92.4 (national 
average 90.3)

Domestic gas: 90.1 
(national average 

89.4)
Domestic 

electricity: 91.2 
(national average 

89.7)

Not yet available
> 2% vs national 

average and never 
< 90%

> national average 
and never < 90% 

CSI for Call Center A2A Energia 97.1 (national 
average 91.0)

95.7 (national 
average 93.2)

98.1 (national 
average 92.3)

> sector national 
average

> sector national 
average

DIGITAL 
To develop innovative channels and services (web, 
mobile, gamification) to increase customer loyalty

Number of energy customers registered with the on-line service 268,818 356,155 391,626 550,000 640,000

Number of energy customers registered with the bollet@mail 
service 289,613 350,580 430,366 600,000 750,000

Number of interventions on Group sites for evolved interactivity  -  - 6 10 10 (AT 2022)

SMART NETWORKS 
To develop solutions to offer a better information access 
infrastructure (Smart Grid) and improve the network 
resilience

Adequate users with smart gas meters (G4-G6) - Unareti perimeter 28% 46% 66% 98% 98%

Annual average number of outages per LV user in high 
concentration environment due to long outages without notice 1.54 1.36 1.43 0.78 1.11

Number of new generation water meters installed - cumulative 
value  -  - 27,000 46,000 (to 2020) 170,000

Operators of Networks & Heating BU equipped with digital tools 
for mobile work (WFM) - % of total target population - - 51.5% NEW 100% (at 2020)

Investments in Smart Grids (M€) - cumulative value 3 22 40 REVISED 254

SMART CITIES 
To support the development of the smart city in the 
territory in which the Group operates, including through 
new business models that exploit the technological 
component (Smart Grids and big data)

Smart City services activated - cumulative value  -  - 7 30 200

Municipalities with Smart City services activated - cumulative 
value  -  - 2 10 40

Number of parking spaces installed in smart parking - cumulative 
value  -  - 711 500 3,000

Number of businesses served with new smart land services - 
cumulative value  - 1 2 2/year 12

Number of smart environmental bins - 300 6,663 20,000 18,000

Number of intelligent sensors installed for water service - 
cumulative value - - 27 NEW 130

Number of new LED light points installed on IP 196,431 213,817 225,590 350,000 312,000 

Number of electric vehicle charging stations installed - cumulative 
value  - 130 168 500 1,500

Number of vehicles (collection and sweeping) monitored by GPS 
on total (%) - - 81% NEW 100% (at 2020)

Installed LED traffic lights - cumulative value 12,069 12,069 12,069 22,000 (to 2018) 22,000 (to 2020)

DISADVANTAGED GROUPS 
To promote beneficial tariffs or other solutions for users 
in difficulty (e.g. Banco dell'Energia)

Funds collected by means of the Banco dell'Energia - 2nd phase (M€)  -  -  -  1 (to 2019)  1 (to 2019) 



A2A 2018 Integrated Report3 Sustainability strategy

4342

Letter to 
stakeholders

Methodological 
Note

1 
The A2A Group 
and its business 
model

2
Governance

3
Sustainability 
strategy

Background 
information

The Sustainability 
Policy and Plan 

4
Stakeholder 
engagement 
and materiality 
analysis

5
Financial  
capital

6
Manufacturing 
capital

7
Natural 
capital

8
Human 
capital

9
Intellectual 
capital

10
Relational  
capital

Independent 
Auditor’s 
Report

GRI 
Content 
Index

 PEOPLE INNOVATION

ACTION KPIS 2016 2017 2018 2022 PLAN 
OBJECTIVE 2023

RESPONSIBLE PROCUREMENT 
To develop initiatives aiming to spread the culture of 
health and safety at work amongst contractors and other 
suppliers. Develop Green Procurement policies

Value of orders assigned to certified suppliers (% of the total) 77% 80% 82% 75% 80%

Activated suppliers with sustainability requirements  
(% of the total) 23% 42% 54% 50% > 50%

Number of meetings held with suppliers, with a view to listening to 
and discussing aspects of sustainability as well - - 1 NEW 12

Incidence of sustainability criteria in the vendor rating process (% 
of total indicators)  -  - 2% NEW 12%

Number of inspections carried out on road worksites 1,406 727 1,682  1,000/year  1,500/year 

HEALTH AND SAFETY 
To consolidate the training and prevention plan to reduce 
injuries and develop new initiatives for worker health and 
safety

Weighted accident rate (frequency indicator*severity indicator) 30.7 26.10 20.69 18.20 17.00 

MBO 
To add sustainability objectives to the MbO sheets 
(correlation between Management remuneration and 
Sustainability KPIs)

Executives with Sustainability MbO (% of the total) 33% 85% 90% 100% 100% (at 2020)

Percentage weight of sustainability MbO of total variable  - 5% 6% 10% 10% (at 2022)

Employees assessed according to CSR parameters (% of the total) 0% 0% 0% 100% 100% (at 2020)

TRAINING 
To implement training routes aimed at optimising and 
requalifying competences and professional development 
(including on matters such as sustainability, anti-
corruption and human rights)

Employees involved in sustainability sensitisation/training  
(% of the total) 0% 100% 100% 100% 100%/year 

Employees involved in training on the new Code of Ethics  
(% of the total) - 61% 77% 100% 100% (at 2022)

Average level of approval of training (scale 1-7) 6 6 6 > 5 > 5

CHANGE MANAGEMENT 
To develop change management projects to improve the 
organisational culture

Number of employees involved in at least one change 
management project per year (% of total office employees)  - 100% 100% 100%/year 100%/year 

Employees subjected to induction (% of total graduates aged 
under 35)  - 32% 100% 100%/year 100%/year 

Young Talent employees involved in engagement and retention 
initiatives (% of total)  -  - 100% NEW 100%/year 

Employees involved in smart working projects (% of total office 
employees) 5% 5% 18% 20% (at 2020) 25%

INTERNAL ENGAGEMENT 
To develop a systematic listening system to employees, 
promoting dialogue and collaboration

Employees involved in feedback surveys (% of the total) 100% 100% 100% 100%/year 100%/year 

WELFARE AND EQUAL OPPORTUNITIES 
To develop innovative welfare policies, also in connection 
with the promotion of gender equality, and optimise 
competences through a generational bridge that allows 
for the transfer of knowledge and experience between 
the junior and senior populations

Women in positions of responsibility (% of total managers)  -  - 14% NEW 20%

Employees involved in welfare and diversity initiatives (% of total) 21% 38% 90% 100% (at 2020) 100% (at 2020)

Precise mapping of hard and soft skills of the structures involved 
with respect to the roles required  -  -  - NEW 100% (at 2020)

INNOVATION AND R&D 
Develop investments in research and development, 
increasing the number of partnerships with international 
research centres and universities. Properly manage 
relations and collaborations with NGOs and develop new 
technologies, patents for technological innovation

Number of research projects activated and partnerships with 
primary research institutes and universities 9 10 8 5/year 7/year

TRANSPARENCY 
Develop integrated reporting and an adequate 
information system for planning and control

Territories with Territorial Sustainability Reports prepared - 
number 3 6 7 8 (to 2020) 8 (to 2020)

STAKEHOLDER ENGAGEMENT 
Develop external stakeholder engagement activities, 
strengthening the relationship with the territory and 
constructing permanent methods for multi-stakeholder 
involvement

Number of structured engagement workshops carried out - 
cumulative value 3 5 6 10 (cumulative 

2018-2022) 12

Number of actions ensuing from structured engagement 
workshops - cumulative value 11 16 18 20 (cumulative 

2018-2022) 25

EDUCATION 
To consolidate and, where possible, improve the 
environmental education and promote the awareness of 
risks associated with climate change in the public opinion

Number of visitors to plants 21,000 31,300 33,600 37,560 38,000

Participants involved in the A2A school project 29,000 34,600 29,700 41,500 42,000


